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Deborah Colon to be honored at YWCA Tribute to Women
YWCA Northeastern Massachusetts 

has selected GLFHC Nurse Manager 
Deborah Colon, of Haverhill, as one of 
21 women it will honor at its 28th annual 
Tribute to Women awards luncheon. Co-
lon has worked for the health center for 
17 years, beginning as a medical assistant, 
then becoming an LPN and finally an 
RN. For the past two years, she has been 
Nurse Manager at GLFHC’s South Site.

“When I was very young, I always want-
ed to have a profession where I would be 
able to help others. I either wanted to be 
a teacher or a nurse,” Colon said in her 
nominee statement. “I chose to become 
a nurse because I am able to do both 
things: teach our population about their 
health and help them self-manage their 
conditions.”

Colon’s supervisor Maura Simpson, 

site operations manager for South, nomi-
nated her for the award. “Deb exemplifies 
what it means to be a community leader 
and a strong, yet caring, woman,” Simp-
son said in her own statement. “Through 
her dedication to the staff and patients 
of GLFHC, Deb accomplishes anything 
placed in front of her without hesitation. 
She is intuitive and proactive in caring for 
her patients.”

The 28th annual Tribute to Women will 
take place at DiBurro’s in Haverhill on 
Thursday, Oct. 26 from noon to 2 p.m. 
Tickets to the awards luncheon are $50 
and are available until Oct. 20. Proceeds 
from the event will be dedicated to fur-
nishing, equipping and starting operation 
of the new YWCA Haverhill Residence 
at 107 Winter Street, which is completed 
and ready for occupancy.

17 Years of Compassionate Care



John Silva
President & CEO

Fall is in the air, and with it, the winds of change
Dear Friends and Colleagues:

Fall is in the air, bringing with it huge changes in our primary healthcare world. Our 
Accountable Care Organization (ACO) has been approved by MassHealth and we are 
working feverishly to develop all of the policies, protocols, infrastructure, services, care 
plans, marketing initiatives, financial systems and information/data resources to begin 
providing services to our Mass Health population on March 1, 2018. One very impor-
tant announcement is the ACO’s appointment of our own Dean Cleghorn as the first 
CEO of the Merrimack Valley Health Partnership ACO! Dean will begin his new posi-
tion on October 1 and we, Lawrence General and Neighborhood Health Plan are excited 

about his leadership role!

 I have had the opportunity to visit many of our health centers and offices over the past few 
weeks to provide lunch for staff and sit and talk to anyone who wants to know why we do (or are do-
ing) the things we are doing, has a question related to same or simply wants to tell me what they think. 
It has been a very informative process with a great deal of good conversation.

 I am also excited that the latest (and hopefully last) attempt to kill the Affordable Care Act 
has once again failed miserably and Congress is finally turning full attention on health care, access, 
coverage and improvements. I can’t thank the folks who have enthusiastically been sending emails, 
phone calls and tweets to our elected representatives enough. Our efforts and perseverance appear to 
be paying off and hopefully, by the end of the month, we will have successfully averted the fiscal cliff 
and Congress will have extended Community Health Center funding and the Teaching Health Center 
program.

 Finally, let’s all continue to be UNITERS and not DIVIDERS in our work, communities and 
homes. There is too much divisiveness, hatred and devastation in the world today. The language, 
threats and accusations do not help and only serve to blur the important issues. We are all created 
equal and we all have the rights stated in our Constitution. We serve a community that is diverse, 
economically mixed and in need of quality and compassionate heath care. We do not ever consider 
race, religion, gender identity, sexual orientation or economic status when we serve our community. 
We only care about helping, and that should be the intent of all Americans every day. Thanks for your 
dedication, commitment and service.

 As a last note, GLFHC has announced an organization-wide initiative to help provide relief 
to our friends, families and residents of Puerto Rico. You can find more details on the website at  
GLFHC.org/HelpPuertoRico. Have a great October.

John Silva 
President & CEO 
Greater Lawrence Family Health Center

2

http://GLFHC.org/HelpPuertoRico


Inside GLFHC's Phone System Upgrade

A year and a half ago, GLFHC em-
barked on a journey to select a new 
phone system, as the current one was 
no longer fulfilling the health center’s 
communications needs. The Infor-
mation Services department began 
the process of determining exactly 
what those needs were, current and 
future, developing an RFP, soliciting 
responses, selecting and interviewing 
potential systems/vendors, setting up 
and attending demos and getting fi-
nal quotes based on functionality, re-
liability, vendor and cost.

It eventually came down to three 
manufacturers: ShoreTel, Avaya and 
Mitel. These three systems were very 
competitive and all could meet the 
critical requirements of GLFHC. 
With that out of the way, it then 
came down to each one’s reputation, 
financial viability, implementation, 
support and, of course, cost. In a 

market that is trying to move to the 
cloud while facing and increasing fi-
nancial pressures and more competi-
tion from startups, we looked very 
hard at the financial stability of the 
manufacturers and what we perceived 
their futures to be.

Unfortunately, although Avaya 
had been a market leader for many 
years, they were removed due to the 
uncertainty of their financial future. 
That left ShoreTel and Mitel. These 
two systems were very similar in their 
overall market ratings and function-
ality, with Mitel having the better 
financial outlook. All things being 
equal, the IS department ended up 
selecting Mitel as a result of their fi-
nancial strength and their ability to 
provide the most robust features at 
the best overall cost. This actually 
turned out to be the right choice, as 
Mitel acquired ShoreTel just as GLF-
HC was beginning the implementa-
tion of their system.

As part of this migration, the IS 
department took the initiative to 

migrate from analog circuits to an 
IP solution called Session Initiation 
Protocol (SIP). This standard allows 
for the flexibility to quickly increase 
capacity, move circuits during out-
ages and quickly add new circuits if 
needed. With the combination of 
the circuit and phone system tech-
nologies, the health center should be 
able to achieve what’s known as “five 
nines of reliability,” or high availabil-
ity of services (when the downtime 
of a system is less than 5.26 minutes 
per year). This ensures that GLFHC 
employees, patients and partners will 
always be able to get through on a 
clear line and be directed to the cor-
rect person.

by Jim Malerbi
Associate Vice President,
Information Services

Updates from Community Support Services

• GLFHC's Ryan White HIV Med-
ical Case Management, Transporta-
tion and Peer Support had a success-
ful site visit on Aug. 9. The program 
was praised by its funders for being a 
model program.

• Aug. 26 marked the first anniver-
sary of the Mobile Market. This suc-
cessful collaboration between Greater 
Boston Food Bank and Greater Law-
rence Family Health Center provides 
fresh produce to our patients and 
community. The first Mobile Mar-

ket in 2016 served 196 families. One 
year later, this partnership has pro-
vided 150,667 pounds of free, fresh 
whole fruits and vegetables to 1,345 
households in need, with a potential 
reach of 4,417 individuals. 

• CSS staff had a busy summer 
participating in numerous commu-
nity events, from the annual Semana 
Hispana to the Haverhill Chamber 
of Commerce Health Expo fair. The 
staff were able to educate community 
members about health insurance and 
HIV prevention.

• GLFHC applied to partner with 
the Massachusetts Department of 
Public Health (MDPH), the Bureau 

of Infectious Disease and Laboratory 
Sciences (BIDLS) and the Office of 
HIV/AIDS (OHA) for the Centers 
for Disease Control and Prevention 
(CDC) funding for a demonstra-
tion project in addressing Lawrence’s 
emerging clusters of HIV infection 
in the last year among people who 
inject drugs in homeless encamp-
ments. Staff will continue to provide 
outreach, education, risk reduction, 
HIV/HCV testing, mobile syringe 
services and collaborate with DPH 
field epidemiologists in facilitating 
linkages to care and substance use/
Medication Assisted Treatment and 
community resources.

by Sandra Silva
Director of Community
Support Services
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ADVOCACY CORNER
Greater Lawrence Family Health Center is a nationally recognized  

Advocacy Center of Excellence and the first Hispanic Advocacy Center of Excel-
lence in the country. From time to time there will be important Calls to Action 

where we will ask our Health Center Advocates to step up and respond by reach-
ing out to members of our delegation representing the communities we live in. All 

Health Center employees and board members are Health Center Advocates.

CLICK ABOVE TO BECOME A HEALTH CENTER ADVOCATE!

In Pink
Brunch and Fashion Show

11 AM – 2 PM ~ Andover Country Club
Tickets: $50/person or $450/table of 10

Saturday, October 14, 2017

Full breakfast buffet, a fashion show,  
silent and live auctions, and raffles!

Click here! Tickets available until Oct. 6!

Greater Lawrence Family 
Health Center employs more 
than 80 medical assistants (MA) 
throughout our clinical loca-
tions. To say that they are valu-
able to our health center would 
be an understatement. They are 
on the front lines of patient care 
and often have to work as a team 
for our health center to operate 
efficiently. A great example of 
this teamwork came during an 
evening shift that happened to 
be a particularly busy night at 
our Haverhill St. site. The medi-
cal assistants that were assigned 
to triaging patients were being 
overwhelmed by the volume of 
patients that needed attention. 

At the time another MA was 
assigned to a different job that in-
volved calling patients. Knowing 
that the patients in the clinic were 
in immediate need, and seeing 
that the triage medical assistants 
needed help, she joined the them 
to keep the health center running 
smoothly until the patient flow 
slowed down. This is a great ex-
ample of how our employees are 

willing to take the extra steps in 
order to help not only each other, 
but our patients.

NOTE: This story is just one in 
our ongoing "Storytelling the Mis-
sion" series, part of GLFHC's inter-
nal Service Excellence Initiative. To 
read more stories, or to submit your 
own, visit the Service Excellence 
page on CONNECT.

MAs: On the Front Lines of Patient Care
by Steve Crowell
Development Associate
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HUMAN RESOURCES

New PCMH GLU Trainings

• Patient Centered Medical Home Part 2: Team-Based Care and Practice Organization

• Patient Centered Medical Home Part 3: Managing Patients and Patient Centered Access

• Patient Centered Medical Home Part 4: Care Management, Coordination, and Transition

Additional New GLU Trainings

• Antibiotic Stewardship

New Mental Health First Aid Course Starting this Fall

Just as CPR helps you assist an individual having a heart attack, Mental Health First Aid helps 
you assist someone experiencing a mental health or substance use-related crisis. In the Mental 
Health First Aid course, you learn risk factors and warning signs for mental health and addic-
tion concerns, strategies for how to help someone in both crisis and non-crisis situations, and 
where to turn for help.

This course is two 4-hour trainings and the schedule will soon be posted.

Classroom Excel Trainings – for you and your team members

• Basic Excel - 11/28 (Enroll by going to GLU and searching for the title)

New Educational Opportunities at GLU

Annual Service Awards Ceremony Oct. 5
We are excited to be presenting the 2017 GLFHC Service Awards on Thursday, Oct. 5 at the Andover 

Country Club. This year, fifty-eight employees will be recognized to celebrate their years of service and 
contributions to the health center. We look forward to this special night and the opportunity to thank these 
dedicated employees.
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KEEP YOUR                PEELED FOR:
 Annual Halloween Contest on Tuesday, Oct. 31

 Holiday Charitable Giving kickoff on Wednesday, Nov. 15 

 Annual Holiday Party on Friday, Dec. 1

Here’s to you is the GLFHC recognition program where 
employees reward other employees with tokens for going 
above and beyond. The form to submit a nomination is on 

Connect under Quicklinks. Once a recipient receives three nominations, the tokens can be turned in for a 
gift card.  Since the program's inception in 2015, over 5894 nominations have been received and over 1357 
Gift Cards have been distributed to employees!

Congratulations to everyone and thank you for going above and beyond!

Have a suggestion? Some  
constructive feedback?

Maybe an opportunity to improve our 
organization?

We would like to hear from you.
Visit the homepage on Connect and 
complete the online form with your 

suggestion! 

Happy Halloween!

Tickets still
available!
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