
 /Ŷ�D ĂǇ�ŽƵƌ�ĐůŝŶŝĐ�ƉƌŽŐƌĂŵ�ůĞĂĚĞƌƐ�ƉĂƌƟĐŝƉĂƚĞĚ�ŝŶ�Ă�
learning session conducted by another health de-
partment that found SDS to be instrumental.

 ��ĚĂƚĂ�ĐŽůůĞĐƟŽŶ�ƚŽŽů�ǁ ĂƐ�ĚĞǀ ĞůŽƉĞĚ�ĂŶĚ�ďĞŐŝŶŶŝŶŐ�
in June 2013 base line data of appointment show
rates were collected on a weekly basis using survey
monkey.

 In June health clinics stopped making August ap-
pointments for most services.

 /Ŷ�:ƵůǇ�ƚŚĞ�ƐƚĂī �ďĞŐĂŶ�ĞĚƵĐĂƟŶŐ�ƚŚĞ�ĐůŝĞŶƚƐ�ĂďŽƵƚ�
ƚŚĞ�ƐǇƐƚĞŵ�ĐŚĂŶŐĞ�ĂŶĚ�ŵĞĚŝĂ�ƉƵďůŝĐĂƟŽŶƐ�ǁ ĞƌĞ�
done. SDS began August 1st.

The goal of this project is to increase show rates for clinic
appointments from June to September 2013 by 20% us-
ing Same Day Scheduling (SDS).

June 2013

 Collect base line data of appointment show rates
ĨƌŽŵ�Ăůů�ĞŝŐŚƚ�ĐŽƵŶƟĞƐ͘

July2013

 Develop and release media adds for radio, TV, and
through social media.

 dŚĞ�ƉŚŽŶĞ�ƐǇƐƚĞŵƐ�ĨŽƌ�Ăůů�ĐŽƵŶƟĞƐ�ǁ ĞƌĞ�ƉƌŽͲ
grammed with the “Same Day Scheduling” message
ĂŶĚ�ŝŶƐƚƌƵĐƟŽŶƐ�ƚŽ�ŶĂǀ ŝŐĂƚĞ�ƚŚĞ�ƐǇƐƚĞŵ͘
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hƐŝŶŐ�ƉĂƟĞŶƚ�ƐĂƟƐĨĂĐƟŽŶ�ƐƵƌǀ ĞǇƐ�ĚŝƐƚƌŝďƵƚĞĚ�ƚŚƌŽƵŐŚ�ƚŚĞ�
eight county health centers making up the district, the
ƉĂƟĞŶƚ�ƐŚŽǁ �ƌĂƚĞ�ĨŽƌ�ĐůŝŶŝĐ�ƐĞƌǀ ŝĐĞƐ�ǁ ĂƐ�ϱϬ-60%. This
ǁ ĂƐ�ĐƌĞĂƟŶŐ�ƐĐŚĞĚƵůŝŶŐ�ŝƐƐƵĞƐ��ĚƵĞ�ƚŽ�Žǀ ĞƌďŽŽŬŝŶŐ�ƚŽ�
accommodate “no-ƐŚŽǁ Ɛ͟ �ƌĞƐƵůƟŶŐ�ŝŶ�Ăǀ ĂŝůĂďůĞ�ĂƉƉŽŝŶƚͲ
ŵĞŶƚ�ƟŵĞƐ�ďĞŝŶŐ�ǁ ĞĞŬƐ�ĨƌŽŵ�ƚŚĞ�ƟŵĞ�ƚŚĞ�ĂƉƉŽŝŶƚŵĞŶƚ�
was requested.

Problem Statement

Aim Statement

Process Outline & Relevant Data

Using the SDS approach clients are able to call or come
into the health department clinic and be seen that day.

/ĚĞŶƟĨǇ�WŽƚĞŶƟĂů�̂ ŽůƵƟŽŶƐ

dŚĞ�ƵƐĞ�ŽĨ�̂ �^�ǁ ŽƵůĚ�ďĞ�ŵŽƌĞ�ĂƩ ƌĂĐƟǀ Ğ�ƚŽ�ƚŚĞ�ƉŽƉƵůĂͲ
ƟŽŶ�ŶŽƌŵĂůůǇ�ƐĞĞŶ�/Ŷ�ƚŚĞ�ŚĞĂůƚŚ�ĐůŝŶŝĐƐ͘ ��dŚŝƐ�ƉŽƉƵůĂƟŽŶ�
tends to not rely on appointments and tends to “live in
ƚŚĞ�ŵŽŵĞŶƚ͟ ͘ ��dŚŝƐ�ǁ ŽƵůĚ�ĂůƐŽ�ĐƌĞĂƚĞ�ŵŽƌĞ�ƉĂƟĞŶƚ�ƐĂƟƐͲ
ĨĂĐƟŽŶ�ďĞĐĂƵƐĞ�ƚŚĞ�ĐůŝĞŶƚƐ�ǁ ŽƵůĚ�ďĞ�ĂďůĞ�ƚŽ�ƌĞĐĞŝǀ Ğ�Ă�
service when they felt it was needed.

Improvement Theory

 WĂƟĞŶƚ�ŝŶƚĂŬĞ�ƐŚĞĞƚƐ�ǁ ĞƌĞ�ĚĞǀ ĞůŽƉĞĚ�ƚŽ�ĐŽůůĞĐƚ�ŝŶͲ
ĨŽƌŵĂƟŽŶ�ŽŶ�ǁ Ăŝƚ�ƟŵĞƐ͘

 �ůŝŶŝĐĂů�̂ Ğƌǀ ŝĐĞƐ��ŝƌĞĐƚŽƌ�ĂŶĚ��ĚŵŝŶŝƐƚƌĂƟǀ Ğ�̂ Ğƌǀ ŝĐĞƐ�
Manager met with staff from each health center and 
ĚŝƐĐƵƐƐĞĚ�ƐƉĞĐŝĮ Đ�ƉůĂŶƐ�ŽĨ�ŝŵƉůĞŵĞŶƚĂƟŽŶ͘

 /ŵƉůĞŵĞŶƚĂƟŽŶ�ĚĂƚĞ�ǁ ĂƐ�ƐĞƚ�ĨŽƌ��ƵŐƵƐƚ�ϭƐƚ͘

The cause of the poor show rate could be the result of
ŵĂŶǇ�ŝƐƐƵĞƐ�ŝŶĐůƵĚŝŶŐ�ƚƌĂŶƐƉŽƌƚĂƟŽŶ�ĂŶĚ�ĂƉƉŽŝŶƚŵĞŶƚƐ�
being made so far out in the future that they are for-
ŐŽƩ ĞŶ͘

DO

CHECK

As a result of this scheduling change the average show
rate for this two month period of August and September
increased by approximately 32%

Study the Results

ACT

Beginning November 1, Warren County will move to a
ĐŽŵďŝŶĂƟŽŶ�ŽĨ�ƉƌĞƐĐŚĞĚƵůĞĚ�ĂƉƉŽŝŶƚŵĞŶƚƐ�ĂŶĚ�ŽƉĞŶ�
appointment slots for clients to walk in or call for an ap-
ƉŽŝŶƚŵĞŶƚ�ƚŚĂƚ�ĚĂǇ͘���dŚŝƐ�ƉƌŽĐĞƐƐ�ǁ ŝůů�ĐŽŶƟŶƵĞ�ƚŽ�ďĞ�
evaluated and adjusted for maximum efficiency. 

�ůů�ĐůŝŶŝĐ�ƐŝƚĞƐ�ǁ ŝƚŚŝŶ�ƚŚĞ��ĂƌƌĞŶ�Zŝǀ Ğƌ��ŝƐƚƌŝĐƚ�ǁ ŝůů�ĐŽŶƟŶͲ
ue with Same Day Scheduling except for the Warren
County Clinic. Due to high demand for services and the
ůĂƌŐĞ�ƉŽƉƵůĂƟŽŶ�ŽĨ�ĐůŝĞŶƚƐ�ƚŚĂƚ�ĂƌĞ�ŶŽŶ��ŶŐůŝƐŚ�ƐƉĞĂŬŝŶŐ͕�
Warren County has not been able to accommodate the
number of appointments needed on a daily basis with
SDS.

Standardize or Develop New Theory

Test the Theory

Future Plans

/ĚĞŶƟĨǇ�WŽƚĞŶƟĂů��ĂƵƐĞƐ


