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HEALTHeLINK continuously works with their HIE 
users to understand functionality that enhances care. 
Diagnostic imaging costs the health care industry 
hundreds of billions of dollars annually, while also 
costing patients endless time due to redundant exams 
and image inaccessibility. HEALTHeLINK knew it 
needed to invest in its imaging capabilities and has 
been an eHealth Connect® Image Exchange customer 
since 2011.  

What features/functionality were you interested in 
offering to users when you first launched eHealth 
Connect® Image Exchange? 
Our team needed the ability to view an image through 
patient record lookup, or Image-Enabled Results 
Delivery (IERD). Whenever possible, we wanted to limit 
the need for a provider to have to go to a secondary 
system. At first, we implemented Transfer-to-PACS with 
one third of our facilities, and as word traveled about the 
ease of use, more facilities signed up to enhance their 
image viewing capabilities. This number has increased 
over time—about 50% of our hospitals use it today. 

Why was it important to provide enhanced functionality 
for users to view images?
Early on in the decision-making process, our team 
was focused on studying the elimination of duplicative 
studies. It’s not beneficial to have one single imaging 
report—providers want to see the whole picture of a 
patient’s comprehensive medical history without having 
to order additional reports. Our team conducted a study 
proving that through the use of our health information 
exchange (HIE), providers have avoided ordering 
potentially unnecessary duplicative tests, saving 
money and improving patient safety (if the required 
test involves exposure to radiation). Our findings 
illustrated missed opportunities to both enhance 
patient safety and reduce costs in the health system, 
especially among providers who did not utilize our HIE 
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services. Our study concluded that the lost opportunity 
to utilize HEALTHeLINK before ordering a CT scan 
could have resulted in savings in the health system of 
approximately $1.3 million. This proves how important it 
is to have an imaging resource that provides enhanced 
functionality, to benefit not only the providers, but the 
patients as well.  

What benefits will users experience now that they 
can view/download/share images across the HIE 
community?
This resource provides an all-around better experience 
for the patient and the provider. If patients don’t need 
to chase down their own medical records from multiple 
places, they are less stressed and spend less time in 
waiting rooms. We’ve talked to providers and found that 
they have reduced their cycle time for patients by saving 
an average of 7–15 hours per week. Less time in waiting 
rooms means that providers have the ability to see more 
patients each day. Everyone in the cycle benefits.  

How do you anticipate users’ needs will change  
over time?
In my time at HEALTHeLINK, I have seen a double digit 
increase for queries from year to year, for over 13 years. 
When I started, there were 6,000 queries per year, and 
we were up to 7.7 million queries in 2021 alone. To align 
with the growing needs of our users, we anticipate that a 
system-to-system query process may further expedite 
requests and enhance the quality of resources shared 
in response to those queries. We are currently working 
on integrating intelligence into our system to be able to 
accomplish this, with the help of eHealth Technologies.  

What advice would you give to an HIE organization 
considering adding this type of functionality?
If any HIE organization is trying to make a positive 
impact on health care costs and the quality of patient 
care, enhancing providers’ ability to view medical 
images is a step in the right direction.  

About HEALTHeLINK
HEALTHeLINK is a collaboration among hospitals, physicians, 
health plans and other health care providers in the eight 
counties of western New York State to securely exchange 
clinical information to improve the quality of care, enhance 
patient safety and mitigate health care costs. HEALTHeLINK 
is a certified Qualified Entity and part of the Statewide Health 
Information Network for New York (SHIN-NY), which enables 
providers to access their patients’ data from across the 
state. HEALTHeLINK is also a founding member of Civitas 
Networks for Health, a national collaborative working to use 
health information exchange to improve health. Providers and 
patients can visit wnyhealthelink.com or @HEALTHeLINK on 
both Facebook and Twitter for more information. 




