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No More Waiting

Minimizing Wait Time To 

Maximize Retention
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Purpose: 

Share psychology, data, and insights into how wait time 

impacts your bottom line

Plan: 

The Psychology of Waiting: 10 minutes

Data On The Impacts of Waiting: 10 minutes

Active Steps to Improve Processes: 20 minutes

Q&A: 10 minutes

Outcome: 

Give you implementable strategies to reduce wait time in 

order to drive patient experience and retention



The Business Case for Reducing Waiting

Patient


Retention
Referrals

https://www.apprenticehealth.com/resources/the-

business-case-for-reducing-patient-wait-times.html

Cancellations

https://www.apprenticehealth.com/resources/the-business-case-for-reducing-patient-wait-times.html


Two Kinds Of Waiting

Access


Waiting

Service


Waiting



The Two Laws of Service

https://davidmaister.com/wp-content/themes/
davidmaister/pdf/PsycholgyofWaitingLines751.pdf

S=P-E

https://davidmaister.com/wp-content/themes/davidmaister/pdf/PsycholgyofWaitingLines751.pdf


The Two Laws of Service

https://davidmaister.com/wp-content/themes/
davidmaister/pdf/PsycholgyofWaitingLines751.pdf

“It’s hard to play


catch-up ball.”

https://davidmaister.com/wp-content/themes/davidmaister/pdf/PsycholgyofWaitingLines751.pdf


Six Realities of Waiting

 Occupied Time Feels 

Shorter Than 

Unoccupied Time



 Anxiety Makes Waits 

Seem Longer

Six Realities of Waiting



 Uncertain Waits Are 

Longer than Known, 

Finite Waits

Six Realities of Waiting



 Unexplained Waits 

Are Longer than 

Explained Waits

Six Realities of Waiting



 Unfair Waits Are 

Longer than 

Equitable Waits

Six Realities of Waiting



 The More Valuable the 

Service, the Longer the 

Customer Will Wait

Six Realities of Waiting









DifferentKind Aggregated PX Data

★ ★★ ★★★ ★★★★ ★★★★★

7.6% 2.9% 4.7% 8.9% 74.9%

Wait Time Question Star Distribution

>25% of patients are 

waiting too long!



DifferentKind Aggregated PX Data

Feedback Sentiment

Negative Neutral Positive

All responses 8.9% 3.7% 84.0%

At least one 1 star response 41.4% 7.5% 43.6%

1 star wait time 62.5% 8.3% 25.0%



DifferentKind Aggregated PX Data

“When I said, please I've 

been waiting for close to an 

hour and I'm in pain, a girl 

behind the desk jumped up 

and yelled, we'll be with you 

as soon as they can!”



DifferentKind Aggregated PX Data

“My child appointment was 

scheduled at 3:00 and he 

wasn’t called to the back 

until 3:50. My other kids 

were getting restless.”



DifferentKind Aggregated PX Data

“We waited almost 20 

minutes after my 

daughter’s appointment 

time to be seen!... It was 

extremely annoying and 

made me late for my son’s 

football practice!”



DifferentKind Aggregated PX Data

“Wait time was over an 

hour. Unacceptable 

especially with a restless 2 

year old.”



DifferentKind Aggregated PX Data

“I waited 45 min for the 

dentist to spend 5 min 

brushing my sons teeth. The 

wait time is incredibly 

frustrating.”



DifferentKind Aggregated PX Data

“I wait to long more the 1 

hour!!!”



DifferentKind Aggregated PX Data

“You to slow”



DifferentKind Aggregated PX Data

Star Ratings

Avg Rating - all 

surveys

Avg Rating for any 

survey with at least 

one 1 star

Average rating for 

surveys with 1 star for 

waiting

4.3 2.8 2.2



Other Studies On Patient Wait Times



Other Studies On Patient Wait Times

https://jdh.adha.org/content/jdenthyg/

90/3/203.full.pdf

https://jdh.adha.org/content/jdenthyg/90/3/203.full.pdf


Other Studies On Patient Wait Times

https://jdh.adha.org/content/jdenthyg/

90/3/203.full.pdf

https://jdh.adha.org/content/jdenthyg/90/3/203.full.pdf


Other Studies On Patient Wait Times

https://www.meetdandy.com/learning-center/

research/dental-study-patient-experience/

When asked which which aspect of convenience/access was most important:


Same or next day appointments


Night or weekend hours


Minimal waiting room time


Convenient location to them 

Patients overwhelmingly said “minimal waiting room time”

https://www.meetdandy.com/learning-center/research/dental-study-patient-experience/


Other Studies On Patient Wait Times

https://www.meetdandy.com/learning-center/

research/dental-study-patient-experience/

“Maintaining on-time appointments (i.e. reducing patient time in the waiting room) has 

the highest correlation with satisfaction of any non-procedure- specific dimension. 

You may have the nicest, most welcoming waiting room in the world but if you can’t 

quickly get patients out of it and into the chair, they’re likely to feel so dissatisfied 

that they’ll seek care elsewhere. And this issue is ubiquitous. Fewer than half of 

respondents to the survey reported being ‘very satisfied’ with wait times, and 21% of 

respondents gave their current dentist a low rating (3 out of 5 or below) in this arena.


Timely appointments are especially important to younger respondents; just 37% of 

Dandy Dental Study respondents younger than 36 give wait times at their current 

dentist top marks vs 44% of respondents 56 and older.” 

https://www.meetdandy.com/learning-center/research/dental-study-patient-experience/
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Discussion/Questions


