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Missed Appointments Policy (DNA)
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1. Overview
A Did Not Attend (DNA) occurs when a patient does not attend a booked appointment and has not contacted the Practice in advance to cancel it, or where the cancellation is so late that the appointment cannot be reallocated to another patient.
The Practice uses SystmOne, which automatically records missed appointments as DNAs. This prompts a retrospective review of the number of DNAs recorded on the patient’s medical record. Where appropriate, a warning letter will be sent to the patient outlining details of the missed appointment(s) and advising them of the importance of attending or cancelling appointments in advance.
Missed appointments cost the NHS significant amounts each year and reduce appointment availability for other patients. In light of this, the Practice has implemented this DNA policy, which outlines that patients who miss more than three appointments within a 12-month period may be removed from the Practice list.

2. What Happens When Patients Miss Appointments?
The Practice recognises that occasional mistakes can occur and therefore operates a three-tier warning system to allow for missed appointments in error. However, repeated non-attendance has a significant impact on service delivery and access to care for other patients.
First DNA
If a patient misses an appointment with any clinician within a 12-month period, they will receive a first warning letter explaining:
· The appointment(s) that were missed
· The impact missed appointments have on the Practice and other patients
· The importance of attending appointments or cancelling in advance if unable to attend

Second and Third DNA
If a patient goes on to miss further appointments within a 12-month period:
· They will receive second and third warning letters
· Each letter will reiterate the importance of attending or cancelling appointments
· Patients will be advised that further DNAs may result in removal from the Practice list

Continued DNAs and Removal from the Practice List
If a patient continues to miss appointments after receiving three warnings, the Practice may take steps to remove the patient from the Practice list, in line with NHS guidance and contractual obligations. Any decision to remove a patient will be made fairly and proportionately, with appropriate documentation. Patients will be assessed on a case by case basis by the management team and GP Partners before a decision to deduct is made.

3. Safeguarding and Missed Appointments
Where a child or adult who is subject to a safeguarding plan or is recorded on a safeguarding register fails to attend an appointment—either at the Practice or at an external service (where the Practice is notified of the non-attendance)—this will be treated as a potential safeguarding concern.
In such cases:
· The GP Partners will be informed and will review the circumstances surrounding the missed appointment
· GP Partners will task administrative staff to make contact with the patient, parent, carer, or relevant professional to establish the reason for the non-attendance
· All contact attempts, outcomes, actions taken, and clinical decisions will be clearly documented in the patient’s medical record
· Where appropriate, concerns will be escalated and information shared in accordance with local safeguarding procedures and statutory guidance
The Practice recognises that failure to attend appointments may be an indicator of increased vulnerability or risk and is committed to ensuring safeguarding responsibilities are met at all times.
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