THE TRANSITION TO SCHEDULING THAT IS PATIENT-CENTERED
	STEP
	THE CLINIC
	THE PATIENT

	CREATE PREDICTABILITY IN SCHEDULE
	Drop the no-show rate using confirmation calls, combing, investigating no-shows and other strategies.   When the no-show is in the single-digits, your schedule is “predictable.”   You know who is coming and which slots are available.
	Patients begin to learn about your new scheduling system.  They know it is very important to call to cancel or reschedule so another patient can see a provider.

	CREATE RELIABLE SAME-DAY CAPACITY
	Implement same day access.  The Open/Same-Day slots create same-day capacity so that you can immediately offer same-day appointments to patients rather than turning them away.  Unused capacity may rise temporarily. 
	Patients can get an appointment today if they want it.  Walk-ins wait less time because they are served in same-day slots.  

	CLEAR THE PATIENT’S PATH TO APPOINTMENTS
	Make sure that the path for the patient to “find” your same-day and other slots is clear whether they call during regular hours or after hours.  Give patients who want appointments today an appointment today!
	Patient is offered a same-day appointment when they call.  They don’t wait a long time to speak to someone.  They see their own provider.  If they need to cancel or reschedule, they can get through easily.

	 BROADCAST! SAME-DAY APPOINTMENTS
	Publicize loudly the availability of same-day slots to patients.
	Patients begin to trust that they can get an appointment when they want it and do not need to call a month or two in advance.

	USE CAPACITY
	“Rake Forward” into some of your available slots by moving some future appointments to sooner slots.  This will help use today’s capacity as it will take some time for all patients to learn that they can call and get an appointment today.
	Patients will be happy that they were able to get a sooner appointment.  They may have been waiting many weeks for their appointment.

	DECLUTTER THE SCHEDULE! 
CREATE WHITE SPACE
	Comb the schedule to eliminate unnecessary appointments and open up non-Same-Day slots so that you can offer patients appointments tomorrow, the next day, or next week.  These available slots are “white space” in your schedule.
Stop allowing advance appointments and use other demand reduction strategies to avoid re-cluttering the schedule and to keep your white space.  Third Next Available Appointment (TNAA) reduces dramatically.
	Patients are calling and getting those same-day slots and/or the slots you cleared out.  They are very happy and helping to spread the word.  They are not adding on to the “tail” of your previously cluttered schedule.


	BALANCE SAME-DAY CAPACITY WITH SAME-DAY DEMAND
	Adjust strategies until you see that same-day capacity is balanced with the same-day demand that occurs when all patients know they can call and ask for a same-day appointment.

Your schedule one day in advance looks very open.  There is a lot of “white space” with no names.    There is even more white space one week in advance.  This would have caused you to worry before.  You have a lot less work to do with no-show reduction because you have a high volume of same-day appointments.
	Your patients are amazed at the changes you’ve made.  They call today and get an appointment today if they want it.
And they tell their family and friends what great care they receive at your clinic.
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