
Crossfell Health Centre
DNA policy

Document Control

A.
Confidentiality Notice

This document and the information contained therein is the property of Crossfell Health Centre.

This document contains information that is privileged, confidential or otherwise protected from disclosure. It must not be used by, or its contents reproduced or otherwise copied or disclosed without the prior consent in writing from Crossfell Health Centre.

B.
Document Details

	Classification:
	DNA Policy

	Author and Role:
	Gillian Furness

	Organisation:
	Crossfell Health Centre

	Document Reference:
	

	Current Version Number:
	1

	Current Document Approved By:
	Dr R Khapra

	Date Approved:
	12.09.12


C.
Document Revision and Approval History

	Version
	Date
	Version Created By:
	Comments

	1
	05.01.13
	
	Change pm name

	1
	16.09.13
	
	Amendment PM name

	1
	04.04.14
	
	No change

	2 
	30.05.15
	
	Amendment GPs Name

	2
	16.04.16
	G Furness
	No change

	2
	05.04.17
	G Furness
	No Change

	3
	24.10.17
	G Furness
	Added letter from GP re DNA’s

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


CONTENTS

1
Purpose
2
Responsibility

3
Policy
4
APPENDICES


Appendix 1
-
DNA Letter 1


Appendix 2
-
DNA Letter 2


Appendix 3
-
DNA Letter 3

1
Purpose

Crossfell Health Centre is committed to ensuring that the best possible service is provided to all patients registered with the practice. Approximately 350- 450 appointments per month are ‘Did Not Attend’ (DNA) appointments.
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.

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.

2. 
Responsibility

It is the responsibility of Crossfell Health Centre staff to make every reasonable effort to ensure that the patient is aware of their scheduled appointment. 
Every effort will be made to communicate effectively with all patients including those with language, literacy and vision difficulties, and those who change address frequently. 
The practice will exercise discretion on a case-by-case basis to avoid disadvantaging patients in the case of genuine hardship, misunderstandings and other unavoidable circumstances.

It is the patient’s responsibility to:

· Advise Crossfell Health Centre of any change to their contact details

· Attend their arranged clinic appointment or reschedule with reasonable advanced notice.

3. 
Policy

In the event that a patient does not attend (DNA) an appointment then the following process will be undertaken:

· First DNA - The appointment will be recorded as a DNA and a 1st DNA letter will be sent explaining that they did not attend their appointment and the effects it has on the practice and the consequence that may result in a third and final DNA 
· Second DNA - The appointment will be recorded as a DNA and a 2nd DNA letter will be sent signed by the GP - explaining that they did not attend their appointment and the effects it has on the practice and the consequence that may result in a third and final DNA 
· Third DNA - If the patient DNA’s a third time within a 12 month period then a 3rd and final letter will be sent stating that their name will removed from the practice list 10 days from the date of the final letter.  NHSE will be informed 
· Before finally removing the patient check with the GP.

Warning letters are valid for a period of 12 months. Removal based on warnings greater than 12 months old will be invalid.
APPENDIX 1
-
DNA LETTER 1

	 Todays date


Title Forename Surname
Patient address house Patient address road
Patient address locality
Patient address post town
Patient post code
Dear Title and surname
We note from our records that you did not attend your recent appointment with the doctor/nurse.

I need to bring to your attention that the practice now has a policy regarding missed appointments and I enclose an explanation leaflet for you to explain the procedure.

This is a very busy Practice and it is, therefore, important that patients keep their appointments with either the doctor or the nurse.  The appointment you missed could have been given to other patients if you had let us know you were unable to attend.

If you cannot keep your appointment, please let us know immediately.

Your co-operation would be appreciated.

Yours sincerely

Mrs G Furness 
Practice Manager on behalf of

Dr Mayes & Partners
Enc. Explanation Leaflet

EXPLANATION LEAFLET 

MISSED APPOINTMENTS

Due to the number of patients failing to attend for their appointment this may mean that you may not be able to see the doctor on the day that you wish to.

In an attempt to try and resolve this, the practice has developed the following policy.

· If you fail to attend appointments without informing us we will write to you asking if you could inform the practice if you are unable to attend your appointment.

· If you fail to attend on 3 occasions throughout a 12 month period for appointments you may be removed from the practice list and have to find an alternative GP practice.


APPENDIX 2
-
DNA LETTER 2

	 Todays date


Title Forename Surname
Patient address house Patient address road
Patient address locality
Patient address post town
Patient post code
Dear 

Re:
Did Not Attend (DNA) appointments

Our records show that the following appointments have not been attended over the last 12 months

Did not attend     19/01/2017     

Did not attend     04/05/2017     

Did not attend     07/07/2017     

Did not attend     05/08/2017     

As a practice we have approximately 400 unattended appointments per month. We deal with non-attendance proactively so that our services are not strained.   
Wasted appointments cause: 
· An increase in the waiting time for appointments

· A potential risk to the health of a patient

· Frustration for both patients and staff

· A waste of resources.

We understand that on occasions there may be genuine reasons why you are unable to attend an appointment. If you feel this letter has been sent to you in error or you feel there were reasonable grounds for not attending, please write to us and let us know. 

Please be aware that if you have 3 DNA appointments in a 12 month period this may possibly result in your 
REMOVAL from our Practice list.

Yours sincerely

GP Partner on behalf of GP’s

EXPLANATION LEAFLET 

MISSED APPOINTMENTS

Due to the number of patients failing to attend for their appointment this may mean that you may not be able to see the doctor on the day that you wish to.  As a Practice we have 300 – 400 DNA appointments every month.
In an attempt to try and resolve this, the practice has developed the following policy.

· 1st DNA letter - If you fail to attend appointments without informing us we will write to you asking if you could inform the practice if you are unable to attend your appointment.

· 2nd DNA letter – This is your second missed appointment (DNA) letter and it will be recorded on your medical records as a DNA.  Your DNA’s have been reviewed and this letter has been signed by your usual GP to make you fully aware of the possible consequences of continued missed appointments

· 3rd DNA – Please be aware if you DNA’s a third time within a 12 month period your continued DNA’s will be discussed with the other GP’s in the Practice and if a 3rd and final letter DNA letter has to be sent you will removed from the practice list 10 days from the date of the letter.  
· We understand that on occasions there may be genuine reasons why you are unable to attend an appointment. If you feel this letter has been sent to you because you had reasonable grounds for not attending your previous appointments please write to us and let us know immediately. 

3.3
APPENDIX 3
-
DNA LETTER 3

	 Todays date


Title Forename Surname
Patient address house Patient address road
Patient address locality
Patient address post town
Patient post code
According to our records you had 3 appointments booked in the last 12 months but failed to attend (DNA) 

If this is incorrect could you please write to the Practice Manager within the next 5 working days giving your explanation of why you have been unable to cancel your last 3 appointments. 

We wrote to you on 2 previous occasions informing you about the possible consequence of not attending your appointments.  This is now the third occasion within the past 12 months that you have not attended appointments and have not cancelled this appointment. 

In accordance with our practice policy and NHS General Medical Service Regulations the practice will be removing you from our patient list.  The practice will notify NHS England and you will be removed from our practice list on the 10th day following this notification. 

We recommend that as a priority you register with another local practice that will be able to help you with your health needs. A list of local practices can be found at www.nhs.choices.

I would like to take this opportunity to say that as a practice we do not take the decision to remove a patient from our list lightly but need to ensure that we are able to provide for all of our registered patient population to the best of our ability and that this is made more difficult if a patient repeatedly misses appointment without cancellation. 
Yours sincerely

Mrs G Furness

On behalf of Dr Mayes & Partners

