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DHA Vision 
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“A joint, integrated, premier system of  
health, supporting those who serve in 

 the defense of our country.” 
 



∎ Understand  Army Medicine Secure Messaging Services and 
its capabilities 
 

∎ Describe lessons learned while deploying Army Medicine 
Secure Messaging Services 
 

∎ Understand Army Medicine Secure Messaging Services 
Security 

Learning Objectives 
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∎ What is Army Medicine Secure Messaging Services? 
∎ Army Medicine Secure Messaging Services Functionality  
∎ Deployment Methodology 
∎ Army Medicine Secure Messaging Services Training  
∎ The Keys to Success 
∎ Lessons Learned  
∎ Utilization Statistics  
∎ Conclusion  

 

Agenda 
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What is Army Medicine Secure 
Messaging Services? 
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∎ Cloud Service Powered by 
RelayHealth® 
 

∎ Provides a secure means of 
communication between the 
Healthcare Team and Patients 
 

∎ More secure than email  



∎ Provides the Healthcare team a means to enter the patients 
“white space” 
 

∎ Gives the patients an opportunity to get more involved in 
their healthcare 
 

∎ Support s our efforts to become a system of care 
 

What is Army Medicine Secure 
Messaging Services? 
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∎ Administrative Messaging 
Appointments: Request and Reminder 
Referral Request 
Rx Renewal Request 
Lab Tests: Request and Result Delivery 

∎ Clinical Messaging 
Note to Provider 
Template Management for Patient Messaging 

∎ Broadcast messaging 
∎ Patient Education Library 
∎ Physician to Physician Connectivity: 

 
 

 

Army Medicine Secure 
Messaging Services Functionality 
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∎ Supports PCMH Initiatives 
and National Committee for 
Quality Assurance (NCQA) 
2011 Standards. 
 

∎ Provides the patients an 
alternative to phone calls 
 

∎ Provides access, 
convenience, information, 
and security. 
 

Army Medicine Secure 
Messaging Services Benefits 
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∎Five implementation steps speed deployment and achieve 

early and rapid results. 
 
∎Participation from “Super Users” and “Clinical Champions” 

at each location is critical. 
 

∎Patient engagement is key for successful outcomes 
 
∎Continue evaluation of deployment outcomes and results.  

 

Deployment Methodology 
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Orientation Consultation Configuration Training 
Growth & 

Development 



∎ The three phases of Training 
Remote Training (RelayHealth) 
Boots-on-Ground Training (RelayHealth) 
Train-The-Trainer training (MEDCOM Traveling Trainers) 

∎Who is trained?  
∎ Remote/ Boots-on-Ground 
Providers  
Nurses 
Admin Staff 
Super Users 

 

Training 
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∎ Train-the-Trainer/ Sustainment training 
Super Users (2 per clinic) 
System Administers (2 per clinic) 
Sustainment Trainers  

 

Training 
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∎ Marketing 
∎ Timely Response to Messages 
∎ Allocate time in the schedule 

for Team Members and 
Providers to answer messages 

∎ Follow the Standard Workflows  
∎ Reconciliation of 

Provider/Patient accounts 
 

Keys to Success  
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∎ Older population are willing to use AMSMS more than 
younger population  

∎ Commander and provider buy in is crucial to effective 
proliferation of the system 

∎ Engage and include your office staff for maximum  
benefit 

∎ Soldier Centered Medical Homes (SCMHs) are challenging due 
to increase turnover (BMM) 

∎ Management of broadcast messages is vital 
∎ Email spam boxes can be an issue 
∎ Differentiation between TOL and AMSMS is crucial 
 

SRMC AMSMS Lessons Learned  
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∎ Myth 1:  It will cause a deluge of emails from patients and 
take too much time to respond 
“Not true” 
“Really not an issue here” 
“Has actually saved time overall due to less telephone tag” 
“Most of us are already using the AHLTA, CHCS and other 

core systems, so we are already computer savvy.  And, this 
is actually easier than those systems” 
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∎ Myth 2:  It will take too much time to learn the system; I’ll 
never be able to do this 
“Ease of logon, ease of navigation” 
“Test messages worked great to show how easy it is” 
“I say ‘just log on and try it’ and you will see how easy it is” 
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∎  Myth 3:  It’s just the younger providers who use this 
“Most of us are already using the AHLTA, CHCS and other 

core systems, so we are already computer savvy.  And, this 
is actually easier than those systems” 

 



MEDCOM 
Utilization Statistics 
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MEDCOM  
Patient Utilization Statistics 
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AMSMS Summary 

19 “Medically  Ready  Force  . . .  Ready  Medical  Force” 

Army Medicine Secure Messaging Services 
(AMSMS) is the current and future 

standard of communication between Our 
Healthcare Team and Our beneficiaries.   

 



Patient Remarks   
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“My primary care is at the Schertz clinic. This morning, 
there was a lot of time discussing secure messaging and 
your desire for best practice tracking. I wanted to share, as 
I always do, my experiences with PCMH and secure 
messaging. My provider and I are always in 
communication via secure messaging. I have been able to 
avoid having to make numerous appointments and 
wasting my provider’s and my time. I love the program!”  



∎ Secure messaging is part of our daily process 
∎ Macros have been developed for several uses within secure 

messaging 
∎ Welcome letter for patients 
∎ thank you to the referring provider,  
∎ notification of information from encounter available in AHLTA;  
∎ Thank you to the referring provider with the comment of 

unable to reach or patient refusal to schedule at this time 
∎ Identification of a positive screen during the alcohol screening 
∎ a 48 hour appointment reminder notification for patients.  
 

Provider Remarks 
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AMSMS Sign In Page 
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Sample Welcome Message 
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Sample Message 
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Contact Information 
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Name: Ms Donna Jackson 
Title: SRMC Regional EHR Trainer 
Phone: (210) 295-2534 
E-mail Address: donna.e.jackson.civ@mail.mil 
 
Name: Mr. Mathis Banks, Jr 
Title: Martin Army Hospital, Clinical Workflow Analyst  
Phone: (706) 544-5311 
E-mail Address: mathis.banks.civ@mail.mil 

 



Evaluations 
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Please complete your evaluations 



∎ MEDCOM G3/5/7 
 https://mitc.amedd.army.mil/sites/G357/Pages/PrimaryCareServiceLine.aspx 

 

∎ SRMC PCMH SharePoint 
 https://srmc-portal.amedd.army.mil/srmc_hq/clinops/Medical%20Home%20Initiative/default.aspx 

 

∎ MEDCOM G6 (Secure Messaging) 
 https://mitc.amedd.army.mil/sites/CIO/Resources/ACSE/Pages/AMSMS_SecureMessaging.aspx 

 

∎ MEDCOM Army PCMH Resource Center 
 https://mitc.amedd.army.mil/sites/Communities/APCMHRC/Pages/default.aspx 

 

∎ Command Management System (CMS)  - MTF focus 
 https://cms.mods.army.mil/cms/protected/home.aspx?entry=1  

 

∎ TRICARE Operation Center (TOC) 
 http://mytoc.tma.osd.mil/ 

 

References 
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