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About Good Shepherd

Good Shepherd Rehabilitation Network (Good 
Shepherd) is a not-for-profit rehabilitation 
leader headquartered in Allentown, 
Pennsylvania, with more than 60 locations 
across Pennsylvania and New Jersey. Good 
Shepherd also partners with Penn Medicine to 
provide rehabilitation and specialty services in 
the greater Philadelphia area and New Jersey 
through a joint venture.

Good Shepherd delivers leading-edge solutions 
for patients with physical injuries, cognitive 
disabilities, and complex medical situations. The 
organization provides a breadth of specialized 
programs for strokes, orthopedics, brain and 
spinal cord injuries, and pediatrics.

Initially founded for children with disabilities and senior citizens in 1908, 
Good Shepherd is known for its pioneering and innovative spirit as one of 
the earliest rehabilitation providers in the Mid-Atlantic region. Today, the 
organization continues to look for ways to improve its services through 
innovation, technology, creativity, and the use of best practices. Good 
Shepherd collaborated with Notable to deliver on this mission, by creating a 
digital patient experience powered by intelligent automation. 

Using Notable, Good Shepherd is reducing no-shows and late cancellations 
by allowing patients to confirm appointments and receive pre-visit 
instructions and reminders digitally. As a result, Good Shepherd reports a 
92% patient satisfaction rating from patients that utilize the Notable intake 
experience.
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Enhancing the patient experience, 
while reducing no-shows
The Good Shepherd team identified persistent no-shows and late 
cancellations as a consistent problem. Prior to Notable, Good Shepherd 
relied on manual methods to attempt to reduce no-shows and cancellations. 
For example, patients would leave the clinic with a paper appointment 
reminder card for their follow up and staff would spend hours making phone 
calls to remind patients of these scheduled visits.

Without a quick and easy way for patients to cancel or reschedule their 
appointment other than calling, many patients simply would not show up.

As a rehabilitation provider, patients schedule multiple hours of therapy at 
once, oftentimes occurring over a series of appointments on different days. 
Because of this, no-shows are especially detrimental in a rehabilitation 
setting, affecting multiple therapists, clinics or a substantial block of time for 
a single therapist.

Prior to Notable, Good Shepherd reported a 5.4% no-show rate across 
clinics in five regions. Since implementing Notable to automate appointment 
reminder outreach, the organization reports no-shows have dropped to just 
3.5%, recapturing more than 778 visits within three months. This no-show 
reduction translates to an estimated $93,360 in additional revenue from re-
captured visits.

“The use of Notable has increased visit volumes and 
enhanced the patient and staff experience. The technology 
has empowered our patient service representatives to 
fulfill their potential as patient navigators. Instead of 
calling to confirm hundreds of appointments, they can 
focus on delivering compassionate, personalized care that 
is unique to each Good Shepherd patient.”

Karen Long, 
Vice President, Operations for Outpatient Services, 
Good Shepherd Rehabilitation Network



By automating appointment reminders, Good Shepherd estimates it will save 
660 hours in registration-related activities for the front desk, per year. This 
staff time would otherwise be spent repeatedly calling patients to remind 
them of their upcoming visit and prompt them to complete their registration.

Patients receive an appointment reminder via a text message and an email, 
allowing them to review their appointment details with the tap of a finger. 
“Patients are so satisfied with the digital appointment reminders; they 
double check to make sure they will receive one on their way out of the 
clinic,” said Karen Long, Vice President, Operations for Outpatient Services.

The full Notable intake solution works like this:

1. Notable scans the EHR to identify all patients with upcoming 
appointments.

2. Notable curates registration forms specific to the patients’ needs, 
including pre-visit information, language, insurance, demographic 
information, and relevant clinical information.

3. Notable automatically sends a text and email appointment reminder 
message to the patient — one at two days before the appointment 
and a second 24 hours before the appointment.

4. Once patients sign in with their birthdate and last name, they can 
review pre-visit instructions and fill out registration information, 
including adding a photo of their insurance card and driver’s license 
for quicker registration.



Because of its intuitive interface and usability, patients who receive an 
appointment reminder from Notable report a 92% satisfaction rating. Below are a 
few patient comments:

“You get in quicker by answering all questions prior to the appointment.”

“Todo muy bien y rápido.”

“Just so quick and easy. It saves time and work for your receptionists also.”

“Everything was easy with just a tap of the finger.”

“This questionnaire was super easy to understand & use (unlike others).”

“I love that I don’t have to sit in the office and answer the questions.”

“I had most everything at my fingertips. Also fairly self-explanatory with 
the instructions. Thank you!”

“It allowed me to return for a new appointment without having to start all 
over again.” 

Spotlight The Hyland Center for Health & Technology

Good Shepherd’s Hyland Center 
for Health & Technology is one of 
the region’s premier outpatient 
rehabilitation facilities, offering 
a fusion of comprehensive 
rehabilitation services and today’s 
newest technologies. Patients and 
families can access a multitude 
of services, including physicians, 
neurorehabilitation, pediatric 
rehabilitation, adult rehabilitation, 
assistive technology and other 
outpatient services.

On any given day, as many as 400 
appointments are scheduled at the 
Hyland Center for adult and pediatric 
patients, so losing visits to no-shows 
or cancellations can be detrimental to 

provider schedules and disrupt overall 
patient flow. 

In addition to sheer volume, the 
Hyland Center also serves a significant 
number of Spanish-speaking patients. 
Using intelligent automation, Good 
Shepherd can reach patients where 
they are – at home or on the go – in 
their preferred language, which has 
increased engagement rates and 
reduced no-shows.

The Hyland Center alone reports 426 
fewer no-shows in just four months 
since deploying Notable, and reports 
2,000 more appointments compared 
to this same time span last year. 

“Appointment reminders 
are just one piece of the 
multifaceted patient intake 
experience. We are investing 
heavily in intelligent 
automation because we have 
seen firsthand its potential 
to maximize patient 
engagement and extend the 
capacity of our workforce, 
without disrupting legacy 
technology infrastructure. 
Notable had an immediate 
impact on this front; the 
92% patient satisfaction 
rating speaks for itself.”

Terry O’Neil 
CIO,
Good Shepherd



To learn how intelligent 
automation can help your 
organization redefine 
its digital front door 
and reduce no-shows, 
reach out to a Notable 
product specialist for a  
personalized demo. 

Looking ahead: A digital-first patient 
engagement strategy 
Many health systems grapple with no-shows and late cancellations, and the 
typical solution has been to have staff call patients to reschedule. More often 
than not, patients would not pick up or cancel outright.

By collaborating with Notable, Good Shepherd is leveraging intelligent 
automation to chart a new path to ensure patients receive the care they 
need and deserve. Further, digital engagement empowers more patients to 
complete their therapy journey, which is the ultimate goal.

Anna Dyson, centralized patient services manager at Good Shepherd, shared: 
“Good Shepherd’s goal is to optimize the patient experience while decreasing 
the staff workload. Throughout the implementation process, we always tied 
it back to our vision: when patients walk through our doors, it’s not about 
contact information or co-pays – it’s about therapy.” 

As of this writing, Good Shepherd has deployed automated administrative 
intake at 26 outpatient rehabilitation clinics, and is in the process of rolling 
out Intelligent Intake, including automating clinical forms like medical, family 
history, allergies, medications and other clinical details relevant to therapy 
care. Good Shepherd also plans to deploy automated insurance card capture 
for real-time eligibility verification, another component to making the 
registration experience faster and more efficient for patients and staff alike.

https://www.notablehealth.com/solutions/intelligent-intake

