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SUSTAINS
Support USers To Access INformation and Services

 Three-year european project

e Partially funded by the Competitiveness and
Innovation framework Programme - ICT strand-
Policy Support Programme (PSP)

e Participants: 16 partners from 11 European regions
committed to give patients’ access to Electronic
Health Records (EHR) and other related web

services

http://ec.europa.eu/information society/apps/projects/factsheet/index.cfm?pr
oject ref=297206

http://sustainsproject.eu/
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The Sustains Consortium includes

2 national bodies from Estonia and Slovenia

1 local-level body from Asolo — Veneto Region (IT).

4 European-level organisations, including EPF.
8 regional-level bodies from the following regions:

Uppsala County, (SE project leader)
Region of South Denmark (DK)
Aragon (ES)

Scotland (UK)

Thessaly and Central Greece (GR)
South Karelia (Fl)

Norrbotten (SE)

Basque Country (ES)
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Main objectives

e SUSTAINS aims to measure the impact of a wide range of
administrative and clinical services for patients based on
patients’ access to EHR on the three areas below:

— Empowerment of patients: There is a growing tendency by patients
and the public to question information from the health system, ask for
a second opinion, demand respect and dignity in their treatment,
expect convenience, etc.

— Medical results: Progress in treatment especially of chronic diseases
need efficient and continuous contact between the patient and the
professionalsin order to achieve optimal medical result.

— Efficiency and economy: With the new treatments available, and the
growing demand from patients/public, there is a need for improved
efficiency and economy.
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Expected impact on patients

* Empower of patients to act as more active players in
the management of their health as opposed to
passive receivers of healthcare services.

e Better informed patients, and users in genral, about
their health and therefore they will be able to make
more conscious decisions about treatment and
lifestyles in collaboration with the healthcare
professionals looking after them.
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Avoid

- unnecessary trips
Promote citizen

involvement with
his/her health and Give value to
patient clinical activity
involvement with
his/her disease

Provide access to Help to reduce
general response times to
information on the health needs

health services The main beneﬁts for of patients
the future will be

Early detection of
clinical worsening
of chronic
patients

Make a more
sustainable health
system,

Support and
facilitate
coordination
among
professionals

Increase
satisfaction of
citizens and
professionals
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Basket of Services sustains
Administrative services Clinical services
 Book or rebook a consultation/diagnostic e Examine the EHR

exam

* Pay aservice fee

e Change GP (when moving or similar)

e Update phone number and name of close

e Aska question to a physician/nurse
* Fill out a Health Declaration Form
e Print out drug and lab list before

relative traveling
e  Consult audit trail e Patient’sinput into EHR
e Access to health insurance data * Integration of data relating to
«  Access to the data of health services costs patient’s self-monitoring
e Delegation of access to family or carer * Decision support

e Mask sensitive data

e Track referrals to specialist or
diagniosticexamination

* Notification services (reminders, sms...)

 Consent for export of EHR data to epSOS
Patient Summary
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Facing new Challenges: who and where are we?
Some figures...

‘/ Population (2011): 2.183.615 inhabitants
265 years: 17.81%

Life expectancy at birth (2009) 78,6 for men and 85,7 for women. The Basque Country’s
positionis one of the highest in the world, after Japan and Hong Kong.

/ Infant Mortality Rate (2009): 3,1 %o

Source: Registry of Mortality. Basque Country
Department of Health and Consumers’ Affairs
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Facing new Challenges: It is time to do more with less

The total health expenditure has increased while chronic disease prevalence and complexity is
growing as population ages.

Public health expenditure(million euros)

% of patients by age and number of chronic illnesses
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New challenges undertake...

= To contain the growth of public health expenditures under strict fiscal consolidation policies while servicing an ever
increasing demand.

= To address quality, safety and adequacy gaps in health services.

= Basque Country is one of European regions with the highest proportion of elderly, it also addresses an increasing
incidence of chronic pathologies:

v 80% of patient interactions with the public health system are related to chronic diseases
v Chronic patients drive around 77% of the total Health expenditure

v Health expenditure on current trends is expected to double by 2020. 9
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14 Strategic projects to tackle Chronicity in the
Basque Country

The Strategy for chronic illnesses aspires to substantially improve the lives of patients and carers,
health professionals and citizens

The Health Department of the Basque Country has These policies have been materialized through 14
defined five strategic policies: strateaic proiects:

Focus on stratified

. — -‘_ . L I
population health : - = .
Prevencion y Continuo de Intervenciones
= 7 promocion atencion adaptadas
Promotion and Prevention :
of chronic illnesses " 5 ] TOSRE I Cone
& Avencidn clinica 12 Receta electrdnica
Responsibility and autonomy : ' i 15 Cantro d investigaciin
for patients - e Sowgites .
_ e
Continuous care , : piies:
for the chronic patient % Calaboracitn
Socipsaniaria
- . . A 10 Fananciacién
Efficient interventions adapted R Contratacen’

to the patient’s needs

14 Innvaciin desde ks profosiznales dlivice

10
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Osarean

Multichannel Health Service Centre
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Multichannel Health Service Centre

Actors in the Basque Country

e Department of health and consumers’ affairs of the Basque country: it’s the local
health authority with responsibilities over policy and regulation, public health,
health planning, insurance and financing of the public health system.

e Osakidetza is the public health service provider in the Basque Country, entirely
financed by the Basque Government. Osakidetza runs:
— 320 Primary Health Centers
— 12 Acute Hospitals (4,278 beds) and 4 Chronic Care Hospitals (524 beds)

— Mental Health: Three regional networks with 4 psychiatric hospitals, (777 beds) and 2
Contracted Long term Mental hospitals

e Osatek: is a public corporation of the Department of Health and Consumers’
Affairs, created in 1992 with the aim of becoming a reference in the field of
diagnostic imaging. Nowadays the main activities of Osatek are: Management,
administration and operation of diagnostic imaging services to cutting-edge
technology, research and teaching, development and implementation of new
services based on ICTs.
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To set up atechnological platform, based on ICTs, which allows multi-channel interaction for all the citizens
of the Basque Country with the health system, enabling procedures, simplifying the life of the citizens and
adding more value to the clinical work of the health professionals.

This model includes a new vision of the roles of health professionals, citizens and patients which consists
of the co-responsibility, and thus, the active patient concept is inherent to the health system transformation
process, where patients have virtual spaces and social networks of knowledge and interaction.

o To improve quality of life of the whole populations on the whole and of the patient particularly

e To turn citizens into active agents of the Basque public health system
e To improve the quality of health care delivered and to motivate health professionals
@ Toimprove the efficiency of the Basque Public Health System

e To contribute to the equity in the Basque Public Health System 13
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Service portfolio for the Multi-channel Health Service

Center
Technical support for non face ‘ Suppoit for the other 13
i toface consultations and tele | strategic projects related to
‘... Aassistance. — i chronicity.

Personal Health Record for
: every

citizen, which will professional

access to information :
S L0l - non face to { Extend for the whole population,
containedin the EHR e g | the new appointment model to GP,
- P | . i Paediatricians, nurses and midwives,
ersona .
. — information Appointme gL tr;fjelciﬁlh:ennet:gannel (VR
Health School for patients: ! nt Model :
validated informationby | access
Osakidetza’'s Health i :
professionals . « Web 2.0 i Health advice over the phone and
and Patient Forums ACtllVe . Telephone Medical | on the net, managed by
’ Patient « Mobile Counseling g Osakidetza nurses.
Management e TV .
of the New Portal 2.0. ! o
Administrative procedures - O Create a tele-medicine ’
online \ Healthy Patients solution fo:hc;glrjgzlc patients
= i remot i )
hab|t§ e. o .e e e mobile-platforms—---------emnee g
§ promotion jonitoring -
Healthy Lifestyles Prevention
i promotion application T campaigns
implementationin primary
care
Public Health Campaigns through different channels. 14

Surveys for citizens to improve knowledge of Health System
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Soy un profesional

Temas de salud

TEMAS DE SALUD

Dieta sana

Habitos saludables

Plan vasco de actividad fisica

Practica vida saludable

Vacunas

Salud en la infancia

Embarazo, parto y post parto

Salud y alimentos

Salud poblacional

Salud en los viajes

Salud y estética

0 © © © © © @0 © © ©

acceder a Mi Osakidetza

suskadilnet

Contacto | Ayuda | Wapaweb | Accesbiivad | Profesionales Osakidetza Intraduce texto a buscar [ Disqueda

Prevencion y autocuidados

buscas

MI CARPETA DE SALUD

acceder a mi carpeta de salud

El consejo de la semana

Realizar 30 minutos de actividad
fisica todos los dias, seguiruna dieta
de tipo mediterraneo y no fumar, es
la mejor manera de asegurarte
beneficios para tu salud.

Para empresas Quiénes somos

Centros de salud Hospitales

Te ayudamos a encentrar lo que

CAMPANAS Y PROGRAMAS

jCuidate! En esta seccién encontraris
informacion sobre las campafias y
programas que se estan llevando a cabo
en Osakidetza. Con ellas se pretende
contribuir a 1a mejora de |a salud.

ver todas las campafias

Informacién destacada

Blog de la cronicidad
Programa ViH SIDA
Donaciones

Donacionacion de Sangre

acceder a mas destacados

Consejo sanitario

Tu oficina ual de salud

Cita previa

Consejo
Sanitario

Paciente
Activo

Centros y
farmacias

Tramites
administrativos

Preguntas frecuentes

* Consultas de mi salud y mi familia
* Sobre mi historia de salud

* Como pedir cita previa

ver mas preguntas frecuentes

“ BUEN GOBIERNO

leer todo el consejo

Osakidetza en redes sociales: .] Siguenos en Facebook D Siguenos en Twitter

Acerca del Sistema Sanitario Conforme:
Piblico Vasco

Todos los servicios de Osakidetza en Internet

XHTML 1.0 CSS 3 WCAG 2.0

- Cita Previa - Cambio de Wédico - Quejas y reclamaciones
« Tu Correo TSE - Segunda Opinion Médica - Receta electronica + Sistema Sanitario Piblico Vasco
- Solictud tarjeta individual - Datos de bajas - Registro de voluntades + Osakidetza
sanitaria . " icil - Estrategia reto de la cronicidad
- Modificacion datos tarjeta - Departamento de sanidad y
consumo

Enlaces de interés

Temas de salud Lo mas consultado Temas de interés

- Asociacion de diabetes de Euskadi
- Estrategia de cronicidad

- Calendario de vacunas
* Plan de actividad fisica
* Programa de VH

* Vida saludable * Programa del cancer de mama
- Salud y mujer - Cuidado bucodental

* Cuidados para |a diabetes * Consulta de informes médicos * Colegios profesionales de farmacia

* Salud sexual * Administracitn electrénica * Listado de vacunaciones * Asociacion contra el tabaco

« Cancer de mama * Informacian sociosanitaria * Salud poblacional

- Dieta sana - Drogodependencias - Primeros auxilos
- Ejercicio y deporte + Cribado neonatal

* Dejar de fumar * Cirujia y estética
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Accessing to my Personal health folder

(. Osakidetza Orﬂ in ';E||. :Jlla.l.:l:l_:lll,?lli“E . S d::li-ﬁr.?r

Biequada
avanrada

Contacio | Ayuds | Mapa ek | Accsaibiided | Profesionskes Dzakdatza Intraduce fexio a buscar B

es | eu |

Ciudadania Mapa Web Profesional Empresa

Eslés en: nicio»Ciudsdania =M Deabidelza

CARPETA DE SALUD

|dentificacién de usuarios

Tengo certificado digital Tengo TIS (opcién login/password)

Losrere rsm doloe St amet, wnsecelur sdipskng bt sed do susmed lemper
nscibcdanl ul labors ot dolore maing abogue. UN enirm el minim veslar, geb nestred
enercitation ulameo labors ahi st diuip e e commedo comequal. Dub wsts inim Preguntas frecuentes
dedut in Feprehe derk in volsptate velt euse clium dolors s faglet nula carlatue,
Ensmplisr sinl ocieecat cuskdatat non prokdent, sunl in cuke gui oM deserust

£COmo puedo acceder a Mi

et anim il st labsorum
Certificados soportados Osakidetra?
&0 seguridad tene el certificado
digital?

& dbip din wha Larels duiel, mroddcels ea o bcter de Lafjrtn y subia
Cenfirme .

Uit v Finliiedini s opafconi, ieameds iecar W cenifceds dgital del lector. ¥
pafa ayol seperided, chima todic b vestaned de 1 navegalod de Inlesrel.

Usuario* 141474

Clave" seee

sCdmo obitener mi ussano?

S neseds mda intormaciin pulea sgui

sComo me conecto con mi certificado digital?

16
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Checking my personal data

Osakidetza Orain -!.:_I:|:u|l:|ll.'|_.-la euskadiMrer

"iblics Vage

ex | ou | Comacio | Ayuds | Mepa Wab | Acceamidas | Preresionaien Deakeatza Intraducs 1

Ciudadania

Estds en: Mi O i a»Mis Datos P de Filiacion

CARPETA DE SALUD

Mi Osakidetza | Mis datos Personales

Mostrar mend completo

Presentacion & continuacidn te mostramos la informacidn actualizada de tus datos. Te sugerimos que la

revises para asegurarnoso que es la correcta Preguntas frecuentes
Mis Datos Personales de Fillacion
Mombre ¢ Qué seguridad tiene el certificado
WMis informes - LEEE DR digital?
: . £Por qué los documentos descargados
i historia clinica - Primer apelido gy carecen de validez oficial?
o ) £Como busco un informe en particular?
Proximas citas Segundo apellido ASCORRA A dénde llegan mis sugerencias?

Mis tramites - ¥
Mimero de asegurada 407774302388

Murmero de TIS 141414
Fecha de nacimiento 08/10/1946
Teléfono hakitual 099153021
Teléfono trabajo
Teléfone mdvil
Caorreo electrénica
Meédico asignada  TOMAS LARRAZABAL INTXAUSTI

Centro de referencia SAMN VICENTE - BARAKALDO

En caso de que algun dato no sea correcto, por faver, rellena los campos en el siguisnts

17
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Taking a look at my Hospital Discharge Clinical Reports

° Osakidetza Oraiﬂ El.|ju|la|u9ld s éuskadu"rﬁér

e | ou | Comacto | Ayuds | Maps Wab | Acceamidag | Pred :

Empresa

02 2030 20

Ezlds en: niorCludadaniz »Mi Ceaddetza

Mi Osakidetza | Informes de alta

= Miostrar mend compledo

CARPETA DE SALUD

Frecentacion

Mis Diatos Personzles de Filiacién

= =
Wi informes -
=

* De alta m

Centro Tipo Informe

Wi historia clinica - 10022012
Préximas citas 11402/2012 LAUKIZ C. Wolsntaris
Mis tramites -

FrEEENFEREDRFIF

Siguiente

Preguntas frecuentes

£Qué es un informe de alta?
iPor qué los documentos descargados carecen de validez oficial?

18
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Browsing into My Personal Health Folder

Reviewing my next appointments

{. et Orﬂ‘:n .E'Ill-llal'u?'llTuli-: Vages éuakdal.ﬂ?r

es | eu |

udadania

Eslds en nicie=Cludadanis =M Ceakideiza

Mi Osakidetza | Préximas citas

= Mcstrar mend compieto

CARPETA DE SALUD

Presentacion

Mis Datos Personzales de Filiacidn

Z24/04/2012 =)

Todos
Mis informes - =
Mi historia clinica -
Mis tramites -

SAN ELOY H. - - RADICDIAGMNOSTICD

SAN ELOY H. .- RADIODIAGHOSTICD

O OODOO0OD DO D

Preguntas frecuentes

£Qué es un ics?
iPara qué sirve un recordatorio de cita?
£Qué es el codigo de cita?

19
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Looking and Downloading a RX report

EI FUIIJI'L.L'IHITH : Fu&.kadI.ﬁFr
p HICE ¥

O | Orgin

ws | ou | Comacio | Ayuds | Meps Wab | Accasmided | Profesionsles Deakcsiza _|_|'|"-"?:'-'C?

aio @ buscar B |
i

002 2020 20

Mi Osakidetza | Informes de radiologia

A continuacin 12 mostrames los informes de radiclogia de diferenies centros, Selecciona un centro y consulta tus informes,

Presentacion

Mis Datos Personales de Filiacin Fecha desde = Centro 2 consultar Todos =
- - o003

Mis informes -

o e e L Facha hasts =] m

" Dealta

* De radiclogia

Se muestran 1-10 de un totsl de 13 informes disponibles. Ver TODOS

Dw snatomia patolbgica

* De atencién prim

1040272012 LAS CARRERAS C Garcia Perez Placa de rayos &
Mi historia clinica N

11/02/2012 LAUKIZ C Loper Gutierez Placa de rayes |
Préximas citas

12/02/2012 LA CUADRA-GUENES C Romeso Pina Plsca de rayos P
Mis tramites >

12/02/2012 LABASTIDA C Vazquez Remunan Placa de rayos &

14/02/2012 CASCO VIEJO VITORIAC.S. Ibamrete Glarizu Plsca de rayos &

15/02/2012 LAARBOLEDA C Ramirez Otadul Placs de rayos =

18/0272012 CAMPEZO C.5 Pulido Gutiemez Placa da rayos 2

17/0272012 LA BALUGA-SOPUERTA C Martinez Susrez Placa de rayos F |

18/02/2012 BUSTURIA- MURUETA C S, Ormaetea Salazar Placa de rayos 2

19/02/2012 LAPUEBLA DE LABARCA C. Sojo Olarte Placa de rayos &

Sigulents

Algunes informes no estdn disponibles en farmats online, Pars saber mas llama al 502 20 30 20

Preguntas frecuentes

£Gué es un informe de radiclogia?
¢Por qué los documentos descargados carecen de valider oficial?

20
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es | eu | 362ED021CE9F16B80CAG365EB3014352F | 3 Bienvenido EUGENIA MONASTERIO OMAETKEBARRIA Inicio | Ayuda | Accesibilidad Cerrar sesion E

Estaz en: Inicio *Miz Datos Perzonales de Filiacien

Mi Carpeta de Salud |Gest|on de Crdnicos

E Mostrar mend completo

Presentacion

Mis Datos Personales de Filiacion

En g Hora de Medicidn debes afiadir la hora exacta a la que te realizaste la medicidn. 51 tienes cualquier duda,
por favor, contacta con tuw enfermerala

Mis informes x

Mi historial clinica X
P— Unidad — M— e — -
Proximas citas o

Gestion de Crénicos -

. Registrode Pardmetrosy | | Insulina mg 545 [Hora Desde] - [Hora fimite] 15:30

cuestionarios

= Histoérico de parametros

Préximas citas Temperatura %L 75 [Hora Deste] - [Hora fimite] 17:45 | Enviar>>
Mis tramites =
Medisnishalancies Sat. de Oxigeno mimHg 200 [Hora Desde] — jHora fimita] 20:00 Enviar>>
Envia los datos al B
gestor Atras

En el caso de enviar por error datos incorrectos, ya sean pardmetros o cuestionarios, no podrd
modificarlos a través del aplicativo de registro ,deberd ponerse en contacto telefdnico con su
enfermero/a para modificar los valores erréneos
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es | eu | 362ED021CE9F16B80CAG365EB3014352F | 3 Bienvenido EUGENIA MONASTERIO OMAETKEBARRIA Inicio | Ayuda | Accesibilidad Cerrar sesion E

Estaz en: Inicio *Miz Datos Perzonales de Filiacien

Mi Carpeta de Salud |Gesti6n de Crénicos CARPETADE SALUD

E Mostrar mend completo

Seleccion de parameiro; Irsulina s 4 Linidad
Presentacion
Mis Datos Personales de Filiacién Seleccidn de fecha: Desde 17/06/2011 Eﬁ Hasla 62011 B i
Mis informes > e . .
e e I Tabla Histdrico T Grafica Evolucion ]
Mi historial clinica v, i :
- . . i iz
Préximas citas :
Gestion de Crénicos A 0
. Registrode Parametrosy | ]
cuestionarios i:
* Historico de parametros I "
Proximas citas
.................................................................................. 5
Mis tramites =
Medir mis parametros :
17/05/2011 1E/D5,/2011 19/05/201L 20/0E/2011 21/DE/2011
B gy el RSSO walor Minimo
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Main user involvement actions carried out

« Social Research: FARAPI (2010)
 Focus Group: SUSTAINS (2011)

e Stakeholders meetings, actors maps and user
usability tests: ERGOLAB (2012)

e On-line Courses for users
e Disemination actions
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MAIN OBJECTIVE

e |dentify the needs of potential web users and the and specify web
contents

Specific objectives

e |dentify the issues that are the subject of doubts and questions by both,
the user- and health professionals of the region of Bilbao

e Provide a classification of possible demands to give criteria for web design.
e |dentify the functions that must contain the web (inform, assist, advise,
e etc...)

e |dentify obstacles and constraints to implementation and use of the
website.
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* Individual interviews:

> Caregiver (Basic use of ICT)

> Blind and health professional (no use of ICT)

> Professional (active 2.0 user)

> Professionals (Basic use of ICT)

> Chronic patient (Discouraged about ICT)

» Elderly man and woman (not active user of ICT)
» Seniors Couple

» Cancer patient's husband
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Group Discussions:

 Group 01: patients and family associations.
Neighborhood associations.

e GROUP 02: citizenship. Carers, people with
chronic diseases

e GROUP 03: Osakidetza professionals with
different profiles
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Observational studies (onsite observation
+interview):

Primary care centers in Bilbao
e > Basurto / Altamira

e > |ndautxu

e >0ld Town
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Barriers and constraints found in the study

Mistrust

e Chronic patient: “Just want to get rid of us, as they lack infrastructure take you where they want”

Fear of dehumanization, loss of personal contact

e Representative of the association neighborhood of Altamira, group associations: “l see the web page
complicated. What people demand is personal attention, not through a computer. Might be good for
appointment, for general information for existing services...There are many pages... but for the time of
care...the treatment must be personal

Lack of interest

* Individual interview: “I like it a lot but for me it has come too late... I'm lazy... | have no patience, has come
late. Neither course or anything, | step, | step

e Man 84 years old “All new technologies are a breakthrough for me, for my age ... | have no interest... but it
would not cost for me, isn’t it?

. Personal interview :”l do not need it...”

e Elderly person: “All that is better is great but we do not use, just know exist but ... We use the mobile and
it's not too complicated. The elderly do not have way to do that”

Insecurity

. Individual interview, outsider: “But the doctor would receive the mail? Does she have time? ... | do not
know. A doctor who wants to answer by email | see he has no time. In addition, | have it very close and |
prefer to approach
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Focus Group Basque Country

General information

Date of the focus group: 2" May 2012

Place of the focus group: Bilbao, Basque Country

Moderators: 2 researchers of Tecnalia with experience in the application
of user involvement techniques (focus group, brainstorming, interviews...)

Recruitment methodology: contacts per e-mail and personal interviews,
starting point were members of Bioef and contact network

Total number of participants: 14

Patients/citizens focus group: 7 Health professionals focus group: 7
« Patients: 4  Doctors:4
« Citizens:2 * Nurses:2

 [nformal carers:1 e Pharmacists:1
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Focus Group Basque Country

General Conclusions

Services considered useful/very useful (ease of accessing “your” personal data,
also when you are not at your region)

Efficiency of health professionals will increase (they will be discharged from
administrative tasks with no added value)

Regarding accessibility, perception is that a high percentage of elderly people
won’t benefit directly from this services

Regarding usability, must be improved (too many letters on the screen, many
access points to the same place and several services are difficult to find

EHR should not include subjective assessment of health profesionals and
information on all acute diseases (cold, flu...)

Reports and information containing bad news should be available at the EHR once
the patient has been informed by the health professional, in any case before
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Expectations, perceived benefits and risks

 Main foreseen risks: Lack of security and confidentiality
 Relationship between patients and professionals

» (patients) will be better, even though there is a risk to lose the face-to-face
consultations

» (health professionals) relationship won’t change so much (not at least in the
next few years and in the case of chronic patients)

» Accessibility to health professionals will increase, as a consequence, quality of
healthcare will be increased

» Availability of these services will make possible the patient empowerment and
to take shared decisions between patients and health professionals.
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Usability assesment in ICT projects

Objective:

e Design systems that can understand the expectations and
needs of users and technologists .

* Transfer some personalized and useful information to
business and system developers agents, so it can help to
make the right decisions for functional improvement and
information system usability.

 Promote the information society by developing actions which
can promote citizen participation to co-create, define, design,
develop joint solutions.
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e Stakeholders meetings
* Actors Maps
* Focus Groups

e  Number of Focus Groups conducted: 15
e  Number of people attending the focus groups: 162 (102 women, 60 men)
e Questionnaires filled out: 162

e User tests: Thisis atest conducted in 'laboratory', trying to reproduce as faithfully as

the context of a user's actual use. Besides individual interviews were conducted with each of
the users as well as type Test SUS (System Usability Scale) for each of the users in order to
measure the user experience of the Personal Health Folder both qualitatively and
quantitatively.

e  Number of user tests conducted: 13
e  Number of interviews: 13
* Number of Test SUS (System Usability Scale) made: 13
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» online de Osakidetza § us

L Accede al curso gratuito online

/2 Curso: eSALUD - Windows Internet Explorer ===

5\5 = I@‘ hikbp i fmondle kzgunea.netfcourse fvisw. phpid=159 LI |E| |§| |E| I Bing |EE|

Archivo  Edicidn  Yer Faworitos  Herramientas  Ayuda

ﬁ Favaritas | {;‘; B Kits bici eléctrica & | Sitios sugeridos ~ =- Hotmail gratuita £ | Get more Add-ons ~  |[J) Moticias = Populares ~ & Apple & | Google Maps & | Wikipedia @ Yahoo! & | YouTube

3>

88' v| Ig—lJosu abier Llana Hernaiz - ... | @SUSTAINS - EFF | @Project Ovverwvisw | l‘,a' Curso: eSALLUD » | | ﬁ ~ Bl - [ = - Pagina » Seguridad = Herramientas « @,

-

(_: eSALUD
: HES IS A MmO A

KZgunea OSAREAC

Actividades E-SALUD
W Libros
BE El curso eSalud tiene como objetivo facilitar a la ciudadania el aprendizaje en el uso
Descargar el curso en O-sarean
formato PDF de los nuevos servicios on-line vy la utilizacidn de los diferentes canales de
(o =
—— comunicaciénque ofrece el Sistema Sanitario Publico Vasco.

= Descargar el curso en
formato PDF

Creative Commons

Temario del curso
DOED

O i MI CARPETA DE SALUD

Puede descargarse este

Aprende a utilizar "Mi Carpeta de Salud”, tu espacio personal con servicios on-line que desde Osakidetza ponen a tu disposician.
curso en formato moodle.

W Mi Carpeta de Salud

2 GLOSARIO DEL CURSO "E-SALUD"

=l
D O S SO S U U S SO R T

|Lista [ [ [ [ [ [&mneernet va v [ mio0w -
mlniciol J [ @ @ @ w ® JI @ Curso: eSA... @ sKZgunea:... | @ Curso: e-Ad...l |- EPF_seminar | @J sustains_EP...l @ Sustains - MI L@J Eriefing Far ... I L@J Documenta.. . I & Traductor d... I <« 8?’3;3@ 22142
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Communication Actions

Acciones de comunicacion realizadas

Leaflets Posters

Osakidetza Solicitud de cita 24 horas al dia, 365 d‘vns alafo ! o
L ] .—; Nusvos nomeras teletdnicos de { Osakidetza
~ Para una mejor atencidn podrts concertar fu il con. ¢ £ 902 :omzonuzomzn L]
Oraen 3o e o ticor e o v el beloghtor o 7
; Pt : Orawn
3 Pecdiatra: porn asendie a s hio/as. e o2
IS oo St et ..u‘%n:gm.::n: - Zure zitak Orqm
* @ Cita no presenciol e B errazagoak dira
@Ctonopresencial [pacers e o @ dara A
Ahumh ‘ poro s oot oo oo e Tus citas ahora
2 - z i
& et son mds sencillas
24 homs dl dia, ‘ Telefone eta Infernet
365 dias al afo La forma més sencila y répida IR b bt pu i bidezko zerbitzu beri bat
944 20 30 20 jpara solicitar fu cita: Internet e e g koo pora . prinane = ‘
4 ‘(uw:’we:g::ﬂmwshsuwmdw:mmww b
s A st ik dracans s tieie i
e —
5 % - Orain errazagoa,  Ahora mas sencillo,
= ‘z Unacita i orain eraginkorragoa  ahora més eficaz
3. Consejo Sanitario.
4 Gt mativos. Cambio de cha de ¢® 902 20 30 20 | 944 20 30 20
especiokista o cuando neceshes consutar ¢ 902 20 30 20 | 944 20 30 20
of Arsa da amncén of clerse. www.osakidetza.euskadi.net www.osakidetza.euskadi.net
Tu opinién nos importa urteko Egunean 24 orduz. uneks 365 egunetan
e el et A, e o o oo e e g h,,,,"[.,"‘;'; ryifbasilic [ oo T4 horos of G, 365 0k 01 0
o Coaar00001
o casa, net
‘asaneon. sokidetza net

Kiosks Others

T Press releases U Social media

M Inicio Osakidetza
| % -_t

@< Videos Portal

Cita previa

@ Emails ‘? Prescriptors
Paciente activo sanitario § Practica Vida Saludable [ v)
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Bottlenecks and barriers

* REGARDING USERS

— Insufficient extension of health promotion and prevention
— Present obligations, future benefits!

— Reluctance to loose face to face contact

— Lack of digital skills

— Little power in decision making

— Slow growth of Active Patients numbers
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