
Case study

Outpatient Clinic
Reduces Patient
No-Shows by 45%



Situation
A Busy Outpatient Clinic Struggled with No-Shows and
Scheduling Inefficiencies

A private outpatient clinic offering general

consultations and diagnostic services faced persistent

operational challenges despite steady patient

demand.

While appointment bookings

remained high, a significant

portion of scheduled patients

failed to show up or arrived

outside their allocated time slots.

This created inefficiencies in daily

operations, underutilized clinical

time, and inconsistent patient

flow.

The clinic faced the following challenges:

High Patient No-Show Rates: Appointment

confirmations relied on manual calls and inconsistent

reminders, resulting in frequent missed appointments

and underutilized doctor availability.

Inefficient Scheduling System: Appointments were

managed manually with no optimization logic, leading

to overbooking, idle time gaps, and uneven workload

distribution across practitioners.

Lack of Real-Time Schedule Visibility: There was no

centralized system to track appointment status,

causing confusion around cancellations, late arrivals,

and available time slots.

Situation Solution Outcome



About

The client is a private outpatient healthcare clinic

providing consultation and diagnostic services. The

clinic manages daily patient appointments through a

front desk team and serves a steady flow of patients

across multiple practitioners

Situation Solution Outcome

Operational inefficiencies in
scheduling and appointment
management were affecting both
revenue and service delivery.



Solution

Situation Solution Outcome

Phase 1: Current-State Operational Mapping

Clainel documented and visualized:

Appointment booking process

 Patient confirmation workflow

 No-show handling process

 Rescheduling procedures

 Front desk operations

 Daily schedule management

The engagement was structured into three phases:



“Missed appointments were a constant issue

for us, and it was affecting both our revenue

and daily operations. Clainel helped us put

structure around our scheduling and gave us

visibility we never had before. Now, our days

run more predictably and efficiently.”

Sharon Mark
Doctor



Solution (con't)
Phase 2: Bottleneck & Risk Analysis

Clainel analyzed internal workflows to identify:

No-Show Drivers

Lack of automated reminders and confirmation

processes led to high patient forgetfulness and missed

appointments

Scheduling Inefficiencies

Manual booking methods resulted in overbooking, idle

gaps, and poor time utilization
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Operational Strain

Administrative staff were overloaded with manual

coordination, reducing efficiency and increasing errors

Visibility Gaps

No real-time view of appointment status made it difficult to

adjust schedules dynamically

Revenue Leakage

Missed appointments were not tracked or recovered, leading to

consistent loss of billable time



Solution (con't)
Phase 3: System Redesign & Automation Framework

1. Automated Appointment Confirmation System: Automated SMS/WhatsApp

reminders, confirmation tracking, and follow-up sequences to reduce no-shows

2. Centralized Scheduling Dashboard: Real-time view of all appointments,

cancellations, and available slots for improved coordination

3. Dynamic Slot Reallocation System: Process to quickly fill canceled or missed

slots using waitlists or same-day bookings

4. No-Show Tracking & Reporting System: Structured tracking of missed

appointments to identify patterns and improve forecasting

5. Reduced Administrative Dependency: Automation of reminders,

confirmations, and rescheduling workflows to reduce manual workload
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“Our front desk team was
overwhelmed managing

bookings and follow-ups
manually. After working with

Clainel, a lot of that pressure
has been removed. Everything

is more structured, and the
team can focus on patients

instead of chasing schedules.”

Sharon Mark
Doctor



Outcome
Structured Growth Without Operational Chaos

Within 3 months of implementation:

● Improved schedule adherence and punctuality

● Increased revenue from previously lost appointment slots

● Faster rescheduling and slot reallocation

● Real-time scheduling dashboard improved operational awareness

 

Situation Solution Outcome

Most importantly, the clinic transitioned from reactive

scheduling to a structured, system-driven appointment

management process.



Want Results Like This?

Clainel conducts Operations Audits for growing

businesses experiencing operational strain.

Situation Solution Outcome

We identify:

Where inefficiencies exist

Where revenue is leaking

Where delays are occurring

Where decisions are bottlenecked

What should be automated

What should be simplified

Then we design systems that support growth

without increasing chaos.
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