
Unlock cost savings and embrace 
digital solutions in healthcare
Good Health is Good Business Conference Series
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Topics:
• Digital tools to enable employees to access 

care at the right place, at the right time
• Telehealth – Understanding the value and 

impact on access and patient care
• Benefits design strategies and trends
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MBA, CPE, Senior 
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Northern Light 
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Michael Ross, MD, 
FAAP, FACMI 
Chief Medical 
Information Officer,
Optum Insight
General Pediatrician,
Northern Light Health

Michael Sisk
Vice President, 
Benefits
Cross Benefit Solutions



Legal Disclosure: 
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The information presented in this session is provided for educational purposes only and is not 
meant to substitute professional or medical judgment.

Northern Light Health does not know the particulars of your situation, so the information 
presented today is intended to be general in nature and may not apply to every individual 
situation.

Northern Light Health and the presenters make no guarantees or warrantees regarding any 
information provided.
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Ask us questions – give us feedback – this hour is for you

• Please use the Q and A 
function to ask your 
questions at anytime.



The Landscape Influencing Benefits Design
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Employers are always 
seeking ways to reduce 
the impact of trend
Care management

Network discounts

Plan design

Cost sharing

Driving healthy behaviors 
is of strategic importance

Prevention

Screening

Engagement

Lifestyles

Strategies for motivating 
behavior change

Financial incentives

Premium variation

Biometrics

Health assessments

Place of service
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Incentives 
and Behavior 
Change
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Consumer adoption gaining
17% overall, 

compared with 1% 
pre-pandemic

5% for procedural 
specialties (i.e.

urology and 
gastroenterology)

14% for medical 
specialties 

54% for behavioral 
health specialties 

(high of 72%)

Expanding access and 
convenience

Virtual Care 
Solutions

Source: McKinsey & Company
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What is 
important 
about virtual 
care?

• Expansion of care options 

• Supplement geographical limitations

• Delivery equity in resources available

• Convenience

• Challenging schedules

• Logistical issues

• Personal preferences

• Simplicity & connectivity

• Addressing current challenges

• Provider scarcity

• PCP access

• Wait times 

• Health risks



9

Financial incentive for 
utilization

• Reduced cost share
• Elimination of cost share

• Primarily in behavioral care
• Less frequently, virtual care 

network usage

Expansion of virtual providers 
as network providers

• Virtual PCP
• Virtual care team
• Referral to physical provider 

locations

How are benefit designs recognizing virtual care?
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Northern Light Health’s Digital Imperative
Leveraging Technology to Increase Patient Engagement, 
Access to Care, and Workforce Support
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Designed for Excellence to Support Transformation
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Foundational 
Governance

Strategic 
Vision & 

Roadmap

Ongoing 
Optimization

Adoption & 
Performance 

followup

Leadership 
Alignment

Change 
Management

Clinical 
workflows 

incorporating 
digital 

elements

Patient Portal 
IntegrationMaking 

Healthcare 
Work for Maine

Patient 
Engagement

Digital Strategy
1

Leadership Alignment
2

Patient focused
3

Clinical Integration
4

Elements of Success



The Northern Light Approach 
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Northern Light Health’s Digital Experience is about establishing a comprehensive online method by which patients connect 
with Northern Light providers and services, and providers access patient information via the native Oracle Health EHR
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Increase Patient Access

Improve Patient Experience & 
Outcomes

Improve Staff Satisfaction & 
Efficiencies

Drive our Business

Partner with digital innovators to roll out technology that 
increases patient access1

Engage with vendors who can be integrated natively with Oracle 
Health EHR and Oracle Health Patient Portal 2

3

4

Leveraging technology with a focus on 4 key principles:

Focus on Clinical and Patient flow within the EHR and the Portal 
in a patient-centric approach

Measure as much as you can, evolve based on data driven 
review
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Patient Facing: Portal Integration

TeleHealth

Online 
Scheduling

Diabetes 
Management

SDOH

Patient 
Engagement

Office form 
completion

Provider Facing: EHR Integration



A sample of NLH Digital Initiatives:
Technology to Increase Patient 
Engagement, Access to Care, Workforce 
Support, and Patient Outcomes
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Telehealth & Virtual Care Strategy 
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Integrated into our EHR is decompressing our primary care clinics and our Brick-and-
Mortar WIC sites, providing our patients with a convenient home option for minor 
medical issues

Allows our providers to see approximately 10% of all our patients virtually 
systemwide, improving patient satisfaction and enhancing follow-up.

Allows our secondary hospitals to avoid costly transfers to our tertiary care 
hospital, while ensuring appropriate staffing at the Tertiary Level

Improve access to our specialty providers and reduce time for patients to be seen by a 
specialist in over 10 specialties across our system and brings specialized Tele-
dermatology from Mass General Hospital to Maine.

Virtual 
Walk-In 

Care

Scheduled 
Telehealth 

Visits

Secondary 
& Tertiary 

TeleICU
Services 

Provider-
to-

Provider 
eConsults 



Online Appointment Scheduling:
Putting the Power in the Patient’s Hands
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Using our online scheduling tool, patients can view real-time appointment availability 
and book directly, picking the appointment that works for them from their computer, 

smart phone, or tablet, without the need to call. 

COVID Testing & Vaccinations Primary Care & Pediatrics Mammography Screenings Systemwide Primary Care & 
Pediatrics Continued Expansion

August 2020 June 2022 – Early Adopters June 2022 – Systemwide September – November 2022

Patient Portal Northern Light 
Website

Personalized 
Marketing Journeys

Internet Search 
Engines

New Patient Mammography

Adult & Pediatric 
Wellness Routine & Sick Visits

Telehealth

Walk In Care

Current Offerings

2023 and Beyond

Supporting Patient Convenience



Online Appointment Scheduling:
Putting the Power in the Patient’s Hands
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Primary Care and Pediatric Ambulatory Appointments

10,000+ Total Primary Care & Pediatric Ambulatory visits 
booked directly by our patients 

Reduced 10,000 phone calls
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Patient Self-Scheduling
System Wide Primary Care & Pediatric Ambulatory2,800 

New Patient Appointments
Increasing 

Access

35% of patients who scheduled wellness 
appointments were overdue for care

Closing Gaps in 
Care

Approximately 35 hours/month 
saved per Patient Service Representative 

Supporting our 
workforce

42% of appointments booked online 
were completed after-hours at a more 

convenient time
Patient Ease



Online Appointment Scheduling:
Putting the Power in the Patient’s Hands
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Mammography – Closing Gaps in Care
• Our patients can self-schedule a screening mammogram without a 

provider order, per federal regulations.* 
• Results are sent to the patient’s PCP. 
• In the event a patient has no PCP, we have dedicated providers to review 

any abnormal results and engage with those patients to address these 
abnormalities.

* Mammography Quality Standards Act 

1,600 Total Screenings booked directly by 
our patients 

7% of all patients who self-scheduled a 
screening mammogram were overdue for care

42% of appointments booked online were 
completed after-hours at a more 

convenient time

“I just booked my Mammo via the portal on my phone. It took less than 2 minutes, and my appointment is next week. If it wasn’t for self-
scheduling, I’d be another year or more just putting it off or forgetting about it. We’re going to capture so many women like me.” 

-Northern Light Health Patient & Employee



Service Line Patient Engagement 
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Utilizing technology to automate 
patient engagement before and after an 

episode of care, sending the right 
information to the patient at the right 
time, and alerts the care team when 

patients need help in real-time

Orthopedics
• Hip Arthroplasty
• Knee Arthroplasty
• Ankle 

Cardiovascular
• Cardiac Cath
• CABG

Women’s Health
• Cesarean 

Delivery
• Vaginal 

Delivery 



Benefits of Nuance Dax: 
Provider Satisfaction Survey Results – Executive Summary 
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SOURCE: Northern Light Health Provider Satisfaction Surveys – 9 surveys received

77.8%
of providers reported increased 

provider/patient face time, 
increased quality of patient 

interaction

PATIENT EXPERIENCE

2.1 mins

Average reduction in time spent 
interacting with the computer 

while in the exam room

OPERATIONAL EFFICIENCY

3.1 hrs.
Average perceived time 

savings in documentation 
time per week

5.6
mins

Average 
perceived time 
savings 
reported

saved per 
encounter

56%
Reported reduction in feelings 

of 
burnout and fatigue or reduced 

cognitive load

PHYSICIAN SATISFACTION

78%
would be “Disappointed” if they 

no longer had access to DAX 

78%
Reported better work/life 

balance

77.8%
of physicians 
state DAX improves 
documentation 
quality

DOCUMENTATION QUALITY

of physicians were satisfied with 
documentation Turn Around 

Time using DAX

DOCUMENTATION TAT

44.4%



What have we learned? 

• Hospital and System Board investment in Digital Strategy continues to grow
• Patients are hungry for digital engagement; Engage Patient Advisory Boards 

early for feedback
• Let your patients decide what they will and won’t adopt for themselves
• Keeping multiple Vendors connected to local teams is a full-time job
• Focus on Patients and Employees equally
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Discussion: Ask us your questions using the Q and A function

Ed Gilkey, MD, MS, 
MBA, CPE, Senior 
Physician Executive, 
Northern Light 
Beacon Health

Michael Ross, MD, 
FAAP, FACMI 
Chief Medical 
Information Officer,
Optum Insight
General Pediatrician,
Northern Light Health

Michael Sisk
Vice President, 
Benefits
Cross Benefit Solutions



Tools you can use: 

https://wellness.northernlighthealth.org/Good-Health-is-Good-Business
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Register and Save the Date – Thursday, November 9

Recognizing Lung Cancer 
Awareness Month

• Lung Cancer Screening Program

• Employer strategies for prevention

• Tobacco use prevention and cessation programs 
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Legal Disclosure: 
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The information presented in this session is provided for educational purposes only and is not 
meant to substitute professional or medical judgment.

Northern Light Health does not know the particulars of your situation, so the information 
presented today is intended to be general in nature and may not apply to every individual 
situation.

Northern Light Health and the presenters make no guarantees or warrantees regarding any 
information provided.
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