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AIM: CONCLUSIONS:

Reducing the rate of No Show to 28% in the Clinic A in the outpatient
Department of by June 2016 and to 20% by December, 2016.

CHANGES TESTED:

® Implementation of bouncing back (BB) step when cancelling
outpatient clinics upon request by the physicians (service provider).
= Test the effect of Double Notifications (DN)

= Testing the effect of educational package in outpatient.

= Sustainable improvements and attaining 9% postponing of patients’

appointments across Mental Health Hospital. The Majority of cases were
either rescheduled to an earlier appointments or coverage were arranged on

the same day of appointment.

= Although tested for short period, Double Notification showed astonishing

results.

=Cancellation of call reminder process by the Call Center was a challenge that

came up toward the end of the project.
=Although awareness and education are important. Its lasting effect is
guestionable.

NEXT STEPS:

= To ensure sustainability on the Bouncing Back Step, by assigning a staff.

= To Create NS Protocol

RESULTS:
50 - NS Percentin Clinic A
- NS Percentage
45 -
....... Goal
408 Median
&35 -
i
g 30 -
= Y ST T L I L T LTI T T TTTTT T Ry o PP .28
& 25 -
................................................ 23
20
Call reminders
15 - were canceled
BB started T
10 T T T T T T T T T T T I11 T T T 1
AT I TSI TN I I 0 I 6 S I N,
SR o7 O @ @ W @S R

RESULTS:
Percent of Postponing Patients'

100 - appointments

== Postponed

....... Median

Percentage
[y
o

appointments



