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Did not attend (DNA) Policy
Introduction 

It can sometimes be difficult to get a routine appointment with a GP or Nurse.  In General Practice demand can be unpredictable, which cannot easily be remedied.

One factor which makes this more difficult to overcome is missed routine appointments due to did not attend (DNAs), or patients being late for their appointments.
Where patients have been declined routine appointments because appointments are fully booked, it is at best disappointing when one of those booked appointments is unused due to a DNA, and no contact has been made with the practice to cancel the appointment so that it can be released for others or telephones so late as to make it impossible to allocate the appointment to another patient.

The effect of DNAs

· An increase in the waiting time for appointments

· Frustration for both staff and patients

· A waste of resources

· A potential risk to the health of the patient

By reducing the number of DNAs we hope to be able to:

· Enable more effective booking

· Allow efficient running of clinics

· Reduce costs

· Increase productivity

What is a DNA ?

A DNA occurs when an appointment is not attended and the patient has not contacted the Practice in advance to cancel it, or where the cancellation is so late as to make it impossible to allocate the appointment to another patient.  The practice will code this DNA and will prompt a retrospective on the number of DNAs recorded against the individual.

DNA Policy
Applicate to DNAs within a 12-month period

DNA 1
Where this is the first occasion, a code will be added to the patients’ medical record and the DNA counted in a monthly search.

DNA 2
Where this is the second occasion an informal warning letter will be sent to the patient (Appendix A). This letter will be printed by Reception team and posted to the patient.

DNA 3

If the patient fails to attend 3 appointments within a 12-month period, a formal warning letter will be sent reminding them that should they miss another appointment they risk being removed from the practice list (Appendix B).

If the patient fails to attend 3 appointments within a 12-month period, this patients details will be brought to Partners attention by Practice Manager. Senior Partner will decide as to whether the patient is to be removed from the list. The patient will then be notified in writing (Appendix C).
Children’s DNA’s

Where children DNA their appointment, the practice will attempt to discuss the DNA with the child’s parent(s) or guardian(s) in the first instance, to understand why the DNA has occurred.

Children’s DNAs will be managed in accordance with the DNA Policy above, with the exception of children with safeguarding concerns.  If there are any safeguarding concerns the relevant health safeguarding concerns has 3 DNAs a referral to Children’s Services may be considered.

The next of kin will be contacted via letter after 2 DNA’s to explain the importance of bringing children to their appointments. (Appendix D) 

Late Patients
We understand that sometimes factors are outside of patient’s control, and these in turn could result in patients being late for their appointment or them being unable to attend their appointment.

We ask that when patient’s know that they are going to be late for their appointment, they make contact with us as soon as they can to inform us.  The practice will undertake to see patients who are going to be late; however this will not be possible in all circumstances.  By contacting us if you are going to be late, we can confirm whether we will still be able to go ahead with your appointment.


Appendix A – Informal letter to patients who missed 2 appointments
Dear << Patient>>

According to our records you had an appointment booked with <<Clinicians name>> on <<insert date>> but did not attend for the appointment. If this is incorrect, can you please notify the practice.  
As I am sure you can appreciate, there is a large demand on appointments at the practice and this appointment could have been used by another patient if you had informed the practice that you no longer required to be seen. 

The practice has a policy on patients not attending appointments which in extreme cases can result in the patient being removed from our practice list.  If you wish to cancel any future appointments, you can do so by either;

· 01515115805 option 1

· Respond Cancel to your text appointment reminder

· Via the NHS App

Please help us to utilise our appointments as best as possible by cancelling any future appointments that you do not need.

Many thanks for your co-operation.

Yours sincerely

Practice Manager

Appendix B – Formal letter for patients who have missed a third appointment

Dear <<Patient>>

According to our records you had an appointment with <<clinicians name>> on <<insert date/time>> but did not attend for the appointment.  If this is incorrect, could you please notify the practice?  
We previously wrote to you on <<insert date>> as you had previously missed appointments on <<insert dates>>.  
This is now the third occasion within the past 12 months that you have not attended an appointment and have not cancelled this appointment.  The practice has made cancelling appointments as easy as possible by enabling cancellations to be done either by phone, text or patient on-line access, the details of which are below:
· 0151 5115805 option 1

· Text Cancel to your appointment reminder

· Appointment made via patient online access can be cancelled via the app

This letter is to inform you that should you miss another appointment without cancellation, the practice may remove you from the practice list as this would be deemed a breakdown in the doctor patient relationship.

Please help us to best utilise our appointments by cancelling any future appointment immediately upon realising you do not need it or cannot attend the booked time.

Yours sincerely

<<Practice Manager>>

Appendix C – Removal of a patient from the list due to repeated DNAs

Dear <<patient>>

According to our records you had an appointment booked with <<clinicians name>> on <<insert date and time>> but did not attend for the appointment. IF this is incorrect, could you please notify the practice?  

We previously wrote to you on <<insert date>> and <<insert date>> as you had previously missed 3 appointments on <<insert dates>> <<times>>.  This is now the fourth occasion within the past 12 months that you have not attended appointments and have not cancelled this appointment.

I have reviewed your clinical records and see no reason why you should not have been able to cancel these appointments.  In accordance with our practice policy and NHS General Medical Service Regulations 2015 (Sch3)(24)(2)(b), the practice will be removing you from our patient list.  The practice has notified NHS England of this on <<insert date>>.  You will be removed from our practice list on the eighth day following this notification to NHS England.

We would recommend that as a priority you register with another local practice who will hopefully be able to help you with your health needs.  A list of local practices can be found at www.nhs.uk there is a search facility available on the home page of this site that by entering your post code you will be able to find a list of local practices.

I would like to take this opportunity to say that as a practice we do not take the decision to remove a patient from our list lightly but need to ensure that we are able to provide for all of our registered patient population to the best of our ability and that this is made more difficult if a patient repeatedly misses appointments without cancellation.

I wish you the best for the future.

Yours sincerely

<<Senior GP>>

Appendix D- Informal letter sent to parent/Guardian of a child who has missed 2 appointments
Dear Parent or Guardian of Full Name 

According to our records  Calling Name had an appointment booked with <<Clinicians name>> on <<insert date>> but was not brought in for the appointment. If this is incorrect, can you please notify the practice. 
It is very important that children are brought to all their appointments. If you are having difficultly bringing your child to their appointment, please let the practice know. We offer out of hours appointments at enhanced access which may be more suitable

. 

As I am sure you can appreciate, there is a large demand on appointments at the practice and this appointment could have been used by another patient if you had informed the practice that you no longer required to be seen.  
If you wish to cancel any future appointments, you can do so by either.

· 01515115805 option 1

· Respond Cancel to your text appointment reminder.
· Cancel via the NHS App
Please help us to utilise our appointments as best as possible by cancelling any future appointments that you do not need.

Many thanks for your co-operation.

Yours sincerely

Practice Manager

Should you need to cancel, or notify us that you are going to be late for your appointment, here’s how:





Telephone 01515115805 Option 1


By replying cancel to your reminder text message. 


                                          Nhs app/ Online access 
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