
 

 

Broken Appointment Policy 
 

Patients who break two appointments within a 12 month period have the 

potential to be placed on the Same Day Only status.  The team member should 

use their discretion when assigning this status to the patient.  Situations to 

consider when placing the patient in this status: 

 Patient or family have been long standing with D4C and have not had 
broken appointment problems in the past. 

 Patient or family had 2 true emergencies leading to breaking the 
appointments. 

 Patient or family have had broken appointment issues in the past and the 
behavior is repeating. 

 

The status is added as an alert on the account and the patient is placed on the 

quick call list in the software. The team member that takes the call will create 

the alert in the patient’s record. The Same Day Only strategy works in two 

ways. The parent can call on a day they know they can come and if we can 

accommodate their child we will. The office can work the quick call list and call 

parents informing them of openings they have that day. Once they are seen, the 

office reviews the policy and they are able to reserve the next appointment. The 

Same Day Only status marker is removed from the account.  If the patient breaks 

the next appointment, the Operations Manager will discuss dismissal with the 

doctor and seek approval from the doctor owner and Regional Director of 

Operations. 

Example Verbiage: 

“Hi Mrs. Smith. I’m sorry we haven’t been able to make our schedules match for 

Suzy’s appointment.  We’d like to try a different scheduling approach.  We’ll place 

Suzy on a special list and call you in the morning of a day where we have 

availability to see her.  If it works for you, then we will reserve that time for her. 

Likewise, if there is a day that works for you, call us that morning and we’ll 

accommodate you if we can. This works well for our families who schedules 

change often and last minute.” 

 


