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Specialty Care Delay 
(TNA): What Why How 

What is Third Next Available (TNA)? 
 

The number of calendar days between the day a patient makes a request for an 
appointment with his/her provider and the third open appointment in the schedule. 

 
Why is the Third Appointment used instead of the first? 

The TNA appointment is used — rather than the first or second —because it is a better reflection of 
system availability. The first or second next available appointment may be available due to a 
cancellation or some other event (i.e. uncontrollable variability). 

How do I Calculate TNA? 
 

From a patient perspective, value in Specialty Care is primarily related to seeing new patients with a 
minimal delay. New and return appointments compete for time in the schedule, with return 
appointments often squeezing out room in the schedule to take on new patients. Setting up the 
schedule to ensure you have space to take on new patients is an important step in balancing your 
schedule. For this reason, AIM suggests tracking the TNA for both New and Return appointments. 

1. Define your criteria for a New and a Return appointment.   
You should define your criteria for a new and return appointment.  Ensure that anyone who books 
appointments uses these criteria. For example if a discharged patient returns in 4 months, will you 
book them as a new or return appointment?  

 

 
 
 
 

2. Determine the length of a “new appointment” slot and a “return appointment” slot. 
 

Example: if 30 minutes is generally booked for new appointments and 20 minutes is 
booked for return appointments, you will be counting the third next available 30-min slot for 
new appointments, and the third next available 20-min slot for return appointments. 
 

 

 
 

 
 

NEW appointments are ______ minutes long 
 

RETURN appointments are _____ minutes long 
 

A New appointment is ___________________________________. 

A Return appointment is __________________________________. 
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Specialty Care Delay 
(TNA): What Why How 

3. Measure from the Patient Perspective.  
 

When you calculate TNA, include all calendar days including weekends, days off, holidays, 
conferences, etc. The patient can’t book appointments with their physician/provider on 
these days, so it’s considered delay. Locums are considered a substitute for the regular 
physician. No need to adjust anything in the TNA calculation.   

 
4. SAME DAY, SAME TIME, EVERY WEEK.   

 

Pick the same day and time (e.g. 9 am 
Tuesday) to count the number of days 
until you find the third empty appointment 
for (1) new patients and (2) returning 
patients, for each physician/provider in the 
clinic.  
 
If you collect TNA on different days or times, you are creating variation in the data. We 
want to minimize the amount of variation in the data and we can do that by collecting the 
data on the same day, at the same time, every week. 

Tips 

It is helpful to collect the measures even when the clinic/program is 
experiencing unusual circumstances. Having the data for every week, 
no matter what the circumstances, will help show the results of events 
such as holidays and also the results of improvement such as 
contingency plans during peak periods. 

It is helpful to have an alternate person for taking measurements so that 
the data can be collected consistently, even when the usual data 
collection person is not available. 

 
 

5. Record the value in a tool to create run charts showing data over time.  
 

 
We use:    AIM Online Measurement Tool (OMT*)    http://www.measure.aimalberta.ca/  
 
         Other tool: _________________ 
 
 
 
 

When is the best time for us to collect TNA?  

DAY OF WEEK:  

TIME OF DAY: 

PERSON RESPONSIBLE: 
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(TNA): What Why How 

 

 
 

New  

Follow-up 
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