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QUICK TOUR

If you would like to take a self guided tour of the RelayHealth suite of online

services you may do so from our web site
1. Go to www.relayhealth.com

2. Under the “Take a Tour” title at the bottom of the page, select “Healthcare
Professionals Quick Tour” and select the version that suits your screen resolution

(small version typically works best).

3. Guide yourself through the areas of the “Quick Tour” that you are interested in.

Take a Tour
2 Healthcare Professionals

Cluick Tour

K RelayHealt!

Gk " Wi

Registration

1. Sign into www.relayhealth.com
Sign In Name:

Temporary Password:

2. Accept the Terms of Use.

If you have any problems using your Sign-In Name or Password,
contact Customer Support at 1-866-RELAY-ME (866-735-2963)

Self-Training

This training feature will enable you to practice
with the various message types offered through
this service. You will select the messages with
which you would like to practice. The training
messages you have selected will then be
delivered to your Inbox. Each training message
will have instructions on how to reply and make
use of the features in the message reply screen.

1. From the left-hand side of your Home
page click Start a Training Session.

2. Check the boxes next to the Training
Messages you would like to work with and
click Next.

Health plan reimbursement
for RelayHealth webVisits

now available,

And that's a facl

X RelayHealth

Healtheare Organizations  Physiclans  Patients  Health Plans

3. Proceed to your Inbox where you will see the Training

Messages from the Training Patient.

Home
t a Glance | | All Inboxes Edit Wiew
What's New =2
= Inbox MName UnopenediTatal Overdue
The Spring 2004 update with D Jack Johnson MD 63/78 E7
news warkflow enhancing
features is herel Learn \,M 45 5
s Roger Mornis 17413 19
134 webVisit® interviews are Sunny Patterson A4 il
nawr available, Preview
Trainin Sl [ I =
g s Select Training Messages
Start a Training Session Message Type Subject
Y [] Adult Health New Symptom webVisit webWisit: Sore Throat
Health Plans &
[ Adult Health New Symptom webvisit wehVisit: Back Pain
lum&\mm@u California [] Appointment Request Appointment Request
r [0 Lab/Test Result Request Test Result Request
[] MNote to the Doctor Note to the Doctor
[0 ©Other Medical Question webvisit webYisit: Medication
[0 Referral Reguest Request Referral
1 |Jack Johnson MD - Inbox
a Glance | | All Inboxes Infox Search
Cheq

4. Open the messages and practice responding to them as

you would any patient.

These messages are designed for training purposes only. No messages,

notifications, or prescriptions will actually be sent.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Inbox |[MEES R h-‘ll b Folder Inbox v

(=] Eatient/From
77} Training Patient
B i 2

Subject

77, Training Patient
O 'TVt/ g

=] ',",'1"!/ Training Patient Request Referral
I

webWisit: Back Pain

Appointment Reguest

Sent Dates
Fri 12/12 2:23
P

Fri 12/12 2:23
P

Fri 12/12 2:23
P

Page 6 of 40
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Responding to Patient Messages

Patients may communicate with you using a clinically
structured message called a webVisit®, which uses a
set of questions based on chief complaint, or they may
send you a standard message (e.g., a Brief Note to

the Doctor, Brief Note to the Office, etc.)

1. From your Inbox, click the subject line of the

message you would like to open
Review the information.
Click Reply.

Type a response in the message text box (or
use the Message Text Shortcuts described

below.)
Add Attachments (listed below.)

Click Fee Edit to attach or waive a charge for

this message (webVisits only.)

7. Click Working Dx to search for and enter an

ICD-9 code.

8. Click Send to Patient or Forward to Colleague.

Message Text Shortcuts

Your Message
Patient Message
Patient Face Sheet
Message History

2
# add/Delete Filgs
+ eScript
+ webvisit
B Self care
+ appointment
Request
B Newslettar Articles
Flweb Link

Wiew Print Yersion
Save as Draft

Save as Template
Delete Draft Message

Reply to webVisit®
From Jack Johnson, MD
To Patient  Mr. Jeremy Brunet - DOB: Jul 19, 1971

Subject RE: wobisit-Back Pair
Message
+Tst Option £ Ternplate <Lah/Test Results ™ Gpell Check +Appointment Reminders
Mo office visitisnecascaneat this time., ia)
1 have ordered a prescription for you, It is attached to this message.
Prescriptions are usually ready for pick up within 24 hours. Be sure to
call the pharmacy to ensure that the prescription is ready before you
pick it up.
Try using a heating pad on your back to help reduce your discomfort,
Contact me if your pain does nat diminish in 2-3 days, or you notice v
Attachments

eScript BL Ibuprofen (OR TARS 200 MG Delete  Print  Drug Info

Self Care  Back Pain Delete
Internal Notes
Optians Notify me if unopened after days

[] mark printed copies of this message as Confidential

($)Fee Edit webVisit Type Working Dx Add
Patient pays : $25.00 OFaollow-up Hone associated
Plan pays @ N/& @ New webvisit

Total Charge @ $25.00

Send to Patient [ 4 Forward to Colleague F} Cancel X

RelayHealth’s has developed several Message Text Shortcuts to help you save time while creating the message
you will send to the patient. Select the applicable shortcut to add preset message text to the body of your
message. You will then always have the ability to edit the text before sending to the patient.

e Tx Option — Both general and specific treatment options for designated symptoms.

e Message Template — Customized messages from your office (flu shot hours, cancellation policy, etc).

e Lab/Test Results — Template lab test result messages in patient friendly language.

e Spell Check — No explanation needed.

e Appointment Reminder — Set appointment reminders for the system to generate prior to patients appt.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Page 7 of 40
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Attachments

RelayHealth’'s message template allows you to create a robust message with clinical content, prescriptions, and
or recommended reading to the patient. Since messages are never deleted, the patient may review the
message, with the attached content and information at any time.

Add/Delete Files — Add or delete files from your computer (gif, jpeg, doc, pdf, etc).
eScript — Prescriptions can be attached for the patient to send to their pharmacy of choice.

webVisit — Request that a patient go through an online consultation to gather more information
regarding their symptoms.

Self Care — Built in health education information provided by Krames.

Appointment Request — Prompt a patient to make an appointment to come into the office.
Newsletter Articles — Topical reading/information for patients.

Web Link — Save a list of web sites you commonly refer patients to so that you may include them in a
message (see page 25.)

Questions? Contact Customer Support. Page 8 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Prescribing with eScript®

Staff members with prescribing rights and approved providers can prescribe medications electronically using

eScript.

eScripts are faxed directly from our server to the patient's pharmacy, saving you valuable time.

Additionally, patients who are registered with RelayHealth will receive a message which will alert them that a

prescrip

tion has been faxed and which pharmacy it was sent to. You may alternately select the option which

allows the patient to deliver the prescription to the pharmacy of their choice via RelayHealth. Patients who are
not registered with RelayHealth will not receive a message, however, eScripts may still be faxed to a pharmacy

of your choice.
establishing an efficient renewal process.

Staff members can also create prescriptions and route them to physicians for approval

Signing In

1. Go to www.relayhealth.com.

2. Signin as a physician or staff member (with prescribing rights.)

®
Initiating New Prescriptions using eScript

1. Clickon eScript®in the global

navigation bar at the top of the page. | """
2. To search for a patient, enter their SienZiabddiicdicationte)
name and click Find Patient. Medication * Add Medication | [ Add Favarite Med.

3. To search for a medication, enter a
drug name and click Add

Create an eScript

Step 1: Select Patient

+ Search by Mame or MR# to start.

Step 3: Send Script To @Pharmacy O Patient's Inbox O Printer

Medication. You may also click on .
Add Favorite Med. to search for a | £ ETENSME O MR Adence
. X ) s0 cor Search
medication you have recently
prescribed.
a. Click on the name of the Search result for "so cor"”
medication to select it. Name OB MR#
b. Select the strength and form. _ L
o . Sophia Corella
c. Fillin the quantlty and SIG. Medication Name
d. Click on Save or Save and Add pico
Another. :
Search results for 'vico'
4' TO .SGIECt a de“Very Optlonr C“Ck on Pharmacy! Medicati{n MName Formulary Tier (InfoScan) Drug Info
Patient’s Inbox or Printer. wicaclear o Py Umam Drug Info
5. Click Send Rx. vicadin v Preferred Drug Info
Wicodin ES Z‘ Formulary Unknown Drug Info
Wicadin HP Zl Formulary Unknown Lrug Info
Wicon Forte z‘ Formulary Unknown Drug Info
Wicon-C (2] Formulary Unknown Drug Info
Wicoprofen @ Mot in Formulary Drug Info
Page 1 of 1
Questions? Contact Customer Support. Page 9 of 40

1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Processing Renewal Requests from Patients

1. From the patient’s message, click Renew
Rx As Is, Review Rx, Reply to Patient,
Assign to Colleague, Archive, or Close.

2. Review strength and form, quantity, SIG
and refills.

3. Click on Renew Rx As Is to send the
prescription.

4. After the prescription is sent, you have the
option to send a message to the patient.

X RelayHealth

User Reference Guide

X RelayHealth

Messages

Dr. Maxine Wellesley

Renew Medication

[ Renew RxAs s ] [ Review Rx ]

[ ReplyTaPatient | [ Assignto Colleague | [ Archive ]

- Locking a message is optional and can be used to indicate that you are taking
Wiew Print Wersion responsibility to handle it. Lack this Message.

Message History

Message Details
From Sophia Corella
Routed To Dr. Maxine Wellesley
Provider Dr. Maxine Wellesley
Patient Sophia Corella
Sent Date Sep 17, 2004 4:09 PM
Subject Renew Medication
Message Flexeril Oral TABS 10 MG
Prescription Details:

Flexeril Oral TRBS 10 MG
Directions:

20D
Refills: 2
Dispense 20

Patient Selected Pharmacy:

GROUP HEALTH PHCY-SILVERDALE, 10452 SILWERDALE WaAY MW,
SILVERDALE, WA 08383

Patient
» Q Corella, Sophia -- DOB 8/9/1958

Message Status

Status Edi
Resolved Date
Internal Notes

Print Gonfidential Mo

[ RenewRxAsls | [ ReviewRx |

[ Reply To Patient ][ Assignto Colleague ] [ Archive ]

Participating Health Plans

Attaching eScripts to Patient Messages

1. From the patient's message, click
Reply to Patient.

Patient Face Sheet

Reply to Consultation

Your Message From Dr. Maxine Wellesley

To Patient Sophia Corella - DOB: Aug 09, 1958
Clinical cc  2dd

Hlzssage HSmETY Subject * R Alleray Flare-Up
2. Under Attach in the left navigation ff Message y
bar, C”Ck eScript. \; ‘::S::g:‘j\'fe Files + T Options+ Ternplate+ LabiTest Results Spell Checks Appointrment Rerminders
Search for the medication. :jg";?;*';;; Attach an eScript
Enter strength and form, quantity e Saaisdlegpatiant
and SIG . : :Veevl\;sll_.lgrier Articles Patient Sophia Corella EE;E,—EEE.‘;

5. Select the correct delivery

information (Pharmacy, Patient’s Inbox or Printer.)

6. Click Send Rx.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Wiew Face Sheet

Step 2: Add Medication{s)

RelayHeslth Dema -
BSC

Medication

* Add Medication | [ Add Favarite Med. |

o eScript Hx

Flexeril

OR TABS 10
Sep 17, 2004
Flexeril

OF TRES 10
Sep 17, 2004
Flexeril

OF TABS 10
Jun 20, 2003
View all

@

Page 10 of 40
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The Hill Physicians Electronic Referral Service uses the RelayHealth online communication service to generate
and resend referral messages with a few simple clicks. The referral message is sent electronically or
automatically faxed to any Hill Physicians provider listed in the directory depending on how the specialist wishes

to receive it.

Signing In

1. Go to www.relayhealth.com.

2. Sign as a physician or staff member.

Addressing the Referral

1. Click Messages on the top
navigation bar to enter your

X RelayHealth

Patient Message

Referral Message
Toct B

Stacy Smith RN

Messages

Stacy Smith RN - Inbox

At a Glance | | All Inboxes Inbox Search

Inbox | Stacy Smith BN v Folder |Inbox v

Ll

Select the Referring Primary Care Provider from the Quick Pick list of your group members by clicking

Inbox.

2. Click Referral Message on the
left navigation bar.

3.
the name of the provider.

4. Select a Specialist from the Quick

Pick list by clicking the name or
use the Search fields look up a
specialist by name, specialty, city
or state.

Note: The #® icon indicates that
the provider receives the referral

online and the icon indicates

Create a Referral

I |
Select Patient | Enter Referral Details and Send

I
Address Referral |

Select the Primary Care Physician
Name

Jack Johnson MD
Dr. Hayes Pattersan

Primary specialty Group

General Practice Dr. Jack Johnson's Practice

General Practice
———

Dr. Jack Johnson's Practice

Create a Referral

that the provider receives the referral by . ‘

fax.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Address Referral | Select Patient Enter Referral Details and Send

Select a Specialist

Search for a Provider

Last name Search through
| Hill Phiysicians Group %
Specialty

W
City Region State

"

Page 11 of 40
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Create a Referral
Select'ng the Patlent e 3 patient ‘ Address Referral  Select Patient Enter Referral Details and Send
1. Select a patient from your Selecﬁ fPatient for Referral
. - . . s Pati
patients list by typing the first or e o B CDEEGHIJKLMNOPORSTUYWXYZ
last name in the search field et tame
Last Mame
and clicking search. To view
the entire list of search results Al Pa
. . t t
C||Ck more |Ocated n the Selec?alepgtignt by clicking the patient's name below.
bottom right corner. Click the petient poe
patient’s name. John Hester Jan 01, 1900
Jarnes Jackson
2. If the patient does not appear in te
. K Enter Patient Information
the search click Add a Patient a et g e
under Options on the left- s

names

navigation bar. The * indicates required Last name *

information. Once a patient is entered they will E-mail address:

be saved for easy selection in the future. It is B Send an Invitation
advisable to enter the patient’s date of birth to Requires an e-mail address
differentiate patients with the same name. Date of birth: *

mmiadsv vy (Example: 06/21,/2001)

Gender: * (O Female
O Male

Entering Referral Details

Referral Details

1. Enter the referral details including diagnosis and Subscri Referral Date

08/30/2004
type of referral.

Subject Patient Referral 71109

2. Click Send to send the referral to the specialist or Add 1co9 (Find)
Attachments to include attachments to the message.
Your referral is now sent and a copy has been filed in
the Sent folder accessible from the left navigation bar
on your Messages page.

Indications/diagnosis *

Referral number 71109
*
Referral for

3. Once the referral is sent you will have the option to: O Cansuitation [ Pracedurs/Testing anly
. [ referral for treatment, includes consultation
e Print the referral for your records Patient instructions
e Refer another patient
o Refer the same patient to another specialist
e Return to your Inbox

Questions? Contact Customer Support. Page 12 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Creating Referral Messages to Groups

1.

Resend

Click New Referral Message under Quick Links on the left side of the Home page to begin a new
referral message or click your name in the My Inbox section of your Home page or click Messages on
the top navigation bar to enter your Inbox then click Referral Message under Compose Options on the
left navigation bar.

Select a Primary Care Provider from the Quick Pick list of your group members by clicking the name of
the provider.

Click Send to Group under Options on the left navigation bar.

Select a Specialist Group from the Quick Pick list by clicking the name or use the Search fields look up
a specialist group by name, specialty, city or state.

Click a provider in the group to receive the referral. Although you are selecting a provider's name, the
referral will be addressed to that provider or any available provider in the group.

Select a patient from your patients list by typing the first or last name in the search field and clicking
search. To view the entire list of search results click more located in the bottom right corner. Click the
patient’'s name.

If the patient does not appear in the search click Add a Patient under Options on the left-navigation bar.
The * indicates required information. Once a patient is entered they will be saved for easy selection in
the future.

Enter the referral details including diagnosis and type of referral.

Click Send to send the referral to the specialist or Add Attachments to include attachments to the
message. Your referral is now sent and a copy has been filed in the Sent folder accessible from the left
navigation bar on your Messages page.

ing a Referral Message

This allows you to send another exact copy of a referral, update a previous referral and send it, or create a new
referral for the same patient based on a previous referral.

1. Click New Referral Message under Quick Links on the left-side of the Home page, or click your name
in the My Inbox section of your Home page or click Messages on the top navigation bar.

2. Click Resend a Referral under Compose Options on the left navigation bar.

3. Enter information in the search fields to pull up the referral you would like to resend and click Search.
You can search by the patient’s last name or provider referred from or referred to, practice or group,
referral number or sent date.

4. Click the subject line of the referral to open it.

5. There are three options on the left navigation bar once you open the referral:

a. Resend As-Is (only available if previously sent by fax)
b. Update and Resend
c. New Referral Based on This One
Questions? Contact Customer Support. Page 13 of 40

1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Troubleshooting Tips

Can’t find a provider
o If a provider does not appear in the search results, type less information into the search and try
again. If the provider is still not appearing in the search results and is a Hill Physicians network
provider, please contact customer service at 866-RELAY-ME.

Provider does not have a fax number

e If you select a provider and receive an error message that the provider does not have a fax
number at the location selected, please contact customer service with the name of the provider,
the provider’s location and the fax number.

Provider fax fails or provider fax number is incorrectly listed

o If a provider’s referral fails because the fax number is incorrectly listed, you can change the fax
number for the referral and resend it. You will also need to contact customer service to have the
fax number permanently changed. If you notice in advance that the fax number is incorrect,
please contact customer service to have it changed.

Questions? Contact Customer Support. Page 14 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Using Phone Messages

Creating a Phone Message

| Messages |

1. Click Messages on the top

. . Jack Johnson MD - Inbox
navigation bar. .

DatlentMessage ] At a Glance | | All Inboxes Inbox Search
. fi |

2. Click Phone Message on the left e T 12cr Johnson Mo EIRE o inbox (B

naV'gat'on bal’ :ppn_:mdtment =2 Patient/From Subject Sent Datew
3 Click the first lett fth MZ”:!;;rstD ollsagie [1 [ M™r. Jeremy Brunet wehVisit: Back Pain Fri 8/27 12:28

. ick on the first letter of the P
provider’s last name to select the patonts O &4 P loves e e e
prOVider Phone Message WView Compaose Phone [Message
: e o Staven Primed M0
4. Enter the patient’s name and Patient ID if L S e
# ndd/Delete Files ol

necessary. R;?at‘_;en: Health Patlent ID
5. Set the priority to high, if necessary. This will display T sublecss

an exclamation next to the message in the Inbox. S Dralt i » ey ] teszage Temalts 4 Sl Chack

Celete Draft Message

6. Enter a subject or select a message template which

will be used as the subject line. Please note: if you

enter a subject and select a message template,

both will appear in the subject line. sty [Sat
7. Enter the message by typing into the message box or using a message

template. e o
8. Click Send to Doctor.

Patignt DOB.

Using Message Forms (Message Templates)

1. After addressing the message, click the dropdown arrow next to Use a Form to select a structured
message template you would like to use or click Message Template to select a customized message
form.

2. Tab between fields and enter the appropriate information. Some fields have a dropdown list. Select an
item by typing the first letter.

3. Click Next to complete your Message Form.
Review your message and edit if desired.
5. Click Send to Doctor.

Receiving a Phone Message ;«g Ve on 928003 g ccer.
1. Inthe Inbox, Phone Messages will be displayed with a Phone Icon. M“G e
2. Click the subject line of the message to open. s
3. Read the message and respond to the patient. el
4. Enter notes as desired in the Internal Notes field.
5. Select the Status dropdown and set a resolution status.
6. Click Save and return to the Inbox.

Questions? Contact Customer Support. Page 15 of 40

1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Check the box next to the phone message in the Inbox.
Click Print to Print the Message, if desired.

Click Archive to move the message to your archive folder. Note: if you archive messages as they are
resolved, you will know which messages are outstanding.

Searching for a Phone Message
1. Click Messages on the top navigation bar.
2. Click Phone Message Search on the left navigation bar.
3. Enter the last name of the patient or the Patient ID and click Search.
4. Click the subject line to read the message.

Questions? Contact Customer Support. Page 16 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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The RelayHealth service provides your group with a free Web site. This Web site will be accessible to existing
and potential patients and will help them to contact the group through this system.

Updating the Group Web Page

Click Settings on the top navigation bar.

A wDd

Available Fields

1. Group name: Your Practice Name

Click Go, next to your practice name under Groups.
Select Group Web Site from the left navigation bar.
Click Edit while in the View Group Web Site Details page.

0 settings

Group nami

Salact a Group to View 0

Wab site Johnson

Dr. Jack Jol

Group nama *

Wb sita
name

Mission
statemoent

Arccepting new
patients?
Patiants
accepted

!
Raguirad infarma

prcz
"~§ Edit Group Web Site Details

ar. dack Johnson's Proactice

iimdgpractices
The web site address will be www.relayhealth.com/Group/fweb site
v youd ot abowe .

For wearnple, 'Only patents undor age 18

fion

2. Web site name: The group web site address will be www.relayhealth.com/Group/[web site name]

3. Mission statement: The opening message you would like your patients to see on your group web site
(your welcome message or Mission Statement.) (the default statement is shown below)

Accepting new patients: Yes/No

5. Patients accepted: Clarification of the type of patients you accept

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)

support@relayhealth.com

Page 17 of 40
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Viewing the Group Web Page

1. To view the group web page, click View Group

Web Site from the left navigation bar or go to:
www.relayhealth.com/Group/[web site name].

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Hill Physicians

Medical Group, Inc.

M RelayHealth

User Reference Guide

2 Dr. Jack Johnson's Practice - Microsoft Internet Explorer

Privacy Info  Help Contact Support Sign Out

Jack Johnson MD

Welcome to Dr. Jack Johnson’s Practice

Welcome to Qur Online Office

Thank you for visiting us online. We hope you will find this a convenient way to cormunicate with our office. To
uge our YWeb site to consult our doctors regarding non-urgent matters, to request an appointment, medication
refills, lab/test result, or to send a note to our office, click the name of your doctor below. You can also get
directions ta our ofiice by clicking the Directions link

Dr. Jack Johnson's Practice
1900 Powell Street

Emeryville CA 94608

Fhone

Fax 1-510-428-1212

Directions

Doctors at Dr. Jack Johnson's Practice
Jack Johnson, MD,  General Practice
Dr. Hayes Patterson, General Practice

(E3

Page 18 of 40
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The group message settings act as the default message
settings for providers that will join the group in the future.
Changing these setting does not automatically update the
message settings for all the current providers in the group. In
order to apply these settings for all current providers in the
group, make sure to perform step number 11 below after

establishing all the message settings.

1. From your Home page, click Settings on the top

navigation bar.

2. Under Groups, select the appropriate group from the

drop-down menu, and click Go.

3. Under the Group Information menu on the left
navigation bar, click Message Settings.

4. Under Message Options and Routing, click the Edit
button next to the message type (e.g. Appointment
Request). If you don't see the Edit button next to the
message type, you don’t have the administrative rights to
alter routing and options. See your group administrator.

Answer Yes or No to Enable this message type.

6. Under Route to, indicate which group member or Inbox
will receive incoming messages of this type.

7. Under Response Time, enter the number of hours within
which responses to this type of patient message will be

sent.

8. Optional: Enter additional instructions to patients if you'd
like to include information to help patients compose this

type of message.
9. Click Save.
10. Repeat for each message type.

11. Once all message settings have been established, click
Update Settings for All Group Members on the View
Group Message Settings page to apply these settings to all
current providers in the group. Then read the confirmation

message and click Confirm.

Questions? Contact Customer Support.

1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Settings

Groups
Wiew group information and settings, More

Dr. Jack Johnson's Practice v

Settings

Group Setup
Message Settings
Services Message Options and Routing
Group Web Site

Select a Group to View | Or. Jack Johnson's Practice v

Group Address Edit Settings for this group are UNLOCKED

Update Settings Faor Message Type Enabled Route Messages Response
All Graup Members To
Edit) Appointment Request Frant Desk Inbox 8

’l Members
P Edit memhers' nersnnal nreferences for using this serdice o
rnadcas | Settings
) Sentings Main Pags 1} View Group Web Site Details
g -"..e. u — Seloct a Group to View O Jock Johnson's Practice +
Message Settings Group name  Or. Jack Johnson's Practice
SERAC wab site  Johnson
Group Weh Bite nam
Group Address Misslon \Welcome message goes hers.
statomont
Viow Group Woh Site. - Accepting new  Yes
patientst
Patients
accepted
| Eatit |
5) ‘f View Group Default Message Settings

Doctor to

Response time * |g

Additional
instructions to
patient

Time
v
Edit) Billing Question W Raoger Morris ]
Edit) Lab/Test Result Request v Reguested ]
Provider
Edit) New Patient v Requested H/A
Provider
Edit) Mote to the Doctor v Requested 8
Provider
Edit) Note to the Office v Requested 8
Provider
Edit) Referral Request
Edit) Ry Renewal Request v Roger Martis 8
Edit Group Messaaina Settinas
Note to the Doctor Setting  —
Group Dr. Jack Johnson's Practice
Enable this @®Yes ONo
message type
Route Note to the Addressee - Specified provider v

Select the inbox where you wowld ke this type of message
to be routed.

Allows you to specify additional instructions displayed to
patients when they compose messages of this type, This
test will be displayed along with the standard system text.

Page 19 of 40
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Registering New Users

You must be both a registered member and designated group administrator within RelayHealth to complete the
setup of your service. By default, the provider and/or staff member who created the group is the designated
group administrator. Others can be assigned the role of group administrator by this provider or staff member.

Hill Providers

Hill Providers have been pre-registered by HPMG and RelayHealth. Contact RelayHealth customer support at
1-866-RELAY-ME to get your username and password.

Mid-Level Practitioners (NP's, PA's, etc.)
1. Go to www.hillphysicians.com/relayhealth.htm. hIHDhVSlCIEHlS

2. Click on Getting Started from the left navigation bar. e —————

TRRN ABCast MAEOWHBIR . oo s snd st o s a s b e s ea

3. Click on provider registration form. Secure online Communication Between

Doctors and Patients

a. Complete registration and click Next.
b. Review Provider Terms of Use and click Agree.

4. Your RelayHealth Home page will open. If the Welcome to the
What's New Quick Tour pop-up screen appears, you can take
the tour or click the Close button.

5. Contact your practice manager or designated group
administrator to have them invite you to your practice group.

Staff Mem bers TR HERE'S HOW TO GET STARTED NOW

e M s | o D | Prvwbdes Dty et U

1. Go to www.hillphysicians.com/relayhealth.htm.

2. Click on staff registration form

. . 3 Registration
a. Complete the rGQIStratlon page and CI'Ck NeXt Please enter the following information and click Next.

b. Review Staff Terms Of Use and click Agree. Sign In Name *

Password *

3. Your RelayHealth Home page will open. If the Welcome to the e ——
What's New Quick Tour pop-up screen appears, you can take charsstes (example MD3Kiss)
the '[OUI’ or CI|Ck C|OS€ Re-enter your password *

Secret Question We Ask You

4. Contact your practice manager or designated group L
.. R . & yeu fo_rgat your pasaword, we will ask you this question
administrator to have them invite you to your practice group. AT

Your Answer
“You will tell us this anamer to be able fo create 8 new
pasaword
Job Title *

(2.. Physician, Nutse Practitionen)

Questions? Contact Customer Support. Page 20 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Adding New Staff and Configuring Member Settings

Adding Users to Your Group

Jack Johnson MD

From your top tool bar, click Settings. ents IO

|

Select the name of your group and click Go.

Groups
Vigw group information and settings. More

Select Add a Staff Member from the drop-down menu and click
Go.

4. Type in the name of the staff you would like to add to your group
and click Search.

Or. Jack Johnson's Practice '~ @

P’ Members

5. Find the appropriate staff from the search results and click the
Add link.

6. Confirm your selection.

Establishing Member Rights and Message Notifications o : o : :
7* View Provider’s Settings for this Group

The Group Settings area shows the basic setup of your group

Settings Edit Provider Settings
including which providers and staff may share patient information, R S M SR .
answer each other's messages, and prescribe medication. Once a Member  Pattersan, Hayes
user is added to your group, a group administrator may change Title  Physician
these SettingS. RelayHealth status active

Rx rights Approved

Group status Active

Modifying Member Privileges

Member type Public Member

1. From your Home page, click Settings on the top navigation Allow batch print  Yes

bar. Group admin rights Yes

. Team assignments Mone

2. Select the name of the group member that you would like to —

m0d|fy settings for from the drOp-dOWﬂ menu Unopened Message Motification Edit Notification Settings

. . . . . MNotification options Via fax

3. To modify the Member Settings, click Edit Provider (or Group member recipient  Sue Matzka

Staff) Settings_ Fax notification schedule  05:00 &M Pacific Tima, PST

4. Indicate whether the provider is granted Admin Rights, Rx
Proxy, or Batch Print and click Save.

Questions? Contact Customer Support. Page 21 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Modifying Message Notification Settings

1. From your Home page, click Settings on the top navigation

bar.

2. Select the name of the group member that you would like to
modify settings for from the drop-down menu.

N o ok w

members.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

X RelayHealth

User Reference Guide

To modify Unopened Message Notification click Edit Notification Settings.

Under Unopened Message Notification, select No notifications, Via e-mail or Via fax.
Click Save.
Verify your changes on the View Staff Member’'s/Provider’'s Settings for this Group page, and click Close.
Repeat the steps in Establishing Member Rights and Setting Notifications for Member Inboxes for all

Page 22 of 40
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Creating and Configuring Custom Inboxes

Creating a Custom Inbox

1.

From your Home page, click Settings on the top
navigation bar.

In the Groups section, select the appropriate
group from the pull-down menu, and click Go.

From the right-hand pull-down menu that says
Select an Action, choose Add a New Inbox and
click Go.

Enter the name of the new custom Inbox.

Configuring Inbox Settings

1.

From your Home page, click Settings on the top
navigation bar.

Click on the name of the custom Inbox.

Under Unopened Message Notification near the
bottom of the page, click Edit Notification
Settings.

Under Unopened Message Notification, select
No natifications, Via e-mail, or Via fax.

Indicate the name of any other members who
should receive notification for this Inbox.

Select the times for notification schedule.
Click Save, then Close.
Repeat for all custom Inboxes.

Questions? Contact Customer Support.

1-866-R

ELAY-ME (1-866-735-2963)

support@relayhealth.com

(3] 7:'* View Group Setup

View Group Members and Inboxes

Group Setup
Message Settings
Services

Group Web Site

Chambers, Erika

Name
Group Address \5 Group Inbox
Create a Mew Group o Cinicalibos
Join a Group Eront Desk Inbox
Message Group o
Members ®  Johnson. Jack
Wiew Groups by
Member Q  Ppatterson, Hayes Dr.
Reports 8

Marris, Roger

Dr. Jack Johnson's Practice +

¥ Group: Dr.Jack Johnson's Practice

Proxy

Approved

Approved
Ry/Msg = Approved

Approved

View Settings for this Custom Inbox

Group Name Or. Jack Johnson's Practice

Inbox Details
Inbox Name
Inbox Access

Member(s) allowed to access
this inbox

Member(s) Denied Access this
Inbox

Unopened Message Notification

Notification options

Edit Inbox Marne

Front Office Inbox
Edit Access List

all Group Members

MNone

Edit Motification Settings
Mo notifications

Inbox Details

Unopened Me

options

Group member

alternate fax
number

Ll T O No notifications

O Via e-mail
@ Via fax

Edit Motification Settings

Group Name Dr. Jack Johnson's Practice

Inbox Name Front Office Inbox

e Notification

v

recipient oo, 5 group member for fax notification. Note that only qroup
members that have fax numbers entered in their profiles will be
displayed in the fist.

Enter an alternate fax number in ‘989-006-0098° format,

Page 23 of 40
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Configuring Provider Information and Message Settings

Editing Provider Information

1.

From your Home page, click Settings on the top
navigation bar.

In the Members section, select the appropriate name
from the pull-down menu and click Go.

To make changes to the physician information, click
on the links from the left navigation bar and then click
Edit.

Editing Provider Message Settings

=

i View Contact Information

Group Member Jack Johnson MD

Personal Information

Contact
Information
Professianal
Information
General Settings
Message Settings
Message Motification
Settings

Fees Schedule

Title

First and Jack
middle names

Charges & Payments Last name  Johnson
Your Web Site Suffix  MD
Settings
Gender Male
Date of birth  07/04/1950

Change Your Sign In
Change Your

Password
Cancel Membershi
n a Group

Office Contact Information

1900 Powell St
Suite 600

Office address

. . - 5) & View Your Message Settings
You can allow patients to send your practice clinical ’ L ARt
messages (webVisits, prescription renewal requests) or conteet wamatien |~ E LR AT
.. A . oy rofessional atient Message Settings
admlmstratlve messages (appointment requests, billing e Messags Type roue &
questions). e Serind® ) (€D Appointmont Rousst v FrontDesk imbos
1. From your Home page, click Settings on the top EREAEE 10 ellng aueston ¢ Poeeieris e
) t b Charges & Payments Edit) Lab/Test Result Request v Requested 8
navigation bar. . :;&:n‘gfh e Edit) New Patient v Reguastor N/A
2. Under Groups, select the appropriate group from EaiD) tots 1 the Dactr T Feauesd s
the pull-down menu, and click Go. GG s 1 the e e
Provider
3. Under the Group Information menu on the left —AEala . .
navigation bar, click Message Settings. D sl pecth ey o reuerted 6
webVisit Provider
4. Under Message Options and Routing, click the B e -
Edit button next to the message type (e.g.
Appointment Request). Note: If you don't see the Edit : : : :
butt t to th t d 'th th Edit Provider Messaging Settings
u On nex 8 0 i € message ype' you on . ave € Note to the Doctor Setting
administrative rights to alter routing and options. See _
your group admlnIStrator' pmG‘:'I:t: E)ﬂr}.ﬂ::izyjjuizks:js Practice
. Enable this . B
Answer Yes or No to Enable this message type. mossagotyps 1 1
Route Note to the Addressee - Specified provider W

Under Route to, indicate which group member or Inbox
will receive incoming messages of this type.

Under Response Time, enter the number of hours within
which responses to this type of patient message will be
sent.

Optional: Enter additional instructions to patients if you'd
like to include information to help patients compose this
type of message.

Click Save.

Doctonto Select the inbox where you wouid like this type of message

to be routed,
Response time * g

Enter a response time that is less than 40 business hours,
based on the business howrs of 9AM to 584 Monday through
Friday (1 business day = 8 business hours).
Additional
instructions to
patient
Allows you to specify addittonal instructions displayed to
patients when they compose messages of this type. This
text will be displayed along with the standard system text.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

Page 24 of 40
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Building the Web Link Library

Your Web Link Library allows you to store and manage links to information on the Internet that you can attach to
messages.

Slgnlng In and Navigating to your Web 5) ! View Your Web Link Library
Link lerary Search Through Existing Web Links
address Book Search for keyword In category
Custam Templates General v @

web Link Library
Batch Print Messages

1. Go to www.relayhealth.com and enter

your username and password. rere——— S Tenfilo Celsmm:
Reminders [] &M& Home Page General Yiew Page Edit
2. Select the Settings link from the Provider Directory [ Health Topics e view page  Edit
horlzontal tOOIbar' [ Healthwise Back Pain Healthwise Wiew Page Edit
L. add New Web Link
3. Under Productivity Tools, select Web Check 4l - Uncheck Al
Link Library from the drop down menu [ Delste All Checked
and click Go.
Adding a New Web Link
1. Click Add New Web Link from the 5) ! View Your Web Link Library
Options menu on the left hand side of Search Through Existing Web Links
the page. #ddress Boak Search for keyword In category
Lo . . . Custam Templates General v @
2. Enter a description of the link in the Link web Link Library
Description field. This description will iz;c;n'f;’;tm“"essages Link Description Category
appear as the title of this document in Reminders [0 AM& Hame Page General view Page  Edit
your Web Link library (e.g., Hill Health Provider Directory O Health Topics General View Page  Edit
Sore Throat Information.) [ Healthwise Back Pain  Healthwise — view Page  Edit
3. Indicate whether or not you would like Elnee A1~ Masiet A
to include this Web Link as a favorite on Edit Web Link

your home page ThIS WI” allOW a” i Group Member Jack Johnson MD

visitors to your RelayHealth web site to view the Web address * . hilhealth, com
. . . . (URL)*

Web Links of your choice without sending you a

message first.

Enter the address for the Web Uink here. (Example:
hittp: Jhaww nib.gow )

Link * |yl Health wehbsite]
Description

4. To add some standard text that will be included e e, o o patients 25 the fyperink that
in your message text when you attach this Web Gategory  |General ¥
Link to a message, enter it in the Notes field. New category

5. Click Save. Notes

This text will be included in your message when you attach this
Web Link,

Show as a * Cves ONo
favorite on
Home page

Questions? Contact Customer Support. Page 25 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Entering a Web Link from the Healthwise Library

Open a new browser window and go to www.hillhealth.com.
Select the Topics A-Z button from the horizontal menu. Navigate to the Healthwise topic you would like.

2.
3. Copy the web address from the browser window.
4. Return to the RelayHealth Edit Web Link page and paste the web address in the Web Address (URL)
field.
Attaching a Web Link to a RelayHealth Message Message
. . Your Message i I —
To attach a link to a message, select Web Link from the | raertrscea TS0 S8 W00
Attach menu on the left hand side of the new message % Clinical 6 acd
B elete Files Subject *
template. $ rooaaie Pl _—
*’_ Al + T Optiohs+ Message Temnplates LabTest Resu\ts"‘"g Spell Check+ Appaintrment R
B self care
# appaintment
Request
® Newslatter Articles
+ web Link
Questions? Contact Customer Support. Page 26 of 40

1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Ordering Marketing Materials

Many practices have told us that RelayHealth becomes a more powerful tool as patient adoption increases. As
more of your patients register for the RelayHealth service, the benefits and efficiency opportunities will become
clear. To continue promoting your online services with patient brochures, RelayHealth will provide you with

posters, brochures, and RelayHealth Rx pads.

'-?W
Ordering Standard RelayHealth Materials = |
1 | Ata Glance All Inboxes Edit View
1. Log into RelayHealth and click Promote Your b e B
Online Service from the lower left hand side of i G Erac Cesk iobos L 2
your Home page | |- 5 -
2. Select Order Patient Materials to order posters, oL L i _ _ -
patient brochures, Rx pads, and chart stickers. meo s | | o af
3. Fill out the quantity of materials and enter the =
recipient’s name from your practice 8 il
Quick Links ' Nowalatied

4. Shipments take 3-4 days. Sl

Your Cline Sanice

Migw Your

N RelayHealth

Standard RelayHealth Marketing Material Examples

Poster — Online Office Poster — webVisit® Brochure Rx Pad

Our office is online!

Good news, now you can...

|
=

b

2 Relayreakh

It’s Easy
To Get Started ‘ Visit your doctor online.

Try a webVisit

A webVisit lets you seek care from your doctor when you have

leb site.

www.relayhealth.com

ICReaytielt

Ordering Custom Materials

RelayHealth can also customize your materials with your own URL and text. For custom marketing material
requests contact Customer Support at 1-866-RELAY-ME or support@relayhealth.com.

Questions? Contact Customer Support. Page 27 of 40
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com
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Purchasing a Domain Name

1.

Go to www.networksolutions.com to select your domain
name.

a. Type in your desired domain name (for example, if
you want your web site to be www.myweb site.com,
you would type in mywebsite.)

b. Select the desired extension (e.g., .com, .net, etc.)
c. Click Search.

If the domain name you selected is not available, click
Back from your browser menu and try another domain
name.

If the domain name you selected is available, click
Continue.

From the next screen DO NOT select any Web Services,
but DO select “Web Forwarding” from the Add Domain
Name Services and then click Continue.

From the next screen, select the terms for your domain
name (a minimum of 3 years is recommended) then click
Proceed to Purchase to complete your transaction. You
will be instructed to create an account. Make note of your
username and password once this is complete.

Forwarding your URL to your RelayHealth Web Site

Once you have an account and have Web Forwarding Services,
you can set up your new URL to be forwarded to your RelayHealth
web site from the Account Manager page at the Network Solutions

site.

1. Under Domain Details, click Set up Now next to Change
domain to point to: A Web Forwarding address.

2. Type in your RelayHealth Web Address: example:
www.relayhealth.com/Group/[web site name] (See
“Customizing the Group Web site.”)

3. Select the check box next to Mask Destination URL and

click Save.

Your domain name should take 24-48 hours to start forwarding
your URL to your RelayHealth web site.

FREE OFFERS

wHois  view { ACCOUNT MANAGER | LOG IN

RECISTER CREATEA = BUY | PURCHASE  TRANSFER RENEW
ADOMAIN WEBSITE  E-MAIL | HOSTING YOUR DOMAINS  SERWICES

DOMAIN NAMES : TO CREATE YOUR ONLINE IDENTITY, START HERE

o Enter your desired domain name: o Chooss an extension:
wcom [ inet [ .org [iinfo

i.e. my-own-company.com e Ous Oeee Cluns
[Jeg [les Lae Clims

HOME

(3 W seach 3

WA,

Search far multiple domain names

(" SELECT YOUR FEATURES
) ADD WEB SERVICES (SELECT ONLY ONE)

WEB SITE PACKAGE
WITH E-MAIL

WEB HOSTING PACKAGE
WITH E-MAIL

all-in-one package, includes
professional templates,
custormer support, Mo FTP
ACCESS,

O 5 page Web site
2 E-mailboxes

Metwork Solutions has
partnered with industry leader
with all the features you need

to build your web site.
$19.95 a month with first

rmonth FREE

O Professional Hosting:
$99.95 a month

DD DOMAIN NAME SERVICES

[W wWeb Forwarding: $12 a year per domain
Long, confusing or multiple Wweb addresses?
Create a single destination with Wweb Forwarding

Standard Hosting:

|:| Private Registration: $9 a year

Private Registration for your domains and prevent-*Spammer”

If you have any problems or questions when going through this

process, contact Steve McClanahan at (510) 428-7828 or via e-

mail at steve.mcclanahan@relayhealth.com.

Questions? Contact Customer Support.
1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com

ACCOUNT MANAGER HOME
(" DOMAIN DETAILS

afpsolano.com

Expiration: Aug 18, 2007 Renew now

Auto Renew: Ooff Turn on

Domain currently points to: 3 standard Under Construction Page Edit
Change domain to point to: ) A eh Forwarding addre
() Custorn DN Setting  Edit

APPLY CHANGE

SET UP WEB FORWARDING WITH MASKING

(" WEB FORWARDING SETTINGS N

Masking makes it easy to manage your professional image. Maski
the appearance of a single Wweb address in the browser window, &
forwarding a domain name to another site,

Destination URL

Domain [example: http:/fwww networksolutions. cam

BrrTolaneteam http:#/ |relayhealth.cam/group/afpsalano

Mask destination URL when forward

Page 28 of 40
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Batch Printing Messages

Running a Batch Print Message Report

If have the need to print or view batches of messages, you can do so through the built in Batch Print Engine.
Follow the below steps to run and print your report.

Navigating the Batch Print Report R T T
1. Select Messages from the top navigation bar. : —
. . . . - ug Matcka - Inbo
2. Under Options on the left side navigation bar "'-—"—'-'rk_w__mm FatGiancail (Al Inbowes
select Batch Print Messages. Feforal Mg :
Tegt Famdle Inkrag | Zoi Mtka
sk = - FIET 3 S Cate
MRS L Colr R AR Fii 220 12:54
o O[] M. Sareey Eresal Tmt Expdl Bagumt woad I B35
. a4
£ s Fedydpgth Cugiowar fpprcacal ol gooars Wed 10200 547
SRRt rerdarte L
- Sl sl P od 1
] [ e Coap B Chat ]

Defining Your Batch Print Report Criteria Babch Prink Hesssges

From the Batch Print Messages screen you have several e T P

options that will filter and organize your message report. Fium e B sl patnd, o ik R pelecl B e Sk baiwwan, mich

i paleni i
1. Filters Pravider = g ek beskrnar
. ) ) . . LT S S PR —— Pl T

a. Provider — Select from either a single provider in - Barting cptn

your group or all providers in your group. Al o2 Grmm 3 ::u“':‘"
201 ey WA
. . i#
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d. Date — Define the time period for the messages. o

e. Use the predefined periods (Today, Last Week, [P st |
etc...)

f.  Or enter a custom date range needed.

2. Organizing the Report
a. Collate — Collate by group or add page breaks between each message or group of patient messages.
b. Sorting — Choose to sort by Provider, MRN, or Patient.

c. Header — Select the header to print at each page break (Med Group, Patient Info, Provider or Custom
Text.)

3. Once the options have been selected and your Batch Print Report has been defined, select Run Report.
Questions? Contact Customer Support. Page 29 of 40

1-866-RELAY-ME (1-866-735-2963)
support@relayhealth.com




Hill Physicians ))X(( Re]ayHea]th

MedigsliEsonp User Reference Guide

Viewing and Printing the Batch Print Report '.f" e Bazsage Report Basul
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Patient Enrollment Talking Points

Directing Patients to RelayHealth

When a patient calls the office to schedule an appointment
a. Did you know that you can now request an appointment online?

b. Have you considered consulting us online with regard to this symptom? Your health plan may even
cover this online consultation.

c. Update your automated phone service or “hold” message to include information about communicating
with your office online.

As you bring a patient back to the examining room

a. Have you heard about our new web site?

b. Did you know that you can communicate with our office online?
While the patient is waiting in the reception area

a. When the patient checks in at the desk, collect his/her e-mail address and send them an invitation to
register via RelayHealth.

b. Setthe home page on the reception area computer (if you have one) to your RelayHealth home page.

c. Make sure that RelayHealth brochures and posters are visible and accessible to patients in the
reception area.

If the patient calls to refill a prescription or is given a new prescription
a. Did you know that you can now request prescription refills and renewals online?

b. Remind patients to go to RelayHealth to request refills or renewals instead of calling the pharmacy —
this will reduce the number of fax backs you get each day from the pharmacies.

While a patient calls to speak to someone at your office

a. Did you know that we are now available online to answer questions?

b. Forward the message to the appropriate person using the “phone message” feature.
As a patient leaves the office after an appointment

a. Provide patient with a business card with your web site address and ask them to send you a message
in a few days to let you know how they are doing. You can also advise them to use RelayHealth to
schedule their next appointment.

b. Ask the patient to go to you web site or to RelayHealth if they have any questions about medications
they were prescribed or have any follow up questions for the clinician.
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Patient Enrollment Tips

Many practices have told us that RelayHealth becomes a more powerful tool as patient adoption increases.
Following are some tips for you to employ to increase the number of patients registered with your practice.

#1 Customize your Practice Web site

Did you know that RelayHealth can serve as your Practice Web site? You can easily customize the
RelayHealth service with information about your clinicians, practice, office policies, or links to useful health
information. You can also purchase a URL or Domain Name which can “point” to your RelayHealth home
page. Then, all you need to do is direct patients to your web site, where they can easily register or sign in to
use the service!

#2 Collect E-mail Addresses

If you're not doing so already, begin collecting e-mail addresses from your patients on their registration
forms or as they sign in at the desk for their appointments. You can use the “invite a patient” feature from
the Quick Links section of your home page to send them an invitation to register with RelayHealth.

#3 Update Your Phone Greeting or Hold Message

When patients call your office, let them know that you're also available online! Update your phone greeting
or voice mail to advise patients that you are available online to schedule appointments, send lab results or
answer their questions. They can avoid having to wait on hold, and can eliminate more phone calls to your
office.

#4 Post RelayHealth Brochures

Be sure to post these in areas where patients are sure to see them in reception areas, at the appointment
desk, in exam rooms and the check-out area.

#5 Update Marketing Materials

Why not list your web site address on your business cards, appointment cards, letterhead or billing
statement?

#6 Use the RelayHealth Rx Pads

RelayHealth can provide you with a set of prescription pads, which you can use to instruct patients to
register for RelayHealth and send you a message at the conclusion of their exam.

#7 Conduct a RelayRace
Set some milestones for the number of patients who have registered for RelayHealth and plan an office
celebration (pizza or ice cream?) when you achieve your goals.

#8 Send a Letter To Your Patients

Send a notice to your patients and invite them to register for RelayHealth. Hill Physicians can help by
providing a sample letter and may be able to send a letter to your Hill Physicians members on your behalf!

#9 Send Test Results Online

If a patient has some in-house lab work done, record their e-mail address and ask if they'd like to receive
their results online. When the results come in, pre-register the patient and send their test results via
RelayHealth.

#10 Talk It Up!

Whenever you have an opportunity — when patients call, on their way to the exam room, as they check in, or
during their appointment, or on their way out — let them know you’re available online and how to find you!
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Frequently Asked Questions

General Questions
Who is RelayHealth?

RelayHealth is Hill Physicians’ chosen partner to provide secure online communication services to providers and
patients. The company was founded in 1999, and is based in Emeryville, CA. In addition to their online
communication services, RelayHealth provides Hill Physicians with training, implementation, account
management and support services.

Why RelayHealth?

Hill Physicians chose RelayHealth above other similar online messaging services because of their unique
business model, which closely aligns them with major health plans and allows providers to be reimbursed for
webVisits. We are committed to a partnership with RelayHealth, which will allow us to participate in the
evolution of their product to better serve our physicians and patients.

What online services are available through RelayHealth?

eScript®

Transmits prescriptions to any pharmacy and permits online prescription renewal with automatic
drug interaction checking and formulary compliance.

Appointment Requests

Allows patients to request, reschedule or cancel appointments online. Includes automated
electronic appointment reminders.

Lab Result Requests

Allows patients to request and retrieve lab results online.

webVisit®

An online medical consultation platform, which guides patients through an interactive clinical
interview and submits a brief summary of the patient's complaints and symptoms to the
physician for evaluation and response.

Phone Messages

Record and electronically route phone messages within your practice.

eReferrals

Transmit patient referrals and communicate with other care team members via secure message
or fax.

Practice Web site

Automatically generated, fully customizable web site.

Broadcast Messages

Electronically transmit preventative care reminders and patient education newsletters to
targeted patient groups.

How much does the RelayHealth service cost for providers?

There is no cost to the provider to sign up for or utilize RelayHealth. Hill Physicians Medical Group is
underwriting the cost of this initiative for all participating physicians.

How much does the RelayHealth service cost for patients?

There is no cost to the patient to sign up for or utilize the administrative messages (appt, lab request, Rx, etc.)
with RelayHealth. The only time a patient may incur a charge is when they complete a webVisit and the
physician decides to charge them. Prior to completing the webVisit, the patient is made aware of the potential
fee (copay or out of pocket) and has to agree to the fee prior to sending the webVisit to the doctor.
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WebVisit Charging and Billing
How will | know when to bill for a webVisit®?

The best way to determine if you have any webVisits to bill to Hill Physicians is to run a charge report for each
physician in your group on a regular basis. This will help you to identify billable webVisits that have not yet been
processed for payment. To do this, sign in to RelayHealth and click Settings. Select the provider’s name from
the Members category. Then click Charges and Payments from the menu on the left hand side of the page.
Enter the report type and the date range you would like to view then click Run Report. You can use this report
to enter charges in your bhilling system for reimbursable webVisits. Do this for each provider who has activated
webVisits for his or her patients.

What CPT code do | use?

The webVisit code which was approved by the AMA in January 2004 is 0074T. Please use this CPT code when
submitting a webVisit claim to Hill Physicians for reimbursement.

How do | know if | can bill Hill Physicians for a webVisit?

The webVisit charge report that you will be running on a regular basis will include a breakdown of what the
health plan is responsible for and what the patient pays. A real-time eligibility check is performed before each
patient initiates a webVisit, so if the patient has a benefit for webVisits, this information will appear on your
charge report. Blue Shield, Blue Cross and Health Net currently offer a covered benefit for their HMO members.

What is the reimbursement for a webVisit?

WebVisits reimburse at a rate of $25, including the patient’s co-payment.

How do | collect the copay from the patient?

RelayHealth collects the patient’s co-payment at the point of service through a credit card transaction. This
mechanism is also used to collect payment from patients who pay for webVisits out-of-pocket. RelayHealth will
also bill the health plan when appropriate for non-Hill Physicians patients and reimburse you directly.
RelayHealth will send a check and reimbursement report to the provider on a monthly basis for all fees that were
collected on that provider’s behalf.

What if the patient ends up coming in for an office visit?

If the provider prefers that the patient come into the office for an examination, he or she can waive the webVisit
fees before responding to the patient. If this is done, no charge will be generated when the provider sends a
reply to the patient advising him to schedule an appointment. When the patient is seen in the office, you may
bill for a regular office visit.
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Glossary

Administrative Patient Messages:
Appointment Request, Billing Question, New Patient, and Note To Office message types.

Admin Rights:
Administrative rights, assigned to the group administrator, enable the users to change message routing, set message fees,
approve new group members, and set access levels for other group members.

Appointment Request:

A message with structured fields enabling a patient to enter preferred appointment times. A patient may also request to
cancel or reschedule existing appointments. When replying with the final appointment time, automatic appointment reminder
messages can be enabled.

Approve/Decline Patient Request to Use RelayHealth:
Patients must request permission to communicate with their provider online; providers approve or decline a patient’s request
to message them online. Both providers and patients can deactivate their online relationship at any time.

Batch Print:
Enables providers or staff to print patient messages by date, provider name, patient name, medical record number, and/or
message type.

Billing Question:
A patient-initiated text message regarding billing questions.

Broadcast Tools:
Preventive Care, Online Newsletter, and Self Care Library features designed for patient education.

Charging:

RelayHealth enables providers to charge a fee for webVisit online consultations, if desired. If a fee applies, the patient is
advised and their credit card is charged when they open the provider’s reply message. Each time a patient is charged,
RelayHealth retains a small transaction fee. RelayHealth processes payments and remits a monthly check for fees collected
on behalf of the provider. Fees can be administered for four message types: webVisit — New consultation; webVisit — Follow-
up consultation; webVisit — Respond to patient reply;

Clinical Patient Messages:
webVisit, Note to Doctor, Rx Renewal Request, Lab/Test Result Request, and Referral Request message types.

Colleague Messages:
Message to Colleague and Refer Patient to Colleague message types.

Customizable Message Features:
Waiting Message Notification and Special Instructions can be applied to RelayHealth messages.

eScript:

Enables providers and designated staff members to prescribe medications to patients online. Prescriptions are entered
through RelayHealth, which faxes orders directly to the patient’s pharmacy of choice. Staff members may prepare
prescriptions or patient renewal requests and route them to a provider for approval, or they may authorize the prescriptions
under appropriate protocols. An eScript may be attached to a provider’s reply to a patient message, or may be initiated by
the practice. eScript automatically displays health plan formulary information and drug interaction alerts to help ensure
medical safety.

Group Administrator:

By default, the provider and/or staff member who created the group are designated group administrators. Others can be
assigned the role of group administrator by this provider or staff member. The group administrator receives administrative
rights, which enable them to assigned to change message routing, set message fees, approve new group members, and set
access levels for other group members.

Inbox Access:

There are group, team, and user levels of Inbox access, all of which can be customized for each Inbox to ensure maximum
cross-coverage and confidentiality.

Lab/Test Result Request:

A patient-initiated text message requesting test results. provider or staff can reply using a convenient test results template,
which populates standard result information such as test names, ranges, and values.
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Message Proxy:

Granted by the group administrator or a provider with administrative rights, message proxy enables Staff members to send
messages directly to the patient on behalf of the provider. Without message proxy rights, a staff member cannot send a
message directly to the patient—they can prepare a message, but a provider must send it to the patient.

Message to Colleague:
A text message practice members send to other practice members or outside colleagues who use RelayHealth.

New Patient:
A system message generated each time a patient requests an online relationship with a provider. Provider or staff
subsequently approve or decline online communications with the patient.

Note to Doctor:
A basic patient-authored free-text message. When responding, provider or staff can elect to use an array of RelayHealth
clinical tools.

Note to Office:
A patient-initiated text message designed for change-of-address, insurance information, or similar questions.

Online Newsletters:

Patient education newsletters which can automatically be sent to all patients. Providers or a designated staff member can
enable the standard RelayHealth Online Newsletter, which is published monthly by specialty, or create their own newsletter
by selecting articles from an extensive library. In either case, office update information can be added to each newsletter.

Phone Message:
A text message practice members can send to other practice members to record a phone message.

Preventive Care:
Patient education that can be sent to specific patient groups based on age and gender.

Provider Web Site:
RelayHealth providers receive an automatically generated practice Web site. The Web site can be easily edited to include
helpful information like office location, hours, contact information, and the provider’s picture.

Refer Patient to Colleague:
A structured provider message automatically populated with patient information for convenient referrals.

Referral Request:
A structured patient-initiated message requesting a referral to a specialist.

Rx Proxy:
Granted by the group administrator or a provider with administrative rights, Rx Proxy enables staff members to send
prescriptions on behalf of a provider.

Rx Renewal Request:
A text message containing prescription information for medication a patient would like to renew. Once authorized,
RelayHealth automatically faxes renewals directly to the patient’s pharmacy of choice.

Self Care Library:
An extensive library of award-winning self care information which can be made available to patients by enabling this feature.

Special instructions:
Custom instructions to the patient that can be added to each message type.

Waiting Message Notification:
Fax or e-mail alerts that notify members whenever a RelayHealth message is delivered to a corresponding Inbox.

webVisit:
An interactive patient interview corresponding to the patient’s chief complaint. Patient responses are delivered to providers in
a succinct electronic message highlighting pertinent information. Some payors reimburse for the webVisit consultation.
webVisit categories include:

Adult Health New Symptom webVisit: For routine, non-urgent adult medical issues

Children’s Health New webVisit: Designed for pediatric symptoms

Women’s Health New Symptom webVisit: Specific to gynecological and pregnancy-related symptoms

Men’s Health New Symptom webVisit: Addresses male health concerns

Ongoing Symptom webVisit: Collects relevant information on chronic conditions

Other Medical Question webVisit: Used when the patient cannot find their specific chief complaint in the list of available

webVisits.
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Appendix

Administrator Checklist

1. Physicians are registered

a.
b.
c.
d.

Physicians have signed in and accepted the Terms of Use
Office Hours are updated (so patients can see when making an appt request)
Messages are enabled and routed as appropriate

Message Notifications are set (fax/e-mail)

2. Mid-Level Clinicians are registered

a.
b.
c.
d.

o g A~ w

Clinicians have signed in and accepted the Terms of Use
Office Hours are updated (so patients can see when making an appt request)
Messages are enabled and routed as appropriate

Message Notifications are set (fax/e-mail)

Staff is Registered
Custom Inboxes are Created (Front Office, Back Office, Etc)
Staff/Physicians have practiced with training messages.

Marketing Materials have been ordered and are displayed in office

Message Workflow Scenarios

In most practices, staff members handle many patient matters. Messages of a clinical nature are often triaged by
nurses or medical assistants, while administrative issues are typically handled by office staff. You can leverage
RelayHealth’'s message routing features to establish similar workflow for your online patient messages.

If, for example, scheduling is typically handled by the receptionist, you can automatically route all appointment
requests to the receptionist’s personal inbox. If multiple staff members deal with a specific type of patient
message—say medication renewals—you can create a custom inbox to which these messages are delivered.

Here are some common workflows medical practices developed to efficiently manage their RelayHealth
messages:
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Clinical Message - Staff Triage Model

A patient sends a clinical message to the practice. The message is routed to a Clinical Messages Inbox—a
custom inbox managed by the nurses and medical assistants. If the message can be resolved by a staff
member, the staff member replies to the patient message. If the message requires a more involved clinical
response, the staff member forwards the message to the patient’s provider.

Inco::]lng Clinical Clinical Messages Should Staff Reply to Patient
ge d Inbox Resolve? ves and Resolve
(e.g., webVisit) (Custom Inbox) ’

A

Specific Provider's
Inbox

Forward to

Clinical Message — Direct-to-Provider Model

A patient sends a clinical message to the practice. The message is delivered to the provider's personal inbox. If the message
requires an involved clinical response, the provider replies to the patient themselves. If the message can be resolved by a
staff member, the provider forwards the message to the appropriate staff employee.

Yes Reply to Patient
and Resolve

A

Incoming Clinical
M ge » Provider's Inbox
(e.g., webVisit)

Requires
Involved Clinical
Response?

Staff Member's
Inbox

Forward to

Administrative Message - Staff Triage Model

A patient sends an administrative message, such as a billing question, to the practice. The message is routed to the
Administrative Messages Inbox—a custom inbox managed by the group’s office staff. If the message can be resolved by a
staff member, the staff member replies to the patient message. If the message requires a more involved response, the staff
member forwards the message to the office manager.

Incoming . .
Message N n;Admlnlstranve Should Staff ( Reply to Patient >

L jes Inbox Yes

(e.g., billing > Resolve? and Resolve

; (Custom Inbox)

question) 7y
Office Manager"s
Forward to Inbox
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RelayHealth Secure Messaging Overview

This overview will introduce you to the features of the RelayHealth messaging service. Here we’ll define the
various RelayHealth features—including the webVisit® and eScript®; take a look at how charging works; and
review security features and inbox access.

It's always important to remember that the RelayHealth service is designed to address non-urgent medical
guestions—like medication refill requests or referrals—from established patients. It is never appropriate for
emergency or other time-critical issues, a statement communicated to patients frequently as they use the
service.

Patients may send your practice clinical messages (webVisits, prescription renewal requests) or administrative
messages (appointment requests, billing questions). Your practice may charge for responses to clinical
messages if your medical organization allows it. You may customize certain aspects of a message, such as
adding instructions to patients on how and when to use a particular message type, or have the service notify you
when you have messages waiting in an Inbox.

Clinical Patient Messages

webVisit: An interactive patient interview based upon the patient’s chief complaint. Answers are presented
in a succinct message highlighting pertinent information.

Note to Doctor: A basic text message from a patient that can be replied to with an array of clinical tools.

Rx Renewal Request: A structured message containing the prescription information for a medication a
patient would like to renew. Renewal authorizations are faxed directly to the patient’s pharmacy of choice.

Lab/Test Result Request: A structured message from a patient requesting test results. Providers or staff
can reply with a convenient test results template containing standard results information such as test names,
ranges, and values.

Administrative Patient Messages

Appointment Request: A message providing structured fields in which the patient enters preferred
appointment times. Patients may also use this message type to request to cancel or reschedule existing
appointments. The practice can quickly and easily initialize automatic appointment reminder messages when
replying with the appointment time.

Billing Question: A text message from a patient regarding billing questions.

New Patient: A system message generated when a patient initially requests to communicate online with
their provider. This message allows the provider or staff to approve or decline patient access to the service.

Note to Office: A text message from a patient concerning change of address, insurance updates, or other
administrative matters or questions.

Colleague Messages

Message to Colleague: A text message practice members can send to other practice members or outside
colleagues who use RelayHealth.

Refer Patient to Colleague: A structured message that automatically incorporates patient information for
convenient referrals.

Phone Messages

Phone Message: A text message practice members can send to other practice members to record a phone
message. Phone message Templates are also included for your convenience.
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Notes
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