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Riverside Medical Cenfre




Savile Road Castleford West Yorkshire WF10 1PH

Telephone:
(01977) 554831
E-mail:    riverside.mc@nhs.net
Did Not Attend (DNA) Policy

Purpose

Riverside Medical Centre is committed to providing accessible healthcare services for all patients. When appointments are missed without prior cancellation, valuable clinical time is lost, reducing appointment availability for other patients and impacting the efficient use of NHS resources.

This policy outlines how the practice manages appointments that are not attended and the steps that may be taken where there is a pattern of repeated non-attendance.

Scope

This policy applies to all patients registered with Riverside Medical Centre and covers all appointments offered by the practice, including:

· GP appointments

· Nurse appointments

· Healthcare Assistant appointments

· Clinical Pharmacist appointments

· First Contact Practitioner appointments

· Mental Health Practitioner appointments

· Telephone consultations

· Home visits where a patient is unavailable at the agreed time

Definition of a DNA

A Did Not Attend (DNA) occurs when:

· A patient fails to attend a booked face-to-face appointment.

· A patient fails to attend a booked home visit without prior notification.

· A patient fails to answer or be available for a scheduled telephone consultation after reasonable attempts have been made to contact them.

· An appointment is cancelled too late for it to be offered to another patient.

All DNA appointments will be recorded in the patient's medical record.

Where the practice is informed of exceptional circumstances, these will be reviewed before any further action is taken.

Why DNA Appointments Matter

Every missed appointment represents clinical time that could have been offered to another patient.

Repeated missed appointments can:

· Delay access to medical care for other patients.

· Increase waiting times.

· Reduce practice capacity.

· Result in inefficient use of NHS resources.

Patients are therefore encouraged to cancel appointments as soon as possible if they no longer require them or are unable to attend.

Cancelling an Appointment

Patients can cancel appointments by:

Telephone: 01977 554831 (Option 1), a voicemail can be left

Email: riverside.mc@nhs.net
Online using the NHS app or SystmOnline
When cancelling by email, patients should include:

· Full name

· Date of birth

· Appointment date and time

Where possible, appointments should be cancelled with as much notice as possible to allow the appointment to be reallocated to another patient.

Monitoring Missed Appointments

The practice monitors DNA appointments on a rolling 12-month basis.

All missed appointments are recorded and reviewed. Where a pattern of non-attendance is identified, the practice will take action in accordance with this policy.

DNA Escalation Process
· First DNA Within 12 Months

A First DNA Warning Letter will be issued reminding the patient of the importance of attending appointments or cancelling them in advance if they are unable to attend.

· Second DNA Within 12 Months

A Second DNA Warning Letter will be issued explaining the impact missed appointments have on practice resources and on other patients' ability to access care.

· Third DNA Within 12 Months

A Third DNA Warning Letter will be issued.
The patient's registration will then be reviewed by the Practice to determine whether further action is appropriate.
As part of this review, the Practice Partners will consider any relevant information, including:

· The patient's medical needs.

· Any physical or mental health conditions.

· Learning disabilities or other disabilities.

· Safeguarding concerns.

· Any known vulnerabilities.

· Any reasonable adjustments that have been offered or may be required.

· Exceptional circumstances that may have contributed to the missed appointments.

· Any engagement by the patient with the practice regarding their attendance.
Patients may be contacted to discuss any difficulties they are experiencing in attending appointments or notifying the practice when they are unable to attend.
Review of Registration and Possible Removal
Persistent failure to attend appointments can have a significant impact on the ability of the practice to provide timely care to all patients.
Following a review by the Practice Partners, a patient may be removed from the practice list after three DNA appointments within a rolling 12-month period.
Removal is not automatic and each case will be considered individually.
The Practice Partners will consider all relevant circumstances before making a decision, including:

· The patient's overall health needs.

· Any disability, learning disability or mental health condition.

· Safeguarding concerns.

· Communication difficulties.

· Social vulnerabilities.

· Whether reasonable adjustments have been offered or are required.

· Any exceptional circumstances surrounding the missed appointments.
Where appropriate, the Practice Partners may decide that a patient should remain registered with the practice and may issue further written correspondence regarding future attendance expectations.

Where a decision is made to remove a patient from the practice list, the practice will follow current NHS regulations and the patient will be notified in writing.

Previous Attendance History
Whilst the primary review period is a rolling 12-month period, the Practice Partners may also take into account a patient's previous attendance history where there is evidence of a longstanding pattern of non-attendance.

This may include repeated DNA appointments or previous warning letters issued over a number of years where there has been little or no improvement despite reminders, warnings, support or reasonable adjustments being offered.

The practice recognises that persistent non-attendance over an extended period may indicate a continuing pattern of behaviour that impacts on the effective delivery of services to other patients.

Children and Vulnerable Patients
The practice recognises that children, vulnerable adults and patients with additional needs may face barriers to attending appointments.

Before any decision regarding removal is considered, the Practice Partners will carefully review:

· Safeguarding concerns.

· Capacity issues.

· Learning disabilities.

· Mental health conditions.

· Physical disabilities.

· Communication difficulties.

· Social circumstances.

· Any reasonable adjustments that may be appropriate.

The welfare and safety of the patient will always be taken into account and decisions will be made on a case-by-case basis.

Appeals and Queries
If a patient believes that a DNA has been recorded incorrectly, or there were exceptional circumstances surrounding a missed appointment, they should contact the practice as soon as possible so that the matter can be reviewed.

Any information provided by the patient will be considered as part of the decision-making process.

Equality and Reasonable Adjustments

Riverside Medical Centre is committed to treating all patients fairly, consistently and without discrimination.

The practice will make reasonable adjustments where appropriate to support patients with disabilities, learning disabilities, communication needs or other vulnerabilities that may affect their ability to access services or manage appointments.

Policy Review

This policy will be reviewed periodically by the Practice Partners to ensure that it remains fair, effective and consistent with NHS guidance and contractual requirements.
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