Cerner HealtheLife Patient Portal Guide

Contents
[V T=T 1 o] = TP P TP POPPPPI 2
Overview of Cerner HealtheLife Patient POrtal..............oooo 2
Cerner HealtheLife Marketing MaterialS ..........ooooii i 3
Cerner HealtheLife SUPPOIt LINE . ... 3
Cerner HealtheLife ElGIDIlILY ........coooeieeieeeeeeeee 3
Cerner HealtheLife AUthONzZed REPIESENIALIVES ........ccooiiiii i 4
Overview of Cerner HealtheLife Patient SeIf-ENrolIMENt............coo i 4
Cerner HealtheLife Patient Self-Enrollment WOrkflow.............oooii 5
Invite the Patient to the Cerner HealtheLife Patient POIal ... 9
Send an INVILE IN REV CYCIR ... ...ttt e e e e e e et ettt e e e e e e ea bbb e e e e e e e e eebbbaa e e aeaas 9
Send an INVIte IN SCHAPPIDIOOK. ..........i ettt e e e e e e e e bt r e e e e e e ettt b r e e e e e e enbbbaa e e eeaas 9
Re-send an Invite using the Access Management Office APPIICALION ...........uuviiiuiiiiiiiiiiiiiiiiiiiiiiie s 10
Authorized Representative Invite Workflow: Birth t0 12 Years of AQe......cuuuuiiiii i 12
Removing an AuthOrzZed REPIESENTALIVE ..........uuiiiii i e et e e e e e s e e e e e e e et s e e e e e e eeatranaaeeees 13
Automatic Expiration of Authorized Rep: MinOr TUMING L3 ....ouuiii i e e e e e e e e raaaa s 13
Patient as an Authorized Rep and Individual ACCOUNE HOIAET ... 13
Claiming AN INVITE .. 14
CONSUMET IMESSAGING ..ot ee e ettt ettt ettt e oot e oo oot oo e e e oo e e e e e et ettt e et e et e e e e et e e et e e e e e e e e e e e e e e aees 16
OVEINVIEW Of CONSUMET IMESSAGING +.vvvvtvtettettteeteeeeeeeeeeeeateeeeeeteseeeeeseeeeessessessseeseeeeee e e e e s s e s e e e e s e s e e s s s e s s s s e e s e s s s s e e sebseebennnnes 16
REPIY 10 @ CONSUMET IMESSAGE......cc e e e e e ee e ettt a e 16
Document and SAve @ CONSUMET IMESSAGE ......cceeeieeeee e ettt a e e 17
Forwarding @ CONSUMET IMESSATE ... ..coee e 18
INItIAtE 8 CONSUMET IMESSATE .. eeveeeeeuieieeeeieeettt s e e eeeeeeeta i reeeeeeeeetaaaaaeeeeeetteaaaaeeeeeeestsan s aaaeeeeestannsaaeeeeeeesnrnnaaeeees 19
Y TS o o [ =T 01 =T PP TUPPTTI 21
MESSAgE CENLET PIEfEIENCES ... .ottt oo e e et ettt e et e e e et e et ba o e e e e e eetbbb s e e e e e e eeebbbaa e aeaaas 21
LTt o L= = R I |« TP PP PTTPTTRPTPPPPPPPIN 21
YT TSTST= o 1= 1= o 22

l|Page
Drafted by: MMG Training Team
Approval Date: 9.20.22
Update Date:



Patient Portal

Overview of Cerner HealtheLife Patient Portal

What is the Cerner HealthelLife Patient Portal?

Cerner HealtheLife is a web-based patient portal that enables collaboration between patients and providers. The
portal allows McLaren to give patients more self-service access to their clinical information and empowers them
to become proactive members of their care team.

The CMS Quality Payment Incentive Program (QPP) also rewards our providers through a Merit-based Incentive
Payment System (MIPS). Within MIPS, there is a Promoting Interoperability (PI) category. One of the requirements in
the PI category is providing patients electronic access to their health information through the patient portal; HealtheLife

What are some of the Benefits of using the Cerner HealthelLife Patient Portal?

e Patients can email Refill Requests e Increased Patient Ownership of Own Care

e Patients can ask Questions via Secure Emails e Patients are more Informed

¢ Improved Patient Communication ¢ Improved Patient Satisfaction

¢ Optimized Medical Office Workflow e Patients have 24/7 access to Records/Results
e Decrease in Patient Phone Calls to the Clinic ¢ Integrated directly into Cerner PowerChart

What can the patient see in their Cerner HealtheLife Patient Portal?

e Allergies e Immunizations

e Problems e Documents

e Procedures e Messages

¢ Medications e Lab Results

e Patient Information ¢ Radiology Results
¢ Health Profile e Visit Summary

e Upcoming Appointments

myMclarenchart
©Q Holpwith My Metaren Chart

# Dashboard

Mclaren.org

[ Health Record v
B3 Messaging 2 v

£ Appointments v

Welcome to My McLaren Chart

@ HEALTHELIFE ZZTESST !

Who is Responsible?

Everyone is responsible and should be promoting the usage of the patient portal.
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Cerner HealtheLife Marketing Materials

The following marketing materials are available on the McLaren forms website and should be made
available in all Cerner clinics:

*Note: The brochures include the Cerner HealtheLife Support Line phone number for patients.
1. Healthelife Bi-Fold Brochure: MHCC- 501-2
2. Healthelife Poster: MM-307

The McLaren Medical Group Forms Committee regulates the various ways prinfing can

be done on forms. Some forms have customizable options, others are preset If the

drop-down menu for prinfing opfions is locked, that form can only be printed in that

specific format. If you would like o request a change to a form please email Kimberly

Ross at Kimberly.r.ross(@mclaren org.

Form Details

Order ID 62203

Form Number MHCC-501-2

Form Description Iy McLaren Chart Brochure Bi-Fold

Form Location 0 o
s Mclaren

Revision Date 6/2021

Misc Information ds; bleed; bi-fold; scored and fold

Cerner HealthelLife Support Line

The Cerner HealtheLife marketing materials include the support phone number for patients to call. The
Cerner HealtheLife Support Line is:

877-621-8014

Staff should be prepared to provide patients with this number if a patient is unable to login, needs a
password reset, or is having any other technical difficulty.

It is always recommended to check if the patient’s invite was sent successfully before advising them to call
Cerner Support. See the Cerner HealtheLife Invite section in this guide for more information on how to
check if an invite went out of the system successfully.

Cerner HealthelLife Eligibility

Who is eligible to enroll for the Cerner HealtheLife portal?

1. Any patients 18 years of age and up.
2. Anyteen ages 13-17 years of age.

Authorized Representative

Definition: An individual who is requesting access to another patient’s portal account.

Authorized Representatives are available for the following scenarios:

SECTION PENDING COMPLIANCE REVIEW***
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Cerner HealtheLife Authorized Representatives

Authorized Representative

Definition: An individual who is authorized to access another patient’s portal account.

Authorized Representatives are available for the following scenarios:

SECTION PENDING COMPLIANCE REVIEW***

Overview of Cerner HealtheLife Patient Self-Enrollment

The self-enroliment feature is available for patients who are 13 years of age and older.

The patient will need to complete the first name, last name, and date of birth to start self-enroliment and
would need to provide a unique patient identifier.

The following verification options are available as patient identifiers:
*  MRN (Medical Record Number)

» Email address (must have been previously provided and entered in the patient’s chart in order to use
email as a patient identifier).

B maveno

SIGN IN TO MCLAREN

McLaren Sign-In Page

* Password

Show password

Forgot password? SIGN IN

Don't have an account? SIGN UP

English (United States) v Privacy Terms
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https://mclaren.consumeridp.us-1.healtheintent.com/saml2/sso/login?authenticationRequestId=772f10ad-7842-413f-a230-1a5e852e3db2

Cerner HealtheLife Patient Self-Enrollment Workflow

Since patients can choose to enroll with an MRN or an email, the steps to enroll are slightly different. See
steps below:

Enrolling with MRN

1) Patient will access the McLaren self-enroliment link from the McLaren.org website.

2) After accessing the link, patient is presented Self-Enrolimant for My McLaren Chart
with the following screen and is required to
enter the following information:

e First Name

e Last Name I 1
e Date of Birth l“'“ 1
3) Patient will indicate how they’d like to verify " verm weid you b 1o verdy 2
their account, either by MRN or email. I I o |

e Note: MRN is the default. MR [ of Foocond Mumiser |

4) Patient will complete identify verification and
once complete, will click Verify.

L
=

5) If a patient match is found, patients are Patient Match Found
presented With the “Patient MatCh Fou nd" Cangratulations, your patient information has been verified. The last step to connect with My McLaren Chart is to create
WIndOW and are asked to : ,'Zu;lo.n\ ne account. To proceed, confirm that you are the patient and that you agree to the Terms of Use and Privacy

e Confirm they are the patient

I confirm that | am HEALTHELIFETEENAGER ZZTEST.

e Agree to the Terms of Use. - Tamsotuse

| agres to the MeLaren Terms of Use and Privacy Policy

6) Patients will be prompted to create an account.

a. First Name, Last Name, Gender, and Date of Birth are pre-populated.
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7) Patients will need to:
a. Create a username
b. Re-enter their email address

c. Create a password
e Password must contain at least 1 number
e Password must contain at least one capital
letter
e Password must contain at least one symbol
e Asecure password must be at least eight
characters long

d. Re-enter password
8) Accept Terms of Use and Privacy Policy.
9) Select Submit.

L L

I |
* Emad Address
| ]
" Pasyword
I l
Shemvn pRadweed
* Confirm Padiwond
I l
Shaw password

10) Patient will be asked to complete a
reCAPTCHA question (select all the
motorcycles, etc.).

11) Click Verify once complete.

12) A six-digit code is sent to their email address.

13) Enter the Code and click Submit.

L —

CHECH ¥OUR Erdall
£, e T DR RS S8 1 I Sl ok, regiseisd
oo oeler e ool e o voe s your e oanl

r:.d:a-' E |

Sl Uvted T ¥ 1wa ks
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Enrolling with Email

1) Patient will access the McLaren self-enroliment link from the McLaren.org website.

2) After accessing the link, patient is presented Self-Envoliment for My McLaren Chart
with the following screen and is required to
enter the following information:

a. First Name

b. Last Name l'~-~~ )
c. Date of Birth l“"' |

3) Patient will select email and enter in their email.

Form woukd pou e 19 verdy pour s cunt

How should we verdy T
FMEM"E‘-’*,&I el I

4) Patient will be asked to complete a
reCAPTCHA question.

5) Click Verify once complete.

6) Patient will be presented with the “Help us Help us protect your account
prOteCt your accou nt” Screen . We are sending you a six-digit verification code using the verification method you selected on the previous page. Enter the
wverification code below.
7) The system will send a six-digit code to the o0 6ot i your verfcation o, cotaet aur hslhcar rgazain oy g
email address provided. -
* Verification code
. . . . . . 435676
8) Patient will log into their email to retrieve the
message/code. =3
English (United States) v
9) Patient will enter the six-digit code and click
Continue.
10) If a patient match is found, patients are Patient Match Found
presented with the “Patient Match Found”
window and are asked to:

a. Confirm they are the patient.

* Terms of use

b. Agree to the Terms of Use.

English (United States) v
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11) Patients will be prompted to create an account.

12) First Name, Last Name, Email Address, Gender, and Date of Birth are pre-populated.

13) Patient will re-enter their email address.

[r——e ]
- -
Jar
— =
14) Patient will create:
a. Username I'“"‘“ I
SR S

b. Password

e Password must contain at least 1 number
e Password must contain at least one capital letter

e Password must contain at least one symbol [

A secure password must be at least eight
characters long

c. Re-enter Password

15) Accept Terms of Use and Privacy Policy. I'—-

16) Click Submit.

address on file that an account was created online.

17) Patient is taken to the homepage of My McLaren Chart and an email notification is sent to the email

claren Ordine Enroliment 1o My Mclaren Chart Conflrmatson
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Invite the Patient to the Cerner HealtheLife Patient Portal

During the check-in process with patients, registration staff should ask the patient if they’d like to sign up for the
Patient Portal. Please follow the steps below to send an invite during the check-in process if a patient expresses
interest and it's not already signed up.

Send an Invite in Rev Cycle

1) On the Patient tab, scroll down to the Healthe Maodify Patient: Full Registration
Life Portal section. Patient Relationship;] Insurancew Legal FormS\IAIertsj

b Alternate Address
2) Select the Access Offered dropdown and

choose the appropriate option. Contact Information
i Preferred Phone Type Home Phone
a. No: if access to the portal was not offered to [Mobile Phone Number | |( ) - .
the patient.

. . . Healthe Life Portal
b. Patient Declined: if access was offered and Access Offered

the patient wasn't interested. Patient Declined

No
Patient Declined

Horme Email Address

c. Yes: if access was offered and the patient
accepted. Additional fields will become
required.

3) If Yes was selected, satisfy the remaining fields.

Send Invite: Choose Send to send an invitation.

Challenge Question: Choose the appropriate option.

Challenge Answer: Free Text the answer to the Challenge Question that was chosen by the patient.
Home Email Address: Enter and/or verify the patient’'s email address.

Healthe Life Portal b
Access Offered Send Invite Challenge Question Home Email Address
| | [ I

Invite Status Cend Last four digits of your SN
| | ear you got married
ear you graduated high school
ear your father graduated high school
ear your father was born
Patient Comment ear your mother graduated high school

ear your mother was born
our postal code

coow

Patient Comments

4) The registration process for the HealtheLife Portal is complete once all fields have been satisfied.

Send an Invite in Schapptbook

1) On the Patient Information tab, scroll down to |Patient\nfwmatiwn|Enmuntennfwmation Guarantor Information  Insurance Primary  Insurance Secondary  Insurance Tertia
the Healthe Life Portal section. I Address nformation
Address Info: ‘Ptph‘,'sAddr'f.lear[E): ‘ Pt Alt Address - Clear (c):
2) Select the Access Offered dropdown and Pt Home (Mafling) Address:
choose the appropriate option. HOUNT PLEABANT.
48858
a. No: if access to the portal was not offered to Adirece Verfienton
the patlent Pt Physical Address: Pt Alternate Address:
i . i Add Address... Add Address..
b. Patient Declined: if access was offered and
the patient wasn’t interested. | Heathe Life Portal
. . Access Offered:
c. Yes: if access was offered and the patient
accepted. Additional fields will become Patient Decined

required.
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3) If Yes was selected, satisfy the remaining fields.

Send Invite: Choose Send.

Challenge Question: Choose the appropriate option.

Challenge Answer: Free Text the answer to the Challenge Question that was chosen by the patient.
Home Email Address: Enter and/or verify the patient’s email address.

*Challenge Question: , *Challenge Answer:
| [ :

coop

|— Healthe Life Portal

Access Offered:

|Yes v‘

*Email Address: n

4) The Invite Status field is a read only field that will display once the registration has been completed or the
invite for that patient portal has been sent. This list includes the following values:

Send Invite:

a. Sent: Displays when the invitation has been sent successfully to the patient’s email address.
b. Sending: Displays when the invitation is in process.

c. Self-Enrolled: Displays when the person self-enrolled through the HealtheLife portal.

d

Error: Displays when the invitation failed during the sending process.

becess Difered Send Invite Chalenge Qusshon Challenge Anzwer Irrvite Stalus
ez »  Lastfow digitz of pour .. = jkk Emor

d

Re-send an Invite using the Access Management Office Application

There may be times where the patient will express that they didn’t receive the email invite, they accidentally
deleted the email, or there is a technical error seen on their account. There is a Patient Portal Registration
conversation that will allow users to directly access that portion of the patient’s registration and quickly sign them
up.

¢ Note: Revenue Cycle clinics can complete the re-invite process by modifying the registration
conversation through Rev Cycle if preferred.

1) Launch the Access Management Office | €3 STEPHANIESC.P2082

v
application (PM Offlce) a L/i\:cess Management Office
|

—

EHeoBESH Y

2) Double-click the Patient Portal Registration £ Add/Madify Person
Conversation. f| Cancel Encounter
= Client Billing
a. Search and select the appropriate patient. ¥ Facility Transfer
L% Medify Insurance
& Nursing

%= QOrgan Donor

one Message Encounter
PreClient Billing
PreReg
Register Patient
View Encounter
View Person
Walk In Registration

ey ey ey ey oy mel
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3) In the Organization window, select the Facility
Alias tab.

a. Inthe Search field, enter the Cerner
Location Code for the clinic and hit enter.

b. Select the clinic location and click OK.

@ Organization =
Select the facility and/or client to which the encounter should be
registered.
Facility Name || Facility Alias !
99 RS

fclaren B

egion Heart and %

Facility:
MclLaren Bay Region Heart and Vascular Bay

4) The Patient Portal Registration screen will
open.

a. Inthe Access Offered dropdown, select Yes.

If access has already been offered and
accepted, the Access Offered field will
display Yes and cannot be changed.

b. Confirm the email address that displays or
enter one if needed.

3 Patient Portal Registration

First Name: Middle Name:
[MariA | | |
Access Offered: Ermail Address:
| ~8 Jtest@mclaren.org
MNeo

5) Satisfy the remaining fields:
a. Send Invite: Choose Send.

Challenge Question: Choose the appropriate option.

b.
c. Challenge Answer: Free Text the answer to the Challenge Question that was chosen.
d

Click OK when done.

Access Offered: Send Invite:

*Challenge Question:

Yes ~ |

Drafted by: MMG Training Team
Approval Date: 9.20.22
Update Date:
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Authorized Representative Invite Workflow: Birth to 12 Years of Age

invitation to the patient portal.

For patients’ birth to 12, the Authorized Representative provides their first name, last name, date of birth, sex,
and email address. Follow the steps below to add an Authorized Representatives to a minor’s account to send an

1) Within the appropriate registration screen, scroll down to the HealtheLife Portal section.

2) Select the New Person icon.

— futhorized Representatives
Authorized Representatrve Organizer:

35N MRN Sex Bith Date Last Name

3) From the drop-down menu, select Authorized
Representative for the Relationship Type.

4) Select the Relationship to the Patient.

Search for Relaton

Relaton's Ralabonakhig o Per

Relstonghip Typs

Authiorzed Represertatnos

5) Enter the person’s First Name and Last Name,
DOB, and Sex.

6) Alternatively, if the Authorized Rep has been seen
at a McLaren facility, perform a person search by
using the “Search for Relationship” button.

a. This will open the patient search window to
search and select the individual and will
populate the required fields for you.

7) Enter/verify the Authorized Rep’s Email Address.

8) In the Send Invite dropdown, select Send.

9) Complete the Challenge Question and Challenge
Answer fields.

10) Once all fields are completed, click OK.

Refalan's Relabonihag 1o Person

Firek harmes Lasst Mama

Bueth Dot S

Emad Address Send Imetm

Challengs Dusston Chaliengs Answer

Orlires [dantty Link Siatus Initer St

Ermor R

11) Highlight the Authorized Representative you just
added within the table. This pushes the
Relationship Type/Relationship to Person into
the bottom table.

Bt Dinde Lk Mires  F sl M S

R B

Feacrarag e Aebordig I Pertln  Ferde 4 el K
o Bfroeged Fep Mo

12) Click OK to save all changes and send the invite.

Drafted by: MMG Training Team
Approval Date: 9.20.22
Update Date:
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Removing an Authorized Representative

In instances where an Authorized Representative needs to be removed, follow the below steps. These steps can be
completed from Revenue Cycle registration or the PMOffice application:

1) Within the appropriate registration screen, scroll down to the HealtheLife Portal section.

| Authorized Representatives

2) Select the Authorized Representative that should be Authorized Beggcsentative Organizer
removed and click the Remove icon. B

[IEI-- s20138

3) Click OK. The Authorized Representative is removed.

Automatic Expiration of Authorized Rep: Minor Turning 13

For minors who reach the age of 13 and have an Authorized Representative on their account, an email is
sent to any Authorized Representatives with the below verbiage. The email is sent at 6 AM on the teen’s
13th birthday.

This is to notify you that your access to [minor patient name] has expired on [date].

This action is being taken because [minor patient name] is eligible to have his/her own account
upon turning 13 years of age. Access given to all other users also expired on [date].

Please advise [minor patient name] to contact his/her physician’s office so that an account can be
created that he/she can access directly.

If you have any questions regarding this action, please contact his/her physician’s office.

You may also contact our technical support at:

kd Primary 2 Social %> Promotions

[0 + ™ McLaren Health Care My McLaren Chart access to PORTALTWELVE ZZTEST's account expired on 2022-08-05 - Dear MOTHER TEEMNAGER, Thisis ...

Patient as an Authorized Rep and Individual Account Holder

If an Authorized Rep is also a portal account owner themselves, the view within their account is controlled by
a drop down in the upper right corner of the screen.

Scenario: When a mother has access to her own portal and is also an authorized representative for her child:
1. The mother is zztest, portalone and the child is zztest, baby.
2. The mother can toggle between the two records.

» If the mother has more than one child, multiple names will display in the drop down.

myMclarenchart
Q1 with My Mctacen Chart ® e eyt o .
e ® SRS

13|Page
Drafted by: MMG Training Team

Approval Date: 9.20.22

Update Date:



Claiming an Invite

The patient or Authorized Representative will follow the below steps to claim their patient portal invite. It is
important staff are familiar with this process to be able to assist patients when needed.

1) Patient or Authorized Representative locates the
email with the invitation link.

e The email comes from “McLaren Health Care —
noreply@ighealth.com”

e Subject: “McLaren invites you to join My
MecLaren Chart”

2) Patient or Authorized Representative clicks the
“Accept Invitation to My McLaren Chart” link.

Fronf: McLaren Health Care |
Date: Wod eIV TFTL BN

Subjecf: McLaren invites you to join My McLaren Chart
To: < TEEmEI.Com:
Dear BRENDA,

We work together with our patients to keep you included, informed and inspired, and to empower you to take an active role in your health.
For that reason, McLaren is pleased to offer you My McLaren Chart, a free personal health record where you can access your health
information, renew prescriptions, make appointments and more - 24 hours a day, seven days a week.

1‘| Access this link: Accept Invitation to My McLaren Chart |
2. "Follow the steps outined on the page.

2. Don't forget to complete this process soon because this email invitation will expire after 90 days. We will send you a reminder before
it expires. However, if you forget, just contact McLaren to receive a new email invitation.

m/ to continue with MeLaren.

After you're connected, visit h

Protecting the privacy of your health information is important to us, so we have made this process very secure. The email provided to you by
MeLaren should be kept confidential. Please do not reply to this message as this was sent from an unmonitored email inbox. If you need
assistance getting connected, please contact .

3) Patient or Authorized Representative completes
the Security Question section as instructed.

e Screens may look slightly different if accepting
your own invite vs an Authorized
Representative invite.

4) Patient or Authorized Representative clicks the
‘Create Your Account’ button.

Welcome to My MclLaren Chart

Answer the Security Question

B T

a3 B MeL e Toms o

no gug Fnacy Fuda y

5) Create a username.
6) Confirm the email address listed.

7) Enter a password.
e Password must contain at least 1 number
e Password must contain at least one capital
letter
e Password must contain at least one symbol
e A secure password must be at least eight
characters long

8) Confirm password.

9) Patient or Authorized Representative will Accept
the Terms and Privacy Policy.

10) Patient or Authorized Representative will click
Submit and complete a reCAPTCHA question.

Uzemamas

* Email Address
Ilpq:iﬂgmhu-n‘ slhen@genail com I
* Paganesd

* Cimp erry Pmm e

I e wnl

pronecsed by CAFTCHA. [

Drafted by: MMG Training Team
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mailto:noreply@iqhealth.com

11) Patient or Authorized Representative will complete
a reCAPTCHA question.

12) Click Verify once complete.

0o

Chart.

myMclarenchart

# Dashboard
McLaren.org

[2) Health Record
B Messaging

£ Appointments

BABY TEST

(® Frequently Asked Questions AR COVID VACCINE INFO

Coronavirus
Disease 2019
(COVID-19)

y X
* s A

|

13) Upon successful enrollment, the patient or authorized rep is presented with the homepage of My McLaren

Drafted by: MMG Training Team
Approval Date: 9.20.22
Update Date:
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Consumer Messaging

Overview of Consumer Messaging

Once the patient has joined the portal, they have the capability of directly messaging their providers. The
messages from the portal will populate to the Message Center in Cerner PowerChart.

In Message Center, the Messages are routed to the appropriate Pool within a folder called Consumer
Messages. After a patient sends a message, HealtheLife informs them to expect a response from their provider
within 3 days. Consumer messages within the pools should be monitored daily.

Reply to a Consumer Message

1) Toview patient portal messages, select Megecar

appropriate Pool from within Message Center

and select the Consumer Messages folder. e
yCommensats = IF ) : | 2
¢ Note: The Consumer Messages folder only e Pricry  Patient Hms Frem
B . . . . e i, TETEST, FIMK 0 EITEST, FINK O
displays in the inbox if there are messages in Diplar Ly 300ays = | o ZETIST, MRALTHELIRE 227851, HEALTHELIFE
it. Otherwise, it doesn’t display. Fes A
= lmboa ltems |5
2) Double click the message to open it. S
B Miage (17
Coraumner Mesugn (1)
3) To reply to the patient, click Reply to send a message BSSRE S at

#| Comsumer Messmpe ZZTEST. PIRNK O X

back to their portal.

a. If an attachment was included in the patient’s
message, a hyperlink will display within the

Al ges Bes Inge N Koden Mundation

message. Click the hyperlink to view. o L » Zr1es paraw
= I Showna (1) v l.-.v'.--.oxuv,.'r_ ',‘ T
b. To save the attachment, click the Save to Chart e RS SO
button.

Caraumer Messge (12)

4) The Home Orgs popup box will appear. Select your --H,,meo,gs '
clinic from the list and click OK.

L

Select a home organization

A
Bay Hospital Professional
Central Hospital Professional
Central Wound Care
CNT Isabella Citizens for Health Inc
CNT Medilodge
CNT Safe Health PC
DaVita Dialysis
Newitt Health Center Family Medicine

o Note: Users can set a “Top 5” in the list to filter
the choices. Users can also set a default home
organization. See section Message Center
Preferences section for more information.

5) The encounter window displays. Select the
appropriate encounter and click OK. No encouinter
a. If patient does not have an Outpatient Message The system was unable to match to an encounter. An encounter
FIN to link to, click Cancel, go back to the must be associated before this action can be completed,
encounter window prompt, and select Add —— ‘ .
Encounter. OK I Select encounter I I Add encounter I

b. Selecting Add Encounter will prompt a window
to create an Outpatient Message FIN.
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6) Type your reply to the patient in the Message field.

a. The patient’'s name, provider and subject line will already be populated.
b. The To Consumer checkbox will be automatically selected.
e The To Consumer checkbox is what dictates whether the message is sent back to the patient via the

© RE: General Message - Message [e@]=
Task  Edit
? High {, Notify 3l Message Journal 17) §, Portal Opticn JLaunch Orders
Patient: || ZZTEST, HEALTHELIFE J#b) Calter: [ZZTEST, HEALTHEUFE | Callers: [H @69)565-2321
To: [ ]M Include me
cc [ )@ Provider [Schafer, MD, Michael W % #8) [ 770 consumer] [ Disable further replies
Subject: | RE: General Message v [J]SavetoChart As: |Phone Message/Call M|
Attachments — — —
ITransitionof Care | B [ other
Message
Avial R NN 2% BUZS BEES aei ¥
‘e will see you at your next appointment! I -

7) Click Send when done.

Remind on: D - :
oo ] ) 51

¥ Delete I Send ” Cancel }

N

4

8) The new message will route instantly into the patient’s Inbox
portal Inbox. PR
RE: General Message Sep 19,2019
Schafer, Michael - MGL Grand Ledge TEST -> HEALTHELIFE ZZTEST 03:04 p.m. CDT

Document and Save a Consumer Message

There may be instances when a patient portal message is better addressed by a phone call rather than an
electronic response. There is no requirement to respond to the patient electronically.

In the event a message does not require an electronic response, an addendum may be documented in the
message and saved to the patient’s chart.

Consumer Messages ] Consumer Message: ZZTEST, PATIENT SIX Ix‘

1) To document a response without sending a

aReply “YReply All 3 Forward &yDelete §Print 4 & (@Mark Unread |Inbox View | Summary View {Launch Orders

message back to the patient’s portal: ZZTEST, PATIENTSIX  DO805/0975 Agea years Sextae
‘ Allergies: No Known Allergies, ...Patient Future
. Error Advance Directive:Yes Code Status:<No Data Availab...
a. Double-click the message to open. HealtheLife: Yes Primary Insurance: MRN:300001432
b. Free text the response in the Add Text field el .
within the message. =g, ey oo S
Ca Document: @

Called the patient and addressed them to contact us if issues come up in the future.

Laura C., MA

2) Once finished, click Save to Chart on the bottom of

the screen [H Save ] Iuj Save to Chart I & Reject All '-’E‘p Accept All
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3) Click Delete to remove the message from the pool [iConsumer Messages x| G ZZTEST, HEALTHEIFE X

inbox. uReply WReply All - Forward ¥yDelete |5 Print & & (@;Mark Uni

ZZTEST, HEALTHELIFE DO0B:01/01/80
Allergies: Allergies Not Recorded Patient Phone:(264

Care Team: <No Primary Contact> Advance Directivel
LoC:LAN EEG HealtheLife: Yes

From:  ZZTEST, HEALTHELIFE
Sent:  9/11/2019 1:48:56 PM EDT
Subject: RE: No subject

To: Cerner Test, Ambulatory: MA Cerner
Ce
List
4) The patient’s message along with the addendum will | om0 o e

be housed in the Documentation of the patient’s
chart in Cerner.

Service Date/Ti...
9/26/2019 13:21:36 E... | Dr. Michael Schafer, MD: Medication Ques!
9/26/201910:36; Dr. Michael Schafer, MD: Testing Attac|
9/26/2019 10:33: r. Michael Schafer, MD: Testing Attac
9/26/201910:29:52 E... RE: Dr. Michael Schafer, MD: Testing Attack
9/26/2 Dr. Michael Schafer, ing

 Forwarding a Consumer Message

Consumer Messages can be forwarded to other inboxes or individual recipients, just like any other message
within Message Center. This may be needed when staff are unable to answer a message, so it needs to be sent
to the provider for further direction. The provider can choose to respond back to the patient directly or only to the
staff member that forwarded the message.

Subject

* Final Report *

Entered by on September 26 2019 13.21.36 EDT.
alled the patient and addressed them to contact us if issues come up in the future.

Laura C., MA

1) To forward a patient message, highlight the [Messsgeconter |

message and select Forward. = =
m jlmmynn e = 5 Cyes LReply | Ragiy ill'

o ot - i
Poplay Lot MDan ~ =
L -

e e { £

iy

st nimaditn

keaages (171]

2) Use the Binoculars icon next to the To field to i —_
search and select the Provider or Staff Loy A in g m — Dmadin
Member this message needs to be sent to. . =T —

s B Provides (B8 1 Ta concumer [ Disable futher repies
Subjece PO Hlp Test B N Premrvemrr —
3) Type a message in the Message field and click frrncter [ o tniomes ] [ ot Amdrens |
Send when complete. pome e ieaN BUIsEEI A
lease see patient message below Thanks!
e Note: All correspondence between staff
. . From: HEALTHELIFE ZZTEST
members should remain professional and S B R
clinically relevant, as the patient will be able to et st
see the entire string in their portal inbox once — R —
the response is sent back to them. e e v [ R
it et

4) The new message will populate to the recipient’s |Genera| Messages Ix
|nbOX Under General Messages' —qCommunicate = [ Open | i Reply QREP|:'-"—'|' 4, Forward E]Delete k|

Pricrity Patient Name From Subject D
ZITEST, HEALTHELIFE Cerner Test, A... FW: Help Test!
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5) The recipient can click Reply and respond directly to the patient by selecting the To Consumer checkbox
when replying.

a. The message and all replies/addendums will be sent back to the patient.

b. Alternatively, the recipient can leave the To Consumer checkbox unchecked to send a reply to the sender
only and not the patient.

@ RE: Thisis a test - Message - O X
Task  Edit

¥ High & Notify 38 MessageJoumal £y Portal Opt\ons Summary View {#]Launch Orders
Patient: | ZZTEST, MARIA I8 calter [ZZ7EST, MARIA | callers: [ (517)666-6666

To:  [Bchnell, Stephanie % |#8  Oinclude me
e |88 Provider | Ik I Mo mn;umerIDD\;ablefurther replies
Subject: | RE: This s a test ] AASavetoChart  As: |Phone Message/Call

Attachments

[ Transition of Care Browse Documents Other Attachments

Initiate a Consumer Messa

Staff can initiate a message to a patient from within Cerner PowerChart if that patient is a registered HealtheLife
user. To see if a patient is currently enrolled with HealtheLife, check the HealtheL.ife status on the patient banner.

ZZTEST, HEALTHELIFE
ZZTEST, HEALTHELIFE DOB:01/01/80

Allergies: Allergies Not Recorded Patient Phone:(269)565-2321
Care Team: <No Primary Contact> Advance Directive:
Loc:LN45 Holt FM HealthelLife: Yes

It is recommended to always initiate a message from the appropriate pool. If the message is sent from your
personal inbox, you will be the only one able to reply unless your co-workers are checking your Proxies box. Timely
response time for portal messages is important. When a patient sends a message from the portal, they are notified
they will get a response within 3 business days.

If using the Communicate button from the toolbar, this sends the message from your personal inbox (*unless
you have changed your Message Center preferences to default to a specific pool). It is recommended to send a
Consumer Message from the Message Center instead, as shown below.

:Worklist i MyExperience [ Scheduling

| Conversation = _ﬂCammunicat

Message
Feminder

1) Click the Message Center button on the toolbar. Task Edit View Patient Chart Links Noifications N

i {a} Home Tracking Shell =1 Message Center {3 Patient List 83

mSuspend ¥ Charges [ Charge Entry ‘_’ﬂExit \3 Calculator

2) Select the Pools tab.

Inbox Summary

3) From the Pool dropdown, select the appropriate
pool to send a message from.

Pook | LAP AME Primary Care Clinical Manage

Display: [ Last 30 Days .
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4)

Click on the Communicate dropdown and select
Message.

o Note. If the patient is not ‘active’in the
HealtheLife portal, To Consumer will be grayed
out. A message can only be sent to patients
already utilizing this portal.

7

Free text or use the drop down to select the
Subject line of the message.

8) Use the Browse Documents button to attach any
documents from the chart to send to the patient if
needed.

9) Enter the message in text box.

a. Click Send when complete.

o Note: Everything you write is viewable by
the patient. Messages should be
professional and clinically relevant.

Results 3¢
Commuricits = [
T -
Poal: Lohafer, b = Manage = Reminder
Diplary | s ¥ibes = - 1}
5) In the Patient field, search and select the patient.
5 New Message - O X
Task  Edit
6) Select the To consumer box, as this will route the 1 st RN 8 g o 40 2 P O R sy View [
message to thelr portal account Patient: |ZZTEST, TESTONE {8 Caller: [ZZTEST, TESTONE | calter= |
T ] | /88 [Jinclude me
(< /@8 Provider r [Schafer, MD, Michael W x & |Tomnsumav |DD\sab\afurthavrephss

Subject: |

| | AAsaveto Chart s Phone Message/call
[T et | Browse Documents ‘ Other Attachments
Personal Address List
@ consumer ||
(Abale/Boboc/Bennett/Ko..

Cherryhomes, Kimberly A...
Abbasi, Shahzaman - MM... L&N AMB - Mid Michigan
Abbud, Wafa - Flint CMC  Schater, MD, Michael W
Abdullah, Ashraf - MMP ... Smith, DO, Benjamin L La
(Adams, Sarah - Heart & V..,

Message

Adal RS BU/S EE= &of &

Actions
[JPatient Needs Appointment Remindon: | | [~rr—=
[(]Nesds Lab Before Refill
[CIPlease Call Patient with Resuits Due on: |:| |
[(JMessage Left for Patient to Return Call

[ Agree with Message
See Note In Chart Send Cancel

10) The message will now be visible in the Sent Items
folder of the pool.

a. The status will change to Opened once the

patient opens the message.

Sent Items | X

—qCommunicate » [5Open =3 Forward 3l Message Journal [J]Forward Or Ex ent | ;?:"::E,Seled Al

Patient Name Create Da... From I R Status To

ZZTEST, HEAL... 9/19/201912:04... Cerner Test, Ambulatory: MA Ce... Pending  ZZTEST, HEALTHELIFE

11) If the patient doesn’t open the message in the
portal within one day, the sender will receive a
Notify Receipt in the Notifications section of
Message Center.

¢ Note: Users must have their preference set to

receive the Notify Receipt. See the Message
Center Preferences section from more
information.

Message Center

Inbox Summary Bl Notify Receipts X /
o
Inbox  Proxies Pools _yCommunicate -+ [ Open fDele
Patient Name 4 Subject
ZETEST, TESTONE 4 Nat Opened in 1 Days:
5 Inbox ltems (12) ZZTEST, PATIENT ONE P Not Opened in 1 Days:
ZZTEST, TESTONE Not Opened in 1 Days:
Results
Results Yl 4
= Documents (0/1) f
RemInaers /)
>
\
Sent ltems
Trash i(
Notify Receipts (3/3) 1
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Message Center

Message Center Preferences

messaging functionality.

There are a variety of Message Center Preferences that can be set by the user that pertain to the patient portal

To Access Message Center Preferences:

1) Click Message Center
a. Select Inbox from the Toolbar.

b. Select Manage Preferences from the Menu.

Task £de View Patent Ohat  Links  Netficstions Em
LY Home Tracking Shell 3 Message Conter § Patiert List &3

2) Inthe Behavior Prefs tab, select the appropriate
section from the left pane.

a. General Tab
b. Message Tab

W seopord ! ¥ Charge Entry S s [ Cakutater
9t Conter
=
Cnn‘flgura!iﬂnl Behavior Prefs IManaganDl; Mansge Pravy  FY1 Result
General hessaging
r"'“‘_‘?‘ A After completing/ deleting an item move
Reminder/Letter

Consult Request E'ﬁ'ﬂ'a-m if sending & messsge or consult wr

General Tab

When Sending a Consumer Message or Reminder:

Description: The preference sends a Notify Receipt
for Consumer Messages or Reminders.

System Default: None

User Options: Users can choose to update the Not
Opened interval, and where the read Notify Receipt
message gets routed.

e Ex: aprovider can set the Notify Receipt to
route to their Clinic Pool.

When Sending a Consumer Message or Reminder

Request Receipt:
On Net Opened within _ days w1 *days
(®) Send receipt to sender

() Send to the following:

Default Inbox to Load Upon Login

Description: The preference determines what tab of
the Message Center displays “face up” when the user
accesses Message Center. This also determines what
inbox messages will be sent from when the user
sends a message within the Message Center—->
Communicate button.

System Default: My Inbox

User Options:
e Select from Pools
e Select from Proxies (not relevant)

Default Inbox to Load Upen Logi

Select From Pools
Iy Inbox

Select From Proxies

Default Pool

Description: The preference determines what Pool is
set by default when accessing the Pools tab of
Message Center.

System Default: None

e |f no default is set, the most recent Pool the user
has opted into shows by default.

User Options: Users can set any Pool they’re opted
into as default.

Default Pool:

MAC AMB Family Medicine Lakeshore Clinical

MAC AMB Family Medicine Lakeshore Clinical
MAC AMB Family Medicine Lakewood Clinical
MAC AMB Family Medicine Romeo Plank Clinical
MAC AME Family Medicine Silvan Clinical

MAC AME General and Vascular Surgery Clinical
MAC AME Heart Failure Clinic Clinical

MAC AMB Heart Rhythm Treatment Center Clinical
MAC AME Internal Medicine Clinton Twp Clinical
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Message Tab

Encounter Creation

Description: The preference allows for a default organization to be set when creating in-between visit

encounters. There is also an option for users to specify which locations (up to 5) the user typically works at if they
work at multiple locations and can’t set a default.

System Default: None
User Options:

1. Set any location as the Default Organization.
2. Choose a Top 5 list if the user can’t set a default (because they work in more than one location).

e Note: Users should not select the “Ask me for an organization only once per session” if the user
works in more than one location.

Encounter Creation

[] Ask me fer an crganization enly once per session
Default Organization:

MecLaren Grand Ledge Family Health Center ~

Al Available Orgenizations: I Typically Work At (limit 5):

Bath Lansing Rheumatolagy Lab -
Bay Hospital Professional

CNT Isabella Citizens for Health Inc

CNT Medilodge LT
CNT Safe Health PC

Central Hospital Professicnzl

Central Wound Care

Davits Dialysis

Dewitt Heslth Center Family Medicine
Diabetes Nutrition and Education Center
Digestive Health

Add -> MecLaren Grand Ledge Family Health Center
McLaren Greater Lansing Cardio Group Grand Ledge
McLaren Greater Lansing Family Medicine

McLaren Greater Lansing Family Practice Clinic
MecLaren Greater Lansing Primary Care - Okemos

(.Y n Caoar <

When Generating Consumer Messages From Results

Description: The preference pertains only to result messages that are sent to a Consumer. It sends a Notify
Receipt based on the options shown below.

System Default: None

User Options: Users can choose the Request Receipt checkbox and update the Not Opened interval, and
where the read Notify Receipt message gets routed.

e EXx: aprovider can set the Notify Receipt to route to their Clinic Pool.

When Generating Consumer Message From Results
Request Receipt:
On not opened in __ days wl| |1 *days

(®) Send receipt to sender
(0 Send to the following:
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