
Welcome!

We are so glad you are here!

We will get started shortly. 
In the meantime, we invite you to 

intentionally enter this space.

Silence your cell 

phone

Close the door

Close browser 

windows

Check your audio 

and video

Stretch

Take a few deep 

breaths

Emotionally release 

your to-do list

Take a bio break
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Client Retention, 
Cancellations, 
and No-Shows

The Healthy Start TA &  Support Center is operated by the National Institute for Children's 
Health Quality (NICHQ). This project is supported by the Health Resources and Services 
Administration (HRSA) of the U.S. Department of Health and Human Services (HHS) under 
grant number 1 UF5MC327500100 titled Supporting Healthy Start Performance Project.



Agenda
NETWORKING CAFÉ: CLIENT RETENTION, CANCELLATIONS, AND NO-SHOWS

Housekeeping

Tess Pritchard
Healthy Start TA &  

Support Center 

(TASC)

Welcome & Introduction Tess Pritchard

Discussion about Client 
Retention, Cancellations, 

and No-Shows
All

Wrap-up Tess Pritchard



Participants are encouraged to share comments 

and ask questions using the chat box.

This session is being recorded.

All participants are muted upon entry. We ask that 

you remain muted to limit background noise.
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Tess Pritchard

Welcome & 
Introduction

Healthy Start TA &  Support Center
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Café Purpose

To provide a designated time and space for 
grantees to:

Connect with each other and reflect on a 
specific topic

Practice intentional conversation

Share and hear the expertise among the 101 
grantees

Discuss strategies to address challenges and 
barriersNetworking Café: Client Retention, Cancellations, and No-Shows
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Café Goal
Client cancellations and no-shows are 
common, and a source of frustration for 
Healthy Start staff. Frequently cancelled 
appointments results in lost time and 
efficiency, can increase compassion 
fatigue among staff, and can reduce the 
ability of programs to achieve their goals.

We’d like to use today’s time together to 
explore your experiences with this issue 
and solutions that other grantees can 
use to reduce this challenge. 
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Café Guidelines

Listen to understand

Focus on what matters

Contribute your thinking

Link & Connect ideas

Have fun!
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Introductions
NETWORKING CAFÉ: CLIENT RETENTION, CANCELLATIONS, AND NO-SHOWS

In the chat box, please share your

• Name

• Healthy Start Project name and 
location

• Role or title
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Discussion
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What has your experience been with client 
cancellations and no-shows through 

COVID?
Have there been any changes now that 
many services are being held in person 

again?
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Have you noticed any trends related to no-
shows and cancellations? 

For example, is there a specific stage of the 
continuum of care where you see more 

cancellations, or client backgrounds that 
seem to result in higher no-shows?
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What tools and strategies do you 
use to help decrease the number of 

client no-shows or cancellations?
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How do you communicate to 
clients the importance of 

respecting your time?
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How long, on average, do clients 
stay enrolled in your Healthy 

Start program?
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How long do you leave a client “enrolled” if 
they are being unresponsive? 

What date do you use to close the “case” –
the date you last saw them or the date you 

last attempted contact?
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Any final thoughts on how to 
increase client retention and 

decrease cancellations and no-
shows?
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Satisfaction Survey
Your feedback is extremely valuable and will help 

ensure our offerings meet your support needs!
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Upcoming 
Deadlines & Events
Document can be found on the EPIC website or 
at bit.ly/hs-deadlines-and-events
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https://bit.ly/hs-deadlines-and-events


Thank you !
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