
REDUCING NO-SHOWS IN THE 
EARLY PSYCHOSIS INTERVENTION CLINIC 

Humber River Health  1235 Wilson Avenue  Toronto, Ontario  M3M 0B2

DESCRIPTION
Being diagnosed at a young age with a psychotic disorder, can be overwhelming and 
scary.  Chances of relapsing is high, and there are many obstacles that patients face when 
firstly diagnosed. From April 2024 to January 2025, the Early Psychosis Intervention (EPI) 
clinic program at Humber River Health (HRH) had an average 36.91% no show rate. The EPI 
clinic caters to outpatients aged 14 to 35 years old with a first episode of psychosis and 
schizophrenia. A strategy will be used to reduce no-show appointment rate. A missed 
appointment feedback survey will be used to identify barriers that outpatients may face, 
contributing to missed visits.

OBJECTIVE
To reduce the monthly number of no-show appointments in the EPI Clinic.

ACTIONS TAKEN 
Given the high risk of relapse, and numerous barriers to care, consistent follow-up is crucial. 
To increase the compliance with treatment and follow-up care, the EPI clinic at HRH started 
this initiative. When an appointment is missed, staff contacts the patient to reschedule, and 
a no-show survey is completed over the phone. This initiative launched in February 2025 with 
the implementation of the missed appointment survey for patients who did not attend. The 
focus was aimed at improving patient attendance and engagement with treatment.  
The survey was completed consistently from February to July 2025.

SUMMARY OF RESULTS 
Since implementing the survey for missed appointments, the EPI clinic has observed a significant drop in  
“no-show appointment” average rates from 36.91% pre-implementation to 17.07% post-implementation. This 
improvement extends beyond attendance, with a notable rise in patient engagement. Staff reported improved 
rapport and more open communication with patients. This initiative leads to more consistent care and strengthens the 
connection between the program and the young people it serves.

Figure 1. Missed Appointment Feedback Survey from The EPI Clinic
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LESSONS LEARNED
Consistent and clear communication is crucial to identify 
the reasons for missed appointments in outpatient clinics. By 
introducing the feedback survey, the EPI clinic has successfully 
improved attendance and reduced no-show appointments.
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Figure 2. No-Show Percentages of Outpatients in the EPI Clinic from April 2024 to July 2025


