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1. Purpose 
To provide an overview of the administrative process regarding private medical report requests 

at BMC.  

2. Finding the invoice and spreadsheet 
When taking payments, you will always need to record this on the spreadsheet and create 

an invoice. 

The only time you wouldn’t create an invoice, is if the patient is paying for the form/letter. 

However, this must still be recorded on the spreadsheet.  

Where to find them: 

 

1. Open Y Drive 

2. Broadmead Resource File 

3. Non clinical administration 

4. Access to medical records  

Spreadsheet name: Access requests data base - Y:\Broadmead Resource File\Non-

Clinical, Administrative\Access to medical records\Access requests data base.xls 

 

Invoice name: Invoice master BMC - Y:\Broadmead Resource File\Non-Clinical, 

Administrative\Access to medical records\Invoice Master BMC.docx 

 

How to record a payment on the spreadsheet: 

 

 

 

 

 

 

 

 

 

 

 

A. Date the request received (via email, post or from patient). 

B. Who it was received by (so if you are completing, then this would be you. 

C. Date consent received 

D. 21-day response date (from the received date) 

E. 30-day response date (from the received date)  

F. GP Initials 

G. Patient EMIS number 

H. Applicant address (who is paying) 

I. Response date to applicant (when we have completed the request) 

J. Comments (what the request is)  

K. Charge (price to pay) 

L. Extra comments  

You will need to complete 

each box 

file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Access%20requests%20data%20base.xls
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Access%20requests%20data%20base.xls
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Invoice%20Master%20BMC.docx
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Invoice%20Master%20BMC.docx
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Box C – Consent received – this is not always necessary. For example, no consent is needed 

for a form the patient has brought in, or for a letter requested by the patient. If this is the case – 

put in this box ‘n/a’ 

Box F – GP initials – this is not always necessary to be allocated to a GP. For example, a 

request for a patient’s medical records from a company. The admin team complete these 

requests, not a GP. If this is the case – put ‘n/a’ in this box. 

Box H – Applicant address – this is who is paying for the request. If this is the patient, you will 

need to put the patient’s title, first letter of first name, surname and their full address. For 

example:  

 

 

How to complete an invoice: 

Our invoice is a saved template (see where to find above). This should NEVER be 

saved, as it is the master copy, you should only edit and print.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Heading 2 
************* 

PAYEE 

Address 

Date completing 

invoice 

Reference number – this will be 

found on the form/request.  

Description will be what it is they 

are paying for (usually stated on 

the form) 

These details stay the same as 

they are our bank details.  

Unit Price and TOTAL will be the 

same. This is the price that 

needs to be paid. 
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3. Prices & Invoices 
Some reports may have same prices, some may have different. Some companies may also 

state the fee they are willing to pay, which we will go by this. 

Here is a list of our current prices:  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

Please note, some 

reports/forms/requests 

we receive, may not be 

on this list. You will 

need to match the 

request to a price on 

this list. 

 

!!! ALL payments that are made, must be recorded onto the 

spreadsheet, and an invoice created. You MUST always create 3 

invoices. 1 for our keeping (pink folder), 1 for BrisDoc Finance Team 

(green folder) - These are kept in 2 folders in the Reports Drawer 

(please write the patient’s emis number on each on these).  Then 

another copy for the payee. 

The 3rd copy does not need an emis number on it. 

The payee invoice will go with the report being sent back to them (via 

email or post)/ being collected. 



BMC Medical Reports Administration SOP – V1.0 

 

  

 

Page 6 
 

4. Reports we receive & Non-chargeable Reports 
We will receive reports through: 

➢ Third party companies – some may not be chargeable 

^ Here are some examples of frequent companies we receive from: 

▪ Personal Independence Payment (PIP) 

▪ Bupa 

▪ Driver and Vehicle Licensing Agency (DVLA) 

▪ Bristol City Council 

▪ AXA Health 

▪ Universal Credit 

▪ Legal and General  

▪ Criminal Injuries Compensation Authority 

▪ Scottish Widows 

▪ ADHD companies for Shared Care Agreements – Psychiatry UK, ADHD 360, AWP, 

Clinical Partners, Dr J & Colleagues, Harley Psychiatrists, Problem Shared etc. 

▪ Gender Clinics for Shared Care Agreements – Gender Care, Gender GP, Gender Identity 

Clinic etc. 

 

➢ IGPR  

^ This can be from Insurance companies for full or specific medical records, or SARs 

(Subject Access Request) we create ourselves. 

Some examples of companies that send requests through IGPR are: 

▪ Legal & General 

▪ Scottish Widows 

▪ Capita Business Services 

▪ Vitality Health 

▪ Aviva  

 

➢ Patients 

^ This can be forms brought into us/ emailed/ through triage or letter requests 

Some examples of these forms are: 

▪ Bupa forms 

▪ Taxi/Bus/Lorry DVLA medical examination forms (these require a face-to-face 

appointment with their named GP 

▪ ‘To whom it may concern’ (TWIMC) letters 

▪ Letter of extenuating circumstances (LEC) for UNI 

▪ Requests for medical records via SAR form (Reports Team only do emailed and printed 

requests) 

 

As above, some reports we process aren’t always chargeable.  
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Here is a list of companies that we would never charge: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

You can find a copy of this list via this link: Y:\Broadmead Resource File\Non-Clinical, 

Administrative\Access to medical records\Non Chargeable companies - Reports.pdf 

 

 

 

 

 

Bristol Cty Council 

Next Link 

Bristol Law Centre 

Sapphire Clinics (some other healthcare 

centres) 

Some of these 

companies may 

also offer to pay 

for their request. 

If they do, they 

will offer a price, 

and we will go 

by that. If they 

do not offer, and 

they are on this 

list, we do not 

charge. 

file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Non%20Chargeable%20companies%20-%20Reports.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Non%20Chargeable%20companies%20-%20Reports.pdf


BMC Medical Reports Administration SOP – V1.0 

 

  

 

Page 8 
 

 

5. Reports we never do 
There are some report requests that may come in that we will never do as we do not offer that 

type of service.  

Here is a list of requests we never do: 

 Occupational Health requests – this must go through their workplace 

 Diving Medical – they will need to take this to a private clinic  

 Passport Applications/ Signing – patients cannot have passports signed by a GP ever. They must 

go to another professional – see list below 

 Confirmation of identity – will need to go to another professional – see list below 

 Foreign Visa applications – they must take this to a private clinic 

 Insurance claim ‘if diagnosed and/or treated abroad’ – if a new illness, which was seen abroad 

for, we cannot confirm/give evidence of this.  

 if this was seen in UK – then is fine to process. 

 if was seen abroad about a long-term condition they have been seen by us for prior to the 

holiday/travel – then is fine to process. 
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6. How to : UC113/ESA113 forms 
A UC113 form will always be received by us via the post.  

The UC113 form looks like this (ESA113 look very similar): 

7.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

You will need to stamp this box 

with our practice stamp. 
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On the front page of the form, it asks for a summary of the patients record. To do this, please 

follow below steps. 

1. Open the patient’s record and go to their consultations 

2. Press the print button  

3. Select ‘Brief Summary’ 

4. Print the summary 

 

  

 

 

 

 

 

 

 

 

 

 

The form will also include a freepost envelope, which looks like so:  

 

 

 

 

 

 

 

 

 

 

 

You will then put the form, the summary and the envelope together with a paperclip. 
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As per the ‘No-chargeable reports’ list, we do not charge for UC113/ESA113. This 

means that no invoice will need to be completed, nor to be added to the spreadsheet. 

You will then need to allocate this form to the patient’s named GP to complete. To do 

this, follow the below steps + (see picture example below): 

1. On the patient’s information bar, look to see who their named GP is. (This will never be a locum 

doctor)  

2. Once you have found which GP this is, you will need to find their next available admin slots on 

the appointment book. 

3. Once found, you will ‘add a comment after this slot’ with the patients Emis number, initials, what 

the report is, then thanks + your name. 

4. Then you will need to go to the patient’s consultations and add a consultation as an 

administrative note. Then click comment - here you will write what was received and the GP you 

have allocated it to and on what date. 

5. You will then need to send a task to the doctor you have allocated it to. The task type will be ‘form 

to complete’.  

6. You will need to write in this task what was received, what date you have allocated time in their 

admin time, where you have left the paperwork, and to let you know if there are any 

problems/delays. 

7. Then on the paperwork you will need to write a post it note with the allocated doctors name and 

the date of allocation.  

8. Then leave in the specified basket/tray. 

 

A.  

B.  

C.  

D.  

E.  

F.  

G.  

H.  
I.  

J.  

K.  

L.  

M.  

N.  

O.  

P.  

 

 

 

Q.  
R.  

S.  

Step 1: named 

GP 

Step 2: Find available 

admin time 

Step 3: add comment 

after slot 
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T.  

U.  

V.   

Step 4: add comment 

Step 5: send a task with task 

type Step 6: write 

details in task 



BMC Medical Reports Administration SOP – V1.0 

 

  

 

Page 13 
 

Once the form has been completed by the GP and has been returned to us, we will then need to 

scan the document to the patient’s notes.  

 

 

 

A.  

B.  

C.  

D.  

E.  

F.  

G.  

H.  

I.  

J.  

K.  

L.  

M.  

N.  

O.  

P.  

Q.  

R.  

S.  

T.  

U.  

V.  

W.  

X.  

Y.  

Z.  

AA.  

BB.  

CC.  

DD.  

EE.  

FF.  

GG.  

HH.  

II.  

JJ.  

KK.  

LL.  

 

 

 

Please note, do not scan the 

summary you have printed with the 

form.  

Then we will post the completed 

form  (the above pages) and the 

summary, in the provided 

envelope.  

You do not need to include the first 

page with the request and our 

address in the big white box. 



BMC Medical Reports Administration SOP – V1.0 

 

  

 

Page 14 
 

7. How to : PIP Request for further medical evidence 
A PIP form will always be received by us via the post.  

A PIP- ‘Personal Independence Payment – Request for Further Medical Evidence’ 

form looks like this: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The form will include 5 pages. 4 

which are double sided. 1 with the 

company’s invoice blank copy. 

This is a copy of the invoice 

they provide. 

 

Here you will write the 

patient’s emis number. 

Payee name: Broadmead Medical 

Centre 

Surgery name and address: 

Broadmead Medical Centre, 59 

Broadmead, Bristol, BS1 3EA 

We are NOT VAT registered  

Sort code: 56 00 05  

Account no: 21471878 

This will be 

your name (in 

capitals) and 

your signature. 

GMC numbers can be found via this link: 

https://www.gmc-uk.org/registration-and-

licensing/our-registers 

You will need to search the GP’s full 

name  

https://www.gmc-uk.org/registration-and-licensing/our-registers
https://www.gmc-uk.org/registration-and-licensing/our-registers
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Once you have filled out their invoice copy. You will then need to create our own 

invoice. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Once this has been filled out. Ensure you add this onto the spreadsheet also. See page 

3 on how to enter these details. 

 

Once you have filled out their invoice, created our invoice (3 copies) and filled out the 

spreadsheet (*see page 3), you can then begin the allocation process: 

*See page 11 and 12 for step-by-step process. 

*Once completed and returned, follow the step-by-step process on page 13 for scanning 

onto the patient’s record and sending off. 

 

You will find the master copy of our 

invoice here:  

Y:\Broadmead Resource File\Non-

Clinical, Administrative\Access to 

medical records\Invoice Master 

BMC.docx 

You will need to ensure 

the address is the same 

address on the request 

form. This is found on the 

front page.  

The description will be what it says 

on the front of the form. 

These details will always be the 

same. 

The price will be what is stated on 

their invoice. For PIP, this is 

always £33.50. 

file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Invoice%20Master%20BMC.docx
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Invoice%20Master%20BMC.docx
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Invoice%20Master%20BMC.docx
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Invoice%20Master%20BMC.docx
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8. How to :  Bus Pass forms 
There are 2 types of bus pass forms that can be submitted. These are always submitted by the 

patient directly 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

For this type of form, you will not need to complete an 

invoice, as the patient will be paying via cash or card.  

 
The ‘Disabled Adult/Child 

Bus Pass Application’ is the 

original form that we receive 

from the patient who is 

applying for a bus pass.  

The form is very similar, 

there is just slightly more 

detail we provide through the 

questions on the form. 

This form is usually 6 pages 

long. 

 

The ‘Concessionary Bus Pass’ 

is where we provide supporting 

medical evidence towards the 

application the patient has 

already given to Bristol City 

Council. 

This is usually to verify the 

medical condition the patient 

has stated.  

This form is usually 3 pages 

long. 

You will need to fill out any admin 

details, e.g. stamp, address. 

 

Both forms are processed the same 

way. 
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You will then need to fill out the spreadsheet (‘H - company address’ will be the patient’s 

address’ – see example below).  

 

 

 

 

Then complete the allocation process *see page 11 + 12. 

Once completed and returned by GP, you will need to scan it to the patient’s notes. Please 

follow page 13 steps. 

Please note you will need to hide this from the patient’s online record (so they cannot 

access the completed form until they have paid) and text the patient to confirm completion, the 

form is ready to collect from the filing cabinet and £30.00 to be paid on collection. 

9. How to :  Shared Care Agreements (ADHD or Gender) 
We receive requests for a ‘shared care agreement’ to be reviewed and signed by one of our 

GPs. This will need to be allocated to the patient’s named GP to review and sign.  

There is never a charge for a shared care agreement, as these are an agreement for care to be 

shared between the clinic and the GP, usually for medication/ treatment purposes. This means 

that an invoice will not need to be done, nor added to the spreadsheet. 

We can receive these types of requests from ADHD or Gender Clinics. Some examples of 

popular clinics we receive from are: 

▪ ADHD clinics – Psychiatry UK, ADHD 360, AWP, MyPace, Clinical Partners, Dr J & 

Colleagues, Harley Psychiatrists, Problem Shared etc. 

▪ Gender Clinics– Gender Care, Gender GP, Gender Identity Clinic etc. 

A shared care agreement will usually be multiple pages of information, and a page to be 

completed by the GP and a signature box. Usually, this will look like this (or similar): 
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You will need to allocate this to the patient’s named GP, *follow steps on page 11 + 12 

for this process.  

Once this has been completed and returned by the GP, we will return it via email to the 

clinic, who has requested it and scan a copy to the patient’s notes. *See page 13 

 

10. How to: DVLA Group 1/ 2 Medical Questionnaire 
(without examination) 

Group 1 – Cars or motorcycles 

Group 2 – Bus/Lorry 

We can receive these types of forms either directly from the DVLA (via post or email) or from 

the patient. 

This is how this type of form will look like (you will need to ensure you read it properly to know if 

it needs an examination): 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

Here is where you will see there is 

no examination needed.  

It will clearly state on this page if 

an examination is required.  
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On page 2 – the DVLA will have stated a price they will pay, usually, this is £40.00. 

 

 

 

 

You will then need to go through the form and fill in the admin details. This will be our address 

on page 5. The GP will need to fill the rest of this box with their signature etc once they have 

completed the whole questionnaire. (See below image) 

 

 

 

 

 

 

 

 

You will then need to create 3 copies of our invoice and complete the spreadsheet                          

*see pages 3 & 4 

Once this has been completed, you should begin the allocation process                                            

*see pages 11 & 12 

Once this has been completed and returned by the GP, you will need to scan the document to 

the patient’s notes, follow steps on page 13.  

Then you will need to return the form via email/post (whichever way it came through) ensuring 

that you include the invoice and update the spreadsheet. 

11. How to: Taxi/Bus/Lorry Medicals with examination 
(DVLA/Bristol City Council) 

We will usually receive these forms from the patient directly.  

They will look like the below, or similar:  
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For the examination, the patient will need to be booked in a double appointment with their 

named GP. Once this has been booked you will need to: 

1. Add a note under the appointment saying ‘Paperwork left in your drawer – to be completed in or 

after appointment – please let pt know if will be done after’  

2. Add another note to say ‘RECEPTION – please take £80.00/£85.00 payment from patient + take 

photocopies of paperwork if brings out with them.’ 

3. You will then need to leave the allocated form in the doctor’s tray with a label to say ‘GP’s name, 

date of the appointment’  

Example: 

 

 



BMC Medical Reports Administration SOP – V1.0 

 

  

 

Page 21 
 

You must ensure that the paperwork has been completed and then scanned to the patient’s 

notes, so we have a copy. Payment must always be taken before patient leaves with the form.  

Remember to record the payment on the spreadsheet. *Step by step for this process on page 3. 

12. MARAC Report(Safeguarding)  
When a MARAC report or Case Conference report comes through, this must always be 

prioritised as URGENT. Usually, the emailed request will have a date they require it to be 

completed and sent back to them by, this is usually within a week or less. Even if the request 

does not include a date for submission, we should still process urgently.  

These types of requests will always come via email.  

A MARAC report request will look like: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The emailed request with attached 

document. 

The document will have 3 pages. 
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If the patient’s named GP is not in within the timeframe, then allocate this to the GP 
Safeguarding Lead.  

This does not always need to be printed. If the GP you are allocating the report to is working 

remotely during the time frame, you can email it across to them and they can complete this 

electronically. We do this because of the urgency.  

You will still need to allocate in the usual way (just without the paperwork) - *please see pages 

10 & 11. In the task make it clear that you have emailed it to them, and it must be submitted by 

the specified date. Also, mark the task as urgent, and on the appointment clinic state URGENT 

in the note.  

Once the form has been completed by the GP, either the GP, or you will need to email it back to 

the MARAC team, you can do this by responding to their email, just attaching the now 

completed form. Sometimes the GP may do this directly, but please ensure that you scan a 

copy of the completed form onto the patients record – this must be hidden from online 

access. 

The Case Conference form is similar to the MARAC, but slightly different. We still process this 

the exact same way as the above. However, there is another form attached, and this is for the 

admin team to fill out.  

The form is the payment claim form; please see below copy, fill this form out and complete one 

of our invoices to send with this, and the completed form.  
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13. Subject Access Request (SAR) on IGPR 
A subject access request (SAR) is a request for a patient’s medical records. This can come 

directly from a patient, or this can come from third parties; via email, post or IGPR.  

If a patient is to request their medical records, they must complete our SAR form.  

 

 

 

A.  

B.  

C.  

D.  

E.  

F.  

G.  

H.  

I.  

J.  
K.  

L.  

M.  

N.  

O.  

P.  

Q.  

R.  

S.  

 

 

 

 

 

 

 

 

 

 

 

 

You can find this form here: Y:\Broadmead 

Resource File\Non-Clinical, 

Administrative\Access to medical 

records\Subject Access Request form.pdf 

 

If someone on behalf of the patient is requesting 

their records, in this case a family 

member/friend (not a company), they will need 

to fill out this form: Y:\Broadmead Resource 

File\Non-Clinical, Administrative\Access to 

medical records\Subject Access Request form - 

on behalf of an individual.pdf 

 

You must always ensure the 

patient has included their signature 

on the form. Without the patient’s 

signature, we cannot process the 

request. 

file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form%20-%20on%20behalf%20of%20an%20individual.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form%20-%20on%20behalf%20of%20an%20individual.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form%20-%20on%20behalf%20of%20an%20individual.pdf
file:///Y:/Broadmead%20Resource%20File/Non-Clinical,%20Administrative/Access%20to%20medical%20records/Subject%20Access%20Request%20form%20-%20on%20behalf%20of%20an%20individual.pdf
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If the request for medical records is from a third-party private provider/company, this will always 

need to have consent from the patient before releasing any records. 

Sometimes the third-party will include a consent, this is usually an electronic or printed 

signature. This will always need to be verified. To verify a patient’s consent, you will need to 

phone them and gain recorded verbal consent over the recorded phone call.  

If the patient is not happy for the records to be released and revoke their consent, you will need 

to respond to the third-party informing them of the patient’s wishes.  

Paying for Medical Records: 

• Requests from a patient for their medical records, will never be chargeable.  

• Requests from third-party which include the wording ‘GDPR (DPA 2018) in their request letter – 

then we do not charge them. 

• Requests from certain third parties, we never charge – see page 7. 

 

✓ If a third-party states a price they are willing to pay, then we charge them this stated price. 

✓ If a third-party states they are willing to pay for the records, but do not state a price, then you 

must follow the price sheet guide – *see page 5.. 

Once the request and verification of consent (if required) is received, you will need to create a 

SAR on IGPR. Please ask Josh to download IGPR, if you do not already have it.  

Home page of IGPR:  
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1. To create a new SAR, you will need to click through to ‘SARs’ 

2. Then you will need to click ‘create new SAR’  

3. You will then need to fill out the necessary information, first by searching for the patient 

via name, date of birth or NHS number 

4. Then click on the patient’s name, once it has been found, and continue to fill out the rest 

of the details – if it is a request from the patient, you will need to click on the selection of 

‘patient’ instead of ‘third party’  

5. If a third party has requested the records, you will need to put the name of the requester 

and the reference number (if included – leave blank if not) 

6. If a date-range of records is required, instead of ‘full record’, you will need to click at the 

top ‘date-range’ and enter the required dates 

7. Always include attachments 

 

T.  

U.  

V.  

W.  

X.  

 

Y.  

Z.  

AA.  

BB.  

CC.  

DD.  

EE.  

FF. 

GG.  

HH.  

II.  

JJ.  

KK.  

LL.  

MM.  

NN.  

OO.  

PP.  

QQ.  

RR.  

SS.  

TT. 

 

1. 
2. 

3. 
4. 

5. 

6. 

7. 
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Once you have created the SAR, you will need to go through the patient’s records via 
IGPR, and you must redact any third-party information, including emails and phone numbers. All 

patient information needs to be included in the report.  

 

To redact information, you will need to click this:   

 

The loaded record will usually have redactions pre added onto it, most of these will need to be 

removed, as they are automatically added. To remove a redaction, you will need to click this:  

 

 

 

 

Once you have gone through the record and removed/added redactions, you will then need to 

save this to your computer, this will save as a document, by clicking this: 

 

 

 

 

 

 

 

 

This will save here: 

 

There will always be 2 saved documents for the patient, see below, one will be the main 

document with your added redactions (the larger file size), and one will be the list of redactions. 

Always choose the larger file size: 

 

 

You can then email or print this, as requested. The SAR form or the third-party request will 

make this clear how they want it provided. 

 

 

If in a patient’s notes there is a lot of 

sensitive information, and you are unsure if 

this will be damaging for the patient to read, 

you can always check with their named or a 

GP who knows them well and ask them to 

review the document of their notes and let 

you know if there is anything you need to 

take out or if it is appropriate to release to the 

patient, or if it is not. If it is not, usually the 

GP will call and speak to the patient if this is 

the case. 
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14. How to: Letter Requests 
Letter requests come through from patients and also third parties.  

From a patient: 

These can come through email or triage. If the patient requests this via triage, the triage team 

will allocate this through accurx to you and should send a task also. You must keep an eye on 

your tasks and accurx inbox. 

An example of a triage letter request: 

 

 

 

 

 

 

 

 

 

Remember these are requests, and therefore the GP may not always be happy and able to 

verify and complete their request. We also cannot process requests urgently.  

You must respond to the patient informing them of our 30-day policy, example: 

 

You must then follow the steps of allocation, *see pages 12 & 13. 

In your task to the GP, please make it clear that there is no 

paperwork, as the patient has completed the request via a 

triage form.  

This does not require an invoice; however, it is required                                             

to be added on the spreadsheet, *please see page 3.  

 If the GP responds and says they are unable to 

complete this letter as requested, you must let the 

patient know this and the reasoning why. They may be 

able to contact a private medical clinic for this, but we 

cannot guarantee this will be done by them either.  

 

 

 

Thank you for your triage form. We 

have received your request. 

Please allow us up to 30 days 

from receipt of your request, to 

action your request.  

Please note these types of 

requests can incur a fee. Once the 

request has been completed, we 

will let you know the exact charge. 

We may be in contact during this 

time. 
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Once the letter has been written by the GP, you must hide this from the patient’s online record.  

To hide a document added by another staff member, follow the steps shown below: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

This will then ensure that the patient cannot access the 

private letter without paying first.  

Once this has been done, you can contact the patient to let them know the letter has now been 

written by the GP and they can come to collect and pay £… amount.  

Example: 

 

                                                                                       *See page 5 for prices list. 

 

 

 

 

 

 

 

Highlight (click on) the specific 

document you wish to hide. 

Right click on the document. Click 

‘online visibility’ and choose ‘do 

not display on the patient’s online 

care record’ 

Your letter has now been written 

by the GP. Please come to level 

1/2 reception to collect the letter.  

Please note there will be a £… 

charge on collection, this can be 

paid with cash or card. 
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If a company/ third party is requesting the letter, this usually will come via email.  

You will need to respond to their email with the same message, letting them know our 30-day 

policy.  

You will need to allocate in the exact same way, as above. However, you will need to scan the 

emailed request onto the patient’s record, to ensure that the GP can see the request prior to 

writing the letter. *Follow steps on page 12 and name the document ‘Request for letter from …’  

You will, again, need to make this clear in your task, that there is no paperwork, but the request 

has been scanned onto the patient’s notes for the GP to see.  

 

Please remember some companies do not have to pay. See page 6 for this list.  

 

 

 

 

 

Once the letter has been written, you can email this across to the third party. If a payment is 

required, you will need to send an invoice in the same email.  

 

 

 

Version Control 
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If this is the case, you do not need 

to add it to the spreadsheet, create 

an invoice, or hide it from their 

record. 


