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1 Introduction

1.1 Policy statement

The purpose of this document is to outline how patients who are late for appointments are to be managed.  It is inevitable that, on occasion, patients attending appointments at Woodbrook Medical Centre will be late due to circumstances beyond their control.  

1.2 Status

This document and any procedures contained within it are non-contractual and may be modified or withdrawn at any time.  For the avoidance of doubt, it does not form part of your contract of employment.

1.3 Training and support

The Woodbrook Medical Centre will provide guidance and support to help those to whom it applies to understand their rights and responsibilities under this policy.  Additional support will be provided to managers and supervisors to enable them to deal more effectively with matters arising from this policy.

2 Scope

2.1 Who it applies to

This document applies to all employees of the Woodbrook Medical Centre and other individuals performing functions in relation to the Woodbrook Medical Centre such as agency workers, locums and contractors. 

2.2 Why and how it applies to them

This document provides direction for the management of patients who fail to attend an appointment or who repeatedly fail to attend appointments.  This policy is to be read in conjunction with the referenced material and regional directives.  

The Woodbrook Medical Centre aims to design and implement policies and procedures that meet the diverse needs of our service and workforce, ensuring that none are placed at a disadvantage over others, in accordance with the Equality Act 2010.  Consideration has been given to the impact this policy might have with respect to the individual protected characteristics of those to whom it applies.

3 Policy

3.1 Patient responsibility

In accordance with the NHS Constitution, it is expected that patients keep, and arrive promptly for, their appointments at Woodbrook Medical Centre. Patients are asked to take travelling time into consideration and to make provision for traffic jams or delays on public transport.  

Patients are expected to inform the Woodbrook Medical Centre as soon as possible if they know they are going to be late.  Patients are also requested to cancel their appointment if they know they are going to be more than 10 minutes late and reschedule an appointment for a later date.  

It could sometimes be the case that patients arrive and simply take a seat in the waiting room assuming that there is no need to ‘book in’ upon arrival. To avoid this, a poster is available at Annex A to remind patients to use the self-check-in machine.

3.2 Management of late arrivals

To adhere to the appointment schedule and to ensure that all patients receive an excellent level of service, late arrivals are to be managed as follows:

· Less than ten minutes late – the receptionist will:

· Mark the patient as having arrived, advising them that the clinician may already be seeing the next patient

· Explain that the patient will be seen after the clinician has finished with their current patient

· Advise the patient of the importance of attending appointments on time

· More than ten minutes late – the receptionist will advise the patient that they have missed their appointment and:

· Offer the patient an appointment later during that session or that day (if an appointment is available)

· Discuss the patient with the GP or nurse and, if they agree and the patient is willing to wait, advise that they will be seen at the end of that session

· Ask the patient to book the next available appointment

NB - It is at the discretion of the clinician whether the patient is seen.  If there is a clinical need, the clinician will advise the reception staff accordingly.  Administrative staff are not to interrupt a clinician during an appointment and should, instead, send a screen message. 

Should administrative staff note that a patient has been waiting for more than 20 minutes then they should confirm the reason why this is the case. This could be because the clinician is running late or that there has been an administrative error. Should the latter be the case, then the administration team should advise the clinician of this and confirm that the patient did not arrive late for their appointment. Every effort should then be made to ensure that the patient is seen in sequential order rather than being offered a later appointment.

If this situation occurs on a regular basis, then the management will consider conducting an audit with additional training being a consideration.

Should any patient have waited for more than 20 minutes then this should be investigated. Very often this will be because the clinic is running behind but sometimes it may be the case that the patient has forgotten to check-in or that the reception team has failed to book the patient on the system as having arrived.

To further assist, a poster entitled “Please be a patient patient” is available at Annex B. 

3.3 Recording of information

Administrative staff are to annotate the outcome of the discussion with the clinician with regard to those patients who are more than ten minutes late.  Additionally, all staff are to ensure the appropriate SNOMED code is used to enable searches to be carried out accurately and to monitor patients who are consistently late for appointments with clinicians.  

The following SNOMED code should be used:

Late for appointment (finding)

SCTID: 401278005 / Xalvr
3.4 Patient awareness

If a patient is late and the appointment is cancelled, then this is to be classified as a “Did not attend” as the appointment could not be reused. The patient may, however, still expect to be seen at a later date causing longer waiting times for all patients.

To assist with patient understanding of this problem, posters are available at both Annex C and Annex D. Please also refer to the Did Not Attend Policy.

To promote patient awareness, all four posters at the annexes should be utilised within the Woodbrook Medical Centre ’s website and information leaflet.

3.5 Clinic lateness

The Woodbrook Medical Centre is fully committed to running to schedule and, should this not be the case, patients will be advised at the earliest opportunity as to the reasons why and the expected duration of the delay.  Reasons for delay may be, but are not limited to:

· Medical emergencies

· Complex routine appointments overrunning

· Delay in staff arriving due to external factors beyond their control

· Administrative error by a patient or staff member

In all cases, reception staff will advise patients accordingly.  Should a patient wish to make a complaint, the Complaints Policy is to be followed.

The poster at Annex A is to be prominently displayed in the waiting room.
4 Summary

Appointment punctuality ensures that the Woodbrook Medical Centre remains on schedule and that patients are seen on time.  Whilst it is accepted that emergencies and complex cases may cause unavoidable delays, this is not however the norm. 

Staff should encourage patients to attend their appointments on time, facilitating the smooth running of the Woodbrook Medical Centre and avoiding unnecessary wasted appointments.

Annex A – Self-check-in screen poster
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Need assistance? Please ask a member of the team.




Annex B – Sorry to keep you waiting poster
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We endeavour to keep your
appointment time, however, sometimes
there may be an unavoidable delay.

We appreciate your patience.

[l





Annex C – Reasons not to miss your appointment
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Help other patients
Ifyoubook an appointment but do not attend,
another patient will miss out

Reduce our workload
Failure to atend or to cancel an appointment
increases administrative work.

Save the NHS money
According to Government data, a GP
appointment costs up to £50. Missed
appointments waste money that you have
invested in the NHS.

How can you help?

Here are 3 simple ways you can help us to reduce the number of wasted appointments:

1. Encourage family members and friends to attend or cancel their appointment.

2. Write down your appointment and/or add to your phone calendar. Even better, set a
reminder.

3. Always cancel unwanted appointments, no matter how late in the day.

Thank you for your co-operation, support and help.





Annex D – Did not attend information poster 
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