
As of October 2012, the clinic no-show rate is at 30%.
The Team Members have tested the text message
reminder system with employees at TRDHD to ensure its
reliability. Our Clinic staff are doing a survey for our    
ƚĂƌŐĞƚ�ĂƵĚŝĞŶĐĞ�ŽŶ�ƚŚĞŝƌ�Ăƫ ƚƵĚĞ�ƚŽǁ ĂƌĚƐ�ƚĞǆƚ�ŵĞƐƐĂŐĞ�
reminders as well as the content of the standardized text
message. We are also looking into a consent form that is
HIPAA compliant that will provoke a text message
ƌĞŵŝŶĚĞƌ�ĨŽƌ�ƚŚĞ�ƉĂƟĞŶƚ͛ Ɛ�ŶĞǆƚ�ĂƉƉŽŝŶƚŵĞŶƚ͘ �
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Three Rivers’ clinical and HANDS no-show rates are a com-
mon and costly problem. We believe by providing text
message reminders for our clients we will reduce the inci-
dence of no-ƐŚŽǁ Ɛ�ĂŶĚ�ŝŶĐƌĞĂƐĞ�ƉƌŽĚƵĐƟǀ ŝƚǇ�ĂŶĚ�ƌĞǀ ĞŶƵĞ͘

Problem Statement

�Ǉ�ŝŵƉůĞŵĞŶƟŶŐ�Ă�ƚĞǆƚ�ŵĞƐƐĂŐĞ�ƌĞŵŝŶĚĞƌ�ƉƌŽƚŽĐŽů�
throughout the agency, Three Rivers District Health
Department will increase compliance with clinical and
HANDS appointments by 15% by March 1, 2013.

Aim Statement

Process Outline & Relevant Data

dZ�, ��ƐĞĞŬƐ�ƚŽ�ƌĞƐŽůǀ Ğ�ƚŚŝƐ�ŝƐƐƵĞ�ďǇ�ĐƌĞĂƟŶŐ�ĂŶĚ�ĚŝƐͲ
ƐĞŵŝŶĂƟŶŐ�ƐƚĂŶĚĂƌĚ��ƚĞǆƚ�ŵĞƐƐĂŐĞƐ�ƚŚĂƚ�ǁ ŽƵůĚ�ďĞ�ƐĞŶƚ�
Ϯϰ�ŚŽƵƌƐ�ƉƌŝŽƌ�ƚŽ�ƉĂƟĞŶƚƐ�ǁ ŝƚŚ�ĂƉƉŽŝŶƚŵĞŶƚƐ͘ �dŚŝƐ�ǁ ŽƵůĚ�
ŝŶĐůƵĚĞ�ŚĂǀ ŝŶŐ�ƉĂƟĞŶƚƐ�ĂŐƌĞĞ�ƚŽ�ƌĞĐĞŝǀ ŝŶŐ�ƚĞǆƚ�ŵĞƐƐĂŐĞ�
reminders. Clinical support staff would be responsible for 
managing their clinic’s text message reminder process.

/ĚĞŶƟĨǇ�WŽƚĞŶƟĂů�̂ ŽůƵƟŽŶƐ

�Ǉ�ƌĞŵŝŶĚŝŶŐ�ƉĂƟĞŶƚƐ�ŽĨ�ƚŚĞŝƌ�ƵƉĐŽŵŝŶŐ�ĂƉƉŽŝŶƚŵĞŶƚ͕ �
no-ƐŚŽǁ �ƌĂƚĞƐ�ǁ ŽƵůĚ�ĚĞĐƌĞĂƐĞ�ǁ ŚŝůĞ�ƉƌŽĚƵĐƟǀ ŝƚǇ�ĂŶĚ�
revenue increased.

Improvement Theory

/Ŷ�ƚŚĞ�ƉĂƐƚ͕ �dZ�, ��ŚĂƐ�ƵƟůŝǌĞĚ�ƚŚĞ�͞ �ƵƚŽ-Dialer” phone
ƌĞŵŝŶĚĞƌ�ƐǇƐƚĞŵ͘ �/ƚ�ŚĂƐ�ŶŽƚ�ďĞĞŶ�ƵƟůŝǌĞĚ�ŝŶ�&z�ϭϭ-12 or
12-13 due to its non-compliance with HIPAA. Therefore,
dZ�, ��ĐůŝĞŶƚƐ�ĂŶĚ�ƉĂƟĞŶƚƐ�ĨŽƌŐĞƚ�ĂďŽƵƚ�ƚŚĞŝƌ�ƐĐŚĞĚƵůĞĚ�
appointments, which can be made up to three months in
advance.

DO

CHECK
Study the Results

ACT

KƵƌ�, ŽŵĞ�, ĞĂůƚŚ�ĂŐĞŶĐǇ�ŝƐ�ĐƵƌƌĞŶƚůǇ�ĐƌĞĂƟŶŐ�Ă�ƐƚĂŶĚĂƌĚ�
ŽƉĞƌĂƟŶŐ�ƉƌŽĐĞĚƵƌĞ�ĨŽƌ�ĐŽŵŵƵŶŝĐĂƟŽŶ�ƵƐŝŶŐ�ŵĂƐƐ�ƚĞǆƚ�
ŵĞƐƐĂŐĞƐ�ƐŝŵŝůĂƌ�ƚŽ�ƚŚĞ�ŽŶĞƐ�ƵƐĞĚ�ĨŽƌ�ƉĂƟĞŶƚƐ͘ �dŚŝƐ�
ŵĞƚŚŽĚ�ŽĨ�ŶŽƟĮ ĐĂƟŽŶ�ǁ ŝůů�ĂůůŽǁ �Ăůů�ƐƚĂī �ƚŽ�ďĞ�ŬĞƉƚ�ƵƉͲ
ĚĂƚĞĚ�ŽŶ�ĚĂŝůǇ�ƉĂƟĞŶƚ�ƐƚĂƚƵƐ�ĂŶĚ�ĂƉƉŽŝŶƚŵĞŶƚƐ�ƚŚĂƚ�ŵĂǇ�
affect daily staff schedules. This will reduce non-billable 
ǀ ŝƐŝƚƐ͕ �ƚƌĂǀ Ğů�ƟŵĞ͕�ĂŶĚ�ŝŵƉƌŽǀ Ğ�ĞŵƉůŽǇĞĞ�ƉƌŽĚƵĐƟǀ ŝƚǇ͘�

Standardize or Develop New Theory

Test the Theory

Future Plans

/ĚĞŶƟĨǇ�WŽƚĞŶƟĂů��ĂƵƐĞƐ


