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Background
As a safety-net Hospital with an at-risk population and 

increasing day-of surgery cancellation rates, we wanted 
to support our patients while also minimizing our 

unused OR time due to these cancellations

On average we were seeing 130 same-day cancellations per 
month

We noticed many of those cancellations could be 
prevented with additional support, which we felt would 

be best provided by a Registered Nurse

We created referral Criteria that was shared with 
the clinic to identify patients who may benefit from 

the Nurse Navigator

 

We also used a predictive Analytics tool, built in our 
Electronic Health Record to look at patients 
deemed a high risk of cancellation based on 

previous encounters, to add to the navigators list

The navigator contacts patients, creates a trusting 
relationship, identifies barriers that may lead to 
cancellation, and implements interventions to 

address those barriers. 

The navigator continues this relationship all the 
way through the post-op call

Results 
Our Pilot Started June 17th, 2024

Feedback

Patients appreciated having one main contact who knew 
them and who they felt comfortable with, instead of 

calling and getting transferred to the wrong department. 

Patients expressed feeling more at ease with the 
navigator’s support throughout the process

86%
Success 

Rate! 

Method

We started with the two services with the 
highest cancellation rates in our Outpatient 

Surgery Center: Eyes and Dental

Eye
Cancellation rate dropped from 22% to as low as 6%

Dental
Cancellation rate dropped from 30% to as low as 14%
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