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Tooth Talk Tips






   Reducing No Shows


 THE FACTS:
· 25% dental safety net providers who responded to the dental safety net survey reported a no-show rate of between 16- 20% or below. 17% of those responding reported a no show rate of between 11-15%.
· No-show rates are a problem in every dental practice; however research shows that, statistically, no-show rates are higher among patients utilizing Medicaid as the source of payment.
· The best indicator of whether a patient will miss an appointment is if they have missed an appointment in the past.
 WHAT THE ACADEMICS SAY:
 A summary of scholarly articles reporting findings of research studies focused on    

 appointment no-shows in dental and medical clinics offer the following*:
· The most common reasons for a no-show appointment are: 
· transportation issues, 
· a long length of time between when the appointment was scheduled and when it occurs, 
· urgency of appointment (an emergency or if the patient is in pain; and 
· financial concerns (inability to pay any co-pay or fee associated with appointment)

· Three major factors contribute to a reduced no-show rate:

1. Provider continuity : if the patient sees the same dentist and hygienist at each visit the likelihood of a no-show decreases
2. Increased efforts at communication: communication through phone calls, or letters, etc… reminding patients of upcoming appointments decreases no-shows 

3. Type of appointment system: in the long term traditional appointment scheduling results in fewer appointment no-shows:
“The responsibility of the health care facility is to operate consistently with an appointment schedule which reinforces appointment keeping behavior. Individualized appointment systems tend to reinforce appointment-keeping behavior, as long as walk-in patients are not put ahead of appointment patients. “
 WHAT YOUR PEERS SAY:
 As written on the dental safety net provider survey:

· We put "no shows" at the bottom of the waiting list. We invite the waiting list group to call us the week before their appointment as we will work them in the schedule if there are "no shows."  

· One no show without justifiable cause and dismissal from clinic!  

· The pay at appointment time is working very well.  
· I explain to the patients if they do not come in for the scheduled appointment, they will be put back at the beginning of the dental wait list.  
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   Reducing No shows

WHAT YOUR PEERS SAY:
· Establish a WRITTEN broken appointment policy and give a copy of it to each new patient/parent and, if time permits, explain it. We send a reminder postcard (or a phone call) the week before the appointment as well as a phone call the night before the appt. We document it EVERY time someone breaks an appt. and record as much info as possible "her brother ran away last night..." - the more info you put, the more data you have to remind the parent of if you have to discuss broken appointments in the future. If an appt. is missed, we either speak with the parent or send a letter with a copy of the broken appt. policy to their home address. Basically, we don't just let it drop. I think I read somewhere (for private practice) that if you don't determine why a patient is 5 minutes late, then they will think it's okay to be 10 minutes late next time. 
In the summer when we have only parent attended appointments, we send an appt. reminder letter that states that one of the main reasons it is so hard to find participating dentists is due to the high number of broken appointments. 
We also have sent a couple of names to Doral to follow up with. This has been useful because it sometimes helps to have an outside person/group remind the parents of their responsibilities. Of course, since we are a school based program, we eliminate a lot of our broken appointments just by working with the schools and providing the transportation. But, in the summer months, we still manage to keep our broken appointments lower than the normal rate for the Medicaid population.  
· We will respond to walk-ins as we can, but do not encourage this on a general basis. We call patients to confirm and have worked to be clear that we expect 24-hour notice for cancellations.
· We find constant contact works the best. They also get used to a certain voice and may not respond to someone they do not recognize.  
· The long wait for appointments combined with the requirement that payment is made at the time of eligibility has decreased our no shows significantly.  
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