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Empty the Waiting Room for Happier Patients  
and Better Reviews

When Neil twisted his ankle playing soccer, his mom took him to a nearby walk-in clinic. Arriving 
at the clinic, his mom took a ticket as instructed, and she and Neil took a seat in the waiting 
room. As they waited, Neil was miserable and in pain, and his mom worried about missing a 
meeting at work. An hour later, they were finally seen by a nurse who took Neil’s vital signs and 
then sent the pair back to the waiting room to wait another hour for the doctor. This time, there 
was a woman sitting nearby coughing non-stop, and Neil’s mom worried that they would leave 
sicker than when they had arrived. Eventually, they got in to see the doctor, but only after the 
mom had posted a scathing review on social media about the wait time at the clinic. 

Patients hate sitting in waiting 
rooms. If they’re at an Urgent Care 
clinic, they’re already anxious about 
the medical condition that brought 
them there, and the waiting room 
compounds their anxiety. They worry 
about the spread of germs from other 
sick patients, and they worry about 
the things they need to get done in 
their day.  As they wait with nothing 
to do, time moves much more slowly. 

The longer they wait, the more likely 
they are to leave before their turn 
and write blistering reviews on social 
media. Both actions hurt business. 
Each patient that walks out the door is 
a loss of at least $200, much more than 
that if they have recurring medical 
issues. Nearly 84% of patients use 
online reviews to evaluate medical 
practitioners, and they put so much 
value in the reviews that negative 
ones can make them choose an out-of-
network provider with better ratings.  

The Virtual Queue – Wait From 
Anywhere
QLess eliminates the wait by giving 
patients the ability to join a virtual 
queue. Patients can wait for medical 

care from the comfort of their own 
home – or get on with their daily 
lives and get things done – instead 
of waiting in a waiting room. Timely 
updates notify patients when it’s 
their turn, with the option to move 
backward in line if they need a little 
extra time. In addition, with QLess, 
healthcare providers can see if wait 
times are longer at one location and 
can redirect patients to a nearby 
location where waits are shorter. 

Improve Patient Satisfaction Scores 
To Increase Reimbursements 
Patients who are unhappy because 
of long waits also hurt patient 
satisfaction scores, which can 
lead to cuts in reimbursements for 
healthcare providers. In 2017, the 
U.S. government was expected to 
withhold $1.7 billion in Medicare 
reimbursements from hospitals 
with poor performance on the 
Hospital Consumer Assessment of 
Healthcare Providers and Systems 
(HCAHPS), a survey to measure 
patient satisfaction.  Getting 
patients out of the waiting room 
can improve satisfaction scores and 
increase reimbursements.

While the HCAHPS survey is intended 
to measure patient satisfaction, 
response rates nationwide for the 
survey tend to be low. QLess lets 
healthcare providers survey patients 
using SMS texts, which have a much 
higher response rate due to their ease 
and convenience. One QLess customer 
increased survey responses from 100 
to 1,500 over the same time period by 
switching to SMS surveys. The QLess 
Survey feature can be integrated to 
work with existing survey instruments 
and data collection methods.  QLess 
healthcare customers have seen a 
20% increase in net promoter scores 
(NPS) – by getting patients out of the 
waiting room and by increasing survey 
response rates with SMS surveys.

“ We’ve made great advances 
in medicine, but the way 
we treat patients is the 
same as it’s been for 
centuries – they wait in 
line to see a doctor. As an 
industry, we’ve struggled 
to find a better solution for 
managing the process.”

Mark Behl, CEO 
 Renown Medical Group



When there’s a medical emergency 
or when multiple appointments run 
over, doctors can get further and fur-
ther behind schedule, sometimes by 
several hours. Using current appoint-
ment systems, the receptionist cannot 
let patients know that there is a delay 
until they arrive in person. When this 
happens, it turns appointment times 
into empty promises and angers the 
patients who are forced to wait.

Eliminate Walk-Aways
If patients choose not to wait and walk 
out, the losses in revenue can add up. 
The size of the problem varies by prac-
tice, but an average of 42% of appoint-
ments become no-shows,  and missed 
healthcare appointments account for 
an annual loss of $150B in the United 
States.  QLess virtual queuing keeps 
patients informed of their wait time, 
letting them wait anywhere until they 
are summoned to see the doctor. This 
makes it easier for patients to wait – in-
stead of walking away. 

Turn No-Shows Into Later-Shows
QLess also helps healthcare 
providers fill holes in the schedule 
if appointments run shorter than 
expected or in the event of a 
last-minute cancellation. QLess 
FlexAppointments automatically 
fills those time slots, and it converts 
no-shows to later-shows by allowing 
patients who are running late to move 
backward in line instead of losing 
their place entirely. 

Keep Patients Informed When Appointment Times Shift

When Neil had a follow-up visit with an orthopedist at the hospital, he and his mom arrived in time 
for their appointment. They checked in with the receptionist, who said that the doctor had been 
tied up with an emergency and was running behind schedule. As Neil and his mom searched for 
available seats in the waiting room, they noticed that the room was full of exasperated-looking 
patients. They sat and waited. And waited. An hour and a half later, Neil’s mom walked up to the 
receptionist to find out if they had been skipped over. There was another patient already there 
yelling at the receptionist because he had been waiting for three hours. At that point, Neil and his 
mom left, determined to find a medical practice that respected patients’ time. 

“For us, QLess is a 
differentiator.  It gives us an 
edge over our competition 
and fits in perfectly with 
one of our core values: 
respect for our patients and 
their time.  Additionally, it 
complements our mission 
of giving our patients an 
experience that leaves them 
feeling "wowed.”

CEO & President
Urgent Care Clinic



The Hidden Cost Of Waiting – Operational Efficiency

On the day of Neil’s visit, the walk-in clinic’s medical director noticed that the clinic was 
almost empty in the morning – with doctors, nurses, and medical equipment sitting idle – but 
ridiculously crowded in the afternoon. Patients, frustrated with the wait, were testy with the 
staff, and staff members were frazzled as they tried to rush through the line of patients. Had 
she known about the size of the crowds in advance, the medical director would have brought 
in fewer staff in the morning and more in the afternoon. Later, she learned that the hospital’s 
clinic across town had been nearly empty that afternoon, and she wished that she had been 
able to send some patients there to balance the load. 

Patients are not the only people 
unhappy about crowded waiting 
rooms and unpredictable wait times. 
Medical staff members are frustrated 
as well. Front desk staff must manage 
the waiting room and field questions 
from angry patients about wait 
times. Clinical staff may feel rushed 
to get through the line of patients. 
Management is concerned if the line is 
shorter than expected and expensive 
resources sit idle. No one is happy 
about staying late on a regular basis 
to get through long lines of patients 
past closing time.

Let Staff Focus On Their Work
With QLess as a self-service solution, 
front desk staff can focus on their 
work. Patients can easily join a QLess 

virtual queue by SMS text message, 
through an app, on the healthcare 
facility’s website, or by phone – 
without involving staff members. 
Patients are automatically kept 
apprised of wait times, which are 
more accurate than other systems 
because they are based on historical 
data and predictive analytics, instead 
of an overly simplistic 20-minutes-
per-patient estimate. 

Balance Patient Load Between 
Locations
When a healthcare organization has 
multiple locations, QLess can provide 
load-balancing between locations. By 
displaying wait times across multiple 
clinics on the provider’s website, 
patients may choose to go to the clinic 

with a 10-minute wait time that is 15 
minutes away instead of waiting for an 
hour at the closer location. Front desk 
staffers across all locations have access 
to a dashboard displaying all wait times. 

The QLess system is easy for staff 
members to use with a dashboard that 
displays each queue for each location, 
as well as at-a-glance views with live 
data of what is currently happening 
at the facility. In addition, QLess can 
automatically shut down the queue as 
closing time approaches, eliminating 
the need for staff to stay late.

Increase Productivity And 
Throughput
As Baby Boomers age and require 
more medical care, healthcare 



The Hidden Cost of Waiting (continued)

organizations will need to improve 
productivity to keep up with 
demand. By 2030, more than six 
of every 10 Baby Boomers will be 
managing more than one chronic 
condition, which will put increasing 
demands on the healthcare system.  
QLess helps improve staff efficiency 
and throughput in several ways.  
QLess FlexAppointments helps 
fill every nook and cranny in the 
appointment schedule to make sure 
expensive resources, including staff 

and medical equipment, maintain 
productivity. The QLess Dashboard 
provides operational detail on how 
much time each staff member spends 
on each type of appointment, giving 
management important insights to 
help improve efficiency. In addition, 
feedback from QLess surveys is 
correlated with the staff members 
who treated the patient, providing 
the right information to improve 
processes and patient satisfaction.

“ QLess has provided my 
business with one of the 
most innovative custom-
er service technologies 
of the 21st century. It has 
improved our customer 
satisfaction by reducing 
the time that a patient 
waits in the office."  

Dr.  Dan Murphy, Owner  
South Tampa Immediate Care



The QLess Solution

»   Turn no-shows into later-shows 
be allowing patients to move 
backward in line if they need a 
little more time.

»   Increase throughput by filling the 
schedules of expensive resources 
– staff and medical equipment.

»   Joining a virtual queue is self-
serve and easy for patients. They 
can join by text message, by app, 
by website, at a kiosk, or by phone.

»   Keep patients apprised of wait 
times when the doctor is running 
behind schedule so they don’t need 
to waste time in the waiting room.

»   Raise patient satisfaction scores 
for higher reimbursements – and 
get an accurate measure of patient 
satisfaction – through SMS surveys.

»   Enhance resource scheduling 
based on historical data and pre-
dictive analytics for patient traffic.

»   Boost staff morale by letting 
them do the jobs they are meant 
to do instead of waiting room 
management.

»   Improve patient satisfaction by 
eliminating waiting in the wait-
ing room. Let patients wait in the 
comfort of home before heading 
to the healthcare facility, and let 
them go about with their daily 
lives.  

When Neil twisted his ankle in soccer, his mom immediately joined a QLess virtual queue for the 
urgent care clinic by sending a text message from the sideline of the game. She then took Neil 
home, settled him into a comfy chair with ice on his ankle, helped him with his homework and 
took a call from work. She soon got a text from the clinic that Neil’s turn was approaching, and 
they headed over. They were seen within 5 minutes of their arrival at the clinic. When his mom 
received a patient survey question by text message, she replied right away – 5 stars.

Over at the hospital, the orthopedist had a steady stream of patients but never felt rushed. Even 
when there was an emergency that took longer than expected, QLess kept her patients informed 
of their wait time. It also filled in gaps when patients took less time than expected, so she could 
see more patients, and the hospital could get the most out of expensive resources like doctors, 
nurses, and medical equipment.

Solution
 



Education Solutions

“QLess technology provides an 
effortless way for students to quickly 
access the services they need 
without standing in long lines.”

— Doug Willis, Dean of Student Development at  

     Collin College

CORPORATE HEADQUATERS
150 South Los Robles, Suite 900 

Pasadena, CA 91101

CONTACT US
(800) 405-4637 

sales@qless.com

www.qless.com

Key Features

Cloud Technology 
 » 100% web-based and supported by all  

standard browsers  

 » No proprietary hardware or downloads required, 
no local  servers needed  

 » Seamless software updates occur with zero 
impact on your staff  

 » Substantial savings of IT costs and time 

 » With a suite of over 180 APIs, we offer seamless 
integration with any software solution

Virtual Queues 
 » Omni-channel queue entry  

 » Students join a virtual queue via your campus 
website, their mobile phone, or at an on-site kiosk 

 » Timely updates and notifications alert students 
as they move to the front of the queue

 » Instead of waiting in your lobby, students can 
wait where they want: in their dorm, the library, 
or at the campus cafe 

Interactive Communication 
 » Bi-directional communication connects your 

staff with students waiting in line  

 » Students are updated throughout their wait, 
controlling expectations and reducing frustration  

 » Students can ask for more time, request status 
updates, or leave the line  

 » In case of emergency, send a campus- wide 
notification via SMS  

Apps 
 » Multi-platform availability  

 » Students can download the QLess iOS 
or  Android app with real-time information  

 » Kiosk software for easy self-serve check-in  

Command Center  
 » Easily configure your account  

 » Manage your queues per location  

 » Manage employee accounts  

 » Customize voice and SMS messages by 
department and transaction type

Dashboard 
 » A real-time dashboard displaying each queue 

and location 

 » Improve staff productivity and efficiency with live 
data and relevant metrics to optimize workflow 

 » At-a-glance views of what is currently happening 
at your locations 

Calendar  
 » View appointments with day, week, and 

monthly-based views 

 » View appointments for multiple 
locations simultaneously 

 » Schedule appointments on behalf of students

 » Filter appointments by location, queue, and 
scheduled resource

 » Resource availability management

Flex Appointments 
 » Flex Appointments seamlessly integrates walk-ins 

with your scheduled appointments, preventing 
long gaps between students on busy days 

 » Collect valuable data such as student name,  
ID #, and service need 

Tracking and Reporting  
 » Access real-time data for each department and 

campus location  

 » Download raw data to Microsoft Excel, Access or 
CSV formats.

 » Reports include no-show rates, return 
rates,  outcome, transaction type, service 
duration,  and delay times

 » View data by hourly, daily, weekly, monthly, yearly  

 » Compare locations  and track service throughput

Surveys 
 » Collect real-time feedback to know exactly what’s 

working and what improvements need to be made 

 » Gather valuable insights to optimize staffing, 
identify procedural enhancements, and drive 
improvement to campus services

undercontrol@qless.com


