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Use of Accurx messages to reduce Non-attendances in GP practices in Kent

Introduction
Non-attendance (DNAs) significantly impacts GP practices, 
which rely on scheduled appointments to manage patient 
flow efficiently1 This study aimed to evaluate the 
effectiveness of Accurx text reminders in reducing non-
attendance rates in GP practices. Two GP practices in 
Kent, serving a combined population of 24,400, 
participated in this study. A total of 13,512 appointments 
were analysed over eight weeks. 

Method
Automated text messages were sent via Accurx one working day 
before the scheduled appointment. Data mining was done in Apex 
business intelligence software. The data were compared with 
historical control data from the same period the previous  year. The 
effectiveness of the intervention was determined by comparing pre-
and post-intervention data along with temporal analyses of 
appointment booking. 

Data analysis focussed on the identification of any discernible 
reductions in non-attendance rates. To explore potential correlations, 
the study delved into the temporal aspects of appointment booking 
and the specific day of the week associated with non-attendance 
occurrences 

Results
Implementing text message reminders was associated with a notable 
reduction in non-attendance rates across both Practice A and B. A 
decrease of 5.3% was observed overall, with Practice A experiencing 
a 4.43% reduction and Practice B demonstrating a more pronounced 
decline of 5.73%.
Overall the non-attendance rates reduced from an average of 11.2 % 
to 5.9% showing a difference of 5.3 % 
Non-attendance patterns with the day of the week and booking 
times did not yield statistically significant results.

The analysis of non-attendance rates based on appointment booking 
time did not yield statistically significant results. While some studies 
have failed to show any significant reduction in non-attendance 
rates2 our study demonstrated a statistically significant reduction in 
non-attendances (p = 0.011).
In this study, the percentage reduction in non-attendance rates was 
5.3%, compared to the 5.5% shown by Downer3 but surpasses the 
3.5% reduction reported by Harman4 . Hence, this study strongly 
supports the efficacy of Accurx text messages in significantly reducing 
non-attendance rates

Conclusions
The study demonstrates that timely text reminders to patients significantly reduce non-
attendance rates. This intervention can mitigate the wastage of NHS face-to-face appointments 
and enhance general practice's management of demand and capacity.

What this research adds: By using messaging applications in conjunction with business 
intelligence metrics, non-attendances can be significantly reduced thereby increasing the 
efficiency within the NHS and improve the demand and capacity management. By 
implementing this process throughout the PCN non attendances can be reduced improving the 
efficiency by managing the demand and capacity well.
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