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PURPOSE:

The purpose of this policy is to inform patient of the importance of keeping their appointments, or calling to cancel 15 minutes prior to appointment time, as well as to maintain proper provider productivity levels, while providing quality primary care to patients of ______ Health Center
POLICY:

Patients that do not call to cancel their appointments prior to the appointment time, and do not show for their appointments 3 times in a 12-month period, 5 times for children under the age 18, will only be allowed to schedule Same Day appointments.   For each appointment that the patient “no call, no shows” for, the patient or parent will receive a letter informing them of the policy and the outcome of their actions.  If the patient should continue to not keep their Same Day appointments without calling 3 times in a 12-month period for adults, 5 times for children under the age 18, the patient may be discharged from ______ Health Center.

PROCEDURES:

1. When a patient does not call to cancel their appointment prior to appointment time, and does not show up for appointment, the FOS will generate a “DNKA letter.”  At this time, the person generating the letter will document in MDServe Notes Section the date of the letter and which letter was sent, example DNKA 1, DNKA 2, DNKA 3, etc.

2. Once generated, the letter will be placed in the appropriate provider’s acrylic box for the nurse to pick up.  The nurse will note in the patient’s chart which letter has been sent and to double-check that the appropriate letter is being sent.  

3. The provider will sign the letter and the nurse will mail the letter to the patient.

4. After the FOS generates the “Final Notice” letter, they will flag the patient in MDServe as a “Same Day Only.”  This means the patient will only be able to make appointments on a same day basis.  

5. If the patient should not call to cancel a SD appointment, and not show for the appointment, the FOS will initiate the same procedures using the “DNKA SD Appt. Letter,” noting SD DNKA1, SD DNKA2 etc. in MDServe.

6. After receiving 2 Same Day DNKA letters (adults) or 5 Same Day DNKA letters (children), the patient’s record will be reviewed by the Front Office Coordinator, the Primary Provider, and the Executive Director to determine if the patient will be discharged from the practice upon the next DNKA.  

This policy and procedure shall be periodically reviewed and updated consistent with the requirements and standards established by the Board of Directors and by Health Center management, federal and state law and regulations, and applicable accrediting and review organization. 
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