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UMass Memorial Health Care is committed to improving the 
health status of all those it serves and to addressing the health problems 
of the poor and other medically underserved populations. In addition, 
nonmedical conditions that negatively impact the health and wellness of 
our community are addressed.

Community Benefits Mission

Community Benefits Total

$167.8 Million

UMassMemorial
Health Care

Other Significant Expenses Total

$10.4 Million

UMass Memorial Health Care

Subsidized
Health Services

$11.3 M

Health Professions
Education

$76.4 M

Contributions
Associated with

Charity Care
$75.1 M

Community Health Programs
Partnerships, Donations,

Community Building
$5.0 M

Bad Debt*
$8.7 MMedicare

Shortfall**
$1.7 M

Community Benefits are programs and services 

provided by not-for-profit hospitals to improve health 

in communities and increase access to health care. 

They are designed in response to identified community 

needs and address disparities among disadvantaged 

and vulnerable populations. Community Benefits are 

not provided for marketing purposes and must meet 

at least one of the following criteria:

• Improve access to health care services

• Enhance the health of the community

• Advance medical or health knowledge

• Relieve or reduce the burden of government 

or other community efforts

UMass Memorial Health Care contributed nearly 

$167.8 million to positively impact the health 

and well-being of the communities we serve. Our 

Community Benefits contributions support charity 

care, subsidized health services, education of health 

professionals, community-based programming and 

partnerships. In addition, almost $10.4 million in 

other expenses were absorbed through bad debt 

write-offs and Medicare shortfalls. 

Community Benefits

   * Bad debt: Expenses for receivables that can no longer be collected and are written off.
** Medicare shortfall: Net loss incurred for the cost of providing services to Medicare patients versus income received from the  
     Medicare program.  
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As the largest not-for-profit health care delivery system in Central New England, 
UMass Memorial Health Care understands that targeting prevention measures 
and addressing root causes of disease are vital to keeping our community healthy. 
Achieving this end requires working closely with our community partners to 
identify and develop effective strategies and intervention models.  

Our system has a longstanding history of going beyond the hospital walls and 
working closely with community partners and residents to improve health and 
address disparities among our most vulnerable populations. As we enter this new 
era of Health Care Reform, community-based prevention will continue to play an 
increasingly critical role in health care. As such, our health care system will need 
to work closely with the community to address the complex, social factors that 
impact health.

I look forward to continuing to work with our many existing partners, forging new alliances and exploring 
opportunities to pave the way to achieving a healthier community for all.
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Dear Friends and Colleagues,
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• Advocacy groups

• Medically underserved populations

• Neighborhood groups

• State and local government officials

• State and local Health Departments

• The City of Worcester

• Community health centers

• Schools & other community-based organizations

• Largest not-for-profit health care system 

in Central New England

• Largest health provider for the uninsured outside Boston 

• Only safety net provider in Central New England 

and the 4th largest in the Commonwealth

• Supports a dedicated financial benefits program that 

connects the medically underserved and uninsured 

populations to health insurance and other services

Community Benefits Report 2012

About Our System Our Community Benefits Partners

Licensed Beds
System Total 

1,108

Hospital 
Admissions

(including newborns)
System Total 

60,920

Emergency 
Room 
Visits

System Total 
273,108

Outpatient Visits
System Total 
1,056,126

 UMass Memorial Health Care System

★

★★

★★

HealthAlliance Hospital

Marlborough HospitalWing Memorial Hospital

Clinton Hospital

UMass Memorial 
Medical Center

★

Plumley Village 
Health Services 

★

Barre Family Health Center

Care Mobile
5,976 Patient Visits

Life  Flight
529 Flights

Employees
System Total 

13,000
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A Community Health Improvement Roadmap



Advancement of health is critical to improving the quality 
of life in a community and enhancing its future social and 
economic well-being. In 2012, UMass Memorial Medical 
Center, the City of Worcester Division of Public Health 
(WDPH) and Common Pathways—a coalition of local 
nonprofits, businesses, residents, health care providers, 
and city and state officials—co-led a comprehensive 
improvement effort to determine local health priorities.
 
First, a Community Health Needs Assessment (CHA) 
was conducted for Worcester and five outlying towns: 
Shrewsbury, Millbury, West Boylston, Leicester and 
Holden. The assessment, which is updated every three 
years, combined data from multiple primary and secondary 
sources, and incorporated interviews with diverse groups 
of medical emergency, specialty and primary care providers, 
as well as other stakeholders. Focus group discussions 
were also held in the community, and more than 1,300 
responses were received from an online survey.  In total, 
1,745 individuals—representing neighborhoods, youth, 
immigrant groups, seniors and leaders in government, 
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philanthropy, education, social service and health care—
provided input.
 
Guided by a 22-member advisory committee that included 
UMass Memorial and informed by the CHA, 150 
individuals representing institutions and organizations 
across all sectors convened to develop a Community Health 
Improvement Plan (CHIP) directed toward affecting 
change in a coordinated way. The plan addresses five 
domain areas (priority areas of equal importance, see below) 
and will serve as a roadmap to the future health of the 
Greater Worcester region.
 
By design, the UMass Memorial Community Benefits 
mission and funding plan align with CHIP priorities. 
The Medical Center continues to work closely with the City 
of Worcester to leverage resources, maximize opportunities 
to address CHIP strategies and ensure community 
engagement to foster a collective impact approach. The 
CHA and CHIP are available on the UMass Memorial 
website or by request from the Community Relations office.

UMass Memorial’s close partnership with the City of 

Worcester Division of Public Health provides a framework 

for the promotion of health and disease prevention for 

all city residents including the most vulnerable and 

medically underserved populations. As part of its 

Community Benefits programming, UMass Memorial 

financially supports the position of the Worcester 

Commissioner of Public Health as one means of 

addressing multiple complex health problems among 

vulnerable groups, promoting public policy and fostering 

the development of numerous collaborative programs 

for overall health improvement citywide.

Partnering with Public Health

·  Healthy Eating/Active Living

·  Behavioral Health

·  Primary Care/Wellness

·  Violence/Injury Prevention

·  Health Equity/Health Disparities

CHIP Domains

“... CHIP provides an approach that is structured and specific enough 
to guide decisions and flexible enough to respond to new health challenges.”

CHIP Focus Area 
Worcester

Shrewsbury  .  Millbury  .  Leicester
West Boylston  .  Holden

–2012 Greater Worcester Region Community Health Improvement Plan
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Maintaining a Healthy WeightStriving Toward Healthy Weight



For Worcester seniors in public housing, 
keeping fit has been more fun through 
a weekly exercise class offered by Sharon 
Lindgren, UMass Memorial literacy 
coordinator. “They told us that they 
wanted to exercise so we started slowly 
with simple movements. But they were 
soon bored with that!” For two years, 
they have been “Sweatin’ to the Oldies.” 
The group lost 200 pounds while 
retaining a high level of class participation. 

A similar program that includes 
kickboxing, yoga and zumba has also 
been successful for the women’s group 
at Plumley Village, a family-centered 
low-income housing development. In 
addition to physical activity, they attend 
monthly health and nutrition workshops. 
As a result, they started a community 
garden, now in its third year. “Initially, 
no one would eat salad at our celebration 
cookouts,” added Ms. Lindgren. “Now, 
everyone takes it, even the kids. It has a lot 
to do with nutrition classes and growing 
their own produce.”

Fitness is also important for public 
school students, especially during the 
summer and after school. “Summer 
Shape-Up,” a fitness and sports program, 
was provided to 85 students at Belmont 
Street Community (BSCS) and City View 
elementary schools, where the majority 
received free/reduced lunch. An after 
school program for 50 students was also 
offered. “As our partner, UMass Memorial 
gives us an opportunity to augment our 
academic program with fun, engaging 
and structured team play. They exercise, 
run obstacle courses, and play games 
like dodge ball and baseball,” said Susan 
Proulx, principal at BSCS. “It develops 
good sportsmanship, improves their 
capacity to learn and fosters a lifelong 
habit of physical activity.”
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Physical Activity and Fitness

Wheels to Water
Wheels to Water was established in 2009 when economic challenges 

led to the closing of nine community pools in Worcester. The 

program, which is made possible through a collaborative effort 

with the City of Worcester and other community organizations, 

provides free transportation, swimming lessons, and a healthy 

lunch and literacy program. In 2012, almost 1,300 youth registered 

and participated in 2,355 swim lessons; nearly double the number 

(1,186) of lessons over the previous year.

Youth in Charge Bike-Powered Movie
Youth in Charge, a youth-run environmental and social justice 

program operated through the Worcester Roots Project, inspired 

youth and residents of Plumley Village to engage in healthy eating 

behaviors by producing an educational film focusing on obesity and 

physical activity. Residents then rode a stationary bike during the 

outdoor screening to generate power for the projector.

12,785
Meals were served through 

Wheels to Water
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Why good nutrition is important
• Hunger and poor nutrition impact children’s development    

  and learning.

• People living in communities without a supermarket tend  

  to suffer disproportionately from a high rate of obesity,  

  diabetes and other diet-related diseases.

• When access to supermarkets is lacking, residents from  

  low-income neighborhoods rely on convenience stores  

  that offer lower-quality foods that are high in calories, 

  fat and sugar at higher prices.

Marlborough Hospital Promotes 
     Healthy Weight & Nutrition
As part of its Community Benefits programming, 

Marlborough Hospital presents healthy eating workshops 

for area residents throughout the year. Led by the Nutrition 

Department, workshops feature topics such as food 

selection and appropriate portion size. “Eat Right, Your 

Way, Every Day” seminars promote physical activity and 

additionally include training on healthy grocery shopping 

and cooking techniques.

SNAP Enrollment
To improve health care and food access for the uninsured/

low-income population, UMass Memorial Medical Center 

and its affiliates—HealthAlliance, Clinton, Marlborough 

and Wing Memorial Hospitals—provide enrollment 

assistance for health insurance, SNAP (food stamps) and 

Women, Infants & Children (WIC) nutrition vouchers. A 

total of 13,436 people were assisted in 2012.

Combating Hunger and Food Insecurity

–2012 Greater Worcester Region 

Community Health Improvement Plan

GOAL 
“Create an environment and community 

that support people’s ability to make 
healthy eating and active living choices 
that promote health and well-being.”



Worcester Food & Active Living Policy Council 
(WFALPC) engages diverse partners to foster a healthy 
and just food system and active community environment 
through education, advocacy, incorporation of diverse 
perspectives, and celebration of accomplishments. By 
working collaboratively for change in policy and food 
systems both nationally and locally, the Council, which 
encompasses 50 individuals and organizations including 
UMass Memorial, strives to improve the physical 
environment for everyone who lives and works in the city. 

Beginning in 2006 with a focus on food, the Council 
has helped to increase access to healthy, nutritious food 
particularly in areas of Worcester where supermarkets are 
scarce. Successes include supporting the public schools in 
an effort to make lunches healthier and locally sourced; 
increasing the availability of fresh produce through weekly 
farmers’ markets and a mobile market; and advocating 
for legislation that expands traditional food distribution 
systems and allows for innovation.

More recently, WFALPC has added an active living 
component to create more access to public spaces for 
increased physical activity. Working closely with the City of 
Worcester, the Council promotes the addition of safe bike 
and walking paths when roads are repaved and encourages 
the participation of local residents in the planning, design 
process and other public and private elements.

“UMass Memorial has been on the Council Steering 
Committee since its founding and has provided stability 
and guidance for us to push forward,” said Liz Sheehan-
Castro, WFALPC project manager. “The hospital is 
an important player in combating hunger in the city 
especially in the Bell Hill neighborhood through the 
mobile market, community gardens and healthy cooking 
classes at public housing complexes. UMass Memorial 
continues to invest in our city and creates the relationships 
to make a difference.”
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Worcester Food & Active Living Policy Council

Top left: Congressman James McGovern, an advocate for food justice, 

visits the Grant Square garden.
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Partnering with the Regional Environmental Council, UMass 

Memorial supports the Grant Square community garden in 

Worcester’s Bell Hill neighborhood, a food insecure area. 

The 20-bed garden is planted, maintained and harvested by 

20 families and 12 youth. Produce from the garden is made 

available through the Veggie Mobile to Bell HIll residents and 

also through the Regional Environmental Council’s  Farmers’ 

Markets. UMass Memorial funding supports five youth 

employees and leverages funding for an additional seven. 

Through this program, youth learn about organic farming 

while developing leadership skills.

Youth in Charge, a group of teens that advocates for social 

and environmental justice in Bell Hill, used UMass Memorial 

funding to prepare land for the building of a playground at 

Plumley Village. The playground expands green space and 

increases the opportunity for physical activity for children 

living in this public housing site, and is the only recreational 

facility available to these neighborhood residents.

Clinton Community Garden & Greenhouse
Since 2007, a garden on the grounds of Clinton Hospital has 

provided planting beds for nine families and a local food 

program. Through the support of Clinton Hospital and other 

collaborators, high school juniors are developing a green-

house project through the United Way Tri-County Youth 

Venture program to bring fresh produce to local residents.

Plumley Village Community Garden
The garden at Plumley Village includes 26 planting beds 

maintained by families living at the housing complex. There 

is a waiting list to expand the garden and increase growing 

capacity. Part of a broad initiative to increase access to nutri-

tious produce, residents are also exploring the possibility of 

building a greenhouse in this food insecure area.

Planting Community Gardens

Grant Square Community Garden Plumley Village Playground

700
Children live in Plumley Village
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For low-income families, a desire to eat healthy food 
often meets three obstacles: proximity, affordability and 
familiarity (how to prepare whole foods). Proximity is a 
major factor because if people have no transportation—
even if healthy food is offered affordably—they cannot 
get to it. Through innovative thinking and the backing 
of community partners, a mobile farmers’ market, also 
known as the “Veggie Mobile,” is bringing fresh produce 
to food-insecure neighborhoods.

“We started the mobile market in answer to a problem 
and a success,” said Steve Fischer, executive director 
of the Regional Environmental Council of Central 
Massachusetts (REC). “In 2008, REC piloted a 
successful stationary farmers’ market in a Worcester 
neighborhood where access to healthy food was limited. 
Based on the success of this market, which we still run, 
we received calls from residents in other neighborhoods 
saying they wanted to have one in their own area. 
While it seems like a simple undertaking, establishing 
a full-season farmers’ market is more complicated and 
resource-intensive than one might imagine. We had 
heard of a few mobile markets in other parts of the 
country, and thought this might be an elegant solution 
to increase access to healthy, affordable food for more 
families. With the strong commitment of key partners 
and funders, including UMass Memorial, we were able 
to get the first Veggie Mobile on the road within a 
year. We made nine weekly stops our first season, and 
with growing demand, we now make 16 stops, reaching 
hundreds of families and seniors with fresh, affordable, 
locally grown fruits, vegetables, meat and eggs.” 

More success stories have come from this effort. In 
addition to cash and credit, REC’s stationary and 
mobile farmers’ markets accept senior and Women, 
Infants and Children (WIC) nutrition coupons, and 
SNAP (food stamps). As a direct result of the mobile 
market, redemption of WIC coupons in Worcester 
went from an annual rate of approximately 40 percent 
to more than 70 percent in one year. UMass Memorial 
helped increase demand for the market’s healthy food 
through an incentive program to double the value of 
SNAP purchases in the Bell Hill neighborhood near 
the hospital.
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Creating Youth Leaders
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Peer pressure is a powerful influence 
and sometimes, young people have 
misperceptions of what is “normal.” When 
it was shown that 73 percent of students 
at North High School in Worcester did 
NOT drink alcohol, the Healthy Options 
for Prevention and Education (HOPE) 
Coalition—a youth-adult partnership 
funded by UMass Memorial that helps 
to reduce youth violence, substance use 
and promote teen mental health—began 
a campaign “Are You D’ (Down) with 
the 73?” to raise awareness and start to 
change perceptions about social norms. 
“HOPE Coalition peer leaders considered 
an environmental strategy to target the way 
people think and let positive peer pressure 
become part of the school’s culture,” said 
Laurie Ross, PhD, program coordinator. 
“The campaign was about prevention. 
Alcohol usage is lower in ninth grade, and 
if it can be delayed, young people are much 
less likely to have drinking problems. This 
approach doesn’t work for kids already 
in need of intervention, but it is a very 
inexpensive way to affect change for a large 
number of students.”

Peer leaders met with the health 
department and Worcester Public Schools 
leadership, and gained support from 
the principal and teachers in the high 
school’s health science academy. They 
distributed backpacks, bracelets, lanyards 
and logo items, and offered suggestions 
about alternative activities that teens 
like to do. Over the course of a two-year 
study, a student survey showed that while 
alcohol use rose slightly between ninth 
and eleventh grades, it was well below the 
Worcester, state and national rates, and 
episodic heavy drinking actually decreased.

HOPE Coalition

Peer Leadership Program
Lung cancer is a leading cause of death in Worcester. Following 

their success in establishing a new city ordinance banning 

tobacco sales from all health care institutions, peer leaders 

remain engaged by monitoring adherence. They additionally 

aid in organizing “Kick-Butt” campaigns and lobbying efforts 

including the statewide 84 Campaign to reduce tobacco use.

Youth Substance Abuse Prevention Task Force
HOPE Coalition currently co-chairs the Worcester Division of 

Public Health Youth Substance Abuse Prevention Task Force 

to reduce alcohol, tobacco and other drug (ATOD) use among 

young people.

HOPE Youth Worker Training Institute (YWTI)
YWTI, a 15-week course funded by UMass Memorial, is designed to 

enhance the knowledge, skills and professional development of front 

line staff at youth organizations. Offered in collaboration with Clark 

University, this educational opportunity addresses effective planning 

and program management, and empowers staff to be more effective 

in delivering services to a high-risk population.

Left: A HOPE Coalition peer leader wears an “RU?” logo t-shirt for the anti-drinking 

campaign at North High School. Above: Dr. Laurie Ross leads the discussion at a 

program meeting.



Having good job skills and career training opportunities 

improve the likelihood of youth to be employed and live 

healthier lifestyles. UMass Memorial’s Building Brighter 

Futures For Youth (BBF) initiative provides summer 

and year-round employment opportunities for young 

people. Through a collaborative effort with the City of 

Worcester, Worcester Community Action Council and 

other organizations, BBF matches placements to selected 

participants and offers them valuable work experience 

by UMass Memorial staff from departments throughout 

the Medical Center. Since its inception in 2005, BBF has 

employed approximately 55 individuals every summer.

YouthNet
YouthNet, an anti-violence program involving eight agencies—

The Boys & Girls Club of Worcester, Friendly House, Girls 

Inc., Worcester Youth Center, Y.O.U., Inc., YMCA, YWCA 

and the Massachusetts Society for the Prevention of Cruelty 

to Children—provides recreational, educational and health 

and wellness activities to underserved middle schoolers. On 

average, 200-300 youth participate daily in summer activities.

Health Career Expo
UMass Memorial, together with the University of 

Massachusetts Medical School, Worcester Public Schools, 

Boys & Girls Club and the City of Worcester Youth Office, 

held an annual Health Career Expo at the College of the 

Holy Cross. Over 470 high school students met with 70 

providers and nine area colleges to learn about health 

career opportunities and post-secondary requirements.

Breaking the Poverty Cycle Through Youth Jobs

614 UMass Memorial Health Care

With UMass Memorial funding, the City of Worcester Youth 

Opportunities Office coordinates the Wheels to Water 

program and works with the state-funded YouthWorks 

summer program. The Youth Office partners with nonprofit 

organizations to create meaningful job placements for youth. 

Support from UMass Memorial has greatly contributed to 

collectively securing nearly $2 million in funding annually. 

7,000
Youth have been placed in summer jobs since 2008

Building Brighter Futures For Youth Worcester Youth Office



Developing

A strong correlation exists between low socio-
economic status and poor health outcomes. Through 
meaningful job opportunities, inner-city youth can 
obtain the foundation they need for a healthier and 
more economically vibrant future. Seven years ago, 
Worcester Interfaith, an association of organiza-
tions reflecting the religious, ethnic and geographic 
diversity of the city, met with families to hear about 
issues young people were facing. Among the high-
est concerns was unemployment due to the sluggish 
economy, an influx of immigrants to the region and 
older workers remaining in the system. “We knew 
state funding was key and looked for groups to 
provide employment as well as contribute the state-
required 20 percent match. UMass Memorial was 
that match on both counts,” said Frank Kartheiser, 
director and lead organizer. “In addition to fund-
ing, UMass Memorial immediately created dozens of 
openings for youth and has continued to do so. No 
other area business has this level of commitment.

“We developed a good system to bring 16- to 24- 
year-olds into the program, and with support from 
our state representatives and senators, increased 
state funding for Worcester. Through paid summer 
and year-round work at youth-serving agencies and 
UMass Memorial, young people get financial literacy 
training, contribute monetarily to their own families, 
become leaders in their neighborhoods and explore 
possible career paths.”

Jill Dagilis, executive director of Worcester Commu-
nity Action Council, the federal anti-poverty agency 
for Central Massachusetts agrees. “Education and 
employment are primary pathways to self-sufficiency. 
Through 50 public-private partnerships across vari-
ous sectors, we employ, on average, more than 300 
youth during the summer. Our local program stands 
as a state model. UMass Memorial has headed the 
city’s leadership council to address this issue, pro-
vided the local match required for state funding and 
created hundreds of jobs. John O’Brien, former presi-
dent and CEO of UMass Memorial Health Care, 
‘walked the walk,’ and led the way for everyone else. 
It’s a model that works.”

15Community Benefits Report 2012



16 UMass Memorial Health Care

UMass Memorial Care Mobile Dental Services
The Care Mobile brings dental services to 1,600 children 

annually at 15 schools in the City of Worcester, where 

tooth decay is high due to a lack of fluoridation in the 

water supply. Dental hygienist Jamie Russell applies 

fluoride treatments and sealants, and instructs elementary 

school students in good oral health techniques.

HealthAlliance Determination of Need (DoN) 
Community Health Initiative
The Community Health Network Area of North 

Central Massachusetts, a coalition created by the state 

Department of Public Health that includes HealthAlliance 

Hospital, distributes DoN funds to address health equity 

issues; specifically, to develop grassroots leadership 

programs among African American, Latino and Hmong 

populations. Funding is also used to decrease absenteeism 

and dropout rates in the region’s schools.

Plumley Village Health Services (PVHS)
This licensed family practice clinic was established by 

UMass Memorial in 1992 to improve the health of the 

community by providing medical care, health education 

and prevention services. PVHS combines public health 

methods and medical services to address identified needs. 

UMass Memorial funds a bilingual outreach worker who 

helps Worcester’s Latino population address obesity and 

related chronic diseases.

Extending Primary Care

–2012 Greater Worcester Region 

Community Health Improvement Plan

GOAL 
“Create a respectful and culturally 
responsive environment that fosters 

prevention, wellness and access to quality 
comprehensive care for all.”
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Barre Family Health Center (BFHC), part of the 
UMass Memorial Health Care system, has served rural 
Barre, MA and its nine surrounding communities for 
40 years. Beginning as a small practice in the center of 
town, it grew to a modern campus with comprehensive 
lab services and 22 attending physicians and medical 
residents with specialties in family practice, cardiology, 
nutrition, podiatry, urgent care and behavioral health. 
The center accommodates everyone from farmers to 
business professionals with a full spectrum of team-based 
care and a focus on families. Doctors provide care from 
birth to death for patients, as well as their children and 
grandchildren. 

“It’s important to invest in a rural community, to 
provide adequate health services, including dentistry and 
mental health, and to give residents hope,” said Susan 
Begley, BFHC ambulatory manager. “Poverty is hidden 
here. There is high unemployment, little money and 
people suffer from substance abuse, chronic pain and 
hunger in the same way as city residents but with much 
less access to health care. We have patients who have not 
seen a dentist in 10 years because the services are simply 
not available to them locally.” Behavioral health issues 
are paramount. With the recent addition of a clinical 
care manager, BFHC assists patients with psychosocial 
problems who were discharged from the emergency 
room and connects them with visiting nurses, meals, 
medications and the transportation they need.

BFHC offers assistance with health insurance and 
SNAP (food stamp) enrollment and is involved with 
the Barre Food Bank, an emergency health hotline, the 
Barre Senior Center, housing and grassroots projects. 
“We are actively engaged in community outreach 
because local residents don’t have the support of 
organizations and resources that city dwellers have,” 
continued Ms. Begley. “That is the greatest difference 
about working in a rural community.”

Barre Family Health Center
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Connecting to Health and Wellness
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Overcoming barriers to health care 
sometimes involves physically bringing 
a patient to the clinic. For low-income 
women with high-risk pregnancies, the 
Emergent Patient Transport program 
offers quick, and in many cases life-saving, 
access to prenatal care when other means 
of transportation are not affordable or 
unavailable. “The Medicaid prescription 
transport program requires a three-day 
advance notice for patients, adding to the 
risk. But we have a solution for all of our 
patients experiencing birth contractions 
and other delivery complications that don’t 
require an ambulance and for patients who 
try to avoid prenatal care,” said Christine 
McGrain, LSW, for UMass Memorial 
Community Women’s Care. “The cab 
company staff knows us well and is aware 
that patients are coming for treatment or 
a brief hospital stay. The program provides 
for healthier pregnancies and newborns.”
 
Improving health care access can also mean 
bringing the clinic to patients where they 
live. Initially launched in 2000, the new 
state-of-the-art UMass Memorial Ronald 
McDonald Care Mobile does just that. 
The vehicle hit the road in July 2012 with 
a larger, more functional and efficient 
ambulatory space resembling those in 
brick and mortar clinics. In addition to 
providing more privacy for patients, the 
van is equipped with a medical and dental 
suite, lab functions, credentialed medical 
interpretation and the future potential 
for additional dental services. “The Care 
Mobile is a gentle open door to health 
services, and a gateway to social services 
and a medical home for 10 Worcester 
neighborhoods and 15 schools, said Sara 
Connor, FNP, Care Mobile manager. “It is 
also part of a referral network that includes 
two community health centers and six 
volunteer-based free clinics.”

Health Literacy

Southeast Asian Coalition
The Southeast Asian Coalition plays a critical role in connecting this 

vulnerable Worcester population to community resources. Serving 

2,000 people annually, it offers English classes, job training, nutrition 

and exercise programs, and a connection to health services through 

the Care Mobile. A physical fitness program for youth features 

traditional lion dancing, boxing and group workout sessions.

Reach Out and Read
Low literacy is tied to poor health outcomes. A collaboration with 

this national program makes literacy a standard part of pediatric 

primary care visits. UMass Memorial doctors encourage family 

reading by giving every child, from six months to five years old, a new, 

developmentally appropriate book. The effort includes book drives 

and ongoing strategy training for medical residents.

Wellness Education at Belmont Street Community School
To link parents to health and prevention resources, monthly Parent/

Teacher Organization meetings are held at the elementary school in 

Worcester’s Bell Hill neighborhood. Meetings feature expert speakers 

from the clinical system and cover health and wellness topics such as 

nutrition, oral health, asthma and behavioral disorders. 

Left: Medical director James Broadhurst, MD, and the Care Mobile team.
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Youth Mental Health Model
To remove the stigma and barriers associated with 

mental health services, HOPE Coalition peer leaders 

developed a model to integrate mental health 

counselors into the staff at the Boys & Girls Club, 

Worcester Youth Center and YouthNet. Through 

a partnership with The Massachusetts Society for 

the Prevention of Cruelty to Children, 600 youth 

participated in counseling, therapeutic groups and 

crisis intervention. 

Center for Autism and Neurodevelopmental   
       Disorders (CANDO)
The center is designed to assess and provide stabilizing 

treatment for youth and families with autism spectrum 

disorders. Staffed by a psychiatrist, a neurologist, a 

developmental pediatrician, an occupational therapist, 

a speech therapist, a behavioral specialist and a family 

resource parent, CANDO also focuses on research and 

workforce development.

Adult Intellectual Disabilities Team
The hospital system’s Adult Intellectual Disabilities Team 

provides multidisciplinary assessment and treatment for 

adults with intellectual disabilities, psychiatric illness 

and co-morbid medical conditions. Recognized as a 

national and international leader in the field, the team 

has recently opened what is thought to be the first multi-

specialty medical home for these individuals.

Tackling Mental Health

–2012 Greater Worcester Region 

Community Health Improvement Plan

GOAL 
“Foster an accepting community 

that supports positive mental health…
for all who live, learn, work and play 

in the region.”
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Across the nation, inadequate access to inpatient and 
outpatient mental health services is a growing problem 
and UMass Memorial has made a commitment to support 
this much needed service. In 2012, UMass Memorial 
Health Care operated 122 psychiatric beds and provided 
39,862 days of inpatient psychiatric care. UMass 
Memorial Medical Center operated 53 psychiatric beds at 
95 percent occupancy: 27 beds at the University Campus 
and 26 beds located in the newly constructed, state-of-
the-art Psychiatric Treatment and Recovery Center at 
26 Queen Street in Worcester. 

The hospital’s Emergency Mental Health Services 
(EMHS) provides over 6,500 psychiatric evaluations per 
year. Despite this local access, over 30 percent of EMHS’s 
adult patients must go outside the region to receive 
inpatient psychiatric care. About 63 percent of the medical 
center’s psychiatric inpatients are supported by public 
insurance and an additional 10 percent are uninsured.  

On an annual basis, the Department of Psychiatry 
provides over 40,000 outpatient psychiatric visits. The 
medical center’s psychiatry clinic participates in medical 
and graduate school training programs and is one of only 
a few sites in the region to provide care to individuals 
regardless of their insurance status and ability to pay.
 
Presently, there are no inpatient psychiatric beds for 
children in Worcester County. EMHS provides over 
1,500 psychiatric evaluations to youth under 21. “We 
know that families need to have their services close 
to home and the development of community based 
alternatives in Central Massachusetts has allowed this 
to happen,” said William O’Brien, executive director of 
the UMass Memorial Behavioral Health System. “With 
the continued support of UMass Memorial Health 
Care and ongoing collaboration with schools and youth 
organizations, we are moving to provide our youth and 
families access to robust programming on the local level.”

 UMass Memorial Behavioral Health System

Right: William O’Brien discusses program issues with a UMass Memorial 

team member.



Easing Life’s Journey
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Twenty years ago, patients coping with 
chronic illness and approaching the end 
of life went into a nursing facility. With 
health care reform, the high cost of long-
term institutional care and advancement 
in hospice services, more patients may 
now remain at home with support from a 
competent, caring hospice team.
 
At HealthAlliance Home Health & 
Hospice, that team includes a medical 
director, nurses, a chaplain, a social worker, 
home health aides and volunteers, as well 
as a bereavement counselor. Annually, they 
assist 300 patients in Leominster, MA, 
and 22 surrounding communities, and the 
need is growing. Education and one-on-one 
interaction reduces fear and uncertainty, as 
well as improves the quality of life. The goal 
is to identify and connect with patients and 
families as early as possible.
 
“We build trust by beginning a relationship 
early on with a patient with advanced chronic 
illness whose condition cannot be turned 
around with medical intervention—such as 
cancer, heart failure, respiratory failure and 
dementia—and connecting them to many 
more services than are available to emergent 
or acute patients,” said Christine Dixon, RN, 
executive director. “Hospice doesn’t have 
many of the boundaries that home health 
or inpatient care does. We can provide as 
much medication, equipment, staffing and 
volunteer support as a patient needs.”
 
When a patient elects and qualifies for 
hospice, the team assists in the transition 
from a treatment-centered approach to 
medical management. With 24-hour on-call 
support, patients can avoid unnecessary 
emergency room visits and have fewer (or 
no) hospital admissions. They can live longer 
with a higher quality of life when introduced 
to hospice early enough, and some can even 
be managed into remission.

Hospice Programs
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For the team at Wing VNA and Hospice, serving Palmer, MA and 

the surrounding rural community, two key components of care are 

family bereavement counseling and physician education.

“We are coaches and teachers for families,” said Jody Dion, 

executive director. “It is an emotional and often frightening 

time. We encourage them to improve family closeness, address 

reconciliation issues, increase their sense of coping and appreciate 

their loved one. We offer bereavement support prior to and for 13 

months following their loss.”

Physicians, residents and interns also consult with the team on 

how to start the conversation about hospice and transition away 

from treatment mode. “It’s really about symptom control,” said 

said Marcia Turner, hospice manager. “In the 1980s, most patients 

had cancer. Now, with strides in research, over half of patients 

have a chronic illness—such as heart, lung, kidney or liver disease—

and estimating longevity is not as simple. The medical community 

is learning that doing everything possible for someone whose 

prognosis is measured in months isn’t always the best. We focus on 

comfort and caring rather than curing.”

Left: Butterflies are released during a memorial service, attended by the staff and 

families, to honor 200 HealthAlliance hospice patients who died in the past year.



Access to Care
• Oral health and primary care at community          

health centers
• UMass Memorial Ronald McDonald Care Mobile
• YMCA Men’s Health & Families program
• Elder medical services at Worcester Housing Authority 

and Centro Las Americas
• Southeast Asian Coalition
• Health insurance enrollment
• Plumley Village Health Services
• Hector Reyes House
• Akwaaba African Clinic
• Outreach education programs
• UHAI African Women Organization

Bell Hill Healthy Community                                               
    Outreach and Revitalization
•   Crime Watch and Bell Hill Task Force meetings
•   Family health and support services at two schools
•   Increased availability of fresh produce 

Coalition-Building Efforts
•   Central Massachusetts Oral Health Initiative
•   Common Pathways
•   North County Minority Collaboration for Community     
         Development & Health Equity   

Obesity and Healthy Weight
• Wheels to Water
• Belmont Street School exercise programs
• Plumley Village Path to Wellness
• Act FRESH–Massachusetts Public Health Association
• Community gardens
• Regional Environmental Council mini-farmers market 

and Veggie Mobile
• Food pantries and SNAP food stamp enrollment
•    Community nutrition, education, outreach & screenings   

Programs Enhancing Community Health
•   Injury prevention programs
•   City of Worcester Commissioner of Public Health
•   Public health nursing program, Belchertown
•   Palmer Senior Center nurse
•   Smoking cessation education programs 

Literacy
• Reach Out & Read
• Health literacy outreach
• YWCA Teen Parent Program
•    Worcester Education Collaborative 

Youth At-Risk
• Building Brighter Futures For Youth
• HOPE Coalition
• Workforce and mentoring programs
• Health career scholarship fund
• YouthNet violence prevention
• Worcester Youth Center
• Career Expo at the Boys & Girls Club
• City of Worcester Youth Opportunities Office
• Mental health services at community sites
• Worcester Youth Training Institute

Other Contributions                                             
•    American Heart Association
• Community-based support groups
• Cancer Walk
•    Advocacy for health care access   
•    Central Massachusetts Walk for Homelessness
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Our system supports additional community initiatives, including:



American Hospital 

Association (AHA) recognized 

HOPE Coalition for its efforts 

to understand and address 

behaviors that cause poor 

health among inner-city 

youth. The Coalition’s work 

to minimize tobacco use 

among Worcester youth—

through tighter regulation 

and distribution of sale permits and elimination of 

neighborhood advertising—was noted in Community 

Connections, an AHA publication for hospital leaders that 

features innovative programs combining education and 

support to promote healthier communities.

Mónica Lowell, vice president 

of Community Relations, 

UMass Memorial Health Care, 

was honored by Health Care 

For All as the first recipient of 

the John Auerbach Community 

Leader Award. The organ-

ization seeks to create a 

consumer-centered health care 

system for all residents of the 

Commonwealth. Ms. Lowell was recognized for her 

work as an advocate for the most vulnerable 

populations of Central Massachusetts and for 

addressing systematic issues that impact physical and 

socioeconomic well-being. 

Former UMass Memorial 

Health Care president and 

CEO John O’Brien received an 

honorable mention for Modern 

Healthcare magazine’s inaugural 

Community Leadership Award 

that recognizes executives for 

their work to improve the health 

and well-being in communities. 

Chosen as one of five nation-

wide, Mr. O’Brien was commended for his long-standing 

commitment to champion youth jobs and Community 

Benefits programming, including fighting obesity and 

improving healthy eating to enhance the life and health of 

low-income youth.
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Ana Rodriguez, community 

liaison, UMass Memorial 

Community Relations, was 

named the recipient of the 

2012 Thomas Jefferson Award 

by the Worcester Public 

Schools. Principal Susan 

Proulx, EdD, and the staff of 

Belmont Street Community 

School selected Ms. Rodriguez 

for her work promoting health care access in Worcester’s 

Bell Hill neighborhood by connecting families to medical 

care, dental services and insurance enrollment. She was 

also credited with launching an after-school fitness class 

and coordinating health education programs.

Community Recognition
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UMass Memorial Health Care is the largest not-for-profit health care system in

Central New England with 1,700 physicians and more than 13,000 employees. 

Our member hospitals, all fully accredited, are:

•  Clinton Hospital     •  HealthAlliance Hospital     •  Marlborough Hospital

•  UMass Memorial Medical Center      •  Wing Memorial Hospital and Medical Centers

UMass Memorial Health Care, Biotech One, 365 Plantation Street, Worcester, MA 01605

Tel: 508-334-1000      www.umassmemorial.org

UMassMemorial
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