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About Kaiser Permanente

• Integrated health care
delivery system

• 8.7 million members

• 165,000 employees
• Serving 9 states and the District of 

Columbia

• 14,000 physicians

• Nation’s largest nonprofit health plan

• 36 hospitals and medical centers

• 416 medical offices 

• $37.8 billion annual revenues (2007)



Our Structure

Kaiser Foundation Health Plans
Nonprofit, public-benefit corporations that contract with individuals and groups to arrange comprehensive 
medical and hospital services. Kaiser Foundation Health Plans contract with Kaiser Foundation Hospitals 
and medical groups to provide services. 

Kaiser Foundation Hospitals
A nonprofit, public-benefit corporation that owns and operates community hospitals in California, Oregon, 
and Hawaii; owns outpatient facilities in several states; provides or arranges hospital services; and 
sponsors charitable, educational, and research activities. 

Permanente Medical Groups 
Partnerships or professional corporations of physicians. Each region has its own Permanente Medical 
Group. The Permanente Medical Groups assume full responsibility for providing and arranging necessary 
medical care in each region. 



Our Mission 

To provide affordable, quality health 
care services and to improve the 
health of our members and the 

communities we serve



  

Our Vision for the Future: “Blue Sky”
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Kaiser Permanente HealthConnect™

• More than just an electronic medical record
• The development and deployment of a highly-

sophisticated information management and delivery 
system

• A program-wide system that will integrate the clinical 
record with appointments, registration and billing

• A complete health care business system that will 
enhance the quality of patient care



My Health Manager on kp.org

• Kaiser Permanente’s personal 
health record (PHR)

• Linked directly to 
KP HealthConnect, My Health 
Manager is the patient’s view 
into their medical record.

• Provides information and the 
ability to act on that information



Member focused services

Connecting members to:

• My doctor 
• My health record
• Healthy lifestyle  
programs
• My health care   
team

•Appointments and refills



Adoption and usage

• Available to all 8.7 million members, including Act for a Family
Member

• Universal adoption by providers
• More than 3 million members actively using My Health Manager

In first quarter of 2009:
5 million test results viewed 
1.9 million emails sent to providers
1.5 million refills completed 
1 million visits to the  health encyclopedia
960k past office visit viewed



View your personal clinical 
information



Lab test results

•Most 
popular 
feature

•Links to 
health
encylopedia



Kp.org member survey: View lab 
test results

Did viewing your lab test results online save you 
a visit, phone call (or didn’t save anything)?

Saved a phone call – 59%
Saved a doctor’s visit – 30%

96% said it was valuable to see lab tests online 
before visiting doctor 

80% felt their lab results were secure



Promoting self-management

Getting things done

• Online appointments
• Rx Refill with 
medication instruction
• Email your doctor



Email your doctor:  Connecting with 
members at their convenience

• 14,000+ Permanente
physicians using email with
their patients

• More than 600,000 emails 
sent by patients to their
providers every month

• High patient and clinician 
satisfaction



Email your doctor: Our approach

• Everyone participates
• Expectation that this is part of modern practice of 

medicine
• Expectation of appropriate response time 



Email your doctor: The benefits

• Members more likely to stay with Kaiser Permanente if 
using My Health Manager’s online services

• Physicians and patients find it more convenient than 
phone

• Strengthens patient-physician bond
• Communication is documented verbatim in the chart
• Patients love it and, increasingly, expect it



Benefits of  e-mail your doctor’s 
office

• Help patient prepare for visit
• Follow-up after a patient visit
• Answer common questions
• Help in managing chronic conditions
• Link patients to educational resources
• Sending messages to entire panel or parts of panel
• Attaching photos, questionnaires



Emails from members are 
clinically relevant

66% of member-initiated encounters require 
clinical assessments or decisions

25% of encounters require clinical actions 
(orders, tests results)



Notes we took for you: 
My past visit information
Questions with answers
•Heat or ice?
•How long to I take these pills?
•Who do I follow-up with?

A summary of my visit after each visit
•Tests ordered
•Vitals taken
•Medications 
•Patient Instructions



• Health and Drug Encyclopedias
•Featured Health Topics: 

Diabetes, weight, depression 
and more

• Personal online behavior 
change tools

• Regional programs and classes 
• Step-by-step video 
(English/Spanish)

PHRs are most powerful when 
they help people take action



Summary


