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Castell reduces average 
daily chart review time 
from 4 hours to 1 hour

How the value-based care health services company 
is using intelligent automation to review charts and 
identify opportunities for care gap closure

impact
Minutes saved per chart

1.68 min 34
Equivalent of FTE saved

67%
Reduction in chart time



About Castell 

860
Employed providers

Chart review
Use case

900,000
Patients served

Cerner
EHR

Castell is a comprehensive health services 
company that was created by Intermountain 
Healthcare in 2019 to expand its value-based care 
management programs. Castell’s mission is to 
make healthcare more accessible with a focus on 
improving patient outcomes and affordability. 

Core to its unique care delivery model, Castell 
embraces innovative technology to accelerate 
the transition from fee-for-service to value-
based care (VBC). Intelligent automation, widely 
implemented at Intermountain Healthcare, is also 
being adopted at Castell to transform population 
health initiatives like care gap closure.

A looming capacity crisis
Long before the COVID-19 pandemic, healthcare was threatened 
by a looming capacity crisis. The administrative work that must 
be performed for each patient encounter continues to grow at a 
rapid pace, and many health systems are struggling to keep up. 
As a result, health systems staffed up and invested in digital point 
solutions that created repetitive, manual work and resulted in a 
disjointed patient experience.  

Like many health systems, Castell grappled with how to manage 
its own staffing shortage amidst growing administrative 
workloads. Rising administrative costs and workflow inefficiencies 
can jeopardize the ability of health systems to deliver timely, 
quality care. These challenges exist for VBC organizations like 
Castell, who rely on highly-trained care coordinators to provide 
ongoing support to providers for tasks like chart review and 
member outreach. 

Castell is always looking for ways to leverage technology and 
data in a way that empowers payers, providers and health 
systems to excel in value-based arrangements. They identified 
intelligent automation as a strategic technology to ensure more 
patients receive the care they need, when they need it. 

On average, Castell care coordinators were reviewing 
approximately 100 charts per day to validate the presence of care 
gaps. Each chart review required around three minutes of manual 
point-and-clicking in the EHR, not including the review of scanned 
reports, faxes, and attachment uploads within each chart, or the 
phone calls needed for outreach to each patient. These manual 
tasks prevented care coordinators from operating at the top of 
their license and focusing on the most complex subset of patients 
who needed their assistance.

Prior to Notable, Castell care coordinators would start their 
day by logging into iCentra Cerner EHR and clicking into every 
patient chart to determine if the patient’s insurance was a VBC 
payer. If the payer qualified, the care coordinator would move 
to the recommendations field within the chart, which contains 
medical history like date of last mammogram, colonoscopy or 
diabetic A1c. Depending on the recommended time frame of 
a service or procedure (for example a colonoscopy should be 
done every 10 years), the care coordinators would search for 
that documentation, toggling between different filters to locate 
keywords, dates, and repeat recommendations for care. At times, 
they would have to request records from other health systems 
which could take hours or days to fulfill. The care coordinators 
also needed to run their “immunization workflow” through the 
Utah Statewide Immunization Information System which required 
a manual upload of immunization records.

“We realized we were in a capacity crisis, we just couldn’t hire 
enough FTE to meet our growing demand and we needed to move 
quickly,” said Dave Henriksen, VP of clinical operations at Castell. 
“Through our partnership with Notable, we provided areas we 
thought could be automated and Notable made it happen. We 
have extended the capacity of our current workforce and armed 
them with actionable insights to deliver the highest quality care 
to each and every patient. Now, they spend less time clicking and 
searching and more time working with patients.”

It’s easy to see why this was a very time-consuming process, 
especially for care coordinators whose patients have multiple care 
recommendations or care gaps, moved from out of state, or have 
a complex medical history.



Closing care gaps faster, 
without disrupting existing 
workflows
Since deploying Notable’s care gaps solution, Castell care 
coordinators are able to review the charts of 3,362 additional 
patients each day. How? Notable’s bots or “digital assistants” 
are able to perform the work that would otherwise require an 
additional 34 full time care coordinators and take more than 190 
hours to complete.

Notable deploys intelligent digital assistants to perform repetitive 
administrative and clinical tasks just like a human would, enabling 
health systems like Castell to engage more patients in need of 
care without having to hire more staff to support them. Notable’s 
digital assistants are capable of a wide range of automations, 
such as scanning the EHR for upcoming patient appointments 
and then performing a predetermined task like sending a 
registration reminder via text or email. Using artificial intelligence 
(AI), these interactions are personalized according to the patient’s 
medical history and last visit type.

One of the most administratively burdensome tasks in healthcare 
is reviewing patient charts to validate and identify care gaps. 
Failing to close care gaps can result in missed diagnoses or 
unnecessarily costly or invasive treatment later on, which results 
in worse clinical outcomes, increased healthcare spending, and 
lower performance on value-based care contracts.

Most modern EHRs automatically notify providers of a patient’s 
care gaps, however, these recommendations are sometimes 
incorrect. This becomes especially challenging if the patient 
received care at a different healthcare system whose medical 
records have been scanned or faxed into the EHR, or if the specific 
recommendation for clinical follow-up is different than the 
default – for example, EHRs default to suggesting a colonoscopy 
every 10 years, although many patients require one at a sooner 
interval like 1, 2 or, 5 years. Reviewing the chart to reconcile these 

discrepancies is time-consuming but necessary to prevent delayed 
or inappropriate care.

Using Notable, Castell can identify and close care gaps faster, 
with more accuracy, and without disrupting their pre-existing 
process. By digitizing what they were already doing manually, 
care coordinators no longer need to click into every single chart to 
determine gaps in care. Instead, Notable’s digital assistants:

1. Remotely log in to the Cerner EHR

2. Filter to patients in value-based care contracts 

3. Scan the patient’s chart for care gap recommendations

4. Search for scanned documents, procedure reports, and 
clinical notes that are sufficient to fulfill due/overdue care gaps

5. Use optical character recognition (OCR) to transcribe 
images into text, and then parse the text for meaningful data 
(e.g. name and date of procedure, recommended follow-up 
interval)

6. Present the appropriate data to care coordinators

By leveraging intelligent automation to correctly identify interval 
follow-ups and reconcile missing data, Castell’s care teams can 
be more proactive in the way they engage with patients and as a 
result, save more lives. In addition to improving care for patients, 
care coordinators can avoid excessive outbound calls, and reduce 
the data entry required from staff before and after every visit.

Notable’s bots are literally saving people’s lives by 

surfacing information proactively and expediting the pre-

visit planning process from start to finish. While Cerner 

is our source of truth for patient data, Notable enables our 

care teams - as well as the patient on the other end of the 

text message - to act on that information to ensure they 

receive treatment in a timely manner.

Care coordinator
Castell



Notable’s Intelligent automation platform enables us to 

utilize data in a meaningful, actionable way. For example, 

we now have a streamlined way to collect and report 

patient information, which is typically a major barrier for 

operationalizing VBC. For so long, our care coordinators were 

mired in paperwork and data entry. Now, Notable surfaces the 

right data at the right time to eliminate the many minutes per 

patient they would normally spend fact-finding in the EHR.

Dave Henriksen, VP of clinical operations
Castell

Making value-based care a 
reality
The healthcare landscape is constantly changing to meet 
challenges such as aging populations, emerging technologies, 
and the escalating cost of care. According to a 2019 study, 
approximately 15% of the healthcare leaders polled reported that 
accessing patient information was a challenge for providers when 
transitioning to a VBC model. VBC-focused organizations like 
Castell are using innovative technology like intelligent automation 
to set the new standard in healthcare. 

Technology and analytics is fundamental to the Castell model, 
specifically the use of digital tools that address virtual care, 
patient experience, and social determinants of health. With 
Notable, Castell has the agility to elevate and scale its VBC 
capabilities without having to re-tool existing internal processes. 
By adding intelligent automation to its technology platform, 
Castell can empower its providers to take a more holistic 
approach to managing the health of their patients.

To learn how intelligent automation can extend the capacity of 
your care teams, reach out to a Notable product specialist for a 
personalized demo.

definitivehc.com/blog/value-based-care-2019-survey-results
https://resources.notablehealth.com/demo-population-health

