SOP: Patient Cancellations & No-Shows
Purpose: To ensure missed appointments are addressed promptly, consistently, and appropriately documented.
Cancellations
· Cancel the appointment in the scheduling system and document the reason, if provided.
· Offer to reschedule the patient at the time of cancellation.
· Repeated or last-minute cancellations should be documented and brought to the Practice Manager/Provider's attention when they interfere with continuity of care.
Established Patient No-Shows
· Morning appointments: Contact the patient before lunch.
· Afternoon appointments: Contact the patient by the end of the clinic day.
· Attempt to reschedule and document the outreach in the patient's chart, including:
· Date/time of attempted contact
· Method of contact
· Whether contact was made
· Rescheduled appointment, if applicable
· Repeated no-shows should be brought to the Provider's attention, particularly when the patient has an active condition, is postoperative, or requires ongoing/follow-up care.
· When clinically appropriate, the Provider should determine whether additional outreach, a written notice, or possible dismissal from the practice is warranted.
New Patient No-Shows
First No-Show
· Contact the patient and offer one opportunity to reschedule.
· Document the no-show and communication attempt.
Second No-Show
· Do not offer another appointment unless specifically approved by the Provider/Practice Manager.
· Document both missed appointments and the practice's attempts to accommodate the patient.
· When the patient was referred by another healthcare provider, notify the referring provider that:
· The patient was scheduled on two occasions.
· The patient did not present for either appointment.
· The practice attempted to contact/accommodate the patient.
· No further appointment is currently scheduled.
Sample chart notation:
“Patient did not present for scheduled new-patient appointment. This represents the patient's second missed new-patient appointment. Practice previously contacted patient and provided an additional opportunity to reschedule. Referring provider notified that patient has not presented for either scheduled appointment.”
Important: Don't Allow the Chart to Go Silent
When a missed appointment could affect the patient's health or treatment outcome, simply marking “No Show” is not sufficient practice-management documentation. Record the practice's reasonable attempts to contact the patient and notify the Provider when follow-up may be clinically necessary.
Staff Rule:
Document the missed appointment. Make the call. Document the call. Escalate when clinically necessary.

