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If you're thinking of moving to electronic records,
the results of this survey may help.

User Satisfaction With EHRs:

Report of a Survey of 422
Family Physicians

Robert L. Edsall and Kenneth G. Adler, MD, MMM

ith more and more family physicians
trying to decide whether to move to an
electronic health records (EHR) system
and which system to choose, we thought
it high time we repeated the
survey of user satisfaction
with EHR systems that
Family Practice Management
conducted in 2005."

We published a revised
and simplified version of
the 2005 survey instru-
ment in the April 2007
issue.” Over the next several
months, we collected 422
usable responses from AAFP
members who completed
either the print version of
the survey or an online ver-
sion posted on the FPM
Web site. As with the 2005
survey, respondents were self-
selected. Consequently, it is
probably most useful to con-
sider this report as the kind
of information you might get
if you could ask a few hundred colleagues how they like
their EHR systems.

The 422 respondents reported on a total of 61 differ-
ent EHR systems, the majority of which were reported by
three or fewer respondents; on the other hand, the 13 sys-
tems most commonly mentioned, each reported by 12 or
more respondents, accounted for 80 percent (336) of the
responses. In the analysis below, we report system-specific
results for these 13 commonly reported systems, using

pooled data from all 422 respondents as a point of refer-
ence against which to view the system-specific results. We
chose to focus on these 13 systems because we believed
that we had enough responses on each to represent a rea-
sonable spread of opinions on
the system. The 13 systems in
question are listed on page 26.

The respondents

Given the wide publication
of the survey instrument, we
accepted responses only from
AAFP members as a way of
avoiding frivolous responses,
multiple responses per indi-
vidual and other potential
sources of bias. Respondents
came from a range of practice
situations, with 36 percent
(152) in solo or two-person
practices, 31 percent (132)
in practices of three to 10
physicians, 20 percent (83) in
practices of 11 to 50 physi-
cians, and 13 percent (55) in
larger practices. Most of the respondents (70 percent, or
295) were in single-specialty family medicine practices.
As you might expect, certain EHR systems were
reported more commonly by respondents in smaller
practices and other systems more commonly by those in
larger practices. The practice size distribution of the 13
most commonly reported systems is shown on page 27.
When choosing a system for your practice, you might
find this chart a useful reference, since appropriateness to
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practice size is an important consideration.

Respondents’ range of experience with EHRs was
quite wide, with a few reporting more than 10 years of
experience with their current system. The bulk of respon-
dents were less experienced, however, with 80 percent
(336) reporting 0.5 to 5.0 years of experience with their
current systems. Respondents were generally pretty san-
guine about their ability to use their EHR system, with
72 percent rating their skill as above average or expert.
Since the survey did not specify behaviors or capabili-
ties corresponding to the levels of expertise, the reported
levels should be taken as indications of the respondents’
confidence in their own abilities rather than as measures
of actual abilities.

Some 65 percent of respondents (275) said that they
helped select the EHR system they use. Unsurprisingly,
users of systems common in small practices were most
likely to have helped. While all respondents for Praxis
EMR and Amazing Charts said they had been involved in
the selection, only 14 percent of EpicCare respondents (3)
and no respondents for Cerner PowerChart Office did.

While the survey did collect this sort of limited infor-
mation about the respondents, its focus, as the name

implies, was on the users’ satisfaction with the EHR
systems they used. It assessed satisfaction in several areas:
* Functions facilitated or performed by the system
(22 items),
* Ease of use and flexibility (4 items),
* Service and support (4 items),
e Cost (3 items),
* Interoperability (10 items),
* Security (3 items),
e Overall satisfaction (6 items).

Functionality

The survey asked respondents to report their satisfaction
with the functionality of their EHR systems by indicating
their degree of satisfaction or dissatisfaction with how their
systems allowed them to perform various functions such as

“review chart information” or “update and review problem
lists.” In each case, the respondent could choose Very
satisfied, Satisfied, Neutral, Dissatisfied, Very dissatisfied,
Function not installed or Function installed but not used.

“Functionality rankings for 13 EHR systems,” page

29, shows how the 13 systems ranked on each of the

Amazing Charts
866-382-5932

Cerner PowerChart Office**
816-201-0054

eClinicalWorks EMR*
508-836-2700

e-MDs Chart*

EpicCare*
608-271-9000

HealthMatics EMR**
800-654-0889

THE 13 EHR SYSTEMS MOST COMMONLY REPORTED BY SURVEY RESPONDENTS

http://www.amazingcharts.com

Centricity** (formerly Logician)  http://www.gehealthcare.com/usen/hit/products/centricity_practice/emr_index.html

http://www.cerner.com/public/Cerner_3.asp?id=808
http://www.eclinicalworks.com/eclinicalworks8/features.html
http://www.e-mds.com/solutions/chart/chart.html
888-344-9836 or 512-257-5200

http://www.epicsystems.com/software/enterpriseclinical.php#ambulatory

http://www.allscripts.com/products/physicians-practice/solutions-ehr.asp

Misys EMR**
NextGen EMR*
Practice Partner
Patient Records*
Praxis EMR**

SOAPware

TouchWorks**

*CCHIT Certified 2006 and 2007.

http://www.misyshealthcare.com/products/product+portfolio/misys+emr/default.htm
866-647-9787

http://www.nextgen.com/pro_emr.asp
215-657-7010

http://www.practicepartner.com/pr/patientrecords.htm
800-770-7674 or 206-441-2400

http://www.infor-med.com
800-985-6016

http://www.docs.com
800-455-7627 or 866-696-2599

http://www.allscripts.com/products/physicians-practice/solutions-ehr.asp
800-654-0889

**CCHIT Certified 2006.  See http://cchit.org/choose/index.asp for information about the significance of CCHIT certification.
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Praxis EMR (N = 12)

Amazing Charts (N = 27)
SOAPware (N = 15)

e-MDs Chart (N = 28)
eClinicalWorks EMR (N = 30)
Practice Partner EMR (N = 38)
HealthMatics EMR (N = 24)

All 422 respondents

Misys EMR (N = 21)

NextGen EMR (N = 35)

Centricity (formerly Logician) (N = 53)
TouchWorks (N = 21)

EpicCare (N = 20)

Cerner PowerChart Office (N = 12)

Number of physicians: 1T W2

EHR DISTRIBUTION BY PRACTICE SIZE FOR 13 EHR SYSTEMS
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functions asked about, with rankings determined by
percentage of Satisfied and Very satisfied responses
combined. For each of the functions listed, the four
highest ranks are tinted blue and the four lowest tinted
red to help show overall satisfaction, and the 13 systems
are listed across the top of the table in order of overall
average rank, with the ones getting the best evaluations
from their users at the left. The 22 areas of functionality
are ranked separately in case any should be of particular
importance to you.

For a better picture of general satisfaction with these
22 areas, see “Overall satisfaction with functionality of
13 EHR systems” on page 30. This chart represents the
aggregate of responses to the 22 items in the functional-
ity section. Respondents who use e-MDs Chart seem
most satisfied with its functionality, with 80 percent of
their ratings being Satisfied or Very satisfied. At the other
extreme is Misys EMR, with 44 percent Satisfied or Very
satisfied — and 34 percent Dissatisfied or Very dissatisfied.

A word about the chart format used in this article:
By displaying the four “satisfaction/dissatisfaction” bars
in characteristic colors and arranging them around the
center line, the chart gives you a way to compare those
ratings at a glance. And by including bars for other
responses such as Function not installed, it gives you a
more complete picture of the data collected. The total
length of each bar represents 100 percent of responses,
with some slight variation because of rounding and a

handful of blank responses. Just remember that the less
colorful bars for Neutral, Function not installed, etc. are
not necessarily measures of satisfaction or dissatisfaction;
they could as easily be shown on the right as on the left of
the satisfaction/dissatisfaction bars.

Ease of use

Respondents were asked to indicate the extent to which
they agreed or disagreed with four statements concerning
ease of use and flexibility:

e This EHR allows individual user-specific
customization.

* This EHR minimizes data input.

e This EHR offers multiple note creation options.

e This EHR is fast (minimal wait between screens,
minimal boot-up time, etc.).

Of the 13 systems, three received below-average rat-
ings on all four of the above statements: Cerner Power-
Chart Office, Misys EMR and NextGen EMR. On the
other hand, six systems received above-average ratings on
all four: Amazing Charts, e-MDs Chart, EpicCare, Prac-
tice Partner Patient Records, Praxis EMR and SOAPware.
Perhaps unsurprisingly, users were generally least satisfied
with the amount of data input required by their systems.
Only 48 percent of the 422 respondents indicated that
they agreed or strongly agreed with the statement that

“this EHR minimizes data input,” while 68 percent to 78
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a

Of 61 EHR systems
used by respon-
dents, 13 were men-
tioned frequently
enough to justify
reporting system-
specific results.

The 13 systems are
rated separately on
functionality, ease
of use, vendor sup-
port and other cri-
teria of satisfaction.

No system ranked
well consistently,
but Amazing
Charts, e-MDs
Chart, HealthMat-
ics EMR, Practice
Partner Patient
Records, and Praxis
EMR appeared
most frequently in
the top ranks.

percent agreed or strongly agreed with the
other three statements regarding ease of use
and flexibility. “Overall satisfaction with ease
of use and flexibility of 13 EHR systems,”
page 30, shows how the 13 systems did in the
aggregate. Praxis EMR and e-MDs Chart
came out on top, with Cerner PowerChart
Office and NextGen EMR at the bottom.

Support

The four survey items devoted to service and
support were these:
* Our vendor provided excellent support
during our implementation period.
* Our vendor provides excellent ongoing
support and service.
* Our vendor issues at least one significant
system upgrade per year.
* Our vendor assists with ongoing training.
Overall, 72 percent of respondents (305)
agreed or strongly agreed with the statement
about system upgrades, while 50 percent to
57 percent of respondents agreed or strongly
agreed with the others. Four systems rated
below average in all four areas — Centricity,
Cerner PowerChart Office, Misys EMR
and TouchWorks — and six rated above
average in all four: Amazing Charts, eClini-
calWorks EMR, e-MDs Chart, HealthMat-
ics EMR, Praxis EMR and SOAPware. See
“Overall satisfaction with support and training
for 13 EHR systems,” page 31, for the
aggregate results.

System cost

As in our 2005 survey, we asked respondents
for an estimate of the per-physician cost of
their system. We learned from the responses
that the situation hasn’t really changed in the
last two years: Physicians generally have no
more than a vague sense of EHR cost. Per-

About the Authors

Dr. Adler is a family physician in full-time clinical
practice in Tucson, Ariz. He has a Master of Medi-
cal Management degree from Tulane University and
a Certificate in Healthcare Information Technology
from the University of Connecticut. Robert Edsall
is editor-in-chief of Family Practice Management.
Author disclosure: Dr. Adler discloses that he uses
TouchWorks EHR.

28 | FAMILY PRACTICE MANAGEMENT | www.aafp.org/fpm | February 2008

physician cost estimates ranged from $1,000
to $350,000, with more than 150 respondents
not responding or indicating that they didn’t
know the cost.

Responses to two other cost-related items,
nevertheless, seem to have some value. One
asked respondents to indicate their level of
agreement with the statement, “This EHR
costs more than it’s worth.” This item called
more for a value judgment than a financial
assessment, and we’ll cover the responses
below, in the section on overall satisfaction.

The other, which gauged agreement or
disagreement with the statement, “This EHR
has saved or will save my practice money over
its first five years of use,” may not reflect real-
ity, considering that many medical practices
do not seem to have a good handle on their
finances, but it did produce intriguing results.
As you’ll see from the chart at the bottom of
page 31, respondents for some systems were
decidedly in agreement with the statement;
systems further down the chart show both
weaker agreement and larger percentages of

“no opinion” responses. But if you compare
this chart with the one on practice sizes on
page 27, you'll see that the systems used pri-
marily by smaller practices are the ones that
respondents believe most strongly are saving
their practices money. Thus, the high levels of
agreement and the relatively small, or in two
cases nonexistent, component of No opinion
responses suggest that physicians in smaller
practices may be both more in touch with
their financial performance and more positive
that their EHRs are saving them money than
physicians in larger groups.

Interoperability

The more systems an EHR directly interfaces
with, the greater its usefulness. An EHR
interfaced with a lab system, for instance, can
obtain patient lab results automatically and
easily flowchart the results. Similar benefits
accrue from other interfaces. Hence, we asked
respondents whether their systems were inter-
faced with a practice management system, a
lab system, a radiology system, a pharmacy
system or a hospital system.

The most commonly reported interfaces
were with lab systems and practice manage-
ment systems. We ranked systems by percent-
age of respondents reporting three or more
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Create telephone messages
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Update and review problem lists

Update and review allergies

Update and review immunizations

Update and review medication lists

Present graphic views of vital signs

Enter and review test orders

Manage and review test results

Prescribe electronically

Create and review
scanned documents

Manage referrals

Manage and provide patient
education materials

Generate patient lists
(e.g., all with diabetes)

Generate disease
management reports

Assign tasks to other
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EHR alerts you to problematic
medications when relevant

EHR reminds you of health
maintenance deficiencies
during visit

EHR assists in coding visits
and capturing charges
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interfaces. Overall, 58 percent of respondents reported
that many interfaces. The six above-average systems, by
this measure, were Centricity, Cerner PowerChart Office,
eClinical Works EMR, EpicCare, HealthMatics EMR
and TouchWorks. Perhaps unsurprisingly, most of these

are systems used in larger practices. The main exception
is eClinical Works EMR. Of respondents who reported
using it, 63 percent say their installations have at least
three interfaces, but 77 percent are in practices with no
more than five physicians.

OVERALL SATISFACTION WITH
FUNCTIONALITY OF 13 EHR SYSTEMS

e-MDs Chart (N = 28)

Praxis EMR (N = 12)

Practice Partner EMR (N = 38)
Centricity (formerly Logician) (N = 53)
EpicCare (N = 20)

HealthMatics EMR (N = 24)
eClinicalWorks EMR (N = 30)
Amazing Charts (N = 27)

All 422 responses

NextGen EMR (N = 35

B Very satisfied
Satisfied
W Dissatisfied

Function not installed

Function installed but not used

Neutral

M Very dissatisfied

AND FLEXIBILITY OF 13 EHR SYSTEMS

Praxis EMR (N = 12)

e-MDs Chart (N = 28)

Amazing Charts (N = 27)

Practice Partner EMR (N = 38)
SOAPware (N = 15)

EpicCare (N = 20)

eClinicalWorks EMR (N = 30)
HealthMatics EMR (N = 24)

All 422 Responses

Centricity (formerly Logician) (N = 53)
TouchWorks (N = 21)

Misys EMR (N = 21)

Cerner PowerChart Office (N = 12)
NextGen EMR (N = 35)

I
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Agree

B Strongly disagree

)
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Security

The survey included three items designed to assess EHR
system security — yes/no questions asking whether the
respondent’s system required a password for access, could
allow different users different levels of access to records
in the system, and kept an audit trail of information
about who had accessed which charts. Password protec-
tion seems to be generally available, with 98 percent

EHR SURVEY

of users of the 13 most common systems reporting that
their systems had it. Access restriction was also pretty
widely implemented, with 90 percent of respondents for
the 13 systems reporting it. The audit trail feature was
reported by only 74 percent of users of the 13 systems.
Audit trails were most commonly reported by users of
eClinical Works EMR, e-MDs Chart, EpicCare and
HealthMatics EMR. »

OVERALL SATISFACTION WITH SUPPORT
AND TRAINING FOR 13 EHR SYSTEMS
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In three measures of
overall satisfaction,
Amazing Charts,
eClinicalWorks and
Praxis EMR were
highest rated.

Given the survey
methodology and
relatively small cell
sizes, results should
be interpreted

with caution.

Overall satisfaction

Since a physician’s opinion of his or her EHR
system is probably too nuanced to be captured
in a single question about overall satisfaction,
the survey attempted to approach that issue
from three separate directions, with items that
asked respondents to agree or disagree with
three statements, one of which invited expres-
sions of satisfaction and two that invited
expressions of dissatisfaction:

* Given the opportunity to pick an EHR
system again, I would pick the same EHR.

e This EHR costs more than its worth.

* If I could go back to paper-based records
with no financial penalties, I would do so.

Ranking responses to these three items

based on the most favorable responses — Agree
and Strongly agree for the first item and Dis-
agree and Strongly disagree for the other two —
produces the results shown in the table below.
Percentages in the table are percentages of
favorable responses. To take Praxis EMR as
an example, 83 percent of respondents agreed
or strongly agreed that they would pick the
same system again, 100 percent prefer their
EHR system to paper records, and 92 percent
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Praxis EMR (N = 12) 83% | 100% 92%
Amazing Charts (N = 27) 89% 85% 81%
eClinicalWorks EMR (N = 30) 80% 90% 83%
Practice Partner EMR (N = 38) 71% 89% 74%
e-MDs Chart (N = 28) 82% 86% 61%
EpicCare (N = 20) 81% 90% 52%
HealthMatics EMR (N = 24) 63% 92% 67%

SOAPware (N = 15)

67% | 73% 80%

Centricity (formerly Logician) (N = 53) 62% 89% 42%

NextGen EMR (N = 35) 37% | 69% 34%
Misys EMR (N = 21) 38% 71% 24%
TouchWorks (N = 21) 33% 57% 33%
Cerner PowerChart Office (N = 12) 8% 67% 42%

Blue tint identifies values > 80 percent
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believe the system did not cost more than it’s
worth. The blue tint in the table identifies
cases where an EHR system got at least an 80
percent favorable rating. The three systems
with the highest overall ratings by these mea-
sures, then, are Praxis EMR, Amazing Charts
and eClinical Works EMR. The three with the
lowest ratings are Misys EMR, TouchWorks,
and Cerner PowerChart Office.

Of course, these ratings need to be con-
sidered not only in context with the others
we have presented but also in the context of
practice size. Whether coincidentally or not,
the three highest rated systems are all among
those used primarily by respondents in smaller
practices, while the three lowest rated are
more common in larger practices.

A note of caution

While we believe that the results of this
survey should be helpful to physicians in

the process of selecting an EHR system, we
need to emphasize several limitations of the
survey. That respondents were self-selected
may mean that the survey attracted EHR
enthusiasts, or at least physicians with par-
ticularly strong feelings about their EHRs,
positive or negative. That a majority of
respondents reported having helped pick their
current EHR might mean a relatively high
representation of positive opinions, since the
results showed that respondents who said they
had helped choose their current system were
more likely to say they would pick the same
one again. Finally, cell size is a problem in
two senses. By considering only systems for
which we had 12 or more respondents, we
necessarily omitted numerous systems; on the
other hand, by including systems for which
we had as few as 12 respondents, we risked
additional bias. As we said to begin with, it’s
probably best to consider the survey results

as input you’d get from a few hundred col-
leagues who volunteered to report on their
EHR experience. G

Send comments to fpmedit@aafp.org.
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