
 

 

FAQ’s TFC Patient Portal  

Setting Up Account & Accessing Account 

Here are FAQS: 

 Account Access 
 How to Use the Portal 
 What to Do If You Can Not Access 
 Can't See Your Children in the Portal 

Benefits of the TFC Patient Portal Are Many for Our Parents/Patients: 

 Request Camp and School Health Forms 

 Messages to and from the doctors, clinicians, staff and billing 

 Print forms, growth charts, immunization records, messages 

 Request Medication Re-Fills  

 Update contact information (if minor 18 and under that is typically the parents) 

 Update the preferences on how you would like to be notified of appointments, reminders, 

messages, billing statements 

 

First Step to Create a TFC Patient Portal Account  

 

 

 

You Created Account-Verify Email Check Your In Box 

Verify the email for confirmation and you will be logged into the TFC Patient Portal  



 

 

 

You Verified Account – You Should See This Home Screen 

Below you will find screen shots of what the TFC Patient Portal looks like when set up correctly. 

Your home screen will look like below – children/family at bottom – tabs to navigate the portal at top:

 

 

*** IMPORTANT*** 

 

You manage the portal by the “tabs” on the home screen – by clicking on each child (their name appears 

at the top) you navigate the portal by these tabs.   

Patient Information is an Important Tab 

You will see “options” below and the following tabs to access information: 

 Allergies 
 Forms 
 Growth Chart 
 Immunizations 
 Labs 
 Links and Handouts 
 Patient Demographics 
 Prescriptions 
 Problem List 
 Visit History 

 

Account Tab Pertains to Parent/Guardian/Patient over 18:  



 

 

Access the following and update your contact information that is “synced” with our office 

Billing and Statements     (pay online, see statements, balance, print statements) 
Contact and Personal Information  (update address, cell, email and notifications) 
Portal Account                 (if you change an email or want to re-set your password)  
Notifications      (show past history of communications) 

 

***ERROR*** 

You Created Account and Do Not See Your Children/Family Listed 

If your screen looks like below – this is an issue with the database and set up. 

 

Please email socialnews@totalfamilycaremd.com to update your information in our main database 

When you send an email please include: 

 Your First and Last Name  

 Email you used to create your account on the patient portal 

 Children’s First Names 

 

The Patient Portal at Total Family Care benefits our patients, parents and families with improved 

communications as we continue to update the practice to easy automations and online efficiencies.  

ALL communications on the portal are HIPPA compliant. Messages are integrated into the patient 

chart and there to discuss in future sick and well visits for your child/children. 

For non-urgent questions – SEND A MESSAGE – Our doctors, clinicians and staff answer messages 

throughout the day as they see patients Monday 830am to Friday 3pm (hours/times subject to change)  

 

No Account – Front Desk Can Invite/Create OP Patient Portal Accounts 

Within OP (this is if the patient/parent DOES NOT HAVE Acct Created) 

 

mailto:socialnews@totalfamilycaremd.com


 

 

USE THE PRE TYPED PORTAL INSTRUCTIONS AT FRONT DESK – WRITE IN THE 

BLANKS EMAIL ADDRESS AND TEMPORARY PASSWORD 

 

Creating Patient Portal Accounts within Office Practicum at Front Desk 

 

Before using the Create/Validate Button for the first time 

Make sure you have the correct E-Correspondents set up for the Portal (if they have acct but don’t know it error will occur) 

Staff-Created Portal Accounts 

When checking patients into the office, you may want to ask parents if they have a Patient Portal account. This can 

easily be checked by going to the F2 Register screen to view the contact's information. 

If the parent does not have an email on file, a staff member can create a patient portal account directly within 

Office Practicum by following these steps: 

1. Input the parent's email address and click the Create/Validate button to the right of the e-mail address 

field. 

 

Parents cannot share the same email address – if each wants to have  

Access for Child – Contact 1 Mom needs email address and Contact 2 

Dad needs email address = THEY CAN SHARE 1 Portal Account Too! 

 



 

 

1. Click Yes in the dialog box that pops up, asking if you want to create the account. 

 

1. Provide the parent with this log-in information. This password is only temporary, and nothing is emailed 

to the parent about the creation of this account. Click OK to close this dialog box. 

 

 

USE THE PRE TYPED PORTAL INSTRUCTIONS AT FRONT DESK – WRITE IN THE 

BLANKS EMAIL ADDRESS AND TEMPORARY PASSWORD 

 

Why Can't Parents View Their Child(ren) on the OP Patient Portal?   

1. Mom and dad share the same email address 

2. The parent might have a duplicate contact 

3. Patient Status needs to be set to Active 

4. Patient Age 

5. Portal Access, Authority and Start/End Dates for the parent may not be set correctly 

 

After making any of the changes below, the contact's e-mail address WILL 

NOT gray out until the parent logs in again. Please call the parent and have them 

log into the patient portal and verify they can see their children 

A parent may not be able to view his or her child (or children) on the Patient Portal due to any 

of the following reasons: 

Mom and dad share the same email address – again parents cannot have same address for 

separate access – they can have 1 portal with 1 login for shared access 



 

 

What to Do to Help at Front Desk 

1. Check the Contact tab in the Patient Register. 

2. Make sure mom and dad do not share an email. 

 Due to HIPAA restrictions, each parent is required to have their own 

account. 

 If they want to use the same email for the portal account, the email address 

will need to be on only ONE contact. 

The parent might have a duplicate contact 

 Does the parent have a duplicate contact or is there a contact that has the 

same email address listed? If the Patient Register displays only one contact 

with the email address abc@notmyemail.com, this does not mean there is 

only one contact associated. For example, there may be parents who use a 

different last name personally and professionally but have both names 

listed in OP. If that is the case, it may be more difficult to search and merge 

contacts. 

 In order to determine if there is a duplicate contact, perform the following 

steps: 

a. Click Activities in the main menu and select Contact Manager to open the 

Contact Manager window. (if more than 1 contact name/file need to merge) 

 



 

 

b. Enter the email address into the search field, and click Search. 

 

 If more than one contact appears, they will need to be merged: 

1. Highlight the contacts (hold ctrl and click the multiple contact lines).  

2. Click Merge.  

3. Click Yes in the Confirm dialog box. 

 

Patient Status needs to be set to Active 

1. In the Patient Register, check to make sure the status of the child is Active. 

2. Patient needs to be Active in order to be seen on the portal. 



 

 

 

Patient Age 

If a parent is trying to view records for a patient aged 18+, then they will not be 

able to view the patient's records if the portal access (see below) is set to Minor. 

Portal Access, Authority and Start/End Dates for the parent may not be set 

correctly 

 Portal Access 

1. Check the Contacts tab in the Patient Register. 



 

 

2. The table at the top has a column on it called Portal. This is a drop down 

menu. 

 None: This contact does not have access to this patient via the web portal. 

 Minor: The most common setting. It allows parental access to the child’s 

records from birth until the child's 18th birthday. 

 Full: Typically used for a child that needs assistance beyond the child's 18th 

birthday. 

 

 Portal Authority: The authority set to the parents will directly effect the 

parent's ability to view information on the patient portal. 

1. Check the Contacts tab in the Patient Register 

2. The table at the top has a column on it called Authority This is a drop down 

menu: 

 Exclusive- Full custody is granted to one of the parents/guardians. This 

parent will be able to access the patient using the portal. 

 Joint- Parent/guardian has joint custody. Multiple parents/guardians can 

share joint custody, and each parent/guardian with joint custody will have 

access to the patient using the portal. 

 Blank- This is the default and indicates that there are no authority rules. It 

is typically used when the parents/guardians are together. This parent will 

be able to access the patient using the portal. 



 

 

 

If you had a Patient Portal from 2006 - 2010, leaving this field blank may 

result in errors for the Parent. You should change this field to 

either Exclusive or Joint and see if the Parent no longer 

receives Internal Server Errors when logging in. 

 None- This parent/guardian has been banned from contact with and 

medical decision making for the patient. This parent will NOT be able to 

access the patient using the portal. 

 

 Start and End Dates: If there is an End date prior to today's date, the Portal 

account will come up with a "Server Error" 

1. Check the Contacts tab in the Patient Register. 

2. Locate the End Date column. 

 Make sure there are no dates set up in these fields for the Parent to have 

access to their child's records. 



 

 

 

 

If the above solutions do not correct the problem, please consider that any 

interface you might have could be contributing to the issue. 

 

 

After trying the above steps, please gather the following information from the 

patient/contact as it will help us solve the issue: 

 The full name of the parent that is having the problem. 

 Parent's portal account email. If the parent created multiple accounts please 

include information for all accounts. 

 The list of patients (by full name or patient number) that the parent should 

have access to. 

 The steps that have been taken so far to resolve the issue. For example, 

deleting/merging patients or contacts, changing emails with the portal 

control panel. 

 Authorization for Office Practicum to reset the user's password and test 

using the account. 

Review with a co worker – problem solve – if that does not work alert your  

Manager and then they can enter a support ticket for resolution - place a  

Support ticket for tracking support@officepracticum.com  Include Subject and 

Details of your issue to help resolve quickly. 

mailto:support@officepracticum.com


 

 

Portal FAQs   
 When do surveys show on portal? 
 When do lab results show on portal? 
 How do I know if patient registered for portal? 
 Can I view portal on mobile device? 
 When will I see update if change made to portal? 
 How do I update parents and child’s ability to view portal once child turns 18? 
 How do I change email address if grayed out in patient register? 
 How do I remove document from showing on portal? 
 Can I save patient documents to the Patient Portal? 

 

When do surveys show on portal? 

A survey will show up on a patient's portal once the appointment has been confirmed. 

 

When do lab results show on portal? 

Once a lab is marked as Completed or Informed, within OP, the patient will then see the results on the 
portal. 

 

Note: This functionality will need to be enabled. 

 

How do I know if patient registered for portal? 

Once a patient has logged into the portal and finished the registration process, you will no longer be 
able to edit the email address listed in the patient register, as it will be grayed out. 

 

Can I view portal on mobile device? 

Yes, the portal is mobile friendly and will adjust to the screen size of the mobile device. 

 

When will I see update if change made to portal? 

If you make a change to your patient portal, then you will see the update automatically. 

 

How do I update parents and child’s ability to view portal once 
child turns 18? 

To update the child’s ability to view the portal follow the steps below: 



 

 

 
Once a child turns 18 you will want to make them their own contact within their patient register; Patient  
 
Register > Contacts tab > Add button. 
 
The child's own contact would include their email address and their cell phone number. 
Under the Portal column they would be given Full Access to the patient portal. 
To update the parents ability to view the portal follow the steps below: 
While in the Patient Register > Contacts tab click on the parent's name that you wish to change access 
to. Under the Portal column they would be given Minor or None to access their child's patient portal. 

 

How do I change email address if grayed out in patient register? 

If an email address needs to be changed, the parent will have to log into their patient portal to update 
the email address. It cannot be edited within the patient register. 

 

How do I remove document from showing on portal? 

If you want to remove a document from showing on the portal you will need to change the Item Type 
from Forms to another option. This can be completed under Docs. This will automatically remove the 
form from the portal. 
 

Can I save patient documents to the Patient Portal? 

Yes. Documents that have been scanned into a patient's records can be saved to the Patient Portal. In 
order for a document to be saved to the Patient Portal, the Item Type should be set to Forms.  
 
If an item has already been scanned into OP 14 with a different item type, an edit may be made to the 
document to change the Item Type. For more information on editing a scanned item – see scan. 
 
Documents with the Item Type of Forms will be seen on the Patient Portal under the Patient 
Information tab > Forms category. 
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