
*This is part of an on-line video course on how to improve patient satisfaction available 
 at www.PHC.thebigknow.com – Connecting with the Health Care Consumer.

scheduling 1. Leave a percentage of appointment slots open each day to manage same 
 day requests.
2. Offer early (7am) and late appointments (up till 8pm) on certain days.
3. Give patients the ability to schedule an appointment on-line.
4. Ensure cancellations are recorded immediately to open slots for other patients.
5. Expand scheduling to Nurse Practitioners and Physician Assistants to help patients 
 secure appointments quickly or when needed.

starting 
appointments 
on time 

1. Schedule appointment length based on the condition or type of patient.  Try and 
 avoid one-size-fits-all scheduling.
2. Inform physician if appointment may take more time based on patient, situation, 
 or condition (helps allocate time).  
3. Ask that paperwork be completed in advance of the appointment with a Medical 
 Assistant. This helps to ensures that the physician has the pertinent information in 
 the EMR when the appointment begins.

patient flow 1. Keep patients who are waiting informed while they await their appointment. 
2. Assign two exam rooms to each physician so that patients are roomed as soon 
 as they arrive to increase efficiency. 
3. Track time from check-in to check-out to determine the ideal length of 
 an appointment.
4. Use a team based approach. The Medical Assistant rooms the patient and the 
 Nurse manages the intake and post visit logistics.

communication 1. Flex office staff on days with heavy patient appointments.
2. Consider rescheduling if the patient is more than ten minutes late.  
3. Remind patient of upcoming appointments. 
4. Inform patient on arrival if the physician is running behind schedule.
5. Text and/or use the EMR to notify physicians if they are behind schedule.
6. Give patients the option to reschedule if the physician is running late.
7. Request patients arrive ten minutes before appointment to complete paperwork.

Procter & Gamble Personal Health Care
conducted research with over one 
hundred office mangers to understand
how they manage patient flow and
ensure patients can schedule an 
appointment when they need one and 
that the appointment starts on time.
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