University Hospital Galway
& efficienC Case Study

University Hospital Galway
significantly reduces missed
outpatient appointments through
the use of the “efficienC” patient
communication software from
EfficienC Software Group.

Reducing Outpatient DNAs
and Improving Hospital Efficiency
THE CHALLENGE

THE SOLUTION

With a busy outpatient department impacted by
patients missing appointments, known as (”DNAs”“Did Not Attend” - or “No Shows”), University Hospital
Galway was seeking an innovative, cost effective and
easy to use solution that could be deployed quickly
and easily to reduce DNAs on an ongoing and
sustainable basis.

efficienC is a functionally rich, two-way patient
communication solution which incorporates an SMS
service to engage with patients and ascertain their
intent to attend their scheduled outpatient
appointment.

THE OUTCOME
University Hospital Galway (UHG), part of the Saolta
University Healthcare Group which comprises seven
hospitals, deployed efficienC with the objective of
reducing the number of missed outpatient
appointments.
Following the installation of efficienC, the
number of missed outpatient appointments at
UHG has reduced by 36% and the number of
patients on UHG waiting lists has also been
reduced.
In the past 12 months efficienC handled in excess of
172,000 appointments across 325 clinics for UHG
delivering this impressive DNA reduction plus further
operational, financial, clinical and administrative
benefits to the hospital, enabling the provision of a
more flexible clinic service.

When a patient notifies the hospital via the efficienC
solution that they will not be attending their
appointment, this appointment is pro-actively
cancelled and efficienC can automatically offer it to
patients on the waiting list.
Patients can therefore easily engage and react to
messages they receive regarding their appointment,
while the hospital significantly improves the
throughput of outpatients and increases clinic
utilisation by reducing the number of missed
appointments.
In response to a patient cancelling their
appointment, other actions are automatically
triggered. For example, a notification is sent to the
Medical Records Department advising them not to
prepare/pull the notes for the non-attending patient
and advising of the new patient’s details, therefore
avoiding the opportunity for notes to be mislaid.

BENEFITS
There are numerous benefits of using the efficienC solution, including:
•
•
•
•

Significant reduction in outpatient appointment DNAs
Improved patient communication
Increased utilisation of clinics
Significant savings due to reduction in DNAs/No Shows

In addition, UHG Outpatient Department staff have
reduced the amount of time spent telephoning
patients due to the improved accessibility via
efficienC while the Outpatient Department's
incoming telephone lines are also now less busy due
to the reduction in calls from patients.
Martin Molloy is Information Services Manager at
Saolta University Health Care Group. He explains:
‘The solution was really easy to implement. We
used to have a 40% response rate over 8 weeks
when notifications for appointments were paper
based and this changed to an 80% response rate
in 48 hours with efficienC. We find the two-way
communication really helpful – some solutions
provide one-way only, so this is fantastic. We’ve
also enjoyed the flexibility of the system, it makes
it easy for us to change the messaging whenever
we need to.’

• Increased operational efficiency
• Improved patient satisfaction
• Reduced postal costs

TOP 10 CLINIC IMPROVEMENTS
Speciality

Overall Improvement

Neurology

75.82%

Cardiology

72.45%

Plastic

71.43%

Surgery

68.77%

Ophthalmology

68.77%

Dermatology

63.02%

Paediatrics

61.44%

Neurology

59.66%

Rheumatology

59.25%

Breast

59.15%

Paul Hurney, Waiting List Manager at UHG explains:
‘Before efficienC, contacting patients to remind
them about appointments or clinics was a very
labour intensive task. Using the efficienC solution
has meant that we can send out messages quickly
and easily, patients can react quickly, which in
turn has really cut down on DNAs across our
clinics.’
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