Notes on ‘Protocols for the release of patient records’. 
Watch Dental Group
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Protocols for release of patient records:

Contents of email
============
1.  Advice from BDHF 
2.  Watch Protocols for the release of patient records
3.  Replicating radiographs. 


1.  Advice from the BDHF on releasing patient records: 
===================================

Taken from the following link: 
http://www.dentalhealth.org.uk/faqs/leafletdetail.php?LeafletID=30
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	Can I see my records?
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	The Data Protection Act 1998 allows you to inspect your records and x-rays. You can read your dental records, free of charge. You will need to arrange a time that is convenient to both yourself and the practice. However, if your records are held on computer, there may be an administration charge of £10. It also entitles you to copies of your records and x-rays, but you have to pay for these. If you have any problems in understanding what the records mean the dentist has a duty to explain them to you. This will be especially common with dental records, as the dentist will use symbols and abbreviations to record what treatment has been done. The dentist must allow you to see your records or provide you with copies within 40 days, upon your written request. The dentist is entitled to charge you up to £50 for copies of dental records and x-rays.
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2.  Watch Dental Protocols for releasing patient records: 
=====================================

The Watch Dental Group policy on the release of patient records is based on the following principles: 
- All patients requesting their dental records are told that there complaint will be dealt with by the patient complaints officer (PCO, i.e the coordinator), and that there may be a charge of £50, after which they recieve their records within 40 days.  
- The patients can then be reasured however that the ultimate control of this matter lies with the PCO and that they will be contacted very shortly (preferably same day) via telephone or in person.  The PCO then deals with the complaint in accordance to the general guidelines as spelt out in the BDA advice sheet 'Handling Patient Complaints' B10 available on www.watchdental.com

Aim
====
- Early intervention and satisfactory resolution of complaints, through early communication, understanding of the issues and compromise where necessary.  Many patients 'just want to be heard'. 
- Minimise unnecessary claims, timewasters and requests through usage of the £50 fee and 40 days principle.  Note this WDG is not interested in the monetary charge, only its usage as a deterrant.  Rarely will any fee be claimed as this usually serves to antagonise the situation. 

Practicalities of usage: 
===============

- We NEVER just hand out patient notes, even if the request is made with a police officer (unlikely).  Only a county court judgement has the legal power to enforce the immediate release of any details .
- The patient DOES have the right to view the records at a time that is suitable for both parties. 
- Rude and unnecessarily aggressive patients who demand patient records are automatically told that there is a £50 fee and that the 40 day response time.  Historically, this has resulted in many not proceeding (but they are usually unhappy). 

We aim to STALL the intial release by stating that the complaint will be dealt with by the allocated PATIENT COMPLAINTS OFFICER (PCO) i.e the practice coordinator.  
We then explain that there is usually a charge of £50 and a time frame of up to 40 days for the records to be released. 
If the patient 'kicks off' at this news, then tell not to worry and that the practice Patient's Complaint Office will speak to them very shortly (i.e. same day) to discuss the issue. 

The PCO then contacts the patient to achieve the following: 
=======================================
- Compassionate communication to understand and investigate the issues with a caring manner and rational explanations of the possible causes and solutions to their problem
- If possible on the spot, to seek a resolution which may simply be listening to their problem, booking in with another dentists and so on. 
- If more complex then explained that this will be looked into seriously, investigated and responsed to within the BDA described time frame (2 days for acknowledgement in writing, 10 days for investigation, possible meeting and 2 weeks for final written response. 

More can be found on the Watch modified BDA compendium sheet for the patient complaints procedure to be found on www.watchdental.com

We try and seek a satisfactory resolution where possible. 

3.  Replicating Photographs. 
===================

This is often queried, but its simple.  

-Digital x-rays are printed. 
-Manual x-rays, are placed on a white back lit film viewer, and a close up digital photo is taken using a camera such as digital camera (i.e any dental digital camera such as the Kodak one at Gosforth and Birtley).  The image can then be contrasted, emailed and printed as required and works very well.  The x-rays should never be manipulated in any other way. 
-There are companies (proacta.co.uk) which provide an x-ray duplicating service which is expensive and has not been trialled (over £20 + vat per x-ray).
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