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Abstract

Background: The Veterans Health Administration (VA) strives to increase access and patient-centered care. “Annie” is VA's
first national automated text messaging system aimed to give patients a self-management tool to take charge of their health and
become more engaged in their own care. We examined early patient/provider experiences with Annie as part of a limited field
test and subseguently examined if the texting system would improve outcomes.

Objective: Tounderstand early experiencesusing Annieand subsequently pilot and eval uate automated text messagesto improve
Veteran self-management and adherence to medications and appointments.

Methods: We conducted a national two-phase study in VA. In Phase 1, five sites conducted limited field testing and engaged
43 respondents (23 patients, 20 providers). Respondents completed surveys and qualitative interviews focused on provider
adoption, integration into clinic workflow, patient ease of use, perceptions of program effectiveness, and barriersto use. In Phase
2, seven sitesimplemented Annie. Four intervention sitesreceived atoolkit of materials and facilitation callsintended to enhance
Annie implementation. An additional three sites received Annie without implementation support and two matched comparison
sites did not receive Annie. A mixed-methods evaluation is underway, and includes pre and post patient and provider surveys
and interviews, medical chart abstraction, and process measure analysis.

Results: Analysisof Phase 1 datarevealed that all participating Veteransfelt positive about their ability to receive atext message.
All but one Veteran used a smart phone and had been using a cell phone for four years or more, with 83% sending and receiving
text messages several times a day. Sixty-seven percent of Veterans agreed that Annie was easy to use, 11% felt they needed to
learn alot to use Annie, 46% felt Annie helped them take better care of their health and become more connected with their clinical
team, and 91% would recommend Annie to another Veteran. Among providers, 67% agreed | eadership and management would
support Annie implementation and 60% would recommend Annie to ancther provider. Analysis of Phase 1 interviews revealed
five lessons to support implementation: 1) the importance of identifying a resource person who is able to bridge technology and
clinical issues; 2) promoting the evidence, innovation, and patient empowerment associated with Annie to providers; 3) focusing
early Annie enrollment efforts on patients comfortable with technology and who do not need intensive follow up; 4) advertising
the adaptability of Annietexting protocols; and 5) the value of Annie asahealth coachingtool. In Phase 2 of Annieimplementation
we are collecting data on patient and provider experiences with Annie, including usability, clinical workflow fit, and clinical
benefits such as improved medication adherence and fewer missed labs and visits.
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Conclusions: Technologies develop rapidly and hold the allure of efficiently doing things that were once cumbersome or not
possibleto doinabusy clinical setting. The Annie automated text-messaging system may be ableto help in thisregard by offering
support through self-management, coaching, and education outside of clinical encounters. Findingswill inform iterative devel opment
of Annie and its national rollout.

(iproc 2017;3(1):€55) doi: 10.2196/iproc.8696

Edited by T Hale; thisis a non—peer-reviewed article. Submitted 10.08.17; accepted 25.08.17; published 22.09.17.

Please cite as.

Yakovchenko V, Richardson L, Lipschitz J, Petrakis BA, Gillespie C, MclnnesK, Hogan T

Piloting and Evaluating an Automated Text-Messaging System in the Veterans Health Administration
iproc 2017;3(1):€55

URL: http://www.iproc.org/2017/1/e55/

doi: 10.2196/iproc.8696
PMID:

©Vera Yakovchenko, Lorilel Richardson, Jessica Lipschitz, Beth Ann Petrakis, Christopher Gillespie, Keith Mclnnes, Timothy
Hogan. Originaly published in | proceedings (http://www.iproc.org), 22.09.2017. Thisis an open-access article distributed under
theterms of the Creative Commons Attribution License (https://creativecommons.org/licenses/by/4.0/), which permits unrestricted
use, distribution, and reproduction in any medium, provided the original work, first published in Iproceedings, is properly cited.
The complete bibliographic information, alink to the original publication on http://www.iproc.org/, as well as this copyright and
license information must be included.

http://www.iproc.org/2017/1/e55/ iproc 2017 | vol. 3 |iss. 1| €55 | p. 2
(page number not for citation purposes)

RenderX


http://dx.doi.org/10.2196/iproc.8696
http://www.iproc.org/2017/1/e55/
http://dx.doi.org/10.2196/iproc.8696
http://www.ncbi.nlm.nih.gov/entrez/query.fcgi?cmd=Retrieve&db=PubMed&list_uids=&dopt=Abstract
http://www.w3.org/Style/XSL
http://www.renderx.com/

