
Patient Experience & Epic
User Experience Possibilities and Best Practices



Most Used Patient Platform 

collected 
electronically

$13.9B

paperless 
statements

>76M
appointments 
checked-in

228M

Data for CY 
2022

active users
>160M

appointments 
scheduled 

85M

>50M
transactions 
without a login

4.6 rating on iOS
4.5 rating on Android

#1 Medical App
in the App Store



Established Patients

Unknown Users

Prospective Patients

Patients with Active 
MyChart Accounts

On Ramps for Patients

?? ?

+

Engaging All Patients

*



Current

Guiding the Whole Patient Journey

Search Scheduling Pre-Visit Visit Post-VisitCheckout

Shopper Estimates
Self-Triage
Campaign

Automatic Estimate
Open Scheduling

On My Way
Scheduling Ticket
Direct Scheduling

Decision Tree
On Demand Video 

Visit

Insurance 
Verification

Visit Payment
Prepay Discount

Wait List 
Fast Pass

Visit Reminder 
eCheck-In

E-Sign
Clinical Updates

Rideshare

Preliminary 
Clinical Estimates

Alternative 
Medication Alerts
No Contact Arrival 
(Geolocation, Beacon, 

SMS, APP)

Welcome 
(Kiosks & Tablets)

Waiting Room 
Updates
Bedside

Digital Footwall
Wayfinding

Balance 
Notifications 
Text to Pay

Digital Wallet
Personalized 

Payment Options
Real Time Balance 

Details w/ EOB
Payment Plans

Secure Messaging
Care Companion

Follow-up Estimate
After Visit Summary



Current
Your 
logo

Your 
colors

Ochsner is the best app I’ve used and it helps you get the 
best care physician for you . It was easy and they helped 
guide me In the right direction for the best help . I’m very 
young and as many know doing stuff on your own after 
leaving the house with parents is hard . There’s so

Your brandSearch

Your Unique Digital Presence -Made 
Easy



Current

Self-Triage for All

Search



Future

Search Engine Integration

Thursday, May 12, 2022

https://www.lakelandvalleyhealth.org/knee/replacement

Knee Replacement Surgery – Lakeland Valley Health
Ready to be active again? Book with our top-rated orthopedic surgeons & world-renowned care teams.

Meet Our Team  |  Our Locations

Eliza Jenkins, MD Orthopedic surgeon; Middleton, WI

Thursday, May 12, 2022

Rash

Primary Care, Middleton WI

Rash

Primary Care, Middleton WI

Family Practice Clinic

Lakeland Valley Health – Middleton 
South Health Center

Lakeland Valley Health – Middleton South Health Center
Family Practice Clinic

Search



Future

Provider Finder

Search



Future

Consumer Microsites

Requires Builder LicenseSearch



of appointments can 
be scheduled online

65%
the community 

average for online 
scheduling

5x

annual savings by 
scheduling 28% of 

appointments online

$14 
million

MyChart.com

Virtual and 
in-person 
options

Scheduling 
by invitation

New patient 
scheduling

Scheduling

Easy, Flexible
 Scheduling



Future

On My Way 
Future Wait Time Estimates 

Find Care Now

15 minutes

Scheduling



Improve Appointment Lead Time and 
Optimize Capacity

with Fast 
Pass

Patients were seen 
27 days sooner on 
average when using 
Fast Pass

Pre-Visit



Current

MyChart.com/estimates

Net Collection Ratio for Surgical Procedures

Does Not
Have Estimate

Has 
Estimate

 60%

35%

Automatic 
Estimates

Pre-Visit
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Other

Lack of Transportation

Already Vaccinated

Appointment 
Confirmations

Cancel, reschedule, confirm without 
an account

Pre-Visit



Current

Available Today:
Demographics

Visit contacts

Clinical updates

Preferred pharmacy

Insurance update

Upload insurance card

Real time eligibility 

Copay and prepay

Apple Pay and Google Pay 

Visit Auto-Pay (SBO)

E-Signatures

Questionnaires

MSPQ

“for All”

Hospital Pre-Registration

ED Self-Registration

eCheck-In for Self-Registration

Pre-Visit



Current

Terra Health: Hi Julie, it’s almost 
time for your appointment. Let 
us know when you’ve arrived:
https://mychart.com/hello/a22
3f87cc1. 
Reply STOP to end msgs.

Today  9:30 AM

Hello Patient 
for All

UNDER DEV

Hello Patient 
Extensibility

UNDER DEV

Self-Arrivals with Hello Patient

Visit



Current

Y

Happy Health: You have a new balance of 
$20. Reply Y to pay with VISA ending in 
1111. 

Reply MORE for a link with other options. 
Reply STOP to opt out.

Enter last name of account holder to 
authorize payment.

Adams

Thank you for your payment of $20. 
Your balance is paid in full. 
 
Payment method: VISA ending in 1111
Reference: XZ76J87Q. 

Post-Visit

Balance 
Payments 

(with 2-Way SMS)



Current
Post-Visit

Apple Pay & 
Google Pay



Current

Open 
Scheduling
Future

Direct
Scheduling
Feb 21

WelcomeeCheck-in
May 22 Nov 22

Feb 23

Hello
Patient

Drop off Analytics

Post-Visit



Questions? 


