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Practice Policy: Missed Appointments (DNA) & Late Cancellations

Purpose
This policy is in place to ensure fair access to appointments for all patients and to minimise wasted clinical time due to missed or late-cancelled appointments.

Appointment Cancellations
Patients are kindly requested to provide a minimum of 24 hours’ notice if they are unable to attend a scheduled appointment. This allows the appointment time to be offered to another patient.

Cancellations made with less than 24 hours’ notice may be recorded as a late cancellation and may incur a charge.

Missed Appointments (Did Not Attend – DNA)
A missed appointment (DNA) is defined as failing to attend an appointment without providing prior notice.

1. Each patient is allowed one missed appointment per 12-month period without charge.
1. If a second appointment is missed within the same 12-month period, a DNA fee will be applied in accordance with the practice fee schedule.
1. Further missed appointments may result in additional charges and/or review of the patient’s registration with the practice.

Charges
DNA and late cancellation fees are applied to help cover the cost of clinical time that cannot be reused at short notice. Details of current fees are available from reception and may be updated periodically.


Outstanding Balances 
Where a DNA or late cancellation fee remains outstanding:
1. Payment may be required prior to booking or attending further appointments
1. The practice reserves the right to cancel or postpone future appointments until the balance is cleared

Exceptional Circumstances
We understand that exceptional circumstances can occur. Each case will be considered at the discretion of the Practice Manager, and supporting information may be requested.

Patient Responsibility
By booking an appointment, patients agree to adhere to this policy. Appointment reminders are provided as a courtesy; however, it remains the patient’s responsibility to attend or cancel appointments with sufficient notice. 
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