THE CASTLE MEDICAL GROUP

DID NOT ATTEND POLICY
Introduction

More than 15 million general practice appointments are being wasted each year because patients do not turn up and fail to warn surgeries that they will not be attending.

There are around 307 million sessions scheduled with GPs, nurses, therapists, and other practice staff every year and 5% – one in twenty – are missed without enough notice to invite other patients. That works out as around 15.4 million missed slots.

Of these, around 7.2million are with busy family doctors, which adds up to more than 1.2 million GP hours wasted each year – the equivalent of over 600 GPs working full time for a year.

Each appointment costs an average of £30, putting the total cost to the NHS at more than £216million pounds on top of the disruption for staff and fellow patients that would pay for:

· The annual salary of 2,325 full time GPs

· 224, 640 cataract operations

· 58,320 hip replacement operations

· 216,000 drug treatment courses for Alzheimer’s

· The annual salary of 8, 424 full time community nurses

(Source : https://www.england.nhs.uk/2019/01/missed-gp-appointments-costing-nhs-millions/)

Approximately 180 appointments per month are classified as ‘Did Not Attend’ (DNA) - i.e. the patient did not turn up for the appointment and did not contact the surgery in advance to cancel/change appointment. The effects of this 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

It is important that any DNA policy is agreed as a practice and patients are made aware of the policy and the reason for implementing. Whilst it is important to be consistent, there will always be exceptions on an individual case-by-case basis.
*The policy can be conveyed by notices in the waiting room, as well as a copy of the system on the surgery website. It should also be discussed by the patient participation group (PPG), as their support is important in supporting the process. 

If a patient fails to attend a booked appointment on 3 occasion(s) in the space of 6 months, an formal warning letter will be sent to the patient, advising them that a further occurrence could risk removal from the practice.

If the patient then fails to attend another appointment, the matter will be discussed with the Partners and an agreement will be reached as to whether the patient will be removed from the practice list. In the case they are to be removed, a letter will be issued to this effect.

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 who 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.

The DNA must be coded onto the clinical system at each non-attendance.

APPENDIX ONE - First letter (FORMAL warning)

Recipient’s Name

Address Line 1

Address Line 2

Town

Postcode

Dear [Mr/Mrs/Ms XXX]

I have noticed from our records that you failed to attend [insert number] consecutive appointments at the surgery within the last [insert time period]. 
· INSERT APPOINTMENT DATES
This may have been an oversight on your part, but I need to bring to your attention that the practice has a policy regarding missed appointments, which can be found on our website. 

The practice does send out reminder texts before all scheduled appointments.

Please consider this letter a formal warning that should any further appointments be missed; you will be removed from the practice list without further notice.
Thank you for your co-operation in this matter.

Yours sincerely

The Castle Medical Group

APPENDIX TWO – Second Letter (REMOVAL)

Recipient’s Name

Address Line 1

Address Line 2

Town

Postcode

Dear [Mr/Mrs/Ms XXX]

I am writing to inform you that a further scheduled appointment was missed on:

· INSERT APPOINTMENT DATES
To date, you have now failed to attend [insert number of appointments DNA’d]. This repeated nonattendance significantly impacts our practice and other patients who could have benefited from these appointment slots.
We have previously written to you on [date] with a formal warning that any further appointments missed would result in removal from our practice list. 

Please consider this letter confirmation that you will be removed from the practice list within the next 28 days and are required to find a new GP practice.

Yours sincerely

The Castle Medical Group
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