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How to Handle Short Notice Reschedules  
  

Each time a patient calls to reschedule short notice, they will be assigned a number :  1, 2, or 3.  You will 

place that number in a field that you decide will be used to track this.  

 It could be in the patient file, as a pop up, or in any other designated field of your choosing.  Just be sure 

to use the same field for each patient.   

You are going to monitor this field for each patient within an 18 month period.  Each short notice 

reschedule that happens within an 18 month period requires you to take the reschedule to a different 

level. 

When your patient calls to cancel short notice, (and they will- regardless of your policy), it is a good idea 

to listen before responding.    

 

1.  Ask your patient if they are ok.   “Is everything ok?” 

  

2. Tell your patient you were looking forward to seeing them. “I know Janet (your hygienist) was looking 

forward to seeing you.”  

  

3. Offer them your next available appointment which will be 3 months out at least – (even if you have 

something else).  

  

4. Once you make the new hygiene appointment, you can now gently remind your patient “We will ask 

for 2 business days’ notice please, should you find you need to reschedule this appointment.  Thank 

you”.  Say please.  Say thank you.  Tone is everything.  Be kind.   

 

 5.  Offer to place them on your call list to move their appointment forward should an appointment 

become available sooner. 

 

6. If this is the first time this patient has rescheduled their appointment short notice, mark their account 
somewhere that you designate with the number “1” and date.   
  

If this is the second time this patient has rescheduled their appointment short notice, mark their 

account in the same place you had the number “1” but change this to a number “2” and date.  
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If this is the third time for the same patient to reschedule short notice, change their number to “3”and 

date.  

  

You will also want to note the short notice reschedule in the patient ledger.  

  

What do all of these numbers mean?  And what are you going to do with them?  

  

#1 – Everyone gets a freebie – things happen in our days and in our lives.   Nothing to do with this 

patient but mark a #1 to track.  

  

#2 – If the patient has a second short notice reschedule in less than 18 months, a more serious 

conversation is necessary with the patient.  Review the policy with them and let them know you may not 

be able to reschedule their appointment another time short notice. 

 

 #3 – If the patient has called for the third time to reschedule in less than 18 months, they can no longer 

be rescheduled.  They are only able to be placed on your short notice call list with appointment 

openings.     

  

Be kind still.  “It seems, Joe, that our schedules just aren’t lining up recently.  I can see that we’ve 

rescheduled your appointment twice recently with less than 2 business days’ notice.  Let’s try something 

new.  I will call you with appointment openings as they arise to see if you are available.  Do you prefer 

mornings or afternoons?   Monday through Thursday we are in the office.  Which days are best?”  

 

If your patient makes it into their next appointment from the call list, it is okay to try to pre-schedule 

them.  They now get a clean slate to start over.  It might turn out that they just do better on a call list.  

You will have to see how it goes. 

 

Please, let me know if you have any questions, and I would love to hear how this works for you! 

april@asthedrillturns.com 


