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Introduction

This Standing Operating Procedure (SOP) sets out what staff should do when receiving a
request for personal information, such as medical information or staff information, and applies to
NHS Shropshire, Telford and Wrekin (NHS STW) for records for which they are the Data
Controller (or Data Processor as required). NHS STW are required to provide a procedure to
respond to requests made under the Data Protection Act 2018/GDPR. In addition, requests can
be made under the Access to Health Records Act 1990.

Under most circumstances these requests will be received and/or processed by the NHS STW
Patient Services Team, however, there may be rare occasions when requests will be processed
by staff not part of this team. Staff should follow the guidance in this SOP to ensure compliance
with current legislation. If staff are unsure, they should contact the Patient Services Team for
advice and assistance.

It is important that all staff are familiar with the contents of this SOP as they may be the first point
of contact for a request for personal information or they may be required to advise others
including patients and other service users who make a request for personal information.

Requests for access to records have strict timeframes therefore it is imperative that any request
are dealt with as expediently as possible.

Data Protection Act 1998 and General Data Protection Regulation

Both pieces of legislation give individuals the right, or their authorised representative, the right to
apply to access their personal data that an organisation holds about them.

Access to Health Records Act 1990

The Access to Health Records Act 1990 provides a right for authorised people to apply to access
information contained within a deceased person’s health record.

Who can make the request?

Subject Access Requests — General Data Protection Regulation/Data Protection
Act 2018

Subject Access Requests can be made by:

e The individual themselves, the ‘data subject’

e Those who have parental responsibility (if requesting a child’s record)

e A representative nominated by the individual to act on their behalf such as solicitors or a
relative. In these circumstances, valid consent by the individual granting the authority

must accompany the application

e In certain situations, a person granted an attorney or agent by the Court of Protection on
behalf of an adult who is capable of consent

e The police

e A solicitor acting on behalf of the individual (if the claim is or likely to be against the



Organisation it should be treated no differently), valid documentation granting the
authority must accompany the application.

e Via a Court Order

Individual requests should be made in writing or by using the Application for Personal
Information form at Appendix B which will ensure the appropriate information is available to
process the application.

Requests must also have the appropriate documentation, for example identification documents if
necessary, see Appendix M to support the application for access.

Requests made under the Access to Health Records Act 1990 For Deceased
Person’s Records

Requests made under the Access to Health Records Act 1990 can be requested by:

e The patient’s personal representative - a personal representative is the executor or
administrator of the deceased person’s estate, valid documentation granting the authority
must accompany the application.

¢ Any person who may have a claim arising out of the patient’s death, valid documentation
granting the authority must accompany the application.

Service Introduction

This process will be facilitated by the Patient Services Team. The team provides a single point of
access for the processing of Subject Access Requests and the management of these matters,
especially relating to securing appropriate consent documentation.

Where the request is to be sent to

Requests should be made in writing and it is recommended using the Application for Personal
Information form at Appendix B and sent with copies of any necessary identification documents,
to the NHS STW Patient Services email address:

stw.patientservices@nhs.net

Requests may still be received by post and these should be date stamped on receipt and sent to
the Patient Services team either in hardcopy by internal mail. All requests should be made to:

Patient Services Team

Wellington Civic Offices
Larkin Way

Tan Bank

Wellington

Telford

TF11LX


mailto:stw.patientservices@nhs.net

If verbal requests for information are received, then the requester should be directed to complete
the Application for Personal Information form and return it along with supporting documents to:

stw.patientservices@nhs.net

There may also be requests via social media and direction should be given as above.
Key Roles

The Patient Services Team have specialist knowledge to process requests and are fully versed
in the legislation surrounding requests for personal information and to provide assurance that
requests are dealt with lawfully and that legislation is not breached.

NHS STW'’s Caldicott Guardian is the Chief Medical Officer and the Data Protection Officer
(DPO) is the Midlands and Lancashire CSU Head of Information Governance. The DPO and
Caldicott Guardian are responsible for overseeing the subject access request process and
providing support, direction and management to the Patient Services Team.

Timescales

Applications made under the new General Data Protection Regulation/Data Protection Act
2018 must be responded to within one month (28 calendar days) unless exceptional
circumstances apply in which case the applicant should be informed. Any requests to access
personal information received should be directed to the Patient Services team immediately.

Applications made under the Access to Health Records Act 1990 have a historic ministerial
commitment that requests for access to health records should normally be handled within 21
days where the record has been added to within the last 40 days otherwise a timescale of
releasing the information within 40 days is applied.


mailto:stw.patientservices@nhs.net

Process Summary Flow Chart
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Other Areas for Consideration
Supervised Access to view Records
Viewing the records is an option but only if both parties agree.

If the viewing is supported, the process of reviewing the data sources and records follows the
same process. The records must not be left unattended with the requestor, so the appropriate
senior manager must remain in the room to ensure that the records are not tampered with and to
explain any entries or terminology or decipher and help with any legibility queries.

On occasions research organisations will request access to the records as part of a research
project. Access can only be approved to relevant information with the prior written consent of the
person or their personal representative. The appropriate senior manager must be informed, and
the records reviewed as per the process above and the information disclosed to the research
organisation.

If a person wishes to view their records and then wants to be provided with copies this would still
come under the one access request.

Police Requests

Requests where the consent is available may be processed in the same way as solicitors or
third-party requests to release notes to the police. The Information Governance Team and/or the
Caldicott Guardian should be informed of any requests for records from the police which are not
accompanied by the written consent of the data subject. The request from the police must be in
writing to comply with the Data Protection Law Enforcement Directive. This is a more extensive
data processing right and all requests by the police must comply with this directive.

Original health records must not be given to the police and there will be no charge for copies of
records.

Court Order Requests

All court orders and associated documents must be brought to the attention of the Information
Governance Team and/or the Caldicott Guardian. Authorisation will be requested from the
professional involved and copies of records will be given to the Court. The original records must
not be released.

Records not held by the NHS STW

Records held by another organisation contracted to provide services on behalf of
NHS STW

There are instances where NHS STW contracts out services to another organisation. In these
instances, NHS STW does not hold the records therefore the service that holds those records is
responsible for processing the request for records, on behalf of NHS STW. Therefore, NHS STW
need to redirect the request to the relevant team and request that they follow their procedure to
manage the request on behalf of NHS STW. NHS STW should advise the applicant of this by
amending the acknowledgement letter at Appendix C to provide contact details for the team who
will be processing the request on behalf of NHS STW and the reasons why they will be doing so.



Records held by another organisation to whom the NHS STW does not contract
services

If the request relates to a request for records where NHS STW is not the Data Controller, a letter
should be sent to the applicant (see Appendix A) advising NHS STW is not the Data Controller
and provide suggestions to where the request should be forwarded to.

Complaints

If the applicant is dissatisfied with the information provided or the manner the request has been
handled by NHS STW, they are entitled to complain following NHS STW’s complaints procedure.

Patient Services Team

Wellington Civic Offices

Larkin Way

Tan Bank

Wellington

Telford

TF1 1LX

Email: stw.patientservices@nhs.net

If the applicant is still dissatisfied once the complaints process is completed, they are entitled to
make a complaint to the Information Commissioners Office (ICO).

The Information Commissioner’s Office
Wycliffe House

Water Lane

Wilmslow

Cheshire

SK9 5AF

Telephone: 0303 123 1113 Email: casework@ico.gsi.gov.uk Website: www.ico.gov.uk

Monitoring and Audit

As part of our quality control measures and to meet the requirements of the Data Security and
Protection Toolkit, audits will be undertaken in respect of both the Subject Access Request
processes followed and the logs on an on-going basis. NHS STW and the CSU IG Team will
consistently check for accuracy and quality of content and issues arising from the audits will be
recorded along with necessary corrective actions and recommendations.

Corrective Action

As a result of the regular monitoring and audits that will be undertaken any areas of concern
(including staff not following processes) will be monitored and reviewed within a 1-month period
to ensure that the practices meet the desired standard.

10


mailto:stw.patientservices@nhs.net
mailto:casework@ico.gsi.gov.uk
http://www.ico.gov.uk/

APPENDICES

APPENDIX A — INCORRECT DATA CONTROLLER RESPONSE

Shropshire, Telford
and Wrekin

Cur ref: Fatient Services Team
Wellington Civic Offices

Date: Larkin Way
Private and Confidential Wollinaton
Telford

TF11LX

Tel: 01952-580407
Email:
stw.patientservicesi@nhs.net

Dear

Re: |

Thank you for your request dated . which was received by the organisation
on , regarding your personal information under 5.7 (1) of the General Data

Frotection Regulation/Data Protection Act 2018.

MHS Shropshire, Teliord and Wrekin can only provide information held by this
organisation, as the registered Data Controller.

As the information you require is held by , & request will have to be sent to
these organisation(s) individually, following their Subject Access process, as they
are Data Confrollers in their own right.

If you wish to discuss the matter further, please contact me on the above number.

Yours sincerely

Patient Services Team
NHS Shropshire Telford & Wrekin

11



APPENDIX B — APPLICATION FOR ACCESS TO PERSONAL INFORMATION

Shropshire, Telford
and Wrekin

APPLICATION FOR ACCE:3 TO PERSONAL INFORMATION

Once completed, please send this
farmi fio:

MHS Shrapshire, Telford and Wrakin
Wellinglon Civic Offices

Larkin Way

Tar Bank

‘Wellington

Telfard

TFE1 1LX

Or via email ba: ghw . patieniserdcasinhg net

Section 1 - Individusl's Detalls Regquasted

Indi¥idual”s Tull nams

Previouz name{a)

Dafe of birth

HHS Humber (If Known)

Applicants Current Addraza

Applicant's Previous Addrass [If
applicabla)

Contact Information — Telephone numbsar,
amall pEdrees

Section 2 — Description of the Information you peguire

Please provide as much information as passible giving full details of the perods you are

iritepastad in.

Types of Information Reguired

Date

12



Sgctlon § — Declaration

| declane that the indormation given by me is comect ta the best of my krowledge and that | am entided
to apply for @ocess to the persanal information referred o abose under the terms of the Ganeral Data
Protection RepgulationiData Profection fct 2018ihcoess o Health Records Act 1990

Applicants Hama

Address fo which reply should be sant [
diffarant from above) Including Bepieeds

Slgnature of applicant

{1 yau are ned the person ramed n Section 1, pleass lick 2 ore of (he folowing boxes)

I am the parent/guardian of an Individusl under 16 years okd who haes completad tha
Authorization saction | 2actlon 5.

I am the parent/guardian of an Individual under 16 years obd who [I8 unable to
understand the requesthas consanted fo my making this request].

I'am the deceased paflent's perzonal rapresentative and affach confirmation of my
appolntment by 8 court o manape the patlent's affals

Iam the legal representailve of the Individual, and ey have given signad
authoreation |$ectlon 51

iother [pleaas spaciiy)

Section 4 — Authorsstion

| hereby authorizs MHS Shrapshire, Talford and Woekin to releases the requested personal data that
they may bald relating to mefo e (ERbar the name af the person
acting on your behalf), ta whom | have gisen cansent (o sct an my behalf.

Elgnature of Appllcant.. ...

L= [



APPENDIX C—-ACKNOWLEDGEMENT LETTER = IF NO FURTHER INFORMATION
REQUIRED

Shropshire, Telford
and Wrekin

Chr ref: Patient Services Team
Wellington Civic Offices

Date: Larkin Way
Private and Confidential ,EEHE';;;:
Telford
TF1 1L

Tel: 015852-580407
Emasil:
stw. patientservicesi@nhs. net

Dear

Thank you for your lefter dated . which was received by the
organisation on , requesting a copy of your personal information as
falloners:

Vie will deal with your request in accordancs with the General Data Profection
Regulation/Data Protection Act 2018 A&ccess to Heslth Records Act 1820

Wie will daal with your requeast within the statutory timescales.

ours sincerely

Patient Services Team
NHS Shropshire, Telford and Wrekin



APPENDIX D — ACKNOWLEDGEMENT LETTER — REQUESTING FURTHER INFORMATION

Shropshire, Telford
and Wrekin

Chur ref: FPatient Services Team
Wellington Civic Cffices

Diate: Larkin Way
Tam Bank
Wellimgton
Telford
TF1 1L

Private and Confidential

Tel: 01852-5880407
Email:
stw.patientservices@nhs.net

Ciear

Re:

Thank you for your lefter’'email dated , requesting & copy of your parsonsl
information. We will deal with your reguest in accordance with the General Data

Protection Regulston/Diata Protection Act 2018 Access fo Health HE::::HHE. Aot
1980,

Pleass find enclosad an application for aceess to personal information form, you

ray wish to complete and return the form to the abowve address to help us fo
locate the information to which your request relates.

In addition, please supply & copy of your idenfification or your autheority to act on
behalf of the datas subject A list of acceptable forms of identification has been
provided with this letter. (*delete if proof of ID not required — person known)

WWe will deal with your request within the statutory timescales, | look forward {o
hearing from youw.

“fours sincerely

Patient Services Team
NHS Shropshire, Telford and Wrekin



APPENDIX E = AUTHORISATION TO RELEASE RECORDS FORM

Shropshire, Telford
and Wrekin
AGREEMENT TO DISCLOSURE OF RECORDS]

The form and documents to be released (copies of health/perscnnel records) must be sent
o

Nick White, Chief Medical Officer

Documents must not be released directly to the applicant
Per=on’s Name

Date of Birth
Address

AUTHORISER'S DEGLARATION - Please tick relevant bax or boxes

1 | agrae to the attached records being released to the above
named person or the person’s authorised representative.

2 Part or the whole of the records has been withheld on grounds that:

Disclosure is likely to cause sericus harm to the physical or
mental health of the person or of another individual

Access would disclose information relating to, or provided by, &
third party who is not an MHS health care professional and
has not consented to their information being disclosed

The record contains information the person expressly stated must
nat be released

O 000 U

The person is under 16 and | do not think he/she fully understands
what an application to see their records means

LIST OF EXEMPTIONS/REDACTIONS ON PAGE 2 PROVIDED - Please include page number and
rEason

LIST OF RECORDS TO SEND:
1
2.
3.

Subject Access Administrator Mame (please print)

Post held




Signature
Date
Caldicott Guardian name (please print)

Signature Date

Page Mumber Reason for exemption/redaction




APPENDIX F - REQUEST FOR RECORDS TO SERVICE AREA

Shropshire, Telford
and Wrekin

Cur ref: Patient Services Team
Wellington Civic Offices
Date: Larkin Way

Tan Bank
Private and Confidential wzmn;;;n

Telford
TF1 1%

Tel: 01852-580207

Email:
stw. patientservicesi@inhs.net

Dear

Plaa== find attached a reguest for records in relation to

Please could you kindly retrieve a copy of these records and ensure that they are
checked and redacted if necessany.

Should you have any questions please contact myself.

The ICB's Caldicott Guardian will be approving sll records prior to release to the
applicant.

Plaass could thesa be returmed to me no later than {10 working days).
With kind regards

Yours sincerely

Patient Services Team
NH5 Shropshire, Telford and Wrekin



APPENDIX G — NO RESPONSE LETTER

i
||
Shropshire, Telford
and Wrekin
Chur ref: Fatient Services Team
Wellington Civic Offices
Cate: Larkin Way
Tamn Bank
Private and Confidential Wallington
Telford
TF1 1%
Tel: 01852-580407
Email:
stw. patientservi hs.net
Diear
Re: -

| refer to wour reguest for persomal information under the Data Protection Act

20418/General Data Protection Regulstion [GDPR]Access to Health Records 1990 about
the sbove-named individuwsl.

| am writing to sdvise you that we have mot yet received an application formy/proof of
identity/address  information to continue with this reguest [Ydelete/smend as
spproprigte]

If the information is =till required, you may wish to return the previously sent application |
form completed to the sddress below.

If no further communication is received within 10 dey=s of the date of this letter the CCG
will s=sume the information is no longer reguired and closs this reguest

If wou heve any gueries sbout this letier pless= do not hesitste to contact me. Please
remember to guote the reference number above in any future communicstion.

Yours sincareky

Patient Services Team
MHS Shropshine, Telfiom and Wrekin



APPENDIX H-PERSONAL INFORMATION NOT HELD

Shropshire, Telford
and Wrekin

O ref: Psatient Services Team
Wellington Civic COffices

Date: Larkin Way
Private and Confidential ,Emniﬂﬁ
Telford

TFT 1L

Tel: 01952-580407
Emasil:
shw.patientservices@nhs.net
Dear

Re:

| refer to your request for personal information wunder the General Data Protection
Regulations/Data Protection Act 2018 fAccess to Heslth Records 12980 about the
above-named individual.

| am writing to advise you that following a search of our paper and electronic records,
we hawve estsblished that the information you requesied = not held by this
arganisation.

Howrawer, we think it may be held by the following:

If you have any queries about this lefter, please contact me. Pleass remember to gquote
the reference number above in any future commuonication.

“fours sincersly

Patient Services Team
NHS Shropshire, Telford and Wrekin



APPENDIX | - RESPONSE TO THE APPLICANT — FULL DISCLOSURE

Shropshire, Telford
and Wrekin

D ref: Patient Services Team
Wellington Civic Offices

Ciate: Larkin Way
Private and Confidential sznagﬂﬁ
Telford
TF1 1%

Tel: 01852-580407
Emaail:

stw. patientservices@nhs. net

Dear
Re:

Further to your request for recaords in relation fo the above- named person,
pleas= find enclosad:

1.
2.

| trust that this information satisfies your request but if you shouwld wish to discuss the
miatier further, please contact me on the abowve number.

“ours sincerely

Patient Services Team
NH5 Shropshire, Telford and Wrekin



APPENDIX J — RESPONSE TO THE APPLICANT — PARTIAL DISCLOSURE

Shropshire, Telford
and Wrekin

O ref: Patient Servicaes Team
Wellington Civic Offices

Date: Larkin Way
Private and Confidential JZEHE;;:
Telford

TF1 1L

Tel: 015852-580407
Email:

stw.patientservicesi@inhs.net
Re:

Furthier to your request for a copy of the medical records in relation to the abowve-
named parson, pleass find enclosed tha records we hold, which have been redacied
where necassarny.

Ve are unable to provide you with 8 complete copy of the information reguested due
to it falling wunder the following exempticns:

Should you be unhappy with the response received, you have the right to complsin to
the Information Commissioner's Cffice. The Information Commissioner can be
contacted by

Information Commissioner's Cffica
Wilyclifie House Water Lane
Wilmslow

Cheshire

SHD BAF

Tel: 2303 122 1113

If you wish o discuss the matier further, please contact me on the above number. |

“fours sincerely

Patient Services Team
MHS Shropshire, Telford and Wrekin



APPENDIX K — RESPONSE TO APPLICANT — REFUSAL OF DISCLOSURE

Shropshire, Telford
and Wrekin

Cur ref: FPatient Services Team
Wellington Civic Offices

Ciate: Larkin Way
Private and Confidential J:mr%ﬂﬁ
Telford

TF1 1<

Tel: $1852-580407
Emsil:

ctw. patientservicesi@inhs.net
Cear

Re:

| write further to your reguest for records in relation to the above-named
pErson.

Wi'e are unable fo provide you with the information you requested due to it falling
under the following exemplion|s):

L ]
If you wish to discuss the matter further, please contact me on the abowve number.

Should you be unhappy with the response recsived, you hawve the rnght to complain
to the Information Commissioner's Office. The Information Commissioner can be
contacted by

Information Commissioner's Cffice
Whycliffe House Water Lane
Wilmslow

Cheshire

SKD BAF

Tel: 0303 122 1113

“fours sincersly

Fatient Services Team
MHS Shropshire, Telford and Wrekin



APPENDIX L — SUBJECT ACCESS EXEMPTIONS — WHERE RIGHT OF SUBJECT

ACCESS DOES NOT APPLY

Shropshire, Telford
and Wrekin

SUBJECT ACCESS EXEMPTIONS
WHERE RIGHT OF SUBJECT ACCESS DOES NOT APPLY

Category

Exemption

Crime and Taxation

Section of the personal information contained in the records,
or individual records that relate to the prevention and
detection of crime or the apprehension or prosecution of
offenders.

Health, Education and
Social Work

Social work records exemptions come under the Data
Protection (Subject Access Modification) (Social Work)) Order
2000 relates to perscnal information usad for social work
purposes: Where release of information may prejudice the
carrying out of social work by causing serious harm to the
phy=sical or mental condition of the dats subject or others.
Certain third party's information can be released if they are a
“relevant persan “a list is contained in the order) as long as
release of the information does not cause seriows harm to the
relevant persons phvzsicalarmental condition

Resaarch, histons statistics

Wherea the parsonal data is used solely for research purposes
and as long as resulting statistics are not made available

Human fertilization
and embrvology

Perzonal information can be withheld in certain circumstances
where it relstes to human fertilization and embryology.

apply:

MNational security
Crime and taxation

Regulatory activity

Domestic purpose

Armed farces

Confidential references

The full list of subject areas where exemptions as designated by Data Protection Act 2018 may

Health, education and social work

Journalism, literature and art
Re=sarch, history and statistics
Infermation made available to the public or by under enactment




Judicial appointments

Crown employment

Management forecasts

MNegotiations

Examination marks

Examination scripts

Legal professional privilege

Self-incrimination

Crown appointments

Human fertilization and embryolegy, and adoption records and reports

24



APPENDIX M — ACCEPTABLE FORMS OF IDENTIFICATION

Integrated

lr Care System

Shrcpshire, Telford and Wrekin

For verification of identity the following combinations are acceptable when applying

ACCEPTABLE FORMS OF IDENTIFICATION

for a request for personal information®:

MNote®

Shropshire, Telford
and Wrekin

& form of photographic personal identification and a document confirming their

addrass

If you are applving on behalf of an individual proof of entitlement will also be

required separately.

Acceptable Photo Personal ldentity Documents

Current UK (Channel Islands, Isle of Man or Irish) passport or
EU/other nationalities passports.

Passports of non-EL nationals containing UK stamps, a visa or a UK
residence permit showing the immigration status of the holder in the
LK*

Current UK {or EU/other nationalities) Photo-card Driving License (providing
that the person checking is confident that non-UK Photo-card Driving
Licenses are genuine)

& national ID card and/or other valid documentation relating to
immigration status and permission to work®

Mote, documents such as an organizational ID card are not acceptable forms of
identification.

Acceptable Norm-Photo Personal Identity Documents

Current Driving License (old version);

Birth certificate

Residence permit issued by Home Office to EU Nationals on inspection
of own-country passport;

Adoption certificate;



¢« Marriage/Civil Partnership certificate;

= Divorce or annulment papers;

* Police registration document;

=  Certificate of employment in HM Forces;

¢  Current benefit book or card or original notification letter from the
Department of Work and Pensions (DWP) confirming legal right to benefit;

= Most recent HM Revenues and Customs (previously Inland Revenue) tax
notification;
¢  Current firearms certificate;

¢« Application Registration Gard (ARC) issued to people seeking asylum in the UK
(or previously issued standard acknowledgement letters, SALL or SAL2
forms);

V3 form issued to people who want to travel in the UK without valid travel
documents;

« Home Office letter 1S KOS EX or KOS EX2;

Building industry sub-contractor's cerificate issued by HM Revenues
and Customs (previously Inland Revenue)

To confirm the address, the following documents are acceptable:

« Recent utility bill or a certificate from a supplier of utilities confirming the
arangement to pay for the services on pre-payment terms (note: mobile
telephone bills should not be accepted as they can be sent to different
addresses). LHility bills in joint neames are permissible; ¥

¢ Local authority tax bill (valid for current year); *

s Current UK photocard driving license (if not already presented as a personal |ID
document);

= Current Full UK driving license (old version) (if not already presented as
a personal |D document);

= Bank, building society or credit union statement or passbook containing current
address;

¢ Most recent mortgage statement from a recognised lender; *

« Curmrent local council rent card or tenancy agreement;

¢ Current benefit book or card or original notification letter from Department



of Work and Pensions {DWP) confirming the rights to benefit;

* Confirmation from an electoral register search that a person of that
name lives at the claimed address; *

« Court Order, *
Proof of Entitlement

«  Copy of the section of the Will which names you as Executor;
« (opy of Grant of Probate;
«  opy of Letiers of Administration;

# |etier from solicitor confirming entitlement;

*The date on these documenis shouwld ideally be within the last & months (unless
there is a good reason for i not io be e g. clear evidence that the person was not
living in the UK for & months or more} and the must contain the name and address
of the applicant.




APPENDIX N — PROCESS SUMMARY FLOW

e The details of the request and all attachments are logged within the SARs log and saved within the shared drive.

e The request is reviewed to ascertain which service and NHS STW it relates to
e Establish if the request relates to Subject Access or Access to Health Records

e Ensure that all supporting documentation has been provided (such as proof of identification or proof of authorisation) and confirm of
information

e Forward the request onto the correct Subject Access Administrator for action

The requested information is received back from the service
The authorisation to release records form is reviewed and any necessary actions taken (such as redactions)
e All required documentation is saved to the SARs log and the shared drive

e If no records are held the requestor is notified accordingly

e Ifrecords are held and all actions have been taken and approved for release, all applicable documentation is released to the applicant (in the
format agreed between the organisation and the requestor)

e The SARs log case is updated and closed

CECEL
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APPENDIX O — ESCALATION TRIGGERS

Trigger Method Who

11 Days If the requested information has not been provided by the service, the Patient Patient Services Team
Services Team will send out a reminder email.
The service will be reminded of the pending deadline date.
If the requested information has not been received by Patient Services Team

14 Days The team will send out a reminder and copy in the Chief Medical Officer and Patient Services Team
Corporate Affairs Manager. SARs log must be updated to reflect all contacts that
take place.

16 Days If the requested information has not been received by the Patient Services Team | Corporate Affairs Manager
the Corporate Affairs Manager will send out a reminder. SARs log must be
updated to reflect all contacts that take place.

19 Days If the requested information has not been received by the Patient Services Chief Medical Officer

Team, the Chief Medical Officer should escalate to the Service Area Lead that
has not provided the requested information. SARs log must be updated to reflect
all contacts that take place.
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