DNA Policy

Did Not Attend (DNA) Policy – Riverside Health Centre
1. Purpose of the Policy
The purpose of this policy is to reduce the number of missed appointments (“Did Not Attend” – DNA) and ensure that clinical time is used efficiently for all patients. Missed appointments increase waiting times and reduce access to care.

2. Definition of a DNA
A DNA occurs when:
· A patient does not attend a booked appointment and
· Fails to contact the practice in advance to cancel or rearrange.
Appointments cancelled with less than 1–2 hours’ notice may also be recorded as DNAs depending on the circumstances.

3. Appointment Reminders
The practice provides:
· SMS reminders (where consent is given)
· Online access to cancel or amend appointments via the NHS App or Anima
It remains the patient’s responsibility to attend or cancel their appointment.

4. Recording DNAs
Every missed appointment will be recorded in the clinical system, noting:
· Date and time of appointment
· Health professional booked
· A note if the patient contacts and the reason provided

5. DNA Process and Escalation
First DNA
· Marked on clinical record
· No further action, but may trigger a reminder of the policy
Second DNA (within 12 months)
· Marked on clinical record
· No further action, but may trigger a reminder of the policy
Third DNA (within 12 months)
· Patient receives a formal warning letter explaining that further missed appointments may result in removal from the practice list.
Fourth DNA (within 12 months)
· The practice may review the patient's registration.
· A decision may be made to remove the patient from the practice list in line with NHS contractual guidelines.
· The patient will be notified in writing and given information on how to register with another GP.
Note: Each patient will be reviewed sensitively, and removal will only be considered in exceptional circumstances.

6. Exceptions
A DNA may be waived if:
· The practice is informed that the patient had an emergency preventing attendance.
· There are known clinical or social factors affecting engagement.
· There is a practice administrative error.

7. Supporting Patients to Attend
The practice will:
· Offer flexible appointment booking options (phone, in-person).
· Provide translation or interpretation services when needed.
· Support patients with reasonable adjustments.

8. Display monthly figures on Envisage board
	Reception team to run monthly DNA report and add to Envisage board and report figures management for upload to Riverside Health Centre facebook page.
Clinical reporting/local reports/DNA Riverside/>1 DNAs in the last 1 months

9.  Policy Review
This policy will be reviewed every 12 months or earlier if operational needs change.
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