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	Maine General Counseling

	Rapid response intake


	
	Change Leader:

Patty Morini LCPC LADC  patricia.morini@mainegeneral.org
Team Members:
B. Harris, J. Bickford LCPC LADC, P. Morini, E. van Eeghen, A Tague LCSW
Location:

Waterville (Seton and Highwood St campus)
Level of Care:

Out patient services
Population: 

Adult substance abuse clients
Aim Addressed:
Reduce no shows for intake appointments 
Start Date:

3/26/07
Project status:

Continuing  to sustain a decrease in no shows for intakes.


	This form may be used as a tool for reporting specific change projects at the provider level.

	Goals & Measures
1. Reduce the number of first appointment no shows 
Measure: No show rate.


	Changes Implemented
1. We started having support staff call to remind new clients of their intake appointments.


	Impact & Lessons Learned
No show rate in our pre change period was 68%.  Subsequent 3 week periods have shown an increase to 74%, 71%, 76% and 75% show rate. 
The support staff doing the calls say it takes between 5 and 20 minutes per day to make the calls and that it is no bother to them to do it.

This is a simple change with a great impact.  The only barrier are days when there is no extra coverage in the front offices (which is rare for us).

See graph on next page.



	MARCH 26 - APRIL 13, 2007
	68%

	APRIL 16 - MAY 4, 2007
	74%

	MAY 7 - 18, 2007
	71%

	MAY 21 -  JUNE 8, 2007
	76%

	JUNE 11 - 29, 2007
	75%
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