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Example of communicati;bn
/

Coming from a
specific adviser

Addressed to the client

Dear CLIENT NAME,

Goal gradient effect

/ recognising

steps done

Your appointment is at:
TIME on DAY DATE
LOCATION

In the meantime, if you have any questions at all,
Y

me on contact@organisation.org.uk

Name of adviser
Position

012 3456 7890 words to prime

website.org.uk

Exclude the word ‘debt’!
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Booking Appointment
Waiting time Receive Receive
up to 7 days comm 1 text reminder

Waiting time Receive Receive comm 2 Receive

between 8 and .
12 days comm 1 2-3 days before text reminder text reminder

Receive comm 2 Receive comm 3 Receive
Halfway between booking 1-2 days before
and text reminder text reminder

Waiting time Receive
13 or more days comm 1

text reminder

Receive 0-2 days Receive 1-2 days
after booking before appointment




Results

Client booked for face-to-

face appointment

Difference
between Pre | Percentage

and during | change?
NCS’

Attended appointment 64% 3.6% 6%

No-show 19% -6.4% -24%
Cancellation (not reallocated) 9% 2.1% 31%
Cancellation (reallocated) 8% 0.7% 11%
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Reduction of no-shows

56%

Attended

33% Cancelled
(not reallocated)

11% Cancelled (reallocated)
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Thank you

Download as:
Moneyadviceservice.org.uk/reducing-missed-appointments-using-behavi

Get in touch :
innovatingtogether@maps.org.uk

JairMunoz-Bugarin@maps.org.uk



