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Executive Summary

The overall aim of this project was to improve the LTO”Y website as a consumer resource for pathology

test information through consumer participation, improvements in content and its presentation,

improvements to the website that allow for easier navigation to access information of interest. The

project objectives included improvements to the quality metrics to inform the improved performance

of LTO"Y and to further explore and develop strategies for long-term sustainability for the LTO"Y

website.

Outcomes and achievements within the six groups of activities identified in the grant are as follows:

Ten new tests including four new MBS items have been added to the website.

Eighteen patient information sheets that are downloadable in digital form by health
practitioners have been prepared about commonly requested tests using existing content but
written in a way that will be more easily understood by consumers.

A new point-of care testing (PoCT) section has been added to the website covering all aspects
of PoCT that may be of interest to consumers including questions that they might ask PoCT
providers.

The website has a new homepage which as well as having a much enhanced visual appearance,
has several new features including a link to information for My Health Record users and new
information about consumers seeking their laboratory results.

The new home page also includes an Artificial Intelligence chatbot to assist consumers with
their questions about pathology testing.

Social media has been used extensively to solicit feedback on changes to our content and to
new material. One survey of our patient information sheets prompted more than 1000
responses.

The new LTO*Y dashboard shows there has been a 50% increase in site traffic over the funding
period driven in part by the COVID-19 section which received 100,000 visits in 30 days.

A more sophisticated combination of the analytics dashboard, responses from consumers to
the newly deployed chatbot, and a consumer survey are providing LTO”Y with deeper
information about the demographics of our visitors and the information they would like to see
on the website.

Some of the identified activities were unable to be completed during this project period but
they will continue to be progressed.
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2. Introduction

The vision of Lab Tests Online Australasia (LTO"Y) is to provide accurate and reliable information about
pathology tests to all Australians. To achieve this there is a commitment to:

e Provide information about all tests that are listed on the Medical Benefits Schedule

e Deliver content that can be understood by people with a broad span of literacy levels
e Ensure users can find what they seek easily through intuitive website navigation

e Maximise the reach of LTO"Y to as many people as possible.

Since it was established in 2007, the LTO”Y website has been progressively developed and enhanced
through the efforts of volunteer scientists and pathologists who regularly provide and review content.
Grants from the Quality Use of Pathology Program (QUPP) have been critical in enabling enhancement
programs that have successively improved the service offered by LTO?Y. Recent projects have
concentrated on ensuring ease of navigation as well as improving content presentation to assist
understanding through the use of graphics, videos, and animation. These programs have been
demonstrably successful. Since 2007, LTO”Y has had 10 million visitors and two million are expected
in 2020.

In January 2020, LTO"Y received funding from QUPP to carry out the following activities by June 30,
2020:

1. Addition of new and revised test content to the LTO*Y website

2. Enhance existing content through rewriting and adding videos, animation, and graphics to
broaden access of information

3. Develop a Point-of-Care Testing (PoCT) module
4. Streamline the user access to the LTO*Y content

5. Extending reach through social media and continued engagement with relevant
stakeholders’ channels

6. Develop informative metrics on the usage of the website to inform the strategic direction of
LTOM,

The details of these activities and outcomes to further enhance the website are described below.
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3. Achievements against performance indicators

Nine performance indicators were set.

Table 1. Performance indicators and achievements

No Performance Indicator Achievement

1 Tennew tests/conditions to be addedto e 10 new tests placed on website

the website

2 | Production of simplified and improved e 18 written and 15 placed on website
readability, patient information sheets e Remaining two in preparation and to be
for 20 commonly requested tests completed within the next 60 days.

3  New Point-of-Care Testing Module added = New prominent menu item comprising of seven
to website sub-sections written and published on website

4 | Improved the landing page for My Health = New front/landing page in place including links
Record to information on how consumers (MyHR and
non-MyHR based) can find their test results.

5 Diabetes webpage designed and placed Single webpage for diabetes information in
on website design stage

6 | Promotional material such as bulletins e Article about LTOY for HealthDirect published
and publications to be circulated to on their website.
identified key stakeholders e Articles on consumer survey and readability of

LTOAY in preparation

7 | 100% increase in social media followers e 35,500 visits on YouTube
e 22,000 impressions on Twitter

8 | Increase in visits to website and longer 50% increase in visits over funding period
time spent on website

o

Development of an effective measure for =~ A combination of the new dashboard developed

LTO"Y status and analysis using Google Analytics, responses to the
recently introduced chatbot and the consumer
survey, are all providing additional and further
useful metrics on LTOAY status, who our visitors
are, and the type of information they want
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4. Detailed review of activities and achievements

I.  Addition of new and revised test content to LTOAY website
Preliminary work identified ten new tests for addition to the website. These were:
e Four new genetic tests which were added to the Medical Benefits Schedule in May 2020.

e The Lay Committee of the Royal College of Pathologists of Australasia requested LTO*Y to
provide information about transgender transition testing.

e The Genioz organisation offered information about online DNA testing which would ensure
its availability after the Genioz website was taken down

e A gap analysis of tests on the Australian, UK and USA LTO sites identified four tests that were
used in Australia but not yet on the LTO*V site.

e One of these four tests was replaced in favour of providing information about COVID-19
testing after the pandemic reached Australia in February.

Experts in the relevant fields were commissioned to write articles on the new genetic tests, COVID- 19
and transgender testing while members of our reviewing panel modified the LTOUK content for the
tests identified in the gap analysis and the online DNA testing article.

Table 2. Tests added in the funding period and their current status.

New Test/Condition/Other Content Status

1. Heritable mutations associated with family Posted on site
hypercholesterolaemia

2. Somatic tumour gene testing Posted on site

3. Hereditable pathogenic variants in colorectal = Posted on site
and endometrial cancer

4. Whole genome or whole exome testing for Posted on site
childhood syndromes (previously called
genetic testing for childhood syndromes)

5. Transgender transition testing Posted on site
6. Covid-19 Posted on site
7. Online DNA testing Posted on site
8. Procalcitonin Posted on site
9. ED & overdose drug testing Posted on site
10. Kidney function tests Posted on site
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LTOAYs COVID-19 test content has been progressively expanded throughout the funding period and
modified to ensure that it reflects Australian Government Department of Health policy on COVID-19
testing. The sub-sections of the COVID-19 section of the website are shown in Figure 1.

COVID-19

\ Also known as: Coronavirus

wisl=]+ B
Q Ssearch u o
TESTS
Symptoms Checker Types of COVID-19 testing

CONDITIONS / DISEASES What's ahead for testing? How accurate are COVID-19 tests

Interpreting test results Accessing COVID-19 test results Reliable links
HEALTH CHECKS

Australia's National Plan

POINT-OF-CARE TESTING
(POCT)

Figure 1. Overview of COVD-19 test content.

Given the concern about the availability of COVID-19 point-of-care tests in Australia that were of
uncertain performance LTO”Y has also provided a prominent banner on the front page of the website
that warns users not to use unapproved COVID-19 tests.

Information about online DNA testing (Table 2; new test 7) shown in Figure 2, was selected because it
would otherwise be lost to consumers when the Genioz research study website was taken down
following their loss of funding.

A BRIEF BACKGROUND ON

ONLINE DNA TESTS

There are many different types of online DNA tests

from tests that offer
health-related information...

..to more recreational or
lifestyle tests

& How are
Ordering a test online the DNA tests different?

chemical lettersin tF t your body.

Most online DNA tests compare many
specific individual letters along the DNA
at the same time.

Orderonline  Takesample Send

When you order a DNA test online, many.
testing companies will send a kit for you to
collect a spit sample or cheek swab. The
company will extract your DNA from the
cellsin the sample.

Some will look at more than 500,000 individual
locations along the DNA. These might be loosely
linked with a specific ¢ haracteristic, not its
direct cause.

Figure 2. Newly provided information about Online DNA tests.
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Tests 8-10 were identified as gaps in our content in a comparison with Lab Tests Online UK which has
similar pathology practices to Australia. Originally, methotrexate was identified as one of these tests
but was replaced by Kidney Function Tests. Although procalcitonin is not on the Medical Benefit
Schedule (MBS) it is extensively used in the investigation and monitoring of sepsis in patients in
intensive care in Australia.

As of 12" July, all articles have been written and reviewed, eight are posted on the site and two are
awaiting placement.

Il.  Enhance existing content through rewriting and adding videos, animation, and
graphics to broaden access of information

This activity was primarily achieved through a new initiative to provide consumers with a two-page A4
patient information sheet (PIS) which provided all the key information about a test or associated
condition in a more readable, graphically designed format. The information in the PIS utilised existing
content and would be available for printing out from the LTO*V website.

Twenty tests were selected based on those tests most often ordered in primary healthcare, and most
often sought on LTOY by our visitors. LTO*Y also endeavoured to encompass many pathology
disciplines. Other features of the PIS format were the incorporation of Choosing Wisely messaging and
MBS review recommendations, where possible. A primary goal was to ensure ease of understanding
of the information through delivering essential points in a highly graphic format. Those requiring more
detailed scientific information are directed to the existing website content.

Table 3. Tests to be incorporated into patient information sheet format

1. Thyroid Function Tests 2. Iron Studies

3. Full Blood Count 4. Liver Function Tests
5. B12 and Folate 6. Prostate cancer

7. Skin cancer 8. D-dimer

9. Kidney Function Tests 10. Helicobacter pylori
11. Providing a mid-stream urine 12. C-reactive protein
13. COVID-19 14. HS troponin

15. Non-invasive prenatal testing 16. INR
17. Cholesterol 18. Allergy blood test*

19. UTI 20. HbAlc & glucose*

*Work continues on these information sheets

As well as preparing the written content, the task required integration of graphics to improve
readability and ease of understanding.




Enhancement of the LTO*Y Website - Final Report

For reviewing purposes, we sought firstly the input of pathologists and scientists with relevant
expertise and then asked for feedback from general practitioners (GPs) and consumers.

o .
““* Lab Tests Online”™"

Explaining Pathalogy

D-DIMER FACTSHEET

Information about pathology tests fo help Australions take confrol
of their health and make the right decisions about their care.

WHAT YOU SHOULD KNOW ABOUT YOUR D-DIMER TEST

D-dimer tests ore ordered along with other lab tests and imaging scans fo help rule out, diagnose,
and menitor a range of blood cloting conditions.

DV |deep vain thrombeosts | 1s dofiing that occwrs in the
deap vains of tha body, mostly In the legs. Thase clots
con block blood flow and its pasaible for o pleca to
break off and tiovel, cousing a blood clot In the lngs,
colled a pulmonary embalus [PE].
ey
This fest measuras Ddimer in the blood. s a quick festiode
and Is often usad as a fistHine test to rule out dafiing conditions. Clots In coranary arerles ore tha cousa of heart atiacks.
If you have a positive Crdimer test rasult you will need other tasts They can also fom on the lining of the heart or s
1o find out the cause. If you have a negative rasul it 15 unliksly valves, BE|IZ'BCIEI"‘;-' when the heart is baaiing ireguiary
that you have uhnmmmumd chotting. ﬂ(c::ll'rrlcll fibri hlrslgréljur when the ﬁl{\ﬁsrci:ﬂdun'gfgﬂsd.
ols can a M 05 0 F2sy arden| o
artaries. Placas can break off and cause o blockags In
ﬁdﬁﬁrﬂbﬂgﬂﬂwﬁr\; &{DH; Ergeén; mrj Fﬁ":d an artary In another part of the body such as the bgrgln
ncql;rmlE ur::lghdabla and only ssen when a clot \himmlng a sioks) of the kidnays. e,
Is breaking down.
Clotting 15 a normal part of healing. When you
-
E&Eﬁﬂimaﬁﬁ htocurlat:gz DIC (dissaminated Intravascular coagulation) 15 a
b St cand e bl T s Bioeadic ik condition In which numarous timy blood clots form
el ﬁbgl P T ek insidz bload vessels. It can be caused by an infaction,
ggﬁ&m g‘%fn% f||:lu-|r|n nek Tl'gmmt:ml'?as inflammation or injury that makes the body's narmal
Fiurgleﬁc bk bkt o Hood ot bocmthiei blood clotting processes become overaciive. This uses
S @mw e "iﬁ upu:lllrhiafgl?fll?ud'sddnnb factors which can lead o |
nce ne aea , e Cliat brea n severe, like-thraaten ing. It can occuwr as a result
intoy small pieces so that it can be dispsed of. The of a surglaal prccadnlﬁa, semcgsl'odc., sevars IMmuna
fragments of the fibrin in the clot ane called fibrin reaction, cancar, liver disease, haat siroks, ancy
degradation produds (FOF). One of these FOPs 1s L complications and birh, and polsonous snake bites. J
mer.

Figure 3. Front page of the D-dimer patient information sheet.
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The back page of each of the PIS has a similar format as shown in Figure 4, with information about
abnormal results and reference intervals together with some questions that consumers can ask their
doctor.

- hat if h |j\/ What are reference intervals
What if you have (reference ranges)?
abnormal results? S Ik are shown |

me ol ',ﬁour results are shown in your reporT as

A great many conditions can affect he liver and a comparison against a set of numbers called

interpreting the many variations in fest results is complex. reference inrervcﬁs or reference ranges. This is the

Also, some of the substances being tested can be raised range of test results considered ‘nomal for the

due to problems in other parts of the body. Sometimes general population.

levels can be h\'gﬁer than nomal when there is no If a result in your repaort is outside this range it can be F|agged
problem. levels can be higher temporarily because of as high (H) or low (). This does not necessarily mean that
shorHerm liver dumuge from ans like bums, infec:ﬁons, anyrhing is wrong. [t depencls on your personcl situation.
and muscle damage or if you are taking medications, Your results need fo be interpreted by your doctor.

drugs, dierary supp|ements or herbs.
It's important fo talk with your doctor about what the

results mean for your persona| situation.
b J & ™M
i 5 questions to

What happens next? ask your doctor

s oimier n_eed L be rep?:ck_ed o see il \Nhy does this test need to be done?
the results chcmge over time. This can indicate whether

your condifion is gerﬁncg better or worse and whether Do | need to prepare (such as fast or avoid
any freatment you are having is workl'mg. o .
medications) for the sample collection?
You may need further, different tests to see what's
causing your symptoms. This could be a blood fest for Will an abnormal result mean | need further tests?
an infecﬂon, an autoimmune fest, or a biopsy Of 5Cans
io lock for liver damage. How could it change the course of my care?

What will happen nex,

rg after the test2
Having a medical test

The choice of tests your doctor makes will be based on your medical history and
symploms. Make sure you tell them every1'|1'mg you think mighf He|p.

You p|c1y a cenfral role in moking sure your kest results are accurate. Do everyﬂning you can
to make sure the information you prow'de is correct and follow instructions c|ose|\_.f.

Talk to your doctor about enr medication you are faking. Find out if you need to fast or stop
any pcrﬁcu|or foods or supplements. These may affect your results.

For more detailed information on these and many other fests go fo |ablastson|ine.crg.au

You'll also find a short video on Liver Funcfion Tests as well as an animation on reference intervals.

Flaase uss his GR code.
Reviewed by Dr Bruce Campbell MBBES FRCPA; 3 March 2020 piekdags iyt

QS
{ ‘ LOb TeSTS On"neAU + Funded by the Australion Government, we are notforprofit and independent
S

of any commercal st

WW W-'“""““"“"'\B-m'g-ﬂu . \Nﬁurimmged the p?usnubsﬁwn Assocm‘onn?reginic:lﬂ Bl'ocheml's?ry

B s Sl hon ) and Laboratory Medicine [AACB), the principal p ional assaciation "
Australasian Association for Clinical Biochemisiry dedicated to the advancement of dlinical bicchemisty and laboratory ife; aac
and Laboratory Medidne medicine in Ausralasia. testing for health
PO Box 7336 5/85 Bourke Rd Alexandria NSW 2015 .
Established in 2007 to help Ausiralians understand their * Ve are supporied by the Royal College of Pathologists of Australasia. &I{CI?A
pathalogy tests, Lab Tests Online® is now the primary The Ry Coliogs of Pebatagis o Aot
national source of consumer infarmation on pathclogy
testing. Informaticn is writen and edited by practising s As the consumer pathclogy testing suppart resource for My Health Record, §
pur)':ﬁoglsls and scientists, some of tham |ac:dmg experts, thera is a direct link to the [TO* wabsite embaddad in the purhology results
which ensures accuracy and integrity. pages of every registerad parson's anline record ‘

My Health Record

Figure 4. Back page of the patient information sheet about Liver Function Tests.
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As work progressed it was apparent that it would be difficult to complete all 20 sheets in the time
available. Accordingly, it was decided to aim for the completion of 15 patient information sheets.

Access to the sheets is through the tile ‘Quick Read Information Sheets’ located on the new front page
of the website (see section IV, page 13) which provides a link to a dedicated page. Clicking on the
individual sheets allows the user to print a copy. This link and page are now operational, but some
further planned changes to the website will see all the sheets presented in a more attractive format.

=

Quick Read

Information Sheets

Download these quick reads to
understand your tests

Feedback from both GPs and consumers has been very positive. LTO*Y has also conducted informal
surveys on Facebook and Twitter that have had the dual benefit of gauging consumer opinion while
promoting LTOAY to a wide but targeted audience. While the readability of the sheets has improved,
LTOAY are aware that the sheets still incorporate a large amount of information and may overwhelm
some readers.

LTO?Y is to consider all feedback to future editions of the sheets. The latter will also incorporate any
relevant recommendations from the Medical Benefits Schedule Review when these are implemented.

Work will continue on the remaining information sheets.
[l Develop a Point-of-Care Testing (PoCT) module

The LTOAY website has for some years included a section on point-of-care testing (PoCT) albeit called
“Testing outside of the laboratory”. Although PoCT is not yet included as an item number on the MBS,
it is estimated some 8-10 million point-of-care tests are conducted in Australia every year in a variety
of healthcare locations. Furthermore, the Medical Services Advisory Committee recommended in
March of this year that PoCT for monitoring of glycated haemoglobin (HbA1c) in patients with diabetes
should be placed on the MBS. In view of these developments, it is timely to upgrade the information
about PoCT on the website.

The project objective was to develop an information module for patients that may use these devises
or considering use in terms of management of chronic diseases, including risks and benefits of PoCT.

The new PoCT section is now accessible via the new Front Page of the LTO website (Figure 5)
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@LGbTes‘rsOnJine“ TESTS CONDITIONS | POINT-OF-CARE TESTING | LATEST MORE (¥ § D
1

“Eipiaiting Fatoiony. 1

Figure 5. New link to PoCT on front page of website
Information is provided through seven sub-sections:

i.  Whatis PoCT?—An explanation of what PoCT is including graphics (Figure 6) comparing PoCT
with central laboratory testing. This includes a short animation to aid an understanding of

the overall concept.

Central Laboratory Testing Point-of-Care Testing

— e

— Patient/ ™ Remaote
Consumer Healthcare
Centre

Small menu of specifc
Tesis e
Glucosa
INR - CRP

HBATC - D-Dimer

Lipids - NT Pro BNP

Central g
Pathalogy Lab — —

Full menu of
all pathology
1ests on Medical
Banafits Schadule

Figure 6. Graphics in PoCT section to show differences between central laboratory and point-of-
care testing.
ii.  Why is PoCT performed? — This provides an explanation of how PoCT has developed, the

potential clinical advantages of PoCT, and a video of how it is used to manage chronic
diseases by the Integrated Cardiovascular Clinical Network in South Australia (ICCNetSA).

iii.  What tests are performed at point-of care and why? — This section provides a list of the more
commonly performed tests in Australia, the clinical reasons for testing and in which
locations. Images of common PoCT devices are also provided.

10
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Vi.

How is PoCT performed? — This is a description of the PoCT process including the collection
and application of finger-stick samples, together with a video showing the testing process
for measurement of INR.

Advantages (benefits) and disadvantages (risks) of PoCT. —The central feature of this section
is a table of the risks and benefits of PoCT from the perspective of the consumer, the
healthcare practitioner (typically a GP), the funder of PoCT, and the community.

Questions to ask your doctor or healthcare provider about PoCT. — Five questions are
described together with the background as to why they might be asked by a consumer who
is offered PoCT.

Throughout the PoCT section, there are videos, animation, diagrams, and photographs to enhance
understanding of the content.

Feedback from healthcare professionals involved in PoCT has been positive and LTO”Y is working on
ways to assess consumer feedback on this new section of the website.

V.

Streamline access to LTOAY content

This part of the project included two major activities:

Improvements of the landing page on LTO"' for consumers coming from MyHR. — This will
provide information about MyHR and pathology results and improve access to other
commonly used areas of the website.

Prepare a single page for chronic diseases commencing with diabetes where all information
about the disease is co-located.

The new home page of the website provides a vastly different look to the previous one as shown in
Figures 7 and 8.

11
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& LoC Tests Cnire

Understand your tests

Information about pathology tests to help you manage your health and
make the right decisions about your care

Find & dhear sxplanation of vour pathology best wsing the search Fislds below

£ d &

COVID-TS Full Blood Count Liver Function Tests

Thyroid Function Tests Quick Read

- Information Sheets
Cowriosd these quick reads to
understand your tests

COVID-13

ﬁ Lok Tests Oning
L e ]

Figure 7. Upper part of the new LTO*" homepage.

12
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Learn more

TEST RESULTS EXPLAINED HOW TO FIND WHAT YOU'RE LOOKING FOR LOOKING FOR YOUR RESULTS?

Hiow 10 find 1nem on My Health Record or get ther fram your doetor

POINT OF CARE TESTS (POCT) LATEST NEWS REFERENCE INTERVALS EXPLAINED

o o |

Stay informed. Sign up for the Lab Tests Online®Y newsletter.

Figure 8. Lower part of the new LTO*Y homepage.

The new homepage has been designed with the following new features:

e Priority has been given to more commonly accessed information

e Large tile-based graphics provide links to commonly used tests, My Health Record, and the
downloadable information sheets.

e “Looking for your results?” links to new information about accessing copies of test results
(Figure 9). LTO*Y receives large numbers of enquiries from people seeking copies of test results
either via MyHR, their doctor, or a COVID-19 testing service. This new feature should help
address users demands much more efficiently.

e The new front page includes an interactive chatbot. Further details are provided in subsection
V on page 14 of this report.

Looking for your results?

[ w]als]+]

Q SearCh n Wias this page helpful?

At Lab Tests Online®" we do not perform tests and so we don't provide results. We are a general

UNDERSTANDING YOUR
TESTS

information site only.

If you are seeking copies of your test results, here are some ways you can get them.

REFERENCE INTERVALS - Viewing your results reports through My Health Record

Figure 9. The new “Looking for your results?” section is easily accessed from the Home Page.

13
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Further work is required to achieve the optimal placement of the tiles and associated links. LTOY are
also exploring how the new enhanced look of the home page can be reflected or represented through
to other pages which now look outdated by comparison. Work on the new landing page for diabetes
will also continue in the next couple of months.

V. Extending reach through social media and continued engagement with
relevant stakeholders’ channels
An ongoing goal of LTO is to extend its reach to more consumers and during the project period this

was achieved through expanding the use of social media channels and by embedding LTO*Y in more
healthcare organisations through discussions and activities with relevant stakeholders.

i. Social media activities

Data shows there has been an increasing and unique user activity in various social media channels. As
part of this project LTO?Y is aiming to increase its presence on Facebook, YouTube, and Twitter.
Activities scheduled in this part of the project included exploration and expansion of these social
media activities.

There was a mix of results from this by active targeted channel as shown in Table 4 but nevertheless
the activities overall extended the reach of LTO”V and to a broader audience.

Table 4. Results on increasing use of social media channels to promote LTO"".

Channel Users and other measures Comments

YouTube: e During the project LTOAY We have 23 videos that are now promoted

559 Channel Subscribers received an additional within YouTube aside from being embedded
. 35,500 views and gained on our website. Three videos on COVID-19

+244 Channel subscribers 244 new subscribers. were created during the grant period

(overall testing, serology, and PCR Testing)

o el P e as well as one on Point-of-Care Testing.

continue to be the most
popular with more than
35,000 views since release
in 2018.

e COVID-19 related videos
received ~2,000 views. This
is pleasing given the amount
of information to be found

elsewhere.
Facebook: e Atotal of 30 posts were The Facebook strategy was to build
3949 made awareness of the brand rather than a using

it as a primary tool for disseminating

e The survey of patient . .
consumer information.

information sheets reached
+102 Followers 1,700 while that on Thyroid

Function Tests reached an

audience of 1,000

Followers
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Twitter: e The measure here was more = The strategy for Twitter was to
about ‘spreading the word’. | build awareness of the brand
rather than using it as a
primary tool for disseminating
information.

602 Followers

+22,000 Impressions e Total Tweets made were 44
so not prolific but in that
time 16 influential followers
were gained. Key metric
was 22,000 impressions.

The YouTube statistics are encouraging and of particular interest. LTO”Y used the channel primarily to
post our videos but consumers are now using this medium as an alternative form of search engine like
Google and therefore coming to the LTO*Y channel by mere coincidence. This traffic means LTOAY
should make greater use of the channel in the future.

LTOAY has used social media to obtain feedback from consumers on our patient information sheets.
Two surveys were implemented and feedback was received via Facebook and Twitter with
interaction/engagement from other professional bodies. The latest survey received more than 2,700
views via these mediums. This also provided the benefit of enabling LTO?Y to target specific audiences
that we wish to communicate with in the future.

The social media group of activities in this grant included the introduction of a chatbot (a computer
program that simulates and processes human conversation in either written or spoken form). This was
introduced in the later stages of this grant period and we are still in the early stages of its development.

Currently, when visitors land on the new website homepage, the chatbot opens up in the bottom right-
hand corner (Figure 10). The message states that LTO*Y does not perform testing and therefore we do
not have test results; this is to address what is the most a common enquiry from visitors — which has
increased markedly following the widespread COVID-19 testing. Almost 90% of the queries were users
asking about access to results with a further 5% being about COVID-19 testing venues, locations and
costs.

LabTests Online Au

Welcome. We don't do testing. To get lab
results you need to contact your GP or

pathology service.

Figure 10. Chatbot which now opens automatically of new home page of LTO'.

Users can type questions to the chatbot about the information they are seeking. LTOY are using the
bot’s artificial intelligence (Al) capabilities to develop automated answers to address the questions.
While the chatbot is now functional we are planning to further enhance the user experience in the
coming weeks through more targeted answers to their questions.

Importantly, this new facility has opened up a new form of instantaneous feedback for LTO*Y providing
insights into what visitors really want (such as the price of COVID-19 tests, locations of test
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venues, how long before test results are available , what happens if test results are not received etc).
User questions are already highlighting areas of new information and topics for LTO*V to consider
adding to the website, such as reference ranges and new types of tests.
ii.  Engagement with relevant stakeholders

There are a number of different healthcare organisations with whom we believe collaboration and
engagement would extend the reach of LTO*Y and be of benefit to consumers through easier access
to relevant information. Figure 11 provides an overview of potential organisations and how they can
interact with LTO*Y in the context of the pathology testing cycle from the consumer through
consultation, requesting, analysis and access to the test result.

( Federal Yo ] Consumer ... / State ™\
X " CHF _// '\\ﬁ_CHF_/’
P 4 ‘\
I'?Luup\'_ Academnic Cnrs...\fatm'
o /' Research ‘\ —
ADH}'\ ¥ ) ‘/F;ACGB
--------- MHR inetv  |Doctor [---—--{"7o*F)
\ Pn’us/-1 Lab Tests Online”™ \PHN /
i . EX G PATHOLO /
\\ ! 4
Result C. Wisely Request
A MBS Review e
— \ : o —
,-/ch;\\ Y ;/ NPAA}-\
7.7 1) Cm— l Laboratory } 77777777777 (Pub. Path.
ACQsH / \Networky
ki N

Figure 11. Lab Tests Online Australasia and related organisations in the consumer-orientated
pathology test cycle. (CHF- Consumer Health Federation; ADHA — Australian Digital Health Agency; PITUS;
RACGP - Royal Australasian College of General Practitioners; RCPAQAP — Royal Australasian College of
Pathologists Quality Assurance Program; ACQSH — Australian Council of Quality & Safety in Healthcare; NPAAC
— National Pathology Accreditation Advisory Council).

It was the intention during the grant period to meet with many of the organisations shown in Figure
11, but this was not possible due to the development of the COVID-19 pandemic. Likewise, promotion
of LTOY through attendance and presentations at conferences was not possible.

Collaboration with the New South Wales State Pathology Service has progressed and interaction with
LTOAY includes links from their test catalogue to LTOY; work is also proceeding on including links to
LTOAY on patient reports. While similar collaborations were planned with PathWest, this has not taken
place due to other priorities within the PathWest organisation including COVD-19.

Consumers are of course significant stakeholders of LTOAY and discussions about involving consumers
in more LTOAY related activities have taken place with both the Federal Consumer Health Council and
with the Health Consumers’ Council of Western Australia (WA HCC). As a result of these discussion a
member of the WA HCC, has been invited to join the LTO*Y management group to provide a consumer
perspective.

Another activity to extend the reach of LTO”Y, which overlaps with the engagements with
stakeholders, is through publications about LTOAY activities. The former Chair of LTO”Y, Dr Susan
Benson conducted an interview with HealthDirect as part of their ‘Partner in Focus’ series and this has
been published on the Health Direct website (https://about.healthdirect.gov.au/partner-
newsletter/partner-in-focus-lab-tests-online-au).
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Work continues on two papers that have arisen from the activities in the last 12 months:

o A review of the key findings from the consumer survey conducted by Curtin University in
2019 and will be submitted to the Medical Journal of Australia

e A paper comparing the readability of LTO*Y webpages compared to other health information
sites, for submission to the Pathology Journal.

There has been insufficient time to finalise these writing assignments, but they will continue, and
submission will be made to the indicated journals as soon as possible.

VI. Develop informative metrics on the usage of the LTOY website to inform the
strategic direction of LTOAY

The activities in this part of the grant were focussed on using analytics data to develop a dashboard of
LTOAY performance and an analysis of a consumer survey conducted by Curtin University which was
completed at the start of this funding period. The aim was to develop metrics to inform future LTO"Y
planning.

The new dashboard shown below provides a number of other informative metrics other than just
visitor numbers. Thus using Google analytics data LTOV can now identify the geographic location of
site visitors, the time they spend on the site, their age group, and the type of device they are using for
access.

The data below, which indicates progression from the beginning of the project period, shows that
there was significant increase in traffic, particularly from Australia and New Zealand. It was also
pleasing to see that the LTO”Y audience continues to be engaged (65% of visitors under 44 and 18-24
years spend the longest time on the site).
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@ LabTests Onine””  Lab Tests Online A/NZ Dashboard
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Figure 12. New dashboard to show key attributes of visitor traffic to LTO”V.

This new dashboard also shows that during the project period, LTO* is frequented most by those
under 44. Interestingly, nearly 45% of these are 34 years and under as shown in Figure 13, together
with the average time spent on the page according to age group.

Audience Overview

@ 2534
@ 3544
& 1324
® 4551
P 5564
@ 65+
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AVG. Time spent on page by age overview

B femzle I male

65+
a5-64
45-54
35-44
25-34
18-24

00 01:00 02:00

Figure 13. Age demographics and time spent on site statistics for LTO*' visitor traffic.

The new dashboard metrics together with the feedback from the chatbot is providing LTO*Y with
useful data about the demographics of our users and the types of information they are looking to
obtain. Such information will be useful in guiding future content development.

Useful information to guide future strategy has also been obtained from a user survey conducted by
Curtin University. Completed by both website users and health care professionals, there were more
than 500 responses over a six-week period. The major findings are shown in the Appendix of this report
but key responses included confirmation of the important role that LTO*Y plays for users in helping
them understand their test results; however, we need to continue our efforts to improve the
understanding of and access to our content. It is LTOAYs intention to publish the findings of the survey
in a suitable peer-reviewed journal.
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5. Difficulties encountered and resolutions

The development of the COVID-19 pandemic shortly after the funding period commenced led to many
of our key professionals, whom we rely on for content and reviewing, to be either unavailable or only
able to respond with extended deadlines.

No obvious solution was identified to solve this problem and consequently LTOAY was not able to
complete all the scheduled activities in the time available. However, at the same time, LTO*Y devoted
resources to provide extensive information about COVID-19 given its obvious importance.

The LTO”Y team will continue to work on those areas where we have not met the performance
indicators and it is anticipated most if not all will be completed by the end of August.
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6. Conclusion

Over a short and challenging period of six months, significant enhancements have been made to the
LTOAY website according to the objectives stated at the commencement of the project. In summary
these are:

1.

Objective: Addition of new and revised test content to the LTO*Y website; Outcome — Ten new
tests including four new MBS items have been added to the website.

Objective: Enhance existing content through rewriting and adding videos, animation, and graphics
to broaden access of information; Outcome — Fifteen patient information sheets that are
downloadable in digital form by health practitioners have been prepared about commonly
requested tests using existing content but written in a way that will be more easily understood by
consumers.

Objective: Develop a Point-of-Care Testing (PoCT) module; Outcome — A new point-of care testing
(PoCT) section has been added to the website covering all aspects of PoCT that may be of interest
to consumers including questions that they might ask PoCT providers.

Objective: Streamline the user access to the LTO”Y content; Outcome — The website has a new
homepage which, as well as having a much enhanced visual appearance, has several new features
including a link to information for My Health Record users and new information about consumers
seeking their laboratory results. The new home page also includes an Artificial Intelligence chatbot
to assist consumers with their questions about pathology testing.

Objective: Extending reach through social media and continued engagement with relevant
stakeholders’ channels; Outcome — Social media has been used extensively to solicit feedback on
changes to our content and to new material. One survey of our patient information sheets
prompted more than 1000 responses.

Objective: Develop informative metrics on the usage of the LTO*Y website to inform the strategic
direction of LTO*Y; Outcome — The new LTO*Y dashboard provides a number of informative metrics
about site users including location, age group and the time they spend on site. It also shows there
has been a 50% increase in site traffic over the funding period.

All of the above contribute to the goal of making the LTO”Y website the most comprehensive and up-
to-date source of information about pathology testing for the consumer. Aside from content additions
the enhancements such as the redesign of the front page and the provision of patient information
sheets address the challenge of providing complex information in a way that can be understood by
more consumers. This challenge is ongoing and further enhancements will now be better informed
through the enhanced metrics dashboard and interactions with consumers through surveys and social
media.
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8. Appendix

Online Survey of Lab Tests Online®V Users

Established in 2007, Lab Tests Online”V is the Australian Government-funded online resource helping
Australians understand their pathology tests. An online survey of LTO*Y users has provided
important insights into the value and purpose of the resource.

The survey yielded 857 responses between November 2019 and January 2020. The geographic
distribution of the 713 respondents from Australia and New Zealand are shown in Figure 1.

Figure 1: Geographic distribution of survey respondents.

The Australian and New Zealand responses were analysed in detail and showed that 73% identified
as health consumers; 18% as healthcare professionals; and 9% as either students or teachers (Table

1).

Table 1. Breakdown of type of survey respondents.

Respondent category No. % of respondents
Health consumer 518 73%

Health professional 128 18%
Education: student or teacher 67 9%

Total 713 100%

The age distribution of respondents is shown in Figure 2. The age of health consumers included a
greater proportion (24%) in the >= 65-year group than the healthcare and education groups (5 and
1%). Overall, 72% were female, 28% male.
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Health consumer

5
<18vyears 1%

43

18-34 years 8%

137

35-49 years 26%

210

50-64 years 41%

112

65-79 years 2204

1
80+ years 20

Healthcare professional

29
23%
39
30%
54
42%

4%

[
[0a]

1%

Education: student or teacher
3
4%
26
39%
25
37%
11
16%
1
1%
1
1%

Figure 2: Age distribution.

47% of health consumers were visiting the site for the first time, with 30% having visited the site six
or more sites before. This is in contrast to the healthcare and education user groups (66% and 70%)

who were more likely to be using LTOY on an ongoing basis (Figure 3).

Health consumer

Healthcare professional

This is the first 47% 19%
time 244 24
7% 3%
Once before I 37 | 4
; 16% 12%
2-5times before - 8 I 15
6-10 times 12% 6%
before 62 8

More than 10
times before

18%
93

Education: student or teacher
12%
8

6%
4

12%
8

18%
12

52%
35

Figure 3: Prior visits to LTO*Y by user group.

24



Enhancement of the LTO*Y Website - Final Report

The following Figures and Table show the responses to other survey questions about content and

access to LTOY as well as pathology results and My Health Record.

Health consumer Healthcare professional Education: student or teacher
oogle or other search engine i 61 46
geey 2 67% 48% 54%
1 70 5 i
direct referal from another site . 14% I 4% 1%
34 20 4
pathology service or other pathology site I7% . 16% 6%
22 1
Doctor recommendation 4% 10
‘ 12
My Health Record or other patient portal
2%
family, friend or colleague AU -5 =
i e 14% 5%
existing user 9 8
_ 2% 6%
7 1
other 1% 1%
. . . i il
social media, print or TV 1% | 1%
i R 15 20
teacher or educational organisation 0% . 12% 30%
Figure 4: How did you know about LTOAY?
Health consumer Healthcare professional Education: student or teacher
For myself about my health 83% 506 9%
ortest
For my family or friends’ " o o
health or test L% =5 =
For gelnera\ hea.\th 5% 13% 13%
information
For information to providg to 350 3%
my patient
F f |
or professiona 1% 45% 7204
development
0% 50% 100% 0% 50% 100% 0% 50% 100%
% responses % responses % responses

Figure 5: Reason for visiting LTO"".
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Information that will help me 266
understand my test results 51%
Information about the tests my 146
doctor has ordered 28%
Information about health 47
conditions 9%
General information about 28
pathology 5%
Information about tests 12
2%
11
Combination of reasons
Want to order a test or get test [ 4
results |l 1%
Education resource .
1%
Figure 6: Information required (health consumers only)
Response
The content related to pathology Strongly disagree
tests is useful Disagree
B Neither agree nor disagree
The content relating to M Agree
understanding test results is useful | ] Strongly agree
The content related to pathology
generally is useful
The content related to sample
collection is useful
The content related to diseases is
useful
Figure 7: Feedback on value of different types of information on the site
Response
It is important that the content is Strongly disagree
updated reqularly Disagree
. Neither agree nor disagree
. Agree

Itis important that itis
non-commarcial

It is important that the content is
written by Australian experts

. Strongly agree

Figure 8: Most important features to users
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Using the LTOAU website helps me make better
informed decisions about my healthcare

The LTOAU website helps me ask my doctor better|
questions

By using the LTOAU website | have a better
understanding of what my test results mean

Using the LTOAU website helps makes it easier to
talk with my doctor and other health
professionals

By using the LTOAU website | have a better
understanding of why | need to have tests

Using the LTOAU website reduces the time it Neither agree nor disagree
takes for my doctor te explain why should | have 31%
the test 7t 159

Agree

Response
Strongly disagree
W Disagree
B Neither agree nor disagree
. Agree
. Strongly agree

Figure 9: Benefits to users

The information is easy to find

The information is easy to
understand

The information is in sufficient
detail

Response
Strongly disagree
[ Disagree
M Neither agree nor disagree
. Agree
I Strongly agree

Figure 10: Feedback on ease of use

No.
Yes 352
| don’t know if | am registered or not 98
| don’t know what My Health Record is 23
No 240
Total 713

Table 2: Proportion registered for My Health Record (all groups)

49%
14%
3%
34%
100%

Healthcare professional

57
45%

Health consumer

Vs 272

53%

154

| don’t know if | am 76
registered or not 15%
I 16

52
41%

| don't know what My
Health Record is

Education: student or teacher

23
34%

34
51%

10%

4%

3%
Figure 11: Proportion registered for My Health Record by user group
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Health consumer Healthcare professional Education: student or teacher

291 83 50
56% 65% 75%
16 6
13% 9%
12 2
9% 3%
17 g
13% 13%

Figure 12: Proportion who have viewed pathology results in My Health Record

No

My pathology test results
haven't been added to M..

Yes

| haven't had any
pathology tests to look at

W e
2o

Health consumer Healthcare professional Education: student or teacher
Y 334 77 27
& 64% 60% 40%
Not 82 26 19
orsure 16% 20% 28%
N 59 16 15
© 11% 13% 22%
43 9 6
Other I 8% I 7% 9%

Figure 13: Do you consider it important that your pathology results are available to you in My Health
Record?
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