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CLINIC CANCELLATION AND RESCHEDULING POLICY

1.  PURPOSE:  To establish policy and procedures for timely cancellation and rescheduling of clinic sessions.  To provide accommodation and minimize adverse impact on scheduled patients when a clinic is canceled.  To maintain maximum patient and/or customer satisfaction when a clinic appointment is rescheduled.

2.  POLICY:  Clinic cancellations and rescheduling are disruptive to patients, their families, support personnel, and often create additional work for the provider.  However, if after all alternatives have been explored, and a clinic must be canceled, the provider will review the patients scheduled, ensure that all medical problems are addressed in a timely fashion, and reschedule patient appointments.  All patients’ appointments will be rescheduled within two weeks of the original cancellation date, or sooner as clinically indicated.
3.  RESPONSIBILITY:  Respective Care Line Managers will ensure that healthcare providers with outpatient clinics comply with the guidelines established in this Network policy.

4.  PROCEDURES:

     a.  Clinic Cancellation Procedures: Clinics canceled less than 60 days from the scheduled clinic session are considered canceled, and counted in the data of the clinic cancellation review.  Exceptions include: clinics canceled in less than 60 days for which no patients were scheduled or are affected, clinics which are canceled less than 60 days from scheduled clinic session due to mandatory provider attendance at training, or clinics which are canceled with less than 60 days notice in which the rescheduled appointments are sooner than the originally scheduled clinic session date.


1.  Clinic cancellations are to be requested through the provider’s supervisor, with justification.  When a clinic is canceled, the local electronic scheduling package and electronic mail established at each division are to be used to accrue required information.  All alternatives to secure provider coverage to avoid clinic cancellation are to be explored.  These alternatives include securing coverage from another provider within or from another discipline, use of consultants or attendings, or providers from an affiliate.


2.  The provider will review the patients scheduled for the canceled clinic, and ensure that all medical problems are addressed in a timely manner.


3.  The local clinic scheduling staff, will schedule each patient affected by the cancellation within two weeks of the original clinic appointment date, or sooner as clinically indicated.


4.  If the clinic cancellation is less than ten days prior to the scheduled clinic, the responsible clinic will contact each patient affected by the cancellation by telephone and inform him or her of the new appointment.

     b.  Clinic Rescheduling Process:  Clinic appointments adjusted 60 days or more in advance of the appointment date are to be considered rescheduled, and not counted as a clinic cancellation.


1.  The rescheduling of a clinic will be coordinated through the provider’s supervisor as soon as known.


2.  The scheduling staff will be informed to reschedule each patient’s appointment by letter, and telephone call if desired.

     c.  Tracking of Clinic Cancellations

1.  Each Medical Center will accumulate clinic cancellation data quarterly from the scheduling staff, analyze the data, note any trends, and implement appropriate actions to correct trends.


2.  The data collected will include:

· Clinics canceled.

· Number of patients affected.

· Number of patients rescheduled (14 days from original appointment.

· Average number of days between clinic cancellation and rescheduling.

· Rate of clinic cancellation (Number of times clinic is canceled divided by the number of times clinic is offered in the quarter). 


3.  The Medical Center will report this information to the VISN 2 Rollup group for inclusion in a quarterly VISN 2 Clinic Cancellation Report, and for assuring followup actions at the local level to address any outliers.

5.  REFERENCE:  None

6.  RESCISSIONS:  Network Memorandum 10N2-19-97

7.  FOLLOW-UP RESPONSIBILITY:  Paula Hemmings and Ro Hurley, VISN 2 Co-Chairs, Customer Service Council. 

8.  AUTOMATIC RESCISSION DATE:  July 23, 2006.






Signed 9/2/03//







WILLIAM F. FEELEY







Network Director
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