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Community Health provides care for approximately 75% of 
residents in the Rutland Region of Vermont, without regard to 
income and insurance status. The organization offers preventative 
and behavioral health care, women’s health and well-child care, 
minor office procedures, and dental care across seven medical 
facilities and two dental practices.

Community Health wanted to reduce their no-show rates with 
an appointment reminder solution that could notify patients from 
multiple communication channels, including phone, text, and email. 
They also wanted to learn how they could improve the patient 
experience by gaining direct patient feedback from surveys.

Mission
Improve the health and wellness of all people in the communities 
they serve by providing access to excellent medical and dental 
primary care regardless of any financial consideration.

Vision
Throughout the organization, Community Health has the strongest 
of values. These values— trust, dedication, the desire to serve, 
tolerance, and inclusiveness—form their destiny: serving the 
community with the highest quality of healthcare for all. 

Customer Story

The Business Challenge

Time, resources, and money are lost to no-shows and cancellations at healthcare organizations every day. That’s time, resources, and money 
that could be spent delivering care, improving practice revenues, and investing in a better patient experience. In 2017, Community Health 
struggled with no-show rates and engaging patients more effectively when they were due for appointments. Community Health wanted a 
messaging solution that integrated with Medent, its EMR/EHR system, which would automatically send appointment reminders via phone, text, 
and email to their patients. Community Health also wanted to understand how patients perceived their visit to gain valuable insight into how 
they could enhance and improve the patient experience.
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The Solution

Appointment Reminders

To ramp up their pre-service communication efforts and reduce their no-show rates, Community 
Health chose RevSpring’s Talksoft™ Appointment Reminders, which enabled the organization 
to intelligently send reminders to patients across preferred digital communications channels 
to drive patient response. The solution made it simple for patients to confirm or reschedule 
appointments via phone, text, and email. The integration into Medent and messaging 
functionality also made it easy to see the results of the reminder program, as well as manage 
confirms, reschedules, or cancellations within the native scheduling system.

“Automating our appointment reminder process and sending them digitally has made it easier 
for us to connect and remind our patients about their scheduling commitments,” said Jill Jesso-
White, Community Relations Specialist and Corporate Compliance Officer at Community Health. 
“This technology has been especially crucial when communicating to our patients during 
Covid-19 about office closures and how to prepare for their visit when we resumed business.” 

Patient Surveys

After much success with appointment reminders, Community Health worked with RevSpring 
to add post-visit surveys to their patient experience toolkit. This digital, post-service survey 
solution helped Community Health receive patient feedback and use the insight to benchmark 
and improve their best practices. “Patient surveys have been a fantastic addition,” Jill said. 
“We’ve discovered that our patients are more apt to respond quickly to the survey when it is 
received digitally and can be completed from their phone.”

The Results

Community Health’s process has evolved from using valuable staff 
time and resources to call each patient about their appointments, 
to automating the process and using digital channels to connect 
with their patients…and their patients are responding positively to 
these digital touchpoints. 

“Our organization initially did not want to offer patient surveys 
electronically,” Jill said. “But, after seeing how patients responded 
to digital appointment reminders, we made the leap. The service 
has become so crucial that we’ve expanded it to our other  
provider bases, such as our clinical social workers, to gather  
more patient feedback.” 

Jill also noted that Community Health has become more data 
driven due to the real-time reporting and metrics provided 
by RevSpring. Patient consent for digital communications has 
increased, and their patient access center has been able to update 
and correct patient information, such as patient phone numbers. 

About Community Health

• Provided care to 187,848 patients across 8 locations  
 • 155,026 medical visits 
 • 14,550 dental visits 
 • 15,305 behavioral health visits 
 • 1,987 other visits 
   (case management/outreach/diabetes education) 

• 41,880 individual patients

• Employs 75 providers
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