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JAMA Internal Medicine (accepted Feb, published April 2022)

JAMA Internal Medicine | Original Investigation

Comparing Physician and Artificial Intelligence Chatbot Responses to
Patient Questions Posted to a Public Social Media Forum
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UC San Diego Health GPT Epic Pilot live in production on April 14t

Announced publicly April 17th
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Generated Draft Reply MyChart Pilot

What: MyChart Messages

Who: Pilot then trial with Physicians to see if helps with wellness

How: Using Al through Microsoft Azure to look at information in patients'
chart and uses a prompt to generate a draft reply that requires editing
prior to sending to patient.

When: Ongoing with 16 doctors- expansion date 6/26/23

Categories Of Responses
* Refills

* Results

» Paperwork

» General Questions
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What is this?

¢ Generated Draft Reply

Pioneering Feature

A draft reply is a first draft of a response to a patient's message created by a machine learning model.
The provided text is not intended to diagnose, prescribe treatment, or serve as a substitute for clinical
judgment; review and update the response before sending it to a patient.

' Accept

My Incomplete Notes 1 total

My Open Charts 7 new 15 total

My Open Encounters 7 new 10 total
Ay Unsigned Orders 2 total

Pending Orders 8 total

Pt Reminder 1 total

Rx Request 1 total

Staff Message 2 new 9 total
#7' Attached & Covering Users 53/59
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2:46 PM

128 PM

1:24 PM

1:24 PM

1:23PM

122 PM
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121 PM

1:20 PM

120 PM

119 PM

PCP: Drew Walker M

Primary Cvg: None

> Generated Draft Reply Ploneering Feature
Hello Barbara

Your CBC with Auto Diff result from 3/7/2023 is within the normal range and does not indicate any cause for
concern. Your provider will contact you if any further action is needed. Your results are available for viewing
in MyChart under the "Test Results” tab.

If you have any further questions or concerns, please do not hesitate to contact us,

Best regards,
© Learn more w Start with Draft £ Start Blank Reply

Did you find the draft reply helpful?

* This was helpful ’ This was not helpful

G Blood Tests (Newest Message First)
P Mychart Messaging Pool (supporting You) 21 hours ago (2:55 PM)

Hi Dr Walker,

Regarding my blood test results: Do | need to be concerned about
my RBC, Hematocrit, Hemoglobin numbers being high? It seems
they have been creeping up over time so | am concerned what this
means and if it's heart related.

I've scheduled my CT Calcium Score for next week, but keep
worrying about these results.

Thanksl
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Early Results - Examples

ChatGPT Will See You Now: Doctors Using Al to Answer
Patient Questions

Pilot program aims to see if Al will cut time that medical staff spend replying to online inquiries

THE WALL STREET JOURNAL [

= WSJ ChatGPT

_ iR ae
3

This is an Al generated message from your bot patient_ to Dr Marlene Millen’s bot - impressive first page WSJ article - best wishes for success

Q Generated Draft Reply

Pioneering Feature
Thank you for your kind words, Gordon. We appreciate your support. If you have any questions or concerns about your health, please don't hesitate to call our office.

@ Learn more @ Start with Draft | | &3 Start Blank Reply

Did you find the draft reply helpful?
‘gh This was helpful ‘E This was not helpful

AETAET A LoD AN N NSNS

tg WSJ ChatGPT (Newest Message First)
View all Conversations on this Encounter

I -+ P Im Upc Ma/Nurse (supporting Millen, Marlene May, MD) 3 hours ago (11:09 AM)

0 This is an Al generated message from your bot patient | ENIIIIIINNEEER: tc Dr Marlene Millen's bot - impressive first
page WSJ article - best wishes for success
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Early Results - Anecdotes

«  Working better for PCP’s than for specialists
« Sign off sighature automated based on who is sending reply rather than who received it
« Request for a template for messages that do not meet criteria to help speed up reply
- Patients are receptive — We include a line in each generated reply:
“This message was automatically generated and edited by @me@”

@me@ brings in who is editing and sending the message
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Next Steps

« GPT4 start date June 15

 Pilot expansion to primary care June 27, 2023 with trial to see outcomes in time and burnout
- Continue to get feedback from providers, patients

- Al governance in patient care

« Cost for the Review of the patient data through Microsoft
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