M

issed appointments can have a huge impact on your
healthcare practice. The wasted staff prep time and
unnecessary holes in your schedule can lead to lost revenue.

Not to mention the effects your patients will feel from the interruption
in care, longer wait times, and decreased accessibility. There is a wide

range of reasons for patients to miss their appointments, but most
can be combatted with improved patient-provider communication.
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The financial
loss attributed
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high. No-show
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to implement,
and do not
resolve the
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entirely.”

No-Shows and
Patient Health
Patients who fail to show not only impact their own care,
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No-Shows
and Revenue

No-show patients have a
major impact on revenue,
too. In the BMC study,
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lab rescheduling,
paperwork,
etc.) In 2005, the
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RISK LOSING MORE THAN
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BECAUSE OF PATIENT
NO-SHOWS.⁹
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Reasons for
No-Shows
The reasons for patient no-shows vary, but a study by the Annals of Family Medicine
estimates that 42 percent of patients skip their appointments because of:

Overscheduling/
forgetting about their
appointment.

Feeling their condition
has gotten worse and
opting to go to the
emergency room instead.

Not understanding
the importance of the
appointment.

A limited relationship
with their provider
making them less
concerned about
skipping an appointment.

A language barrier
that causes them to
misunderstand when
their appointment is
scheduled.

Socio-economic
factors.

Worries about
receiving bad news
and hoping to avoid
the situation.11

The report also notes that some patients may simply feel better and not need the
appointment, but don’t let their provider know.
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What Facilities with High
No-Show Rates Have in Common
fully understand the ramifications of not keeping their

A LACK OF PRE-APPOINTMENT
COMMUNICATION

appointment. Many believed their no-show actually resulted

Effective communication prior to the visit—whether it’s
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A report in the Annals of Family Medicine found that
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“In airlines when you

delays for other patients

Saying, ‘We
really need
you to come
back. Is this
something
you can make
work?’ makes a
big difference.
When patients
see you as their
advocate, they
respond. Your
big picture
strategy needs
to really show
patients that
you care.”
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FAILURE TO
STRESS THE
IMPORTANCE OF
APPOINTMENTS
TO LONG-TERM
CARE

8

firm in Boulder, Colorado.

satisfied with their care,
to follow advice, and
stick to their prescribed
treatment plan. They are
also more likely to agree
with the doctor about

Patients who don’t feel

the need for follow-up

a connection with their

treatment.15

Strategies for
Combating No-Shows
Reducing the number of

reducing no-shows, and

Reminders can be combined

no-shows is a major focus

can be personalized for

with what is being termed
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and improving patient
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STAY
CONNECTED
The most common reason

were sent an automated

patients give for a missed

appointment reminder.18

“There’s a limited number

36% of patients
simply forgot their
appointments

23% of patients
missed appointments
without a reminder

doctor’s appointment—36
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Another study showed that

simply “I forgot.” But new

the no-show rate among
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reminders decreased by 35

reducing that number.

percent.19

Communication by email,
text, phone call, or even
social media has been
shown to be effective in

9

35% less
no-shows from
email reminders

CONFIRMATION
OR CANCELLATION
MESSAGES

of its clinics with the goal

Encouraging patients to

fewer missed appointments

either confirm or cancel their

at a savings of $150 per
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of reducing appointment
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AUTOMATE WAIT
LISTS
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once again, technology is

the appointment to their
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as reducing the amount of
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shows.
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In the UK, a survey by the

be) can all be used to send a

National Health Service

friendly reminder.
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last-minute appointment

nation’s largest nonprofit

due to a cancellation if

healthcare provider,

they were offered the

tested an automated text

slot. 23

messaging program at one
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E

ffective and timely communication through available technology can
be an important tool in reducing the number of no-show patients.
By automating tasks like appointment reminders or confirmation/

cancellation emails and filling last-minute openings—as well as other
notifications to engage patients—healthcare facilities can drastically cut
revenue loss as well as reduce their staff’s workload, letting them focus
on delivering the best care possible.
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Solutionreach is revolutionizing the patient-provider relationship. Why? Because we get it. We know providers want
meaningful patient relationships that not only impact loyalty, but also outcomes. We also understand that demands on
physicians and administrative staff rarely allow for the patient interaction that both sides want.
That’s why we created the industry’s leading patient relationship management platform. It all started with email
and text dental appointment reminders. Now, after more than 15 years and partnerships with more than 23,000
healthcare organizations in numerous specialties, we empower providers with the tools they need to maximize patient
relationships and foster loyalty.
Together, we can help you nurture loyal and engaged patients. Experience what happens when you can spend your time
where it matters most.
Find out more at www.solutionreach.com or call 1-800-955-8444.
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