
 

WHAT 
Televox is an automated phone service used by health centers to communicate 
reminders and notifications to clients through calls and texts on a scheduled basis. 
 

WHY 
Making appointments is just one of many challenges our clients juggle day-in and day-
out. Yet, it’s imperative that they make these appointments so that they receive the care 
they need, when they need it. Similarly, it is important for us at Health Care for the 
Homeless to minimize missed appointments, so our providers can provide care to the 
maximum number of clients their schedules will allow.  
 
Currently at Health Care for the Homeless, staff members regularly call clients about 
upcoming and missed appointments, but we don’t have a standard process for phone 
reminders. Earlier this year, we conducted a pilot with one medical provider to see if 
phone call reminders could decrease their clients’ missed appointments. Before making 
reminder calls, the missed appointment rate for those clients was 42.5%. After the 
phone intervention, that rate dropped to 34.67%. Our most significant finding: when 
clients answered the reminder calls, the missed appointment rate fell to just 6.67%. 
 

HOW 
Clients will receive an automated call reminder two days prior to their appointment 
between 9 a.m. and 12 p.m. and a text reminder the night before their appointment 
between 6 p.m. and 8 p.m.  
 
When they receive the appointment reminder, clients will be able to…    
1. Confirm the appointment by following the prompts on the call or typing YES for texts  
2. Cancel the appointment by following the prompts on the call or typing NO for texts 
3. Reschedule the appointment by following the prompt to forward their request to our 
scheduling team for calls, and dialing the number provided in the text reminder.  
 
Televox will automatically send reminders to clients who are scheduled with new or 
established appointment types—but not for group, offsite, same-day and walk-in 
appointments. 
 

NEXT… In 2018, we will explore ways to expand our use of Televox communications to 

include health-related campaigns and reminders to schedule future follow-up or routine 
appointments.  
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TELEVOX AUTO-APPOINTMENT 
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Lead: CAO Maria Martins-Evora 
Need to know: All staff, especially staff using the EHR 
Launch: October 23, 2017 

 

http://www.hchmd.org/sites/default/files/wysiwyg/Strategic%20Plan%20Implementation%20--%20Readiness%2008172017_0.pdf

