Hooks, Holley K., MPH, CPH, Preventive Health Services, Forsyth County Department of Public Health, 799 North Highland Avenue, Winston Salem, NC 27101-4120, (336-703-3928)
PHAP Class Year of Entry - 2015
Number of abstracts submitted: 1
Submission Type: Oral Presentation
PIRAT #: PN169-2015-08

Holley K. Hooks1, T. Semcer1, H. Tranberg1
1Preventive Health Services, Forsyth County Department of Public Health; Winston Salem, NC

[bookmark: _GoBack]Title: A Qualitative Study to Explore Broken Appointments at Cleveland Avenue Dental Center in Forsyth County, North Carolina
Significance to Public Health: In any medical clinic, broken appointments are an important barrier to accessing care for several reasons: patients who make appointments do not receive care; patients who cannot get appointments due to booked provider schedules are not able to access services; and clinics lose revenue when they are not treating patients.
Background/Objectives: The purpose of this study was to gain insight into why patients break appointments at the Cleveland Avenue Dental Center, an entity of the Forsyth County Department of Public Health. The broken appointment rate for 2015 was high, at 44.7% from January until December. Data collected by this study will guide staff to create an action plan and implement strategies and policies to decrease broken appointments.
Methods: A qualitative method was used to explore the attitudes, barriers, and norms people experience in relation to dental appointments. Structured interviews were conducted using a convenience sample of adult patients in the clinic’s waiting room. A total of 15 interviews were conducted over one month’s time. Results were analyzed using a general thematic analysis.
Results: Primary attitudes toward dental appointments included fear and low priority. Primary barriers included transportation, work, emergencies and unexpected events, and forgetting. The primary norm is that dentists expect patients to attend appointments because it is an inconvenience when patients do not come. An unexpected theme of factors that contribute to a patient’s ability to attend their appointments emerged as well; primary factors included appointment reminders.
Conclusions and Implications for Public Health: There are multiple actions and strategies that the Cleveland Avenue Dental Center can implement in order to reduce broken appointments, including administrative adjustments, comprehensive appointment reminders, after hours appointments, and bus passes for patients without transportation. 
