
Southern California HIMSS CIO Forum

Jim Crawford 
VP & Business Information Officer 
KP Information Technology

Making Health Care Safe, Personal 
and Affordable through Technologyand Affordable through Technology



Founded in 1945, Kaiser Permanente is one of the nation’s largest 
nonprofit health plans serving more than 8.8 million members in eight 

regions across the country

A Snapshot of
Kaiser Permanente
• 8.8 million members

35 h it l• 35 hospitals
• 431 medical offices
• 15,000 physicians
• 167,000 employees

$45 billi l• $45 billion annual revenue
• $4 billion health information 

technology investment
• 60 years of providing care

F ti f ill• Focus on prevention of illness 
and disease

• Focus on improving 
community health helps our 

b d ti t

3

members and patients



By the Numbers

2010 Southern California Metrics:
85K PC’s/Laptops
75K Service Request tickets
~800K Help Desk Calls
72K Physician Help Desk Calls
5 D C 228K f i d fl5 Data Centers, 228K sq ft raised  floor
40K MIPS of mainframe processing
7K Terabytes of storage

2010 KP.org Metrics
26M Lab tests reviewed online
11M Emails sent to providers11M Emails sent to providers
8M Online prescription refills
2.3M Online appointments
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Recognition
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The Health Care World is Changing…

• The need for affordable health care is critical and growing  

• Current solutions are inadequate

• Underlying demographic and health trends will increase 

demand and heighten financial challenges

• Behavioral social and environmental factors must be• Behavioral, social and environmental factors must be 

addressed to successfully improve health and control 

costs
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A blueprint for a more satisfying future?

Our Vision is to be a leader in Total Health by 
making lives bettermaking lives better….

– Improving the health of our population
– Improving the care experiencep g p
– Focus on quality and cost efficiency
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Connected Future?
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EHR? Cost of doing business!

Paper is a bad mechanism for health care data storage.  It’s even 
worse for data linkages.  Paper medical records are almost always 
incomplete. They tend to be functionally isolated, completelyincomplete.  They tend to be functionally isolated, completely 
noninteractive, inherently inert, often inaccurate, sometimes illegible, 
and almost entirely useless for either tracking care across patients or 
populations or for coordinating care between caregivers.

- George C. Halverson
CEO Kaiser Permanente
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Proactive encounters at every point of contact have 
revolutionized how Kaiser Permanente provides Total Health 

Pre-Encounter 
(proactive 
identification)

• Identify missing 

Office Encounter
• Vital sign collection

and documentation
• Identify and flag 

Post Encounter
• Immediate: after-

visit summary, 
after care 

Back Office 
Support

• Letters
• E-maily g

labs, screening 
procedures, access 
management, 
kp.org status, etc.

y g
alerts for provider

• Room and prepare 
patient for necessary 
exams

instructions, 
follow-up 
appointments, 
Health Education 

• Inbox 
Management

p g
• Provide member 

instructions before 
visit

• Contact member 

exams
• Pre-encounter follow 

up
materials, how to 
access kp.org

• Future: follow-up 
contact and 

and document 
encounter in Kaiser 
Permanente 
HealthConnect™

appointments per 
provider

• All staff have responsibility for patients’ total health.
• Not all patients see their primary care physician.
• Every office encounter has been redesigned to optimize each patient contact. 
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• Areas of need are identified and acted on.



Online Tools – KP.org*
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* Not yet implemented



Build on our lead in digital health: mobile

Extend 
k ti

health insurance

WHY POSSIBLE EXAMPLESHOW

• White-labeling 
• Search thrive

health tip of

Extend

marketing 
reach

Mobile SEOMobile SEM
Mobile Social

• Social presence

• m.kp.org

health tip of 
the day

White-label products

MExtend 
current 
features

My Test 
Results

Refill 
Rx

Email 
MD

My 
App
ts

Deliver 
unique value

• Monitoring devices
• Mobile native apps
• SMS
• Cross channel

Appt today 
at 3:00

Video visit

ICE

Tap-to-call sales

• Cross-channel 
experiences

Home monitoring
SMS alerts

Portable medical 
recordTalk to a rep now!

Video visit
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Tap-to-call



Turning Information into Knowledge

Prepaid insurance incents Total Health
Connected care teams with connected systemsConnected care teams with connected systems
Quality and convenience

What’s the impact?
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Turning Information into Knowledge

Population care tools, connected care teams with organized, 
consistent, prioritized information, making the right thing easy to do.    

57% reduction in rate of medication errors by linking 
bar code scanner to EHR

50% l t f h it li ti f di b ti ti t50% lower rate of hospitalization for diabetic patients

88%88% reduction in the risk of cardiac-related mortality 
within 90 days of heart attack
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Turning Information into Knowledge

Short list of success headlines: 

• Electronic messages reduce unnecessary tests
H lth t d ki• Health prompts reduces smoking

• Integrated health care delivery systems and EHR’s support medication 
adherence and drug interaction risks

• Electronic monitoring of “Good” cholesterol levels reduces heart attack and g
stroke risk in Diabetes patients

• EHR study finds exposure to magnetic fields in pregnancy increases asthma risk
• Mail-order prescription refills increases medication adherence
• EHR study finds that weight gain between first and second pregnancies• EHR study finds that weight gain between first and second pregnancies 

increases woman's diabetes risk
• Hip fractures decreased by almost 40% due to proactive measures
• Email improves health outcomes – some patients more likely to discuss 

healthcare issues electronically vs face-to-face
• Patient tracking of changing health conditions (electronic labs results, drug usage 

and online research) leads to better patient-physician communication
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Turning Information into Knowledge

Clinical strategic goals benefits achieved (lives saved) 
2004 – October 2010
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Kaiser Permanente’s “Thrive” advertising campaign 
focuses on empowering people to achieve Total Health
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Addressing the larger health needs of our communities

• Community education for 
adults and children in 
recognizing bad health 
h bit d t ki ti thabits and taking action to 
create a better health 
outlook

The Amazing Food• The Amazing Food 
Detective: 
Working on better 
nutrition to help stem p
the rise of childhood 
obesity

• Operation Splash:• Operation Splash: 
Subsidized swim 
lessons, extended 
pool season and 
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Addressing the larger health needs of our communities

Farmer’s markets at our medical centers and Kaiser 
Permanente Watts Counseling and Learning Center provide 
access to healthy foods for members of our communities

Farmer’s Markets include:Farmer s Markets include:
 Fresh produce
 Cooking demonstrations

W ll lit t Wellness literature
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We ARE making 
health care safehealth care safe, 

personal and 
ff d blaffordable 

Thank You! 

Be Well and Thrive!
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