
Saban Community Clinic: Driving Operational Efficiency 

and Improving Outcomes through Text Messaging

The Results

The Challenge
Providing behavioral health, dental, and primary care to over 18,000 patients—many indigent and homeless—at three 
clinics in the Hollywood area of Los Angeles County, OCHIN member Saban Community Clinic knows the importance of 
effective communication. Their efforts to get patients in for care, and to help them manage their health between visits 
previously included dedicated fulltime call center staff making individual phone calls to manage appointment reminders 
and patient outreach, a manually intensive and time-consuming process. With over 80,000 annual visits, Saban needed a 
solution that was more efficient and one that was easier for their patients; one that reached vulnerable patients where they 
communicated most and supported better health outcomes.

The Opportunity
In 2016, with grant support from LA County, Saban implemented CareMessage for appointment reminders and other 
patient outreach. Until that point, Saban had not used text messaging to reach patients. With CareMessage, they saw an 
opportunity to not only remind patients about upcoming appointments, but also to follow up on orders placed, such as 
FIT tests and mammograms, and to promote clinic events, such as patient experience feedback sessions. Saban wanted to 
ensure that the new solution would help them meet their goals and the unique needs of their clinic and the population they 
serve. To successfully implement the technology, super users identified among department leads were engaged and involved 
throughout the planning and implementation.

The Solution
With CareMessage, Saban has successfully been two-way text messaging 
patients for appointment reminders and outreach, freeing up staff time 
to fill gaps elsewhere in the clinic, wherever they need it on a given day. 
With their new interface in OCHIN Epic, patient responses and statuses 
are displayed in the EHR, saving staff and providers even more time. And 
if a patient declines via text, the appointment automatically becomes 
available for someone else who needs it. 

  “With technology being what it is and patients being much  
  savvier about getting a text and being able to respond that  
  way, CareMessage makes the process easier and friendlier 
  for patients. It also opens access, which is very helpful for 
  the types of patients we see.” 

  Ana Vazquez Alvarado, EHR Integration Manager, Saban Community Clinic 

Saban is also using CareMessage to do individualized and group outreach, 
ordered through the EHR, with reminders for preventive care like flu shots, 
cervical and colorectal cancer screenings, and pediatric dental care, as well 
as health education programs to help patients self-manage their diabetes 
and hypertension. Messages are sent in English or culturally-relevant 
Spanish translations, depending on the patient’s preference in the EHR. 

In addition to clinical and operational efficiencies, Saban sees a correlation 
between increased colorectal screening and cervical cancer screening rates 
as well as dental utilization as a result of their efforts using CareMessage.

1 FTE freed up to 
cross train and fill 
other needs in the 
clinic

8-10 Hours/week 
additional time saved  
with OCHIN Epic 
interface

Increased Medicare 
enrollment among 
patients over 65

Doubled patient 
participation in 
patient experience 
feedback sessions



About CareMessage
CareMessage is a nonprofit mobile technology leader dedicated to 
improving the health of underserved populations. Over 90% of low-income 
individuals have access to a basic cell phone, and use of mobile phones is 
growing. CareMessage leverages texting to enable health care providers to 
reach patients in an efficient and cost-effective way. 

By streamlining appointment scheduling, logging patient responses, and 
managing new and existing patient visit preparation and coordination, 
CareMessage removes burden in administrative work. CareMessage’s 
solution addresses critical gaps in population health management 
and care coordination, specifically to improve follow-ups regarding 
preventative services and behavior health programs, designed to help 
patients better manage their health around chronic diseases, behavioral 
health, and general wellness. 

With a mission to make underserved populations feel valued and 
empowered to achieve the best version of their health, CareMessage 
enables providers to address behavior change to truly approach the 
problem of low health literacy and patient engagement. 

Getting Started
Contact your OCHIN Account Manager to learn more and get started using 
CareMessage in your clinic.

“We have a good turnout 
of patients, either calling or 
showing up, arriving to the 
services we were offering, 
whatever we were trying to get 
the patients to come to.”

Ana Vazquez Alvarado   
EHR Integration Manager  
Saban Community Clinic 
 

“As other managers started to 
get wind of it, they started to 
utilize it as well.”

Eion Gossett   
Health Informatics Analyst  
Saban Community Clinic
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