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Disclaimer

This presentation is based on research conducted to the best of the presenter’s abilities, 

acknowledging inherent uncertainties and limitations. The findings may be influenced by factors such 

as data quality, methodology, and interpretation, and do not guarantee real-world accuracy. 

The content is intended for informational purposes only and does not necessarily reflect the views of 

the British Medical Ultrasound Society (BMUS) or its affiliates. The presenter is responsible for 

ensuring objectivity and disclosing any relevant financial/industry interests. BMUS and its affiliates 

disclaim liability for any claims arising from this educational activity.



Where We Started

1st Lockdown 3rd Lockdown
Management 
of Change

Partial Booking

Insourcing



Patient flow

Leadership structure

Partial Booking

Monthly team meetings 

Service efficiency

Dedicated training lists 

BMUS guidelines implemented 
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Disbenefits

7/10 of our 

booking team 
prefer conventional 
booking methods

(The other 3 were indifferent)

Patients are rude 
on the phone

(Usually because of the 
insufficiencies of the 

phone system)

Heavy 
admin 
burden



Benefits

Cancellations
No of Letters 
Sent Out to 

date
%

By Patient 4

By Trust 407

Total 411 1798 23%

Cancellations
No of Letters 

Sent Out to date
%

By Patient 4

By Trust 8866

Total 8870 53735 17%
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Conventional Booking Partial Booking

DNA Rates (TV)
20% 

(60 per month)
9.7%

(29 per month)

Around 55,000 partial booking letters sent to date



Benefits

Hi, I received a letter asking me to call to 
arrange my ultrasound appointment.

Thanks for calling. I can offer you Tuesday 
22nd of this month. Is that convenient?

Good / Yes Okay / Same Bad / No

Communication IIII IIII IIII IIII IIII IIII IIII IIII IIII IIII III

Ease IIII IIII IIII IIII IIII IIII I IIII IIII I IIII IIII I

Prefer PB IIII IIII IIII IIII IIII III IIII IIII IIII IIII IIII 

Recent audit of PB patients showed:

85% communication was good or okay 

79% process was easy or okay 

72% preferred it to conventional booking or were indifferent

 Cons:
o Can be difficult to get through on the phone lines
o Didn’t receive letter

 
 Pros:

o Speak to a human
o Choose a convenient appointment

3 years in:



Considerations

The 
postal 

service…
Diaries

to date contact details

Need up  

Accessibility

Call centre



Take-aways

PB can cut your DNA 
rate >50%

PB has the potential to 
release ~ 8% of your 
capacity

80% of patients find 
Partial Booking easy

70% of admin staff 
don’t find partial 
booking easy…



Thank you! 
Questions?



FAQs

Do you have a SOP you can share with us?
o NO, sorry… we implemented PB inside existing trust policies.

What text messaging service do you use?
o Envoy 

How big is your appointments team and how many appointments 
do they book?

o 6 MoS working 7.5hours per day, 5 days per week (CT, 
MR, US, Phone, cancellations/admin, team lead)

o They have booked 146,000 appointments in the last 
12 months (12,200 per month) 

o 59,000 of those are US (last 12 months)

What does your cancellation letter say?

Why do you only PB routine Ultrasound?
o We’d like to expand to other modalities but have 

other priorities at the moment
o We have trialled PBing 62-day patients, with 

considerably shorter turnaround times
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