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� Missed opportunities in outpatient settings can 
lead to negative outcomes for patients and 
providers. Identifying these gaps is crucial for 
improving engagement and efficiency.

� Missed opportunities as I define it can mean:
� No shows
� Patient Reschedules
� Patient cancelations
� Provider reschedules/cancelations

What Are Missed Opportunities



Type of unaddressed Opportunities leading to 
Potential Missed Opportunities & the Impact
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Identifying Missed 
Opportunities

5

� Data Collection Strategies
� Patient feedback surveys

� No-show and cancellation reports

� Tracking preventive care adherence

� Electronic Health Records (HER) data analysis

� Staff feedback 

� Provider feedback



Data Comparison for Missed Opportunity 
Trends During the Study



METRIC DEFINITION IMPORTANCE

No-Show Rate Reduction Percentage decrease in missed 
appointments Indicates improved patient adherence

Follow-Up Completion Rate Percentage of follow-ups completed Measures effectiveness of post-visit 
care

Patient Satisfaction Scores Ratings from patient surveys Reflects overall patient experience and 
care quality

Preventive Care Compliance Adherence to screening guidelines Demonstrates health maintenance 
effectiveness

MEASURING SUCCESS
This table outlines key metrics to evaluate success in addressing 
missed opportunities, emphasizing their importance in outpatient 
care.

Ultimate Success = Financial Sustainability – “Show Me The Cash”



Strategies for Improvement (Engaged an 
Outside Consultant)

Jocking the schedule

Atlantic city play

Confirmation calls (using 
the 7 – 3 – 1 day strategy 
& 30 minutes prior to the 
appointment

Patient Education

Provided Lyft for 
Transportation

Morning huddle 
reminders

Wait lists

� Team members:

❑ One front desk staff & 
a backup

❑ One call center staff & 
a backup

❑ A C-suite champion

❑ Data support team 
member

❑ A dedicated nurse & 
backup

❑ Provider champion

Missed Opportunity Boot 
Camp Strategies:

� Testing the Strategies for One Medical Provider:
� Execution Strategies

❑ Apply the identified boot 
camp strategies in 
addition to the below

❑ Track daily schedule for 
the provider and 
document identified issues

❑ Sample scripts for key 
team members

❑ Jocky and apply the 
Atlantic city play to fill 
abandoned slots

❑ Ensure communication 
for all team members 



Strategies for Improvement (Continued)

Jocking the schedule

Atlantic city play

Confirmation calls (using 
the 7 – 3 – 1 day strategy 
& 30 minutes prior to the 
appointment

Patient Education

Provide Lyft for 
Transportation

Morning huddle 
reminders

Wait lists

Missed Opportunity Boot 
Camp Strategies:

� Engaging the Patient:

� Targeted education for patients missing 2 or more 
appointments within the quarter

� Implement a tracking or reporting system to 
identify non-compliant patients

� Enhance communication with patients (e.g. 
reminders, two-way texting)

� Expand telehealth options

� Increase open access days to accommodate 
patients and increase access

� Not scheduling patients past 3-months at a time

� Get more accurate phone numbers to enable 
communication



Strategies for Improvement (Continued)

Jocking the schedule

Atlantic city play

Confirmation calls (using 
the 7 – 3 – 1 day strategy 
& 30 minutes prior to the 
appointment

Patient Education

Provide Lyft for 
Transportation

Morning huddle 
reminders

Wait lists

Missed Opportunity Boot 
Camp Strategies:

� Engaging the Staff:

� Meeting weekly with all the team members to 
review the data and address any challenges

� Show them the data using dashboards/analytics

� Reward staff quarterly for reducing the missed 
opportunity percentages

� Train staff to identify high-risk patients for missed 
appointments



Continuous 
Improvement
� Key Takeaways:

� Regularly review processes
� Adapt strategies based on feedback and data
� Stay Patient focused and flexible
� Access staff engagement, feedback, and provide 

a safe space for staff to challenge the what is not 
working

� Allow staff to provide creative solutions to 
identified issues (a bottoms up approach)

� Patient satisfaction scores
� Examine quarterly compliance with preventive 

care gaps



Challenges for Continuous 
Success
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� Key Challenges for Successful Implementation
� Provider all outs

� Clinical staff call outs

� Lack of communication with staff (from the front to the back and vis 
visa)

� Consistency with front desk staff

� Training challenges



Beginning Data Compared to Now Data
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