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What is myUHN Patient Portal?

A secure website 
that allows UHN 
patients to access 
their health records 
in real-time.

Built in-house by the 
UHN Digital Team 

Patients were 
included in all of the 
various stages of 
design and 

development.

Launched UHN-wide 
on January 30th, 
2017

(www.myuhn.ca)



Situational assessment  To build a patient portal that:

Action  Have patients participate in the 
co-creation, design, delivery and         
review of the website.

Follows UHN’s 
primary value: 

“The needs of 
patients comes first”

Allows patients to 
become more 
engaged in and 
knowledgeable about 
their care

Drives change 
towards a caring 
safely culture and 
helps reduce 
preventable harm



Development

Co-designed by over 120 patients, caregivers and staff supported by UHN leadership 
and executive teams

Outcome from patient engagement in the process: 
Patients lobbied for and got real-time access to their results and reports through 
myUHN

Development phase 2012: Patients were invited to participate in meetings 
and usability studies – once per month for 1 to 1.5 hours.

In areas where patients and providers were not aligned, focused 
retreats/meetings were held with leadership, staff and patients to hear directly 
from patients.

Beta testing phase 2014: Patients actively used website and provided team 
with feedback and suggestions for improvement so team could respond and 
make adjustments throughout. 

Early adopter clinics 2015: myUHN launched in 7 outpatient clinics, 
allowing both patients and staff to experience the service being used and 
delivered in a clinical setting, while providing early evaluation of benefits and 
outcomes.



Evaluation: Early adopter survey

Key notes:

• Patient engagement contributed to early 
success of myUHN: 48% uptake compared 
to 10 to 20% industry standard.

• 96% of users preferred real-time access, 
even if the results could be worrisome.

• Significant impact on safety –10% of 
myUHN users found documentation errors.

• Staff reported decrease in no-show rates, 
also an impact on safety.



Challenges and concerns

The 

• Patients will misinterpret health 
information

• Real-time access will increase 
patient anxiety 

• Increase in time spent answering 
questions about irrelevant details 

The 

• Increased calls to speak to doctor

• Increase in requests to book 
earlier appointments 

• Speaking to patients who are 
upset as a result they saw in portal 

Clinicians Check-in staff and medical admins



9

Response: Resource development and in-person 
support

• Developed educational materials to 
support staff through this change 

• Developed materials for patients to 
help manage their expectations

• myUHN phone and email support 
line available for both patients and 
staff who need help  

• Perform regular in-services and 
check-ins for staff

• In the process of developing  
patient and staff educational videos

• Currently developing a patient 
education workshop about myUHN





Post UHN-wide launch adoption and feedback

“Thank you for giving me access to my health records. It helps 
me to be an active part of the team in my health care. I am a 
retired health care provider. I believe everyone has a right to 
their health records.” –Patient at UHN

REGISTRATION AND ADOPTION

• +62,000 patient users 
(as of November 16, 2018)

• 63.5% adoption rate* (5x national 
standard)

“There were worries about increase in calls re: results and 
increase in patient anxiety, but my personal experience and 
impression has been favourable.” – Staff at UHN



Community Partners and Collaborations



Contact

@myUHNPortalmyUHN Patient Portal myUHN Support
Phone: 
416 340 3777

Email: 
myUHN@uhn.ca

Website: www.myUHN.ca

http://www.myuhn.ca/

