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Appointment Policy
We endeavour to manage our appointments system to avoid delays in appointment times and minimise loss of surgery time through cancellations and failed appointments.
Practice appointment system 
· We manage our appointments so that wherever possible treatment appointments are booked no more than 12 weeks ahead 
· We try not to keep you waiting and to see you within 30 minutes of your appointment time. Where there is a delay, we will explain the reasons. Choosing to re-arrange the appointment will not affect your appointment history negatively.
· We will remind you of the day and time of your appointment by text, email or phone (as preferred), however, text and e-mail are an automated service through the software company and faults are beyond practice control. It is advised not to be relied upon.
· If we need to change or cancel an appointment, we will give you as much notice as possible, and explain the reasons. On the day cancellations are often due to reasons beyond practice control and with regret unavoidable. (staff sickness -shortages, bereavement, travel disruptions)
· We make every effort to ensure clinical time is not wasted; this does mean we sometimes alter the time for patients’ appointments. We make every effort to ensure patients are notified of these changes.
· We may let you know if there is a change in the dentist that you will see, and explain the reason for the change if it affects your treatment intended.
· On attendance you may not be seen by your desired practitioner, this however will not affect delivery of NHS dental treatment at the time. 
· On attendance if you choose not to be treated by a practitioner, the appointment will be recorded as a failed to attend. This will negatively affect your appointment history.
Communications
· We will always be courteous, friendly and professional.
· We will respond promptly to telephone calls and never ask you to ‘hold’ without first finding out why you have called 
· You will receive full information about our services and our policy for collecting fees, including the methods of payment that we accept 
· We will explain your treatment options and costs, answer your questions and allow you time to consider the best for you
· We will provide a treatment plan and estimate of costs for each new course of treatment and seek your full and specific consent before providing any treatment
· We will provide urgent advice and care during practice hours as soon as is practicable. Outside normal surgery hours the number to ring is 111.
· We will refer you for further professional advice and treatment when appropriate
· We will respond to correspondence within five days of receipt
· We encourage you to provide feedback; we will listen to your views and learn from them
· We make it easy for you to complain or raise a concern about any aspect of the care or service that you have received. Our procedure for dealing with complaints is available please ask Mrs V Duggan: Practice manager.
· We use a software company to deliver communication services in all forms, however we advise patients not to rely on these for reminders for appointments as Bailiff Bridge Dental is not responsible for failings.
We ask that you 
· Arrive on time for your appointment 
· Respectfully understand if you are 5 minutes late for an appointment, it is at the discretion of the practitioner on whether you will be able to be seen. This is determined by whether the practitioner is able to deliver the required treatment in the time remaining.
If you are late by nearing half of the appointment time, you will be expected to make another appointment. (This will have recorded on your details as a missed appointment)
· Participate in your dental treatment, particularly any advice about prevention and diet that we have asked you to continue at home
· As NHS or Private patient at Bailiff Bridge dental you are encouraged to attend routine examination appointments to be assured of your Oral Health. Routine examinations can be carried out every 6,9 or 12-months. On occasion patients may be advised to attend at 3-month intervals under specific advice from the dental professional. For all patients failing to attend routine dental appointments this may result in serious Oral Health concerns not being identified at an early stage. For all NHS patients; failing to attend the practice beyond a two-year period will result in losing the NHS position and consequently would be seen under the private basis.
· Let us know if you are unable to keep your appointment; please give at least 24 hours’ notice.
· Understand that as a Private patient you will be charged for missed appointments or short notice cancellations at a rate of £1 per minute of time allocated; and also repeated offenses could result in no further appointments offered at the practice.
· As a patient, eligible for NHS dentistry: if you miss an appointment on two occasions or short notice cancel within a two-year period, you will no longer be seen under the NHS at the practice; and you will be informed in some way of communication. 
· Tell us if your contact details change so that we can keep our records up to date to ensure that we are able to contact you; this includes address, telephone numbers and email
· Update your medical history; be ensured your details are confidential. Failing to complete a medical history will result in you not being able to be seen by a clinician.
· Treat our staff courteously; they will do their best to help meet your needs. 
· Understand, we hold Zero tolerance to all forms of offensive and threatening behaviours projected in all forms. Patients demonstrating such behaviours towards staff or other patients will be asked to leave the practice and maybe refused future appointments.
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