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AIM (plan)

• To reduce the number of no-
shows and cancellations of 
scheduled clients
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CHANGE (do)

• Each counselor called their 
clients the day prior to the 
scheduled session as reminder
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RESULTS (study)
Percent of decrease with reminder calls 51.67%
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NEXT STEPS (act)

• The team met and decided to 
continue calling clients the day 
prior to their sessions in order 
to maintain change success
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IMPACT (business case, lessons 
learned)

• Revenue increased
• Issues resulting in cancel or no show 

were then addressed in individual 
sessions

• Subsequent appointments present an 
opportunity for problem solving 
with client barriers to attending 
counseling 

• Filling the session reduces waiting 
time to be seen for other clients
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