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Lowell Community Health Center 
improves health equity through 
automated digital engagement 

Notable impact:

patient 
satisfaction rating

intakes completed in 
multiple languages

digital intake 
completion rate

96% 5,000+98% 

How Lowell Community Health Center increased digital engagement 
rates by 30% among patients with limited English proficiency.About Lowell Community 

Health Center

Employed providers: 

100+

EHR:

eClinicalWorks

Solution: 
COVID-19 vaccine outreach

Lowell Community Health Center (Lowell CHC) is an independent, federally-

qualified community health center that serves the Greater Lowell, Massachusetts 

area. Lowell CHC provides access to high quality, culturally competent healthcare 

services for patients of all ages, cultures and backgrounds — regardless of their 

ability to pay. 
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Like many health systems during the coronavirus pandemic, 

Lowell CHC was challenged with how to effectively identify 

and engage eligible patients for the COVID-19 vaccine. In 

addition, Lowell CHC faced yet another roadblock: real-time 

communication with its diverse patient population — of which 

more than 40% are not native English speakers. 

To improve equitable access to this life-saving vaccine, Lowell 

CHC partnered with Notable to digitize and automate 

patient identification, outreach, scheduling, and pre-visit 

intake workflows for COVID-19 vaccine distribution. 

“At Lowell CHC, one of our top commitments 
is to improve patient access. By leveraging 
technology like Notable, we can improve the 
patient experience making it more proactive and 
culturally proficient, and set up simple processes 
that allow our providers and staff to better serve 
our community.”  

Brenda Rodriguez, Chief Strategy and Finance Officer at 
Lowell Community Health Center
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Driving equitable access to 
healthcare in a global pandemic
While every patient felt the impact of COVID-19, the pandemic had a 

disproportionately harmful effect on those from rural and low-income areas. 

Too often, rural and underserved communities lack access to quality health 

care and sometimes have no access to care at all if they are located in one 

of many ‘healthcare deserts’. Even in metropolitan areas, the digital divide 

is a major barrier to patients accessing timely and appropriate care, leaving 

millions of Americans disconnected from their healthcare providers.

As a result, community health centers like Lowell CHC play an important role 

in bridging the gap to accessing quality health care. This need only amplified 

during the coronavirus pandemic, when many patients of color or with limited 

English proficiency were left out of fast-moving updates and information 

regarding COVID-19 testing and vaccine eligibility requirements.

At Lowell CHC, nearly half of the patient population is best served in a 

language other than English, such as Spanish, Portuguese, Khmer, Swahili, 

Arabic and Vietnamese. Like many of its peers, Lowell CHC needed a scalable 

way to reach out swiftly to all their patients in their primary language.
““Traditional, manual workflows have been 
one of the biggest barriers to patient 
access. If we can’t meet our patients 
where they are, we will never deliver on 
our promise to provide an equitable health 
care system.”

Brenda Rodriguez, Chief Strategy and Finance 
Officer at Lowell Community Health Center
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“We recognize that at their core, patients are 
consumers — they expect ease and efficiency in 
our practices. Notable enables us to both meet 
this expectation and redirect our most precious 
resources to provide high-touch care when it’s 
needed most.”

Brenda Rodriguez, Chief Strategy and Finance Officer at 
Lowell Community Health Center

Like many community health centers, Lowell CHC leverages 

community health workers (CHWs) to engage patients through 

trusted, personalized outreach. Amidst this public health emergency, 

Lowell CHC identified the need to scale the capacity of each CHW 

to reach more patients in need of care. With intelligent automation 

— the combination of artificial intelligence (AI) and robotic process 

automation (RPA) — Lowell CHC saw an opportunity to expand 

capacity by eliminating repetitive, manual tasks that consumed a 

significant portion of CHW time. 

Using Notable, Lowell CHC is automating and customizing 

communications based on social determinants of health such as 

language and literacy, to identify eligible patients and connect with 

them in their preferred language, about when and where to receive 

their vaccine. 
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Improving patient outcomes, 
while eliminating staff burden
The scalability and flexibility of the Notable platform empowers health 

systems to create convenient and efficient workflows for patients, 

without the manual coordination that would typically be required by call 

center staff or CHWs. 

Because of intelligent automation’s scalability and configurability, Lowell 

CHC has embraced it’s strategic capability to improve patient access 

across the care continuum.

Core to Lowell CHC’s mission is to improve population health outcomes 

for all patients regardless of their financial status, which is why the 

health center has invested heavily in technology that supports language 

access to close racial and ethnic-based health disparities. Using Notable, 

Lowell CHC is reducing manual burdens for staff and providers, like 

having to call a translator for non-English speaking patients.

““One of our biggest challenges in responding 
to the COVID-19 outbreak has been making 
sure we can reach all of our patients in a 
language they understand. Part of this 
is being able to proactively reach out to 
patients to inform them about care options. 
Intelligent automation enables us to connect 
with patients quickly, in real-time, and in 
their preferred language so we can get them 
in the door faster.”

Beth Hale, Chief Clinical Officer, 
Lowell Community Health Center
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How it works 
With intelligent automation, health systems like Lowell CHC 

can reach patients in their own language, in the safety of their 

home, allowing them to feel heard, comforted and secure in 

their interactions. As a result, 98% of Lowell CHC patients that 

received a COVID-19 vaccine outreach from Notable completed 

the sign up process.

Using RPA, Notable trains bots or “digital assistants” to 

automatically perform repetitive administrative and clinical 

tasks just like a human would. This enables health systems to 

engage more patients in need of care while increasing clinician 

and staff capacity to serve those patients. What’s more, like 

their human counterparts at Lowell CHC, these digital assistants 

perform tasks in accordance with predetermined guidelines of 

care, agnostic to a patient’s appearance, native language, or 

socioeconomic status. 

Notable’s digital assistants scan the EHR for unvaccinated 

patients who meet federal/CDC and state recommendations, 

and configurable criteria such as age or comorbidities. The digital 

assistants scan the EHR for the patient’s preferred language. 

If that field is blank, the intake form is sent in English and the 

patient can select a different language when they begin the 

process.

Then, based on eligibility, Notable initiates a digital pre-

visit screening, collects informed consent, and schedules the 

appointment. After the first vaccination is administered, Notable 

automatically follows up with the patient to schedule their 

second dose and remind them of the upcoming appointment. The 

vaccination information collected by Notable is automatically 

updated into the patient’s chart in the EHR, eliminating the need 

for MA or CHW staff to manually enter these details or call the 

patient. Notable’s digital assistants can be deployed without any 

modification of the EHR or other existing systems. 

COVID-19 vaccine outreach is just one of hundreds of automation 

“flows” that can be fully-configured through Notable’s end-

to-end platform. The same intelligent automation capabilities 

leveraged for COVID-19 vaccine distribution can be applied to 

other population health workflows such as care gap outreach 

and post-discharge follow up; as well as revenue cycle workflows 

like payer/plan matching and prior authorization.



8

Notable is uniquely designed to engage all patients, not just those who are 

digitally-savvy. By enabling proactive, personalized outreach in the patient’s 

preferred language with Notable, Lowell CHC dramatically increased 

vaccinations in the most vulnerable populations — more than 3/4 of people 

who received a COVID-19 vaccine through Lowell CHC have been people of 

color.

“One of our biggest challenges in responding to the COVID-19 outbreak 

has been making sure we can reach all of our patients in a language they 

understand,” said Beth Hale, Chief Clinical Officer at Lowell CHC. “Part of 

this is being able to proactively reach out to patients to inform them about 

care options. Intelligent automation enables us to connect with patients 

quickly and in real-time, in their preferred language, so we can get them in 

the door faster.”

Notable’s automations can be rapidly configured and modified in a matter of 

weeks via a no-code interface, allowing administrators to enable capabilities 

and tailor them as the needs of their organization or patient population 

evolve. For example, healthcare staff can choose the language, timing and 

frequency of patient communications based on pre-configured rules like state 

requirements for COVID-19 vaccine eligibility.
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The Notable experience is 
optimized for ease of use: 
Patients do not need to download an app or create a log-

in to complete the registration, and medical history shared 

from previous visits is automatically populated for patients 

to review and confirm. In keeping with its mission to enable 

health equity regardless of a patient’s background or digital 

dexterity, Lowell CHC is partnering with Notable to improve 

the patient experience through intuitive user-centered design 

and language configurability.

increased 
digital patient 
angagement

patient satisfaction rating 
regardless of demographic, 
language or digital dexterity

30% 96% 
As a result:
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Making inroads for 
achieving health equity
Intelligent automation dramatically expands the capacity of care 

teams, allowing providers to accomplish more with less. As a result, 

automation can offer an unbiased and personalized mechanism to 

reach patients in the manner that best suits them, such as a digital 

intake form in their native language. 

By leveraging the Notable platform to automatically identify, 

outreach, and schedule patients, Lowell Community Health Center has 

paved the way for developing more efficient and equitable workflows 

to ensure every patient has equal access to quality care.

“The coronavirus pandemic laid bare the inflection point facing our 

industry and what we must do to better engage patients, improve 

outcomes, and achieve population health equity,” said Rodriguez. 

“Notable and intelligent automation has made this vision a reality.”

To further its commitment to reducing barriers to care, Lowell 

CHC is expanding  their use of the Notable platform to digitize and 

automate the entire pre-visit registration experience in multiple 

languages. This includes check-in, payments, and informed consent 

collection for a fully-touchless experience for patients, staff, and 

providers. 

To learn how intelligent automation can help your health system 

increase patient access and improve population health outcomes, 

schedule a demo of Notable.

https://resources.notablehealth.com/demo-clinical-support

