Standard Operating Procedure (SOP): Documentation
and Reporting of Scheduled, Rescheduled, and
Canceled Appointments

1. Purpose

This SOP details the documentation and reporting of scheduled, rescheduled, and canceled appointments,
ensuring accurate tracking and communication of appointment changes. It covers procedures for recording appointment
statuses, updating scheduling systems promptly, notifying relevant parties, maintaining appointment logs, and generating
reports to optimize workflow efficiency and minimize scheduling conflicts. The goal is to maintain clear and consistent
records to support effective appointment management and enhance overall organizational coordination.

2. Scope

This SOP applies to all employees involved in appointment scheduling, management, and reporting within the organization.

3. Definitions

¢ Scheduled Appointment: An appointment that has been confirmed for a specific date and time.

¢ Rescheduled Appointment: An appointment whose original date and/or time has been changed by mutual
agreement.

¢ Canceled Appointment: An appointment that has been called off and will not occur.

4. Responsibilities

¢ Scheduling Staff: Record, update, and communicate any appointment changes promptly and accurately.
¢ Supervisors/Managers: Ensure compliance with the SOP and review regular appointment reports.

5. Procedure

1. Recording Appointments
o Allappointments (scheduled, rescheduled, or canceled) must be entered into the approved scheduling system
immediately upon confirmation of change.
o Enter all relevant details: client/patient name, date, time, service, reason for rescheduling/cancellation, and the
staff member handling the change.

2. Updating Scheduling System
o Ensure appointment statuses are clearly marked as "Scheduled," "Rescheduled," or "Canceled" in the system.
o Include timestamps for each status update.

3. Notification of Relevant Parties
o Promptly notify the client/patient of any changes via their preferred method (call, email, text message, etc.).
o Inform affected staff members and departments of the appointment change as necessary.

4. Appointment Log Maintenance
o Maintain a log (digital or paper-based) of all scheduled, rescheduled, and canceled appointments for audit and
reference purposes.
o Record reasons for rescheduling or cancelation, along with named staff involved.

5. Reporting
o Generate weekly and monthly reports summarizing scheduled, rescheduled, and canceled appointments.
o Identify trends and recurring issues to support process improvements.

6. Documentation

¢ Appointment scheduling system records
¢ Notification logs (emails, SMS, call logs)
¢ Appointment change log/reports

7. Review & Audit

e This SOP will be reviewed annually or as revisions to processes or systems occur.



¢ Regular audits will be conducted to ensure SOP adherence.

8. References

¢ Organization's Appointment Scheduling Policy
¢ Data Privacy and Confidentiality Policies
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