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Riverside Dental 
Policy: Missed and Failed Appointments (DNA/ FTA Policy) 

Date of Implementation: 10/11/2025

Review Date: 10/11/2026 

1. Purpose 
This policy outlines the procedure the practice follows when a patient fails to attend or cancels an appointment without adequate notice.

The aim is to:

• Ensure fairness and consistency.

• Minimise disruption to clinical time.

• Maximise access to care for all patients.

• Support compliance with GDC, CQC, and (where applicable) NHS standards.

⸻
2. Scope

This policy applies to all patients registered at [Practice Name], for both routine and specialist dental appointments.

It covers both NHS and private appointments (where applicable).

⸻
3. Definition

A missed appointment (also referred to as a “Did Not Attend” or “Failed to Attend”) occurs when:

• A patient does not attend their scheduled appointment, and

• Fails to give at least 24 hours’ notice of cancellation.

Role Responsibility

Reception Team: Record missed appointments, contact patient, and issue letters as outlined.

Practice Manager: Monitor repeated failures, apply charges where applicable, and oversee communication.

Clinicians: Document DNAs in clinical notes and highlight cases requiring review.

Patients: Provide at least 24 hours’ notice if unable to attend appointments.

5. Policy Details

5.1 Notification and Charges

• Patients are expected to provide a minimum of 24 hours’ notice to cancel or rearrange appointments.

• Missed private appointments may incur a missed appointment charge in accordance with the current practice fee schedule.

• NHS appointments cannot be charged, but repeated DNAs may result in removal from the NHS patient list.

⸻
5.2 Procedure

The following staged process will be followed:

Stage Description Action / Communication

1st Missed Appointment Patient fails to attend without notice. Letter 1 – Reminder and courtesy notification. Reinforces importance of attendance and explains policy.

2nd Missed Appointment Second failure to attend. Letter 2 – Formal warning. Advises that a missed appointment charge is applicable and further failures may affect registration.

3rd Missed Appointment Third failure to attend. Letter 3 – Final warning. Advises that continued non-attendance may result in removal from practice list.

4th Missed Appointment Fourth failure to attend. Advises removal as patient from the patient list. 

5.3 Record Keeping

• All DNAs and cancellations must be recorded in the patient’s clinical notes, including any reason given.

• Copies of all correspondence sent to the patient should be saved to their record.

• The Practice Manager should review patient attendance monthly and document any decisions to remove patients.

⸻
5.4 Re-Registration

Patients removed from the practice may reapply for registration after 12 months, subject to clinician approval and availability.

⸻
6. Exceptions

The practice recognises that there may be genuine reasons for non-attendance, including:

• Medical emergencies or illness.

• Bereavement or family emergency.

• Exceptional personal circumstances.

Where appropriate, discretion may be exercised, and the missed appointment may not be counted towards the total.

⸻
7. Review and Compliance

This policy will be reviewed annually, or sooner if:

• Regulations or GDC guidance change.

• The practice experiences recurring patient access issues.

Compliance with this policy will be monitored as part of routine clinical governance and CQC audits.

⸻
8. References

• General Dental Council (GDC): Standards for the Dental Team (2013)

• CQC: Regulation 9 – Person-Centred Care

• NHS England: Managing Patients Who Miss Appointments Guidance (where applicable)

• Practice Terms and Conditions
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