Version 2
Date published: April 2017
Review Date: April 2019
Produced by: Jacqueline Roe

THE SNAITH AND RAWCLIFFE MEDICAL GROUP
Did Not Attend Policy
Introduction

Approximately 90 appointments per month are ‘Did Not Attend’ (DNA), i.e. the patient does not turn up for the appointment and does not contact the surgery in advance to cancel/change appointment.  The effect of these are:

· 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

GENERAL Policy

If a patient fails to attend a pre-booked appointment on three or more occasions in the preceding 12 months, then they will be picked up via the weekly search (completed by reception). This list will be taken to the clinical meeting on the Friday of that week, where these patients are discussed. If appropriate, then a first letter will be sent to the patient (Letter 1), as well as the explanation leaflet (Appendix a).
If the clinician feels that a letter sent in the post would not be in the best interest of the patient, then these patients will be given (by hand on their next appointment) Letter 1a, as well as the explanation leaflet (Appendix a).  Within this letter, it states that these patients will be contacted the day prior to their appointment to ensure they are going to arrive. If the receptionist fails to contact the patient, then the appointment will be cancelled. By following this system for our most vulnerable patients, it ensures the Practice is actively managing the issue.
If the patient fails to attend another appointment, after being sent Letter 1, then the matter will be discussed at a practice meeting and a decision will be made as to whether Letter 2 is to be sent.
If, the patient fails to attend another appointment, after being sent letter 2, then they could be sent Letter 3. This would need to be discussed at another clinical meeting. Warning letters are valid for a period of 12 months. Removal based on warnings greater than 12 months old will be invalid – in this case a further formal warning and period of grace will be required.

SCREENING APPOINTMENTS 

Where a patient with a chronic condition or is otherwise deemed to be “at risk” fails to attend a screening or a recall appointment there may be an implied duty on the practice to follow-up the reason for non-attendance to ensure that the patient’s health is not at risk. 

The responsible clinician (usually the doctor or the nurse holding the clinic) will be responsible for initiating action to contact the patient by telephone to determine the reason for the failure to attend, and where possible re-arrange the appointment. 

Where a new appointment is arranged, this is to be followed up with a letter of confirmation, and, the day prior to the new appointment date, a further telephone call to the patient is to be made to check that they will attend.

The clinician will have overall responsibility for the individual patient follow-up and attendance, although the administration aspects may be delegated.

It is important to note that the EMIS clinical system automatically codes DNA’s.

A receptionist will be responsible for the issue of a weekly DNA clinical system report by clinician for clinician review. The review, completed by the responsible clinician (s) is to be returned to the receptionist weekly. Letters will then be sent on the clinicians’ decision.
PATIENTS UNDER 18 YEARS OF AGE
A weekly search will be run to identify all minors that failed to attend their appointment that week. A list will be given to the clinicians to discuss in the weekly clinical meeting, and if deemed appropriate (ie, if the child is vulnerable), then the parent / carer will be contacted.

Please also see the Child Safeguarding Policy.
LETTER 1
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The Marshes 

Butt Lane

Snaith 

Goole

DN14 9DY

Tel:  01405 863190

Fax:  01405 863181

Long date letter merged 

PRIVATE AND CONFIDENTIAL

Title Initial Last Name 

Home Full Address (stacked) 

Dear Title Surname 

I have noticed from our records that you failed to attend 3 consecutive appointments at the surgery within the last 12 months.

This may have been an oversight on your part but I need to bring to your attention that the practice now has a policy regarding missed appointments and I enclose an explanation leaflet for you to explain the procedure.

If you have specific problems that you wish to discuss that are preventing you from informing us when you cannot attend for an appointment then please call the surgery on the above telephone number.

Thank you for your co-operation in this matter.

Yours sincerely

The Snaith & Rawcliffe Medical Group

Enc.

LETTER 1a
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The Marshes 

Butt Lane

Snaith 

Goole

DN14 9DY

Tel:  01405 863190

Fax:  01405 863181

Date……………
PRIVATE AND CONFIDENTIAL

Miss E Web 

The Marshes

Snaith

DN14 9DY 

Dear Miss Web 

I have noticed from our records that you failed to attend 3 consecutive appointments at the surgery within the last 12 months.

This may have been an oversight on your part but I need to bring to your attention that the practice now has a policy regarding missed appointments and I enclose an explanation leaflet for you to explain the procedure.

To ensure we do not have any more wasted appointments, we will now call you the day before your appointment to ensure you are going to attend.  Unfortunately if we fail to get hold of you, then we will have to cancel your appointment.

Thank you for your co-operation in this matter.

Yours sincerely

The Snaith & Rawcliffe Medical Group

Enc.

LETTER 2
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The Marshes 

Butt Lane

Snaith 

Goole

DN14 9DY

Tel:  01405 863190

Fax:  01405 863181

Long date letter merged 
PRIVATE AND CONFIDENTIAL

Title Initial Last Name 

Home Full Address (stacked) 

Dear Title Surname 

Further to our previous letter dated Free Text Prompt I have been made aware that you failed to attend another appointment on Free Text Prompt .

As explained in the leaflet I sent you and the notice on display in the practice reception area the practice regards missed appointments very seriously and as a result this letter represents a formal warning that should a further appointment be missed you will be removed from the practice list without further notice.

If you would like to discuss the circumstances surrounding your appointments please contact me.

Yours sincerely

Jacqueline Roe

Practice Manager

LETTER 3
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The Marshes 

Butt Lane

Snaith 

Goole

DN14 9DY

Tel:  01405 863190

Fax:  01405 863181

Dear [Insert Name],

You will recall I wrote to you on [Insert date of initial warning letter] warning you that the practice would remove you from the patient list should there be a recurrence of failing to attend a booked appointment.

I regret to note that this previous warning does not appear to have resolved this issue and as a result I must advise you that you have been removed from the practice list. The principle reason (s) is:

· Repeated failure to attend pre-booked appointments

This removal takes immediate effect / is effective [Edit as appropriate] from [Insert date].

You are advised to register elsewhere for medical services, and for your information, the address(es) of other practices within the area are:

[Insert the names and addresses of other local practices]

Or in the event of any difficulty you may contact the [Insert Name] GP Registration Department:

[Insert address]

Yours sincerely

APPENDIX a
THE SNAITH AND RAWCLIFFE MEDICAL GROUP

MISSED APPOINTMENTS- EXPLANATION LEAFLET
Due to the number of patients failing to attend for their appointment, this may mean that you may not be able to see the doctor on the day that you wish to.
In an attempt to try and resolve this, the Practice has developed the following policy:

If you fail to attend appointments without informing us we will write to you asking if there are any specific problems preventing you from letting us know.
If you repeatedly fail to attend for appointments, you may be removed from the practice list and have to find an alternative GP practice.

Please contact the Practice if you have any questions regarding this policy.

Online Access

Did you know you can book and cancel your appointments online?

If you are not registered for this, please contact reception for details.

