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TNAA – Why and How to Measure?

TNAA – Why and How to Measure?
TNAA (Third Next Available Appointment) is a measure of access on a provider’s schedule.  It measures the wait for an appointment in your system due to patient, provider and system generated demand.  The TNAA is considered more accurate as system measure of access than the “next available” appointment since the next or even the second next available appointment may have become available due to a cancellation or other event that is not predictable.  For access to be a permanent system property, TNAA should be 0 to 1 day, with few exceptions.  When there are more part-time vs. full time providers, TNAA is going to typically exceed 0-1 days.  At 0.6FTE and below, you begin to have to choose between access and continuity for patients because you can’t offer both—unless you have a provider team that is constructed to provide an FTE over a week.
Why TNAA is Important
· High TNAA indicates a clogged and backlogged system which typically results in:
· Poor access and continuity 

· Delay in care for patients who must wait

· High no-show rates

· High walk-in/drop-in rates

· It is a good single indicator of the success of the balance between capacity and demand in the system

· When high and we know that, it helps us to focus on the reduction of provider & system generated demand vs. patient demand by:
· Extending intervals and having the patient call for their next appointment

· Using new methods/technology for meeting patient needs, e.g., phone, email 

· Creating alternative processes to 1:1 face to face visits with a provider for some services & needs i.e. forms, blood work, test results, pharmacy refills, referrals

· Combing to remove unnecessary visits 
· Using the patient care team for specific services and follow-up

How to Measure TNAA
· You should measure for each provider each week especially when you are beginning to work on reducing it so you know the impact the changes are having. One person on the team with access to the schedule system is best placed to do this each week.
· Choose the same day of the week and time of day to measure

· Look at schedule and ask:

“As of right now, what is the third next available appointment for this provider?”
Simple rule: Count all calendar days including weekends and holidays as it makes it easier to compare waits across providers and patients wait all of these days

· Determine TNAA for new visits and return visits separately for each provider as it makes sense in your system
· You can count any appointment that is being held for a same day visit for today (the day you take the measure) 

Note: Count it only once & only for the appointment type (i.e., NW or RT) for which it is being held
How to Record TNAA

· Record the number of days from today to the third next available appointment

· Do this for new visits and return visits for each provider

· If there are three appointments available today, the TNAA is 0.  If the third next available is tomorrow, the TNAA is 1; the day after that the TNAA is 2, and so on.

· Record the date and number of days of wait on the TNAA Calculation Tool for each provider
· Share the results with the provider and the team.
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