
Reduction of “No Show” Rates  

in the Initial Assessment  

for Out-patient Cardiac Rehabilitation 

DESCRIPTION: 

• Cardiac Rehabilitation is a medically-supervised program that helps 

improve the health and well-being of people who have heart problems, 

through exercise training, patient education and counseling.1  

 

• The Cardiac Rehabilitation Department has experienced a number NO 

SHOWS in the out-patient programs. 

 

• A PDSA (Plan-Do-Study-Act) Process was used to analyze this issue 

and propose solutions from January 2016 to January 2017. 

 

AIM: 

To reduce the number of NO SHOW rates to less than 20% in cardiac 

patients enrolled in out-patient Cardiac Rehabilitation by December 2017 

METHODOLOGY 

 
 
 

         IHI Model for 

       Improvement 

INTERVENTIONS: 

• During the inpatient phase, before initiating the referral, check whether 

the patients are willing to join out-patient Cardiac Rehabilitation. 

• Give priority to patients with urgent referrals and with ejection fraction 

of 35%-40% and high risk condition. 

• Ensure that the information received from the patient is correct 

(patient name, HC number, and phone number). 

• Book the appointment and inform the patient on the same day of the 

referral. Give the patient a copy of the appointment card. 

• Remind the patients of their appointments by calling them one week 

and one day before they are due for initial assessment. 

• Reschedule patients who are not able to attend on the scheduled 

date. 

• We call patients who did not show up for initial assessment and ask 

for the reason for “no show.” If the patient responds to our call and if 

still interested, we reschedule them as early as possible.  

CONCLUSION: 
- Interventions, such as patient prioritization and reminders, can be successful 

in reducing NO SHOW rates. 
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RESULTS: 

• NO SHOW rates were above 20% from January to March 2016. It decreased 

below 20% in April to June 2016, September to December 2016, but slightly 

increased again in July 2016 and August 2016. 

• Patient prioritization, rescheduling and frequent reminder of their appointment 

were the three most significant factors that helped decrease NO SHOW 

rates. 

• The vast majority of patients who did not show did not respond to the 

reminder phone calls. 
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