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[bookmark: introduction]1. Introduction
This policy outlines the procedure followed by the practice when patients fail to attend booked appointments without providing sufficient notice of cancellation. The policy aims to support fair access to appointments, reduce wasted clinical time, and ensure that NHS resources are used effectively.
The practice recognises that patients may occasionally be unable to attend appointments due to unforeseen circumstances. Patients are therefore encouraged to contact the practice as soon as possible if they need to cancel or rearrange an appointment.
This policy has been developed in line with NHS England guidance regarding missed appointments (Did Not Attend – DNA), patient access, and GP practice list management.

[bookmark: purpose]2. Purpose
The purpose of this policy is to:
· Reduce the number of missed appointments.
· Improve appointment availability for all patients.
· Ensure fair and consistent management of repeated non-attendance.
· Encourage patients to cancel appointments they cannot attend.
· Support effective use of NHS resources.

[bookmark: scope]3. Scope
This policy applies to all patients registered with the practice and covers:
· GP appointments
· Nurse appointments
· Healthcare assistant appointments
· Telephone consultations
· Extended access appointments
· Any other booked clinical appointments provided by the practice

[bookmark: definitions]4. Definitions
A Did Not Attend (DNA) occurs when:
· A patient fails to attend a booked appointment without informing the practice in advance; or
· A patient cancels too late for the appointment slot to be offered to another patient.

[bookmark: patient-responsibilities]5. Patient Responsibilities
Patients are expected to:
· Attend all booked appointments on time.
· Inform the practice as soon as possible if they are unable to attend.
· Provide up-to-date contact details, including mobile telephone numbers where possible.
· Respond to appointment reminders where appropriate.
Patients can cancel appointments by:
· Telephone
· NHS App or online services (where available)
· In person at reception
· Text message cancellation service (if available)

[bookmark: appointment-reminders]6. Appointment Reminders
The practice may send text message reminders for appointments where a valid mobile telephone number has been provided.
Following a missed appointment, patients may receive a text message reminding them:
· That they missed their appointment;
· Of the importance of cancelling appointments they cannot attend; and
· That repeated missed appointments may result in further action.
Text reminders are a courtesy service and non-receipt of a reminder does not remove the patient’s responsibility to attend or cancel appointments.

[bookmark: management-of-missed-appointments]7. Management of Missed Appointments
[bookmark: first-and-second-dna]First and Second DNA
Following a missed appointment, the incident will be recorded in the patient’s medical record.
Patients may receive:
· A text message reminder; or
· Verbal advice from reception staff regarding the importance of cancelling appointments.
The practice will consider any reasonable explanation provided by the patient.
[bookmark: three-dnas-within-a-12-month-period]Three DNAs Within a 12-Month Period
If a patient fails to attend three or more appointments within a rolling 12-month period without cancellation, the practice will issue a formal warning letter.
The warning letter will:
· Confirm the number of missed appointments;
· Explain the impact of missed appointments on NHS services and other patients;
· Remind the patient of their responsibility to cancel appointments; and
· Advise that further missed appointments may result in removal from the practice list.
The practice may consider exceptional circumstances before issuing a warning letter, including:
· Safeguarding concerns
· Learning disabilities
· Mental health conditions
· Communication difficulties
· Bereavement or significant personal circumstances
· Circumstances outside the patient’s control
Reasonable adjustments will be considered where appropriate.
[bookmark: further-dna-following-warning-letter]Further DNA Following Warning Letter
If a patient misses a further appointment after receiving a formal warning letter, the practice may review whether there has been an irretrievable breakdown in the doctor–patient relationship.
A decision regarding removal from the practice list will be made by the GP Partners and/or Practice Manager in line with NHS England guidance.
If removal is approved, the patient will receive a final removal letter which will include:
· Confirmation of removal from the practice list;
· The reason for removal;
· The date the removal takes effect;
· Information on how to register with another GP practice; and
· Details of any ongoing care arrangements where appropriate.

[bookmark: safeguarding-and-equality-considerations]8. Safeguarding and Equality Considerations
The practice will not apply this policy unfairly or discriminatorily.
Before any decision is made regarding removal from the practice list, consideration will be given to:
· Vulnerable adults
· Children and safeguarding concerns
· Patients with disabilities
· Patients with mental health conditions
· Patients with communication or language barriers
· Equality Act 2010 obligations
The practice will make reasonable adjustments where required.

[bookmark: children-and-young-people]9. Children and Young People
Children under the age of 16 will not normally be removed from the practice list solely due to missed appointments.
Where repeated non-attendance raises safeguarding concerns, the practice may follow safeguarding procedures and liaise with relevant agencies as appropriate.

[bookmark: recording-and-monitoring]10. Recording and Monitoring
All missed appointments will be recorded on the clinical system.
The practice will periodically review DNA rates to:
· Identify patterns or trends;
· Support service improvement; and
· Ensure consistent application of this policy.

[bookmark: related-policies-and-guidance]11. Related Policies and Guidance
This policy should be read alongside:
· NHS Constitution
· NHS England guidance on reducing Did Not Attends (DNAs)
· NHS England Primary Medical Care Policy and Guidance Manual
· Practice Access Policy
· Safeguarding Policies
· Equality and Diversity Policy

[bookmark: policy-review]12. Policy Review
This policy will be reviewed annually or sooner if changes occur in NHS guidance, contractual requirements, or practice procedures.

[bookmark: summary-for-patients]13. Summary for Patients
Patients are asked to attend all appointments or cancel them as soon as possible if they can no longer attend. Missed appointments waste valuable NHS resources and prevent other patients from accessing care.
Patients who repeatedly fail to attend appointments without cancelling may receive warning letters and could ultimately be removed from the practice list in accordance with NHS guidance and practice procedures.
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