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Revere Health Orem  
Family Medicine

When visitors walk in the door of Revere Health 
Orem Family Medicine, a four-provider clinic in 
northern Utah, they see a cheery, sunlit waiting 
room with several tidy rows of chairs and 
seasonal decorations around the front desk. 
What they don’t see are PhreesiaPads, even 
though the practice has been using Phreesia’s 
automated patient intake platform for nearly 
four years—and even pilot tested the solution 
for Revere Health. 

In fact, the practice’s two PhreesiaPads sit 
mostly unused on a counter next to the front 
desk. “I’d say we only use them occasionally, 
maybe once or twice a week,” Kimmel said. 

So what’s the story? According to Kimmel, 
about a year ago, Orem Family Medicine started 
using Phreesia Mobile, an intake application 
that allows patients to check in on their own 
device, either before their visit or when they 
arrive for their appointment. The move to 
Mobile was championed by Dr. Steven Berry, 
a family medicine physician at the practice. 

“Dr. Berry really wanted every patient to be 
able check in online before their visit,” Kimmel 
said. “He is very forward-thinking and all about 
making things quick and efficient.” 

Instead of just giving patients the option to 
check in on their own device, the practice 

decided to make it their default workflow— 
a decision that has resulted in high utilization 
rates. More than 88% of Orem Family Medicine’s 
patients now complete their check-in using 
Mobile, either prior to their appointment or 
when they arrive at the clinic. The practice 
uses its PhreesiaPads only for those patients 
who don’t have a smartphone, who forgot to 
bring their phone, or for the occasional patient 
who expressly asks to use a Pad. 

An Orem Family Medicine staff member shows 
a patient how to check in on his smartphone

In this Practice Spotlight, Michele Kimmel, Department Manager at 
Orem Family Medicine, part of Utah-based Revere Health, shares 
how Phreesia Mobile has helped the practice improve the patient 
experience, increase efficiency and expand staff capacity. 
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Each morning, the staff send a text message 
containing a check-in link to every patient 
scheduled for that day who has not yet pre-
registered. 

“Those patients already received an automated 
text message when they made their 
appointment, but we give it one more push,” 
Kimmel explained. “If patients haven’t checked 
in yet when they arrive, we ask them to use 
the link we texted to them earlier or we send 
another text message right to their phone. 
Then we explain that they will use that link 
to check in and pay their copay.” 

Patients have embraced the mobile workflow 
because it takes less time and because they 
like using their own devices, Kimmel said. 
That’s especially true for mothers with young 
children, who comprise a large percentage of 
the practice’s patient population. “The moms 
can check in ahead of time and not have to 
do it while they’re wrestling with their kids in 
the waiting room,” she added. 

Kimmel says she heaps praise on patients 
when they check in before their appointment, 
hoping to reinforce the behavior. “I tell them 
they are my favorite patient of the day since 
it makes things go so much faster,” she said. 
“We’ve even had a few patients who were in 
and out in less than 10 minutes, including the 
time spent seeing their provider.” 

Staff like the new workflow, too, because it’s 
more efficient and gives them more time to 
engage with patients. 

“Our staff know many of our patients’ first 
names and they can take the time to connect 
with them because they’re not drowning in 
paperwork,” Kimmel said. “That really makes 
a difference.” 

Other Revere Health practices have taken 
notice. When the organization recently held 
Gemba walks, a Lean process-improvement 
technique in which leaders from one site visit 
another site to gather ideas, leaders from 
seven Revere Health practices chose to visit 

Orem Family Medicine and observe its intake 
workflow.

“We’re kind of known as Revere Health’s 
leading-edge clinic because we like change, 
and we’re always willing to try new things,” 
Kimmel explained. 

Her advice for practices considering Mobile? 
“Just do it,” she says. “I can’t think of a single 
downside.” 

A patient checks in for her appointment on  
her smartphone using a text message link

Patients have embraced the 
workflow because it takes less 
time and because they like using 
their own device.”
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