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No Show Rate Calculation Instructions

Key Definition
· No Show Rate: Total number of patients who did not keep their pre-scheduled appointments during a specific period of time (i.e. a session or a day) divided by the number of patients who were pre-scheduled to come to the center for appointments during the same period of time
Calculating No Show Rates
To determine the average no show rate for individual providers or for your center, the process is the same but the scope may vary.  No show rates are best calculated each day during a period when you are testing changes designed to reduce it, such as the use of confirmation calls.  
To calculate the no show rate for a given day or session for a provider, use the below formula:
	# of patients pre-scheduled for an appointment who did not show up (exclude walk-ins and other non-scheduled patients)

	Total # of patients pre-scheduled for an appointment


We have provided you with a “No Show Rate Calculation Tool” to facilitate data collection and analysis.
Once you have implemented changes across your practice and know that you have anchored the processes and are getting results that are consistently low every day for at least several weeks in a row, then you can move to periodic measuring to monitor the no-show rate for the clinic as a whole or for clusters of providers at a time in a rotating manner (a cluster of specific providers whose no-show rate is measured for a week every “X” weeks.
Either way, you should check the no-show rate no less than once a quarter.  If no show rates are increasing, even by a few percentage points, consider it a call to action to address why.  When results go in the wrong direction our instinct is often to wait and see if the pattern in results continues.  Don’t wait.  In our experience with hundreds of teams, things get worse unless there is an action taken to correct the course/direction of the results.  The first step is to find out if the confirmation calls and other practices that you tested and implemented to keep no show rates very low are still being implemented consistently and thoroughly.  Don’t just ask about it.  Shadow the staff to see that it is being done the way it was designed.  If not, get staff back on track and keep monitoring until the results return to the new reliably low rate you achieved when you first implemented the changes.
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