
Dr. Schoenwalder’s Patient-Centered Healthcare
Approach Extends to Communications 

Sometimes the status quo just isn’t good enough. 

This was the case for Dr. Michael Schoenwalder, D.O. when he realized that his holistic, patient-
centered healthcare philosophy wasn’t a good fit with the hospital-owned clinic where he was
ppracticing. Board-certified in functional and preventative medicine, he opened his own clinic in 
2013, bringing his practice manager Kim Rowden along with him. With a focus on the underlying 
cause of disease, his growing practice now serves about 11,000 patients who are committed to 
holistically addressing chronic conditions as well as those who are healthy and are determined to 
stay that way. The clinic uses IM Your Doc to improve efficiency and patient flow with a HIPAA-
compliant platform that’s easy for both patients and staff members.

While the patient portal included in the practice’s electronic health record (EHR) works for some 
patients, others have trouble using the system or remembering their login information. As the 
practice grew, increasing call volumes led to frustration for both patients and providers. Rowden 
knew, however, that simply hiring more people to answer phones wasn’t the right answer. Once 
more, Dr. Shoenwalder looked beyond the status quo. 

He began researching options to improve patient satisfaction and their ability to communicate 
with providers without overwhelming his staff. He discovered the IM Your Doc app and knew that 
text messaging made perfect sense for his largely millennial patient population. “We wanted to be 
more on trend or in front of the trend in patient satisfaction,” Rowden says. With IM Your Doc,
“we can help them be more compliant and make it easier for them to contact us.” 

COMMUNICATION IS A KEY ELEMENT IN HELPING PATIENTS GAIN AND KEEP
CONTROL OF THEIR HEALTH

 www.imyourdoc.com 

We wanted to be more on trend or in front of the trend in patient satisfaction.



PATIENTS QUICKLY SEE ADVANTAGES ONCE THEY’RE SIGNED UP

The clinic has been using IM Your Doc since fall of 2017 and has seen its impact in just a few 
months. “At first, we struggled a bit to get patients signed up,” Rowden explains. “We learned that 
it helps to communicate about the app better.” Rowden put up signs in the waiting room and 
trained staff members to talk to patients about its advantages. She developed a simple form for
interested patients, and staff members were able to sign them up on the spot. In many cases,
ppatients received their invitation email from IM Your Doc and were able to sign up and send a test 
message while they were still in the office. Today, Rowden estimates that 2,000 to 3,000 patients 
have signed up with IM Your Doc.

Rowden has noticed that the clinic’s chronically ill patients are the most likely to sign up. These 
are patients who come in to be monitored regularly and who communicate with the office more 
often to get lab orders, to check on product availability, and to inquire about tests. Chronic
patients can be costly to manage, so providing a satisfying way to respond to those patients while 
reducing staff time is an important achievement.

In less than a year, 2,000 to 3,000 patients—often the
chronically ill— have signed up with IM Your Doc.

While improving patient access to clinic staff was important, Rowden also knew she needed to 
control that access so that staff members wouldn’t be overwhelmed. With input from IM Your Doc, 
she set up two names for patients to see: a medical assistant (MA) and a scheduler. “The majority 
of calls are on those two topics,” Rowden says. “Patients want to know if they can change an
appointment, or whether they need to fast for a lab test or if lab results have arrived. A lot of those 
questions can be answered quickly without going into the patient’s chart.” 

That makes those conversations ideal for text messaging. Staff members can easily respond to
rroutine questions while transitioning between patients in the office or while waiting on hold with 
insurance companies. And patients are happy to get a fast response without having to wait on 
hold or try to track down an email response through the non-intuitive portal.

CONTROLLING ACCESS AND MAINTAIN HIPAA-COMPLIANCE ARE KEY
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Rowden has seen issues in the past with patients trying to text providers using an open, non-
compliant platform, or in cases when a doctor and nurse needed to communicate quickly about a 
patient. “We can’t have a patient’s name on a staff member’s cell phone,” she says. “We needed a 
way to keep patient information secure. Now, our providers can communicate with each other 
using IM Your Doc and the practice is protected.”
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The front desk and MAs also use the app to quickly manage routine patient needs. For example, 
the MAs take turns handling injections but when a patient arrives for an injection, the front desk 
staff doesn’t need to try to track down the right person. They simply send a group text message 
and the MA on duty responds so that everyone knows it’s been handled without interrupting their 
other work. 
Another valuable use is between the doctor and the MAs. While the doctor is in a room with a
ppatient, he can text the MA at her desk to arrange for lab tests, referrals, or other orders, and by 
the time he leaves the patient’s room, everything has already been arranged. That can save five to 
10 minutes for each patient—time that adds up fast in a busy practice. 

“It’s made us more efficient and improves patient flow,” says Rowden. “Any way we can do that 
helps us give our patients better care. Patients spend less time in the waiting room while we find 
someone to give them a shot, and less time in the exam room waiting for follow-up, and that 
means we can more quickly get the next patient into that room.” 

STAFF SEES GAINS IN EFFICIENCY AND PATIENT FLOW

It’s made us more efficient and improves patient flow.
Any way we can do that helps us give our patients better care.

Now, our providers can communicate with each
other using IM Your Doc and the practice is protected.


