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INTRODUCTION

If a patient does not arrive for the appointment and does not contact the surgery in advance to
cancel or change the appointment, the effect is:

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

This is recorded as a Did Not Attend (DNA) and will be recorded within the patient’s electronic
record.

SCOPE

This Standard Operating Procedure (SOP) applies to all GP practices within Humber Teaching
NHS Foundation Trust. It includes permanent, temporary, bank, Primary Care Network (PCN) and
agency registered and unregistered clinical staff and administration/reception staff who manage
appointment bookings.

DUTIES AND RESPONSIBILITIES

The general manager, lead GP, service manager, matron and appropriate professional leads will
disseminate and implement the agreed SOP. They will maintain an overview of associated training
needs for their respective service areas. The clinical lead/practice manager will ensure
mechanisms and systems are in place to facilitate staff to attend relevant training.

All staff employed by the Trust will familiarise themselves and follow the agreed SOP and
associated guidance.

PROCEDURES
4.1. When a patient misses an appointment

Where a patient fails to attend an appointment there is a duty of care on the clinician to follow up
the reason for non-attendance to ensure that the patient’s health is not at risk.

1. The clinician must review the patient record to check if the patient has an emergency /
serious condition or if there are concerns about potential capacity or safeguarding issues. If
identified, the clinician must take responsibility to ensure the patient is followed-up
appropriately.

2. If none of the above are identified, the patient should be recorded as a DNA within their
electronic record and agreed Accurx message sent to the patient.

3. Data Quality Manager / Data Analyst runs a 4-monthly report of multiple DNAs and informs
the practice manager when the data is ready. Patients are managed accordingly to
recognise safeguarding issues or patients using the service inappropriately.

REFERENCES

Missed appointments - The MDU

Safeqguarding Adults Policy.pdf (humber.nhs.uk)
Safeqguarding Children Policy N-045.pdf (humber.nhs.uk)
(NB review section 5.1 ‘Was Not Brought’)
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https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.themdu.com%2Fguidance-and-advice%2Fguides%2Fwho-takes-responsibility-for-missed-appointments&data=05%7C01%7Csarah.eriksson1%40nhs.net%7C05a7f046f05742aada9b08dad84cee1b%7C37c354b285b047f5b22207b48d774ee3%7C0%7C0%7C638060122156457266%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=5L5N91tqbzGYf0yBQYDGWn%2BA7sz8XhLgP9did4zVGk4%3D&reserved=0
https://intranet.humber.nhs.uk/Policies/Clinical%20Policies/C%20Policies/Safeguarding%20Adults%20Policy.pdf
https://intranet.humber.nhs.uk/Policies/Clinical%20Policies/C%20Policies/Safeguarding%20Children%20Policy%20N-045.pdf

