
United Health Centers of the San Joaquin Valley 
Leverages Artera Harmony to Generate New 
Appointments and Drive Revenue

Challenge
As a rapidly expanding organization serving over 200,000 unique 
patients, UHC handles a significant volume of daily inquiries, primarily 
managed through the FQHC's centralized call center. Due to the high 
number of daily calls, the FQHC employs 30 agents dedicated solely to 
handling these. Managing patient interactions and scheduling 
appointments on this scale has proven challenging, however, leading 
to extended wait times, abandoned calls and a less-than-optimal 
patient experience. 

Other challenges UHC faced that affected operational efficiency and 
patient experience include:

• Labor-Intensive Processes: Significant staff time was consumed by
phone-based scheduling, which required dedicated agents to
manually collect patient information.

• Low Appointment Conversion Rates: With only 37 percent of calls
converting into appointments, the call center struggled to maximize
productivity, as many inquiries were unrelated to scheduling.

• Limited Rescheduling Options: Patients who canceled
appointments had no simple way to reschedule, risking the loss of
patients within the system.

Solution
Despite already using its EHR’s patient communication software, the 
California-based FQHC wanted to leverage a more advanced platform 
with upgraded functionality to reduce call volume, improve operations 
and convert more appointment bookings. This is why they chose Artera, 
going live with the system in March 2024. 

In addition to conversational messaging and Call-to-Text, the 
organization also implemented Conversation Builder (Flows), which 
allows providers to automatically engage patients in personalized, 
multi-step conversation sequences. The team believed that if they 
could automate the appointment scheduling process, they could 
reduce manual work for staff, streamline scheduling and convert more 
appointments. 
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The team’s goals included: 

• Leverage automation to reduce staff workload via 
Flows 

• Streamline the scheduling process to increase 
appointment bookings and revenue

• Give patients an immediate option to reschedule 
their appointment, ensuring they stay within the 
system 

The team first identified specific patient inquiries that 
could be automated, such as the welcome message, 
disclaimer, language preference, available services and 
rescheduling. Working internally, the UHC team analyzed 
patient messages to develop an extensive trigger library 
(terms that would trigger the Flows) and build engaging 
workflows - by establishing verbiage that would best 
resonate with patients throughout the conversation. 

The rescheduling workflow has been particularly helpful, 
as patients are encouraged to simply reschedule 
upfront versus cancel their appointment. In fact, UHC 
strategically does not use the word “cancel” or “stop” in 
its outreach to ultimately keep patients within the 
system.

All of these Flows streamline conversations to the point 
where automation leads almost 80 percent of patient 
interactions. According to Humberto Cafaggi Alvarez, 
Central Operations Director at United Health Centers of 
the San Joaquin Valley, “After the final automated 
question, we already have about 80 percent of the 
information we need for an appointment – almost 
everything." The last part of the process is then 
managed by one of the five staff dedicated to 
managing Artera. 
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Results
UHC is confident this new workflow is highly effective, achieving a 77% 
appointment success rate—more than double the 37% success rate of 
traditional phone calls. "The effectiveness of Flows is remarkable—not only 
does this approach streamline operations, but it also significantly boosts 
revenue,” said Cafaggi Alvarez.  

This automation has helped to dramatically scale operations as well. “We now 
manage 17,000 patients monthly with five agents, compared to 5,000 
previously,” Alvarez added. With seamless switching between channels, agents 
can now respond to 99% of patients within an hour, ensuring prompt service 
and building trust.  

The implementation of Flows represents more than just an operational 
upgrade for the FQHC – it signifies a shift in the way they interact with patients. 
By automating key workflows, UHC can deliver timely, quality care to its 100+ 
communities, fulfilling its mission while optimizing resources. As UHC expands 
its partnership with Artera, it’s exploring even more features, including Referrals 
and Branded Messaging. 

77%
appointment 
generation 

99%
of patients receive 
a response within 
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21%
decrease in call 
abandonment rate 
(from 14.5% to 11.45%) 

220%
increase in unique patients 
served per month 
through text (from 5.5K in May 
2024 to 17.7K in Dec 2024) 
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increase in appointments 
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The Heartie Awards recognize 
Artera’s top customers 

facilitating connected patient 
experiences. The awards are 

given out each year at Artera’s 
Heartbeat customer conference. 

Artera’s Connected Patient Rate* 
calculates the percentage of the 
total number of reached patients 
that are “Connected,” meaning 
they engaged in a meaningful 
dialogue with their healthcare 

provider over the past year. 

*Methodology developed by the Artera 
Data & Insights Team.




