
Clinic staff was properly trained on the usage of the text 
messaging system. A plan was implemented as to who
would be responsible for the maintenance of the system.
A process using color-ĐŽĚĞĚ�ƐƟĐŬĞƌƐ�ǁ ĂƐ�ĚĞǀ ĞůŽƉĞĚ�ƚŽ�
ĞĂƐŝůǇ�ŝĚĞŶƟĨǇ�ƉĂƟĞŶƚƐ�ǁ ŚŽ�ƌĞƋƵĞƐƚ�ƚĞǆƚ�ŵĞƐƐĂŐĞ�
reminders from those who prefer to have a personal
ƉŚŽŶĞ�ŵĞƐƐĂŐĞ�ƌĞŵŝŶĚĞƌ͘����ŐƌĞĞŶ�ƐƟĐŬĞƌ�ŝŶĚŝĐĂƚĞƐ�ƚŚĞ�
ƉĂƟĞŶƚ�ƉƌĞĨĞƌƐ�Ă�ƉŚŽŶĞ�ŵĞƐƐĂŐĞ�ƌĞŵŝŶĚĞƌ͕�Ă�ƌĞĚ�ƐƟĐŬĞƌ�
ŝŶĚŝĐĂƚĞƐ�ƚŚĞ�ƉĂƟĞŶƚ�ƉƌĞĨĞƌƐ�Ă�ƚĞǆƚ�ŵĞƐƐĂŐĞ�ƌĞŵŝŶĚĞƌ͕�Ă�
ďůĂĐŬ�ƐƟĐŬĞƌ�ŝŶĚŝĐĂƚĞĚ�ƚŚĞ�ƉĂƟĞŶƚ�ƉƌĞĨĞƌƐ�ŶŽƚ�ƚŽ�ďĞ�
ŶŽƟĮ ĞĚ͘ �dŚĞ�ƉĂƟĞŶƚƐ�ĂƌĞ�ĂƐŬ�Ăƚ�ĐŚĞĐŬ-out which method
they prefer.

Prior to April 2013 our agency did not have a policy in
ƉůĂĐĞ�ƚŽ�ŶŽƟĨǇ�ƉĂƟĞŶƚƐ�ƉƌŝŽƌ�ƚŽ�ƚŚĞŝƌ�ĂƉƉŽŝŶƚŵĞŶƚ�ƟŵĞ͘��
�ŌĞƌ�ĂŶĂůǇǌŝŶŐ�ƐĞǀ ĞƌĂů�ƌĞƉŽƌƚƐ�ǁ Ğ�ĚĞƚĞƌŵŝŶĞĚ�ƚŚĂƚ�ŽƵƌ�
DNKA rate was between 45-50% and that we needed to
resolve this issue.  In efforts to improve clinic efficiency, 
our agency set a goal to decrease our “no show rate”
20% by September 30, 2013.
Do not show rates will be monitored daily by the clinic
ĂĚŵŝŶŝƐƚƌĂƟŽŶ͘ �
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Prior to April 2013 our Do Not Keep Appointment (DNKA)
rate is between 45-50% on a daily basis.

Problem Statement

�Ǉ�ŝŵƉůĞŵĞŶƟŶŐ�ƚŚŝƐ�ƉƌŽĐĞƐƐ͕ �ƚŚĞ�ŚĞĂůƚŚ�ĚĞƉĂƌƚŵĞŶƚ�ǁ ŝůů�
enhance the overall services it provides by improving
ƉĂƟĞŶƚ�ƐŚŽǁ �ƌĂƚĞƐ�ĨŽƌ�ƐĐŚĞĚƵůĞĚ�ĂƉƉŽŝŶƚŵĞŶƚƐ͘

Aim Statement

Process Outline & Relevant Data

1. �Ʃ ĞŵƉƚ�ƚŽ��Į ǆ�ĂƵƚŽ�ĚŝĂůĞƌ�ƉƌŽďůĞŵ͘ �
2. , ŝƌĞ�ĂĚĚŝƟŽŶĂů�ƐƚĂī �ƚŽ�ĂƐƐŝƐƚ�ǁ ŝƚŚ�ƉĂƟĞŶƚ�ƌĞŵŝŶĚĞƌƐ͘
3. /Ŷǀ ĞƐƟŐĂƚĞ�ƉŽƐƐŝďůĞ�ĞůĞĐƚƌŽŶŝĐ��ŵĞƚŚŽĚƐ�ƚŚĂƚ�ŵĂǇ�ďĞ�

ƵƐĞĚ�ƚŽ�ĐŽŶƚĂĐƚ�ƉĂƟĞŶƚƐ͘ �

/ĚĞŶƟĨǇ�WŽƚĞŶƟĂů�̂ ŽůƵƟŽŶƐ

In April 2013 we began our text messaging appointment
ƌĞŵŝŶĚĞƌ�ƐǇƐƚĞŵ͘ �K Ƶƌ��E <��ƌĂƚĞ�Ăƚ�ƚŚĞ�ƟŵĞ�ŽĨ�ŝŶŝƟĂƟŽŶ�
was 45-50%. We would reevaluate the DNKA rate in
October 2013 to see if improvement were made.

Improvement Theory

1. Auto-ĚŝĂůĞƌ�ĚŝĚ�ŶŽƚ�ĨƵŶĐƟŽŶ�ƉƌŽƉĞƌůǇ͘
2. Short staffing issues did not allow for someone to 

ƉĞƌƐŽŶĂůůǇ�ĐĂůů�Ğǀ ĞƌǇ�ƉĂƟĞŶƚ�ƚŚĞ�ĚĂǇ�ƉƌŝŽƌ�ƚŽ�ƚŚĞŝƌ��
appointments or send appointment reminder cards.

DO

CHECK

As of July 30, 2013 we had sent 364 appointment
ƌĞŵŝŶĚĞƌƐ�ĂŶĚ�ĞŶƌŽůůĞĚ�ϵϳ ϴ�ƉĂƟĞŶƚƐ͘ �t Ğ�ďĞŐĂŶ�ƌĞĐĞŝǀ ŝŶŐ�
ƉŽƐŝƟǀ Ğ�ĨĞĞĚďĂĐŬ�ĨƌŽŵ�ŽƵƌ�ƉĂƟĞŶƚƐ�ƌĞŐĂƌĚŝŶŐ�ƚŚŝƐ�ŶĞǁ �
feature that we offer.  At the end of August we had  
ĞŶƌŽůůĞĚ��ϭ͕ Ϭϰϰ�ƉĂƟĞŶƚƐ�ĂŶĚ�ŚĂĚ�ƐĞŶƚ�ϳ Ϭϭ�ĂƉƉŽŝŶƚŵĞŶƚ�
reminders.
�ƵƌƌĞŶƚůǇ͕�ǁ Ğ�ϭ͕ Ϭϲϲ�ƉĂƟĞŶƚƐ�ĞŶƌŽůůĞĚ�ĂŶĚ�ŚĂǀ Ğ�ƐĞŶƚ�
1,312 appointment reminders.

Study the Results

ACT

/Ĩ�ĨƵŶĚŝŶŐ�ƉĞƌŵŝƚƐ͕ �ŽƵƌ�ĂŐĞŶĐǇ�ǁ ŽƵůĚ�ůŝŬĞ�ƚŽ�ĐŽŶƟŶƵĞ�
ƵƟůŝǌŝŶŐ�ƚŚŝƐ�ƐĞƌǀ ŝĐĞ͘��/Ĩ�ĨƵŶĚŝŶŐ�ĐĞĂƐĞƐ�ƚŚĞ�ĂŐĞŶĐǇ�ǁ ŝůů�
ƐĞĞŬ�ŽƚŚĞƌ�ƉŽƚĞŶƟĂů�ƐŽůƵƟŽŶƐ͘ �

K Ƶƌ�ƉƌŽũĞĐƚĞĚ�ŐŽĂů�ŽĨ�ϮϬй �ƌĞĚƵĐƟŽŶ�ŝŶ�ƚŚĞ�͞ E Ž�̂ ŚŽǁ �
Rate” has not been reached to date. However the data
indicated an improvement of approximately 9% through
ƚŚĞ�ĞŶĚ�ŽĨ�̂ ĞƉƚĞŵďĞƌ͘�̂ ƚĂī �ǁ ŝůů�ĐŽŶƟŶƵĞ�ƚŽ�ŵŽŶŝƚŽƌ�ƚŚĞ�
“No Show Rate” on a daily basis we expect a further
ĚĞĐƌĞĂƐĞ�ŝŶ�ƚŚĞ�ĐŽŵŝŶŐ�ŵŽŶƚŚƐ͘ ��dŚŝƐ�ĞǆƉĞĐƚĂƟŽŶ�ŝƐ�
supported by the fact that future appointments should
now be receiving text message reminders. (due to
returning WIC clients appointments being on a 3 months
schedule)

Standardize or Develop New Theory

Test the Theory

Future Plans

/ĚĞŶƟĨǇ�WŽƚĞŶƟĂů��ĂƵƐĞƐ
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