10 High Impact Actions

Maximise the use of appointment slots and improve continuity by reducing DNAs. Changes may include redesigning the appointment system,
encouraging patients to write appointment cards themselves, issuing appointment reminders by text message, and making it quick for patients to
cancel or rearrange an appointment.
Easy cancellation
Rapid access is provided for patients who wish to contact the practice to cancel an appointment. Common approaches include having a
dedicated phone number, a text message service and online cancellation functionality.
Appointment reminders
Patients are sent a text message to remind them about a forthcoming appointment. A reminder is included about how to cancel the appointment if
it is no longer wanted.
Patient-recorded bookings
Patients are asked to write their own appointment card for their next appointment, rather than having it done for them. Thi s encourages recall,
reducing subsequent DNAs.In one study, practices found that switching from the nurse writing the appointment card for follow-up appointments
to having the patient do it reduced DNAs by 18% (http://www.ncbi.nlm.nih.gov/pmc/articles/PMC3308641/). It seems this is beneficial partly
because the act of writing the appointment adds to the patient's ability to recall the details, and partly because it represents a more firm public
commitment to attend the appointment than passively receiving the appointment card. Psychological research consistently confi rms the power of
publicly stated commitments to increase the likelihood that we will undertake an action.
Read-back
The patient is asked to repeat the details of the appointment back, to check they have remembered it correctly. If receptioni sts ask the patient to
repeat back to them the appointment date and time, the patient is more likely to attend the appointment. In one study, this simple addition to
receptionists' habit reduced DNAs by 3.5% (http://www.ncbi.nlm.nih.gov/pmc/articles/PMC3308641/).
Report attendances
Publish information, for example in the practice waiting room, about the number or proportion of patients who do keep their appointment, with an
encouragement to cancel unwanted appointments. This is more effective than reporting the proportion who DNA.
Reduce 'just in case' booking
Creating an appointment system and booking experience which is straightforward and responsive, giving patients confidence that they will be
able to obtain help when they need it. This can reduce booking of appointments a long way in advance, which is associated with a much higher
DNA rate.
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3 Reduce DNAs

The ideas
• Make it easy for patients to cancel.
• Send appointment reminders (text/email) 
10% reduction.
• Patients write their own booking  18%
reduction.
• Patients read-back appointment details 
4% reduction.
• Report how many appointments were kept
last month rather than DNAs  14%
reduction.
• Reduce 'just in case' booking by improving
same day access  up to 70% reduction.
Implementation tips
• These are additive - implement several of them for best effect.
• Measure DNAs periodically to identify any needs for additional solutions.
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Frequently asked questions

FAQs …
• Don’t clinicians benefit from the occasional DNA, to catch up during a clinic?
• Practices sometimes note that, for busy clinicians, a DNA may provide a welcome opportunity to catch
up, write notes or take a quick comfort break. That is often true - however, increasingly, practices are
recognising that, if it's important for clinicians to have time for those things during a clinic, they should
be included in a planned way, rather than leaving it up to chance.

• Aren’t practices already doing everything they can do reduce DNAs?
• Almost every practice has done at least something to try to reduce DNAs. However, the evidence
shows that it's usually necessary to do several things, and that some of the common approaches need
adjusting in order to be successful.
• By far the most effective means of reducing DNAs appear to be rearranging the appointments system
to reduce 'just in case' booking ahead by patients - the DNA rate for these can be as high as 25%. If
patients have confidence that, when they need help, they can call on the day, DNAs almost disappear.
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