
 

 

A leading healthcare provider calls on Get Real Project Management to lead Patient Portal project. 
 

Project Overview 

Get Real Project Management was recruited by a leading healthcare company to provide project management support 
for the implementation of their patient portal initiative designed to enable collaboration with patients, give patients 
more self-service access to their medical information, and to empower patients to become proactive members of their 
care team by allowing them to interact with the healthcare organization and specific providers. The portal was a major 
part of their overall Electronic Health Record (EHR) initiative which qualified for government incentives if certain 
Meaningful Use (MU) measures were met.  
 
Challenges 

Project Leadership and Governance 
This initiative requires strong project leadership. The 
team is diverse and specialty-based with members 
making up nearly every medical discipline including 
physicians, nurses, clinical informaticists, hospital 
administrators, technologists, programmers, marketing 
specialists, internal and patient support services, senior 
leadership, and a host of other disciplines. The success 
of the project is contingent upon the PM’s ability to 
manage and lead this team.  
 
Cross-functional Communication 
While this project is a corporate initiative, managed and 
led by the senior leadership team, it has practical 
application throughout the corporate offices, IT, 
marketing, operations and each of the 80 hospitals. The 
project team is geographically disbursed in states from 
California to Florida. Effective communication has to 
focus its message on a specific audience, with a specific 
message that is timely while uncovering issues, risks, 
changes, dependencies and interdependencies. Given 
the schedule, size and diversity of the project team, 
keeping everyone informed and the effort moving 
forward on schedule will be a full-time job. Effective 
communication must flow continually through the 
entire project network. 
 
 
 

 
 
 
 
 
 
 

 
 

 
Project Specifics  
MU regulations require each qualifying medical facility 
to follow stages, with requirements that become more 
rigorous at each stage. Failing any one attestation stage 
would jeopardize government incentives. The project 
team has to manage a complex schedule of reporting 
and attestation as hospitals enter different stages of 
reporting at different times. Lastly, each facility requires 
the ability to customize the portal for their specific 
demographics and market.  
 
 
 
 

          
 
 
Project Schedules 
The Meaningful Use (MU) reporting timelines have 
been set. Each hospital has been given an attestation 
schedule that spans several years in which they will 
attest once a year. These dates cannot change. For the 
project to succeed, all project activities, software 
implementations, phase gates, testing, training and risk 
mitigation, issue resolution and compliance with 
governance requirements have to meet the schedule.  
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Effective Communication? 

Project Schedule Commitments 



About Get Real Project Management 
Get Real Project Management is a project practitioner consulting firm focused on improving business performance through project 
management. All team members are certified project professionals with multiple certifications and distinctions in leading you more 
strategic initiatives. Get Real Project Management provides consulting, training and PMO development services.   

 

 
 
 
 

 
 
 

Solution  

Providing Exceptional Project Management 
Exceptional Project Managers understand the business value of an initiative from a leadership perspective. They know 
how to solve problems, how to navigate through issues to overcome hurdles. Exceptional Project Managers work to 
improve team performance. They set expectations and deliver on them. When Get Real PM joined this project, the client 
was in the middle of contract negotiations with the vendor selected to provide the portal solution. Get Real PM was 
asked to review the contract and to make recommendations. Upon review of the contract, Get Real PM identified 
several significant opportunities for the client to secure additional support services and training sessions for the client. 
Get Real PM also demonstrate its value by learning about the MU requirements, reporting and attestation stages. This 
knowledge helped to improve team performance..  
 
Project Commitments 
Missing project commitments wasn’t an option. Get Real PM worked with all the team members to align schedules, 
resources, milestones, and phase gates. Change requests, risks and issues received immediate visibility to the senior 
leadership team. The governance structure was designed to uncover issues and to resolve them quickly. The premise of 
the governance structure was one of visibility and accountability. Nothing was hidden, and senior leadership was 
informed about every issue, risk, and change request, and took an active role in addressing each. Are your projects on 
schedule, and are issues, risks and changes effectively managed? 
 
Real Communication 
Get Real PM’s Matrix Communication Continuum is a multi-
dimensional approach to communication that works to tie together 
all aspects of a project. Given the complexity of this project, 
communication went beyond typical plans to include a list of all the 
project teams and a cross-reference of which teams needed to meet 
with one another. The team established an ongoing dialogue to 
address, risks, issues and changes, as well as project deliverables, 
milestones and schedule implications. Through this approach, the 
team successfully uncovered dependent relationships and 
capitalized on interdependent opportunities. 
 
Results 
Get Real Project Management organized the patient portal project team, constructed a go-forward plan, managed and 
coordinated with vendors, accounted for interdependencies and dependencies, and implemented the portal solution 
into 80 hospitals on schedule and budget, and according to scope. In the end, the project has been a success for the 
client, and is now expanding its capability and further integrating it into its infrastructure. However, Get Real PM’s 
project success criteria go beyond budget, scope and schedule to include a look back at overall impact. Did team 
performance improve for the client, and was it something the client has fully integrated into their project management 
practices? Did the client invite Get Real to participate in other projects? Yes and yes. Get Real PM’s Tactical Meeting 
philosophy was incorporated, as was the Matrix Communication Continuum. Also, Get Real PM’s contract on this project 
was extended and new projects were award to the Get Real PM.  
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