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Transitioning from disparate point solutions to 
one holistic digital intake experience

Montage Health drives 
over 200% increase in 
digital patient engagement 
within 6 weeks

537 hrs

saved for 
registration staff 
over 6 wks 

patient satisfaction 
rating

91% 55%

digital pre-visit 
completion rate

96%

success rate for 
insurance card 
capture
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Montage Health is a nonprofit healthcare system 
serving the Monterey Peninsula and surrounding 
areas, in Monterey, CA. The Montage Health family 
of organizations spans medical care, community 
health initiatives, fitness and wellness services, a 
Medicare Advantage plan, and more. 

Montage Health is committed to delivering high quality care that empowers 
patients to actively participate in their healthcare. To achieve this goal, 
Montage Health partnered with Notable to power a world-class digital front 
door for a seamless self-serve intake process and unified patient experience 
at each point of care across the organization. 

Delivering a unified patient experience, 
starting with digital intake
Community Hospital of the Monterey Peninsula (Community Hospital) 
has roots that trace back to 1929, and more recently, Montage Health was 
developed to better serve the growing needs of the community. Today, 
Montage Health includes Community Hospital, Montage Medical Group, MoGo 
Urgent Care, Montage Wellness Center, Montage Foundation, and Aspire 
Health, which includes a Medicare Advantage Plan and population health 
program. While Montage Health was created to offer patients a more seamless 
and integrated experience, patients still referred to each entity as its own 
separate health care provider. Additionally, each entity was using its own digital 
engagement tools for appointment reminders and other appointment related 
communications. Because of its fast growth, there were repetitive messages 
and sometimes confusion around where to go for which services, and how each 
entity fit into the bigger organization.



Montage Health partnered with Notable to deliver an intuitive digital 
experience across all Montage Health points of care. By minimizing patient 
touchpoints through one automated system, the health system has 
also reduced the amount of repetitive, manual administrative work that 
overburden staff and often lead to disparities in quality of care.

Montage Health is leveraging Notable to power grouped messaging for its 
medical group and hospital outpatient departments. Previously, Montage 
Health utilized three separate appointment reminder systems. Now, 
this process is consolidated through one message, which includes the 
appointment reminder and the digital registration, without the need for staff 
intervention: if a patient has multiple appointments with the same provider, 
or at different clinics, Notable sends one text with one link to confirm or 
cancel the appointments, and complete the digital registration.

How it works

• Notable digital assistants scan the 
Epic EHR to find a patient’s upcoming 
appointment(s), and prepares a 
customized appointment reminder and 
digital registration experience.

• The patient receives a text or email 
message two days prior to their first 
appointment with a link to complete 
their customized digital registration. 
This includes customized clinical 
and administrative forms, as well as 
photo I.D. and insurance card upload. 
If the patient does not complete 
digital registration, they will receive 
subsequent reminders at 24 hours and 
2 hours prior to their visit. 

• Once the patient completes the form, Notable uses optical 
character recognition (OCR) to extract the relevant data from 
the cards and automatically writes this data into discrete fields 
in Epic, triggering real-time eligibility (RTE). Additionally, Notable 
automatically updates the EHR with the latest communication 
and patient-reported information.



Within the first six weeks of implementing Notable to deliver a fully digitized, 
automated registration experience, Montage Health has reported that 55% of 
patients who are served the Notable experience successfully complete the 
registration process directly from their phone – an increase of over 200% 
compared to outreach methods prior to Notable. 

Initial time studies showed that a patient who did not complete pre-
registration via Notable took 6 minutes to complete registration in the clinic, 
compared to 2 minutes – some as fast as 10 seconds – via Notable. This has 
resulted in over 500 hours in time savings for staff that would otherwise be 
spent repeatedly calling these patients to remind them to complete their 
registration.

Enhancing the patient and 
staff experience
Today, when a patient receives a text or email alerting them to confirm their 
appointment or procedure and complete their intake, they simply log in with 
their last name and birthdate. Because of Notable’s intuitive interface and 
usability, patients who complete their registration through Notable report a 
91% satisfaction rating. Below are a few patient comments:

“I just followed the prompts and had no problem.”

“Appreciate the thorough & clear instructions.”

“Didn’t have to remember username and password.”

“Retained previous information and allowed for easy, quick changes 
where needed.”

“Grouped appointments is a game-changer for us because it creates 
a unified experience for patients: one entity contacting them, one 
place to review all their information, one single, cohesive message. 
Additionally, Notable functionality enabled us to build custom logic 
to filter between SMS text, email and phone calls, to ensure we aren’t 
over-messaging on any one channel. From an operational standpoint, 
integrating appointment reminders and deploying Notable did not 
disrupt our existing EHR infrastructure as our source of truth.”

Meg Dingae, 
Director, Digital Health, 
Montage Health



In addition to patients, staff have also reported favorable feedback:

“Oh wow! Scanning the photo id or insurance card significantly 
reduced the check-in for new patients on arrival.” 

“It felt like it was an established patient.” (regarding a new patient who 
completed Notable)

“Super easy. Way faster this way.”

“I can’t believe how smooth it is for a new patient. Literally everything 
just goes through automatically.”

One component of overall satisfaction is the ease in which insurance 
information can be captured before a patient arrives in the clinic. Montage 
Health patients can now easily scan and upload their insurance card details. 
Notable uses OCR to scan the insurance card and extract its details, and 
machine learning (ML) to auto-populate the discrete fields in Epic, such as 
plan number or group ID. This eliminates the need for the patient or staff to 
manually enter this information over the phone or at check-in, specifically 
with regard to designating the right coverage for the encounter.

Notable’s OCR capabilities have resulted in a 96% success rate when 
extracting the relevant information from a patient’s insurance card, prior to 
their visit. This has resulted in more accurate insurance card data capture at 
registration and a 51% increase in co-payment collection within the first two 
weeks of deploying Notable at an initial pilot clinic.

By meeting patients where they are - at home or on the go - and making it 
easier for them to complete required registration information ahead of time, 
Montage Health is saving hours of staff time to focus on higher complexity 
tasks at the front desk. 

As of this writing, 22 Montage Health departments and clinics across its 
hospital, medical group, population health team, and community connect 
clinics are live with Intelligent Intake from Notable. Because of the immediate 
impact realized for both patients and staff in its hospital outpatient 
departments, Montage Health has already expanded its use of the Notable 
platform for clinical support, specifically care gap outreach. To learn how intelligent 

automation can help your 
organization redefine 
its digital front door, 
reach out to a Notable 
product specialist for a 
personalized demo. 

https://resources.notablehealth.com/demo-population-health

