SOP: Reporting and Review of Appointment Metrics and
Trends

This SOP details the process for reporting and reviewing appointment metrics and trends, encompassing the
collection, analysis, and presentation of data related to appointment scheduling, attendance, cancellations, and no-shows. It
aims to provide insights into operational efficiency, identify areas for improvement, and support decision-making by
establishing standardized procedures for monitoring key performance indicators and generating regular reports to inform
management and stakeholders.

1. Purpose

To establish a standardized process for collecting, analyzing, and reporting appointment metrics and trends, ensuring
actionable insights for continuous improvement in operations.

2. Scope

This SOP applies to all staff involved in the scheduling, management, and oversight of patient appointments.

3. Responsibilities

Data Analysts: Extract and analyze appointment data.
Supervisors/Managers: Review reports and oversee trend evaluation.
Frontline Staff: Ensure accurate data entry and flag anomalies.

IT Support: Maintain reporting tools and resolve technical issues.

4. Definitions

Term Definition

Appointment Quantitative data elements such as total scheduled, attended, cancelled, and no-show

Metrics appointments.

KP Key Performance Indicator; a measurable value indicating the effectiveness of scheduling
processes.

Trend Analysis Process of identifying patterns and changes over time in appointment data.

5. Procedure

1. Data Collection
o Extract appointment data from the scheduling system weekly and monthly.
o Include data points: Scheduled, Attended, Cancelled, and No-Show appointments.
2. Data Validation
o Review data for accuracy and completeness.
o Flag and investigate any discrepancies.
3. Analysis
o Calculate KPIs such as attendance rate, cancellation rate, and no-show rate.
o Compare current data to previous periods to identify trends.
4. Reporting
o Prepare a standardized report including tables, charts, and narrative summaries.
o Highlight key findings, anomalies, and recommendations for improvement.
5. Review
o Distribute the report to management and relevant stakeholders.
o Conduct a review meeting to discuss findings and determine action steps.
6. Storage and Documentation
o Archive all reports and supporting analyses following data protection policies.

6. Key Performance Indicators

o Attendance Rate = (Attended Appointments / Scheduled Appointments) A— 100
¢ Cancellation Rate = (Cancelled Appointments / Scheduled Appointments) A— 100



* No-Show Rate = (No-Show Appointments / Scheduled Appointments) A— 100
¢ Year-on-Year (YoY) and Month-on-Month (MoM) change in appointment activity

7. Review and Revision

e This SOP should be reviewed annually or as needed based on changes in process or technology.
e Document all revisions in the version control table below.

8. Version Control

Version Date Description Author

1.0 2024-06-20 Initial Draft [Your Name]
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