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DNA and appointment reminder Policy

Introduction to ‘Did not Attend’ appointments
‘Did Not Attend’ (DNA) is when the patient does not turn up for the appointment and does not contact the surgery in advance to cancel/change appointment. 
Following a recent audit of our appointments, DNA rates were found to vary to a maximum of 34% depending on the type of clinic and clinician.   Practice Nurse Clinics for Asthma, COPD and Smears were the most poorly attended.

Notting Hill Medical Practice is committed to ensuring that the best possible service is provided to all patients registered with the practice. 
Patient non-attendance at a booked appointment adversely impacts on practice staff and its patients in the following manner: 

  
· The `Did Not Attend’ (DNA) patient takes the appointment slot of another patient who could have attended.  The effect of this is an increase in the waiting time for appointments. 

· The time and personnel required to follow-up and rebook DNA patients diverts practice staff from other duties and is therefore a waste of resources. 
· DNA’s increase costs, reduce efficiency of clinics, increase the mismatch between demand and capacity and decrease practice productivity. 
  
Consistent application of the DNA policy by all practice staff (clinical and non-clinical) plays an important role in encouraging patients to assist in ensuring that Clinics are managed as efficiently as possible. 
This policy relates the handling of DNA’s and outlines the expectations of patients and staff in the management of these instances. 
Why do patients DNA?
The most common reason cited in literature for patients DNAing is forgetting the date of the appointment. The second reason relates to clerical errors or communication failures which meant that the patient was unaware of the appointment. Other factors which may influence the number of DNAs are:

Patient factors: 

· No longer need to attend 

· Too unwell to attend 

· Employment 

· Previous experience 

· Seriousness of illness 

· Nature of illness 

· Childcare 

· Cost of travel prohibitive 

· Travel difficult to organise 

· Public transport difficult to access 

Practice factors

· Difficulty in cancelling appointments 

· Incorrect recording 

· Poor appointment card design 

· Lack of notification 

· Short notification 

· Organisation of clinics 

· Booking (partial booking) 

· Time or day of appointment may be inconvenient 

· Appointment types - new or follow-up 

· Urgency of appointment 

· Transport
Policy
Coding of DNAs

When a patient DNAs a clinic appointment either with a doctor or nurse without good reason, it is the responsibility of that clinician to put a code in the patients notes flagging that DNA.

GP appointment


9Ni

Asthma clinic


9N4L

COPD clinic


9N4W

Diabetic clinic


9N4x

Cervical smear clinic

9NiT

All of the codes correspond with DNA of that particular chronic disease except for diabetes. As there is no code available for DNA diabetic clinic the code 9N4x should be used which corresponds with ‘DNA GP chronic disease monitoring clinic. The codes will be added to each PC using the macro facility for ease and consistency of use.

A monthly search will be performed to identify patients who have DNAed in the previous month. If a patient fails to attend a pre-booked GP or clinic appointment an informal warning letter will be sent to the patient advising them how to cancel/change their appointment (Appendix 1). 
If the patient fails to attend another GP appointment, a formal warning letter will be sent reminding them that a further recurrence within the next 12 months may result in them being removed from the practice list (Appendix 2A).  If the patient fails to attend another clinic appointment, a formal warning letter will be sent reminding them that a further recurrence within the next clinic year (April to April) may result in medication for that chronic disease being held until review (Appendix 2B). 
If the patient fails to attend a third GP appointment, the matter will be discussed at the partners’ meeting and a decision made as to whether the patient is removed from the list (Appendix 3A).  If the patient fails to attend for a third clinic appointment a letter will be sent explaining that the patient is being excluded from recall for the remainder of the clinic year (April to April). (Appendix 3B).  This does not apply to Cervical Screening.
Warning letters in relation to GP appointments are valid for a period of 12 months, removal based on warning greater than 12 months old will be invalid- in this case a further formal warning and period of grace will be required. 

 
Effective Communication to reduce DNAs
· Appointment cards/letters should be easy to read and understand.
· Letters for clinics should arrive in a timely fashion to allow the patient to make arrangements to attend or cancel their appointment.

· Notting Hill Medical practice clinic letters should be issued as agreed following the recent audit of DNAs (Appendix 4)
Cancelling the appointment 
Patients may cancel an appointment in the following ways:

· Directly face to face with reception staff or clinician

· Via the telephone by speaking to a member of staff

· Via the telephone using the 24hr automated message service

· Via the practice website
Appointment reminders
Currently appointment reminders are not in place within the practice.  There is no proposed introduction of appointment reminders at present.  DNA rates for GP partner appointments are relatively low and our revised procedures for clinic appointments should reduce DNA rates without the need for appointment reminders.  This will be reviewed at a later stage and implemented if necessary.
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Dear Patient, 

We are writing to let you know that according to our records you failed to attend for an appointment on (type date)  At (type time) with (type clinician) 

We are sure that the majority of our patients, including yourself, do not intentionally fail to turn up.  Sometimes people do genuinely forget or they forget to telephone to cancel a pre-booked appointment. 

We hope you can help us to reduce the number of lost appointments by taking any necessary steps you can to avoid this situation arising again. 

If you need to cancel an appointment you can do so in the future using one of the following options: 
· Directly face to face with reception staff or clinician

· Via the telephone using the 24hr automated message service (02890808289)

· Via the telephone by speaking to a member of staff (02890808200)  

· Via the practice website
Yours faithfully, Notting Hill Medical Practice

Appendix 2A
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Dr C. Doran  Dr K. Cubitt Dr C. Mulholland  
Dr S. Monaghan Dr M. Burrows Dr S. Martin
Dear Patient 

We note from our records that you have failed to attend 2 GP appointments in the last ……….months. 

If you need to cancel an appointment you can do so in the future using one of the following options:
· Directly face to face with reception staff or clinician

· Via the telephone using the 24hr automated message service (02890808289)

· Via the telephone by speaking to a member of staff (02890808200)  

· Via the practice website

If you should fail to attend a further appointment within the next 12 months we will have no alternative but to consider asking you to find another practice in the area. 

Yours faithfully
Notting Hill Medical Practice 
Appendix 2B
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Dr C. Doran  Dr K. Cubitt Dr C. Mulholland  

Dr S. Monaghan Dr M. Burrows Dr S. Martin
Dear Patient 

We note from our records that you have failed to attend 2 clinic appointments in the last ……….months. 

If you need to cancel an appointment you can do so in the future using one of the following options:
· Directly face to face with reception staff or clinician

· Via the telephone using the 24hr automated message service (02890808289)

· Via the telephone by speaking to a member of staff (02890808200)  

· Via the practice website

If you should fail to attend a further clinic appointment and you take medication for this condition we may not be able to continue to prescribe your medication until you have been reviewed.

Yours faithfully

Notting Hill Medical Practice

Appendix 3A
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Dr C. Doran  Dr K. Cubitt Dr C. Mulholland  
Dr S. Monaghan Dr M. Burrows Dr S. Martin
Dear Patient 
We note from our records that, despite the warning letter sent to you on……………………., you have failed to attend another GP appointment at the surgery in the last 12 months. 

In the circumstances we have no other option than to remove you from the practice list.  We will inform BSO of your removal today and you will remain registered here for a maximum of 10 days following this date or until BSO are notified that you have registered with a new practice, whichever is the soonest. 
You can register with another practice in the area by approaching a practice and asking them to explain their procedures as all practices will vary. If you are having difficulty registering, BSO can allocate you a practice but this will not be a GP of your choice. Their telephone number is 028 90 324431.
Yours faithfully
Notting Hill Medical Practice
Appendix 3B
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Dr C. Doran  Dr K. Cubitt Dr C. Mulholland  

Dr S. Monaghan Dr M. Burrows Dr S. Martin
Dear Patient 

We note from our records that you have failed to attend 3 clinic appointments in the last ……….months.

It is in your best interest and we strongly recommend that you attend for regular review for your chronic disease.  We will now be excluding you from routine recall and you will not be sent any further invites until our next recall year, our clinic recall year runs from April to April.  You can arrange an appointment at any time by contacting reception.

If you have any queries please do not hesitate to contact us.
Yours faithfully

Notting Hill Medical Practice 
Following the Demand LES workshop on 29.3.13 and our monthly Line Management with our Practice Nurses on 26.6.13 amendments to our clinic invitation letters were agreed.   

· Invite letters for Diabetic and Hypertension clinics should inform patients that those who do not attend for pre clinic bloods will result in their clinic appointment being cancelled and reallocated.  

· Invite letters for Smears, Asthma and COPD indicate that patients should confirm their appointment on the automated phone service at least 5 days before their appointment.  Failing to do this will result in the appointment being cancelled and reallocated.
· Where possible, patients with more than one chronic disease should be seen at one longer clinic appointment than having to attend the surgery multiple times.

· Patients will be invited 3 times to chronic disease clinics and after this the patient will be exempted for the remainder of that year.

· Patients who confirm intention to attend a chronic disease appointment and subsequently do not attend will be issued a letter as per above DNA policy.
