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Introduction
Patient appointment scheduling is an integral part of 

practice management.  Smooth and efficient appointment 

scheduling is critical to patient satisfaction, physician 

efficiency and staff morale.  Fours ways a patient typically 

makes an appoint are:

• Walk In

• Phone

• On Line

• During previous visit

This was our first assessment at point of care using iPads.  

We intend to set up a calendar of assessments to 

administer periodically throughout the year.

Design/ Methods
• Ten (10) question survey administered on two (2) iPads 

during their visit.

• Assessed:

o Appointment Making Experience

o Check –in Process

o Time Spent Waiting to be taken to see Provider

• Information was collected anonymously

• Typically took no longer than sixty (60) seconds to 

complete.  

• NO resistance noted from patients when given the iPad.  

• 445 patients were surveyed in a 15 day period.

Conclusions
The appointment making process does not appear to be 

a barrier to access at SHS.  Students have a variety of 

ways to make appointments each with high satisfaction.  

• Note that even walk in patients, did not report any 

dissatisfaction with the appointment process.  The 

staff is highly successful with working unscheduled 

patients in to be seen by a clinician.  

• The check in process also produced highly satisfied 

scores.  SHS is constantly working on how to make 

the waiting room comfortable and secure in order to 

protect health information that must be communicated 

when checking in.  

• The ongoing challenge is always wait time and cycle 

time through the clinic.  SHS struggles with the type 

of clinic and services that should drive scheduling 

(Primary Care vs. Urgent Care).  A major contributor 

to this challenge is capacity.  If SHS had more exam 

rooms, patients could be moved through the clinic 

more efficiently and providers could more readily see 

their patients.

• 445 patients out of 870 received the survey.  The 

survey was not provided when the clinic was 

overwhelmed.

 Implement the plans for clinic 

redesign (LARGER CLINIC)

 Rework the survey design, based 

on what has been learned

Next Steps:

Results

Patient 

Makes 

Appointment

Patient 

Checks In at 

Clinic

Patient Brought 

to Exam Room 

by RN

Patient given 

iPad Assessment

Patient Seen by 

Provider

AGREED they were able to schedule 

an appointment around current 

activities

AGREED it was relatively easy to 

schedule an appointment

AGREED privacy was maintained 

during the check in process

AGREED receptionist was friendly and 

professional

Identify Challenges/ Barriers to Making 

Appointments

Assess Check In Process

Wait Time Before Taken to Exam Room

Walk In, 
7%

On Line, 
49%

Phone, 
22%

Prev. 
Visit, 22%

0%

10%

20%

30%

40%

50%

60%

How Students Make Appointments at SHS


