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Configuring the Patient Message eXchange

Last Modified on 11/08/2023 3:09 pm EST

Version 21.2

About

The sections below will walk you through how to set up different areas of OP for successful use of OP's Patient Message

eXchange (PMX) to send Appointment Reminders, Recalls, and other on-demand messages to patients.

Assign User/Group Permissions

1. Make sure you are logged into OP as an Administrator.
2. Navigate to Security Administration: Admin tab > Security Administration button.
3. Assign the following permissions to Users or Groups:

o Message_Distribution_Create — needed to create messages.
o Message_Distribution_View — may view messages and set up templates.

4. Log out and back into OP to access the newly assigned area of the system.

Confirm Correspondent Record Setup

. Navigate to the Correspondents table: Admin tab > Connections button.

. Locate the BLI Messaging Correspondent.

. If the Login ID/Password fields are blank, contactOP Support.

. If the Login URL is not listed, copy and paste the followinghttps://weblaunch.blifax.com/POSTAPI/.

. (If necessary) Overwrite the value in the Interchange ID with the appropriate value. This overrides the default short-code
value as assigned by the PMX service. Do not overwrite this code unless you are sure you have the correct replacement
Interchange ID.

6. Click the Save button | +* .

a b~ WON =

Add Provider Colloquial Names in the Staff Directory

. Navigate to the Staff Directory: Practice Management tab > Staff/Providers button.

. Select the Provider from the Staff Name list.

Click the Edit button.

In the Colloquial Name field, confirm or enter aColloquial Name for the Provider. When entering "Doctor", do not

abbreviate it as "Dr.". For example, enter Doctor Smith, not Dr. Smith.
5. Click the Save button.

N

Configure Message Templates

1. Navigate to the Patient Message eXchange:Practice Management tab > Patient Message eXchange button
2. Use the Search drop-down to select the template that should be used.

@ Patient Message eXchange EI@ I

Personalized Messages  Email Broadeasts Usage Statistics Messages Sent  Contact Preferences

AR

ssage credits,

<

search: || |

Press Fi prpointment reminder
~|Portal Message

List nam gaca|

3. Select one of the four modes in which the message is to be sent and assign the Delivery Method:
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e Telephone

e Email

o Text Message

e Paper Mail - the cost of US mail

For each mode a delivery method can be assigned:

¢ Disallow — no messages sent in this mode

Tips for Practices who use InteliChart solutions (OP Notify and/or Patient Portal):
o If your Practice has a Patient Portal and has the Portal Feature of Patient Configured Notifications enabled, make
O sure to set your Portal Message template to Disallow for all Delivery Methods so that parents/guardians and
\/ patients do not receive duplicate messages.
o If your Practice uses OP Notify for Appointment Reminder, make sure to set your Reminder template to
Disallow for all Delivery Methods so that parents/guardians and patients do not receive duplicate messages.

o Electronic — messages for this mode are sent from the Patient Message eXchange
e Manual - messages for this mode can be sorted in the Patient Message eXchange but are sent privately

T2 Telephone (0 (@ Email () [ Text Message () (=) Paper Mail (0] Undeliverable (0]
Special fields:

Delivery: ODisaIIow @Electronic OManuaI Print Grid Export

[Dotiont Eiect Boma

4. Click the Export button to export the list of patients who qualify for each mode.

Telephone Messages

o TheReply To field contains the number that shows on Caller ID so that the patient knows who is calling.
e There are 2 possible messages which can be received by the patient:

o Live Message - read if a person picks up the phone

o Voicemail Message — read if an automated machine picks up

Special Fields are provided for customization of the message. To add to the script for each type of message, enter the text
and click the appropriate Special Field to include the placeholder in the script. To ensure the customer has a number to call
back, it is always best to manually include the Reply To number in the Live and Voicemail messages as this does not have its

own Special Field assignment.
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e Patient Message eXchange EI@

Personalized Messages Email Broadcasts Usage Statistics Messages Sent  Contact Preferences

search: |Appointmentreminder V| 4 » + _f" x Sort Groups Create Msgs

Press F1 for information on how to purchase message credits.

List name: |Appointment reminder |
Message purpose: |Reminder Vl Sort order:

£ Telephone (0} (@ Email (0) (%) Text Message (0) [ Paper Mail (0] Undeliverable (0)

Special fields:
Delivery: () Disallow  (®) Electronic () Manual Print Grid | | Export pecialfelds
Patient_First_Mame
Reply to: |000-000-0000 |5tartca||ing at;|5f‘29:’2019 10:46:55 &M« | |Patient_Last_Name
Provider
Live Thig is - - - - - Pediatrics calling to remind you that| |Appointment_Date

Message: <Patient First Name> has an appointment with <Provider> Appointment_Day_Date
on <Appointment Day Date> at <Appointment Time». Press 1| |Appointment Time

now to confirm, or press 2 to be connected to somecne Appointment_Reason
Confirmation_Link

Voicemail |This is - - - - - Pediatrics calling to remind you that| |APPointment Location
Location_Telephone

Message: |¢patient Firat Name> has an appointment with «<Provider> .

- - . . Appoint_Day_DateVM
on <Appointment Day Date> at <Appointment Time>. I you Appoint_DatzVii
cannot make this appointment, please call the office at N

Note: Within the Live Message, there is aPress 1 option for the caller to confirm. There is also aPress 2 option for the

caller to be connected to someone at the office. This option may be added or deleted from the script according to the

office hours.

Email Messages

e TheReply To field is used so the patient has the correct email address to send a response. The email address must be
a legitimate address; otherwise, it could possibly be stored as Spam depending on the patient's email provider.

¢ Inthe message field script, there is a Confirmation Link that connects patients to the Practice's portal. This link will
allow the patient to confirm their appointment online without calling on the phone.

2 Telephone (0} @ Email (0} @ Text Message (0) g Paper Mail [0} Undeliverable (0]
Special fields:

Delivery: () Disallow  (®) Electronic () Manual Print Grid | | Expaort
Patient_First_Mame
Reply to: |PatientRegquests@ - - - - - - . Com Patient_Last_MName
Provider
Subject: |Appointment reminder from - - - - - Pediatrics Appointment_Date
- . - - - Appointment_Day_Date
Message: [This i3 a reminder that <Patient First Name> has an Appointment_Time
appointment with <Provider> on <Appointment Day Date> at| |Appointment_Reason
| i i o confirm, click here: Confirmation_Link
<Confirmation Link>.| If you need toc reschedule, please Appointment_Location
I nratinn Telenhone

Text Messages

e Text messages may not exceed 116 characters, so it is important to keep them brief by using abbreviations that may
apply. All text messages are received from BLI Messaging, so a Reply To field is not available.
e Each practice has 2 options to include in the script regarding Confirmations:
o Confirmation Link — used when most patients have a portal account and a smartphone
o Call-Back Number — used when most patients do not have a portal account or a smartphone

£ Telephone (0) (@ Email () ¥ Text Message (0) (& Paper Mail (0} Undeliverable (0)

Special fields:
Patient_First_Mame
Message: |Pediatric appt: <Patient_First_Name», <Appointment Date> | |Patient Last_Name

Delivery: (O Disallow (@) Electronic () Manual Print Grid Export

. @ <Appointment Time>. Confirm: <Confirmation Link> Pravider
116 char. PR — = Appointment_Date
limit Appointment_Day_Date
107 Appointment_Time

Appointment_Reason
Confirmation_Link

©
officepracticum.com | 800.218.9916 | 602 W. Office Center Drive, Suite 350, Fort Washington, PA 19034



™
Office
.(op Practicum

Paper Mail Messages

1. Mark the delivery as Disallow if your Practice will not be sending paper mail messages.

T Telephone (0} @‘ Email (0} @ Text Message (0] B2 Paper Mail (0) Undeliverable [0}

Special fields:
Delivery: ® Disallow (O Electronic (O Manual Print Grid Pi_ec'i F'.etsN
atient_First_Name

Patient_Last_Mame
Provider
Appointment_Date
Appointment_Day_Date
Appointment_Time
Appointment_Reason
Confirmation_Link

Message:

Assign Contact Preferences

1. From the Patient Message eXchange (Practice Management tab > Patient Message eXchange button)window, click the
Contact Preferences tab. Preferences are set by the Practice to assign the contact preference only where no preference

has been set.

& Patient Message eXchange X

Personalized Messages Email Broadcasts Messages Sent C i

This tab will help you establish baseline contact preferences for patients who have not yet expressed their specific needs. It
only affects contacts who are listed in the #1 position, and it only operates on fields that are currently blank. As such, it is safe
to run this process periodically to catch up new patients who never express their preferences, without any risk of changing or
removing established values.

Recalls: |(skip) v ‘ For options with multiple modes, such as “Email or text message"
the system will work its way up the ladder, using the first method

General notices: ](Skip) ~ | for which a contact value exists. Methods are listed from least to

. ) most expensive, so this ordering will always result in the most

Pabient portak |(5k|p) ] cost-effective message handling. If only one or two of the available

Rekminders: I(skip) v ‘ modes are selected, the others will be ignored. This may result in
some contacts having no preferences set.

Language: l(skip) hd

Set Default Contact Preferences

2. Click the drop-down menu for each of the 4 Message Purposes and select from the list.
3. To apply the changes, click the Set Default Contact Preferences button.

Note: Setting the default contact preference only affects the 1st contact within each chart. The contact's preference can

be changed at any time from Family Contacts.

Set Contact Preferences for an Individual Patient's Contacts

1. Navigate to the Family Contacts section of the Patient Chart:Clinical, Practice Management, or Billing tab > Patient Chart
button > Family Contacts.

2. Select the Primary Contact in the list (the contact with a Sort of 1).

. Select the Preferred Contact Method for each field.

4. The best practice is to confirm or complete the contact information that you selected for the Preferred Contact Method,
including the Primary Phone (home phone), Cell Phone, and Home email. This will ensure message can go out via PMX,
which sends recall reminders.

5. (Optional) Repeat steps 2-4 for additional contacts.

w
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| Patient Chart: CARTER "AK" AUSTIN (6557) Sex M DOB: 08/23/2015 Age: 3 yrs. 9 mos. Ins: SELF-PAY = o]
[ Gl | Familycontacts [46a ) [smor) s
ame ole/Reason o es art Date nd Date ortal
s @iy # o N Role/R Auth Res? Start Dat End Dat Portal
restrictions 1|DAKOTA SAGE FORBES |Father |oint | | | | miner
(W) s = e 2 IVES RAIN AUSTIN |Mother Joint | | | |Minor
Ui Diagnostic Tests
[ Referrals/TOC
1= Problem List
& Medications
O alergees
=
& tistory a Fix Sort #
7 Immunizations
o — Last name FORBES SSN
b e Firstname:  |DAKOTA | Mi[sag| Employer:  [s0s21235FaczesBa11
N B s i OAKLEY Occupation: |ES4DAEF70AAD3395CBAEDT
] care pians Birth date: +| Notes:
Q asthma Plans
[® General Notes rotsos h
i DEMOGRAPHICS Address: 5518 POPLAR STREET
[23 Basic Information
% Famiy Contacts HORSHAM [ea 12044
@ msurance Country: -
& Notes/Add Info .
Y — Primary phone: |555-555-6034 |

& Ciical Contaces Work phone:  |555-555-7611 || Preferred Contact Methods
¢k Consent Forms Cell phone: 555-555-3634 ‘ Recalls: M |Home Phane v
5 COMMUNICATION Fax: 555-555-7240 General: Home Phone ~
€ Messages Home email:  |05F9517081D61C2DE Portal: Home Email ~
B rasis Work email: || Reminders: [11ome emai v
& Generalletters —
save | Cancel
] REPORTS

Note: Verify the below information to make sure the correct people are contacted.
o Primary Phone (home phone)
e Cell Phone
¢ Home email
e TheRes? checkbox is selected.

Version 21.1

About

The sections below will walk you through how to set up different areas of OP for successful use of OP's Patient Message

eXchange (PMX) to send Appointment Reminders, Recalls, and other on-demand messages to patients.

If you are contracted to use OP Notify through InteliChart for Appointment Reminders, the below setup in PMX shouldnot be
completed for Reminder message templates. However, the setup for Recall messages is managed in PMX.

Assign User/Group Permissions

1. Make sure you are logged into OP as an Administrator.
2. Navigate to Security Administration: Admin tab > Security Administration button.
3. Assign the following permissions to Users or Groups:

o Message_Distribution_Create — needed to create messages.
o Message_Distribution_View — may view messages and set up templates.

4. Log out and back into OP to access the newly assigned area of the system.

Confirm Correspondent Record Setup

Navigate to the Correspondents table: Admin tab > Connections button.

Locate the BLI Messaging Correspondent.

If the Login ID/Password fields are blank, contactOP Support.

If the Login URL is not listed, copy and paste the followinghttps://weblaunch.blifax.com/POSTAPI/.

Hwon -
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5. (If necessary) Overwrite the value in the Interchange ID with the appropriate value. This overrides the default short-code
value as assigned by the PMX service. Do not overwrite this code unless you are sure you have the correct replacement
Interchange ID.

6. Click the Save button | +*

Add Provider Colloquial Names in the Staff Directory

Navigate to the Staff Directory: Practice Management tab > Staff/Providers button.

Select the Provider from the Staff Name list.

Click the Edit button.

In the Colloquial Name field, confirm or enter aColloquial Name for the Provider. When entering "Doctor", do not
abbreviate it as "Dr.". For example, enter Doctor Smith, not Dr. Smith.

5. Click the Save button.

Hwon =

Configure Message Templates

1. Navigate to the Patient Message eXchange:Practice Management tab > Patient Message eXchange button
2. Use the Search drop-down to select the template that should be used.

e Patient Message eXchange EI [
Personalized Messages Email Broadcasts Usage Statistics Messages Sent  Contact Preferences
search: || |V 4|k + _/’ x Sort Groups Create Msgs
Press F1{ Appointment reminder ssage credits.

Portal Message

List nam gaca|

3. Select one of the four modes in which the message is to be sent and assign the Delivery Method:

e Telephone - 5 credits

e Email - 1 credit

o Text Message — 3 credit

e Paper Mail - the cost of US mail

For each mode a delivery method can be assigned:

o Disallow — no messages sent in this mode

Tips for Practices who use InteliChart solutions (OP Notify and/or Patient Portal):
o If your Practice has a Patient Portal and has the Portal Feature of Patient Configured Notifications enabled, make
O sure to set your Portal Message template to Disallow for all Delivery Methods so that parents/guardians and
w patients do not receive duplicate messages.
o If your Practice uses OP Notify for Appointment Reminder, make sure to set your Reminder template to
Disallow for all Delivery Methods so that parents/guardians and patients do not receive duplicate messages.

o Electronic — messages for this mode are sent from the Patient Message eXchange
o Manual - messages for this mode can be sorted in the Patient Message eXchange but are sent privately

T Telephone (0] (@ Email (0 (% Text Message (0} (= Paper Mail (0] Undeliverable (0}

Special fields:
Deliver: (O Disallow @ Electronic () Manual Print Grid | | Export pecial fields

[patiant Firct Mama

4. Click the Export button to export the list of patients who qualify for each mode.

Telephone Messages

©
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o TheReply To field contains the number that shows on Caller ID so that the patient knows who is calling.
e There are 2 possible messages which can be received by the patient:

o Live Message - read if a person picks up the phone

o Voicemail Message - read if an automated machine picks up

Special Fields are provided for customization of the message. To add to the script for each type of message, enter the text
and click the appropriate Special Field to include the placeholder in the script. To ensure the customer has a number to call

back, it is always best to manually include the Reply To number in the Live and Voicemail messages as this does not have its

own Special Field assignment.

e Patient Message eXchange EI@

Personalized Messages  Email Broadcasts Usage Statistics Messages Sent  Contact Preferences

Search:|Appointmentreminder MIERINRIE 2P > Sort Groups Create Msgs

Press F1 for information on how to purchase message credits.

List name: |Appointment reminder |
Message purpose: |Reminder Vl Sort order:

£ Telephone (0} (@ Email (0) (%) Text Message (0) [ Paper Mail (0] Undeliverable (0)

Special fields:
Delivery: () Disallow  (®) Electronic () Manual Print Grid | | Export pecialfelds
Patient_First_Mame
Reply to: |000-000-0000 |5tartca||ing at;|5f‘29:’2019 10:46:55 BAM -~ | |Patient_Last_Name
Provider
Live Thig is - - - - - Pediatrics calling to remind you that| |Appointment_Date

Message: <Patient_First Name> has an appointment with <Provider> Appointment_Day_Date
on <Appointment Day Date> at <Appointment Time». Press 1| |Appointment Time

now to confirm, or press 2 to be connected to somecne Appointment_Reason
Confirmation_Link

Voicemail |This is - - - - - Pediatrics calling to remind you that| |APPointment Location
Location_Telephone

Message: |¢patient Firat Name> has an appointment with «<Provider> .

- - . . Appoint_Day_DateVM
on <Appointment Day Date> at <Appointment Time>. I you Appoint_DatzVii
cannot make this appointment, please call the office at N

Note: Within the Live Message, there is aPress 1 option for the caller to confirm. There is also aPress 2 option for the
caller to be connected to someone at the office. This option may be added or deleted from the script according to the

office hours.

Email Messages

e TheReply To field is used so the patient has the correct email address to send a response. The email address must be
a legitimate address; otherwise, it could possibly be stored as Spam depending on the patient's email provider.

¢ Inthe message field script, there is a Confirmation Link that connects patients to the Practice's portal. This link will
allow the patient to confirm their appointment online without calling on the phone.

T2 Telephaone (0} @ Email (0} :% Text Message (0] [ Paper Mail (0] Undeliverable (0)

Special fields:
Delivery: ODisaIIow @Electronic OManuaI Print Grid Export i
Patient_First_MName
Reply to: |PatientRecquestsf - - - - - - . COm Patient_Last_MName
Provider
Subject: |Appointment reminder from - - - - - Pediatrics Appointment_Date
Appointment_Day_Date
Message: |This is a reminder that <Patient First Name> has an Appointment_Time
appointment with <Frovider> on <Appointment Day Date> at | |Appointment_Reason
| i i o confirm, click here: Confirmation_Link
<Confirmation Link>.| If you need toc reschedule, please Appointment_Location
I nratinn Telenhone

Text Messages

o Text messages may not exceed 116 characters, so it is important to keep them brief by using abbreviations that may

©
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apply. All text messages are received from BLI Messaging, so a Reply To field is not available.
e Each practice has 2 options to include in the script regarding Confirmations:
o Confirmation Link — used when most patients have a portal account and a smartphone
o Call-Back Number — used when most patients do not have a portal account or a smartphone

T2 Telephone (0} @' Email (0] | Text Message (0) Q Paper Mail (0} Undeliverable [0}

Special fields:
Delivery: (O Disallow @) Electronic (O Manual Print Grid || Export pecial fields

Patient_First_MName
Message: |Pediatric appt: <Patient First Wame», <Appointment Datex| |Patient_Last Name

6 @ <Appointment Time>. Confirm: <Confirmation Link> Provider
1.1 “ EiEE e - - Appointment_Date
limit Appointment_Day_Date
107 Appointment_Time

Appointment_Reason
Confirmation_Link

Paper Mail Messages

1. Mark the delivery as Disallow if your Practice will not be sending paper mail messages.

T Telephone (0} @' Email (0} % Text Message (0] B2 Paper Mail (0) Undeliverable [0}

Delivery: @Disallow OEIed:ronic OManuaI Print Grid Export spedial fields:
Patient_First_MName
Message: Patient_Last_Mame

Provider
Appointment_Date
Appointment_Day_Date
Appointment_Time
Appointment_Reason
Confirmation_Link

Assign Contact Preferences

1. From the Patient Message eXchange (Practice Management tab > Patient Message eXchange button)window, click the
Contact Preferences tab. Preferences are set by the Practice to assign the contact preference only where no preference
has been set.

[

e Patient Message eXchange EI

Personalized Messages Email Broadcasts  Usage Statistics  Messages Sent  Contact Preferences

This tab will help you establish baseline contact preferences for patients who have not yet expressed their specific
needs. It only affects contacts who are listed in the #1 position, and it only operates on fields that are currently blank.
As such, it is safe to run this process periodically to catch up new patients who never express their preferences, without
any risk of changing or removing established values.

Recalls: |[5kiF|] V| For options with multiple modes, such as "Email or text
message”, the system will work its way up the ladder, using the
General notices:|[skip] Vl first method for which a contact value exists, Methods are listed
. - from least to most expensive, so this ordering will always result
Fatient portal: |[s|(|p] Vl in the most cost-effective message handling. If only one or twao
] . of the available modes are selected, the others will be ignored.
Reminders: |m Vl This may result in some contacts having no preferences set.

Set Default Contact Preferences

2. Click the drop-down menu for each of the 4 Message Purposes and select from the list.
3. To apply the changes, click the Set Default Contact Preferences button.

Note: Setting the default contact preference only affects the 1st contact within each chart. The contact's preference can

be changed at any time from Family Contacts.

Set Contact Preferences for an Individual Patient's Contacts

1. Navigate to the Family Contacts section of the Patient Chart:Clinical, Practice Management, or Billing tab > Patient Chart
button > Family Contacts.
2. Select the Primary Contact in the list (the contact with a Sort of 1) and select thePreferred Contact Method for each field.

©
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3. (Optional) Repeat the above step for additional contacts.

| Patient Chart: CARTER "AK" AUSTIN (6557) Sex M DOB: 08/23/2015 Age: 3 yrs. 9 mos. Ins: SELF-PAY

Family Contacts
No privacy E Name Role/Reason Autharity Res? Start Date End Date Portal
restrictions 1| DAKCTA SAGE FORBES |Father |oint | | | minar

[linclude confidential Z‘\VES RAIN AUSTIN ‘Muther ‘Joint ‘ ‘ ‘ |M\'nur

Il oiagnostic Tests

[ Referrals/TOC

11 Problem List

& Medications

O Hergies

S History Fix Sort #

7 Immunizations

@ rusk Assessment Last name: FORBES SSN:

[ surveys First name: DAKOTA ‘ MI:|SAG| Employer: |30521235F3C2688411

i Nickname: OAKLEY Occupation: |ES4D4EF70AAD3395CBAEDC
el care pians girth date: | Notes:

Q Asthma Plans

L : v
[® General Motes anguage
s DEMOGRAPHICS Address; 5518 POPLAR STREET

[ Basic Information

2 Famiy Contacts HORSHAM HPA H19044

@ Insurance Country: o

& notes/add| Info

P P — Primary phone: [555-355-6034 |

& Clinical Contacts Work phone;  |555-555-7611 | Preferred Contact Methods

b ConsentForms Cell phone;  [555-355-3634 | Recalls: M [Home Phone v

5 COMMUNICATION Fax: 555-355-7240 General: Home Phone ~

€ Messages Home email:  |05F9517091D61C2DE Portal: Home Email v

Bl Tasks Waork email: Reminders: [Home Email v

5l GeneralLetters —

Save | Cancel
] REPORTS

= =]k

Note: Verify the below information to make sure the correct people are contacted.

® Authority is set to either Joint or Exclusive.

® The Res? checkbox is selected.
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