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Introduction 
This policy outlines Cumberland House Surgery call recording process. The purpose of call 
recording is to provide a record of incoming and outgoing calls which can: 
 
•    Identify and support practice staff training needs 
•    Protect practice staff from nuisance or abusive calls 
•    Establish facts in the event of a dispute or complaint 
•    Identify any issues in practice processes with a view to improving them 
 
This policy does not cover telephone consultations with clinical staff.  Telephone consultations are a 
clinical event which should be manually recorded in the patient’s medical record and will be retained 
for the same period as the patient’s medical record.  Although the recording of consultations is a 
practice decision, recordings at Cumberland House Surgery are made for training and monitoring 
purposes only. 
 
Purpose 
The purpose of this policy is to make sure call recordings are managed in line with Data Protection 
Act 2018 & Records Management Code of Practice 2020. This will generally involve recording 
telephone conversations subject to the Telecommunications Act 1984. 
 
Cumberland House Surgery  will make every reasonable effort to advise callers that their call may 
be recorded and for what purpose the recording may be used. This will normally be via a pre-
recorded message within the telephone system, and an information notice on our waiting room TV, 
practice website and practice leaflet.  The voice file will be stored in a data file to which the same 
rules of confidentiality will apply. 
 
Where a patient asks to listen to a recording this will be allowed under due regard to: 
 Data Protection Act 2018  
 General Data Protection Regulation (GDPR) and any subsequent data protection legislation 
 Freedom of Information Act 2000  
 Protection of Freedoms Act 2012  
 Human Rights Act 1998.  
 Telecommunications Act 1984 
 Records Management Code of Practice 2020 

 
Scope 
This policy applies to all practice staff including any contracted or temporary workers. 
All calls via the telephone systems used in the practice will be recorded, including: 
•    All external business incoming calls  
•    All external business outgoing calls 
•    Call transfers 
 
Recording will automatically stop when the practice staff member terminates the call. 
 
Callers will be advised that the call will be recorded for training and monitoring purposes in the form 
of an automated voice message and an information notice on our waiting room TV, practice website 
and practice leaflet.  However, if a patient declines to have the call recorded, the call must be 
terminated and the patient contacted from an extension which does not record. 
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Accessing Recorded Calls 
 
Access of the recorded calls will be undertaken by Cumberland House Surgery Practice Manager, 
and Deputy Practice Managers.  Any playback of recordings will take place in a private setting and, 
where applicable, individuals should be given the opportunity to listen to the relevant recordings to 
receive feedback and developmental support. 
 
All recordings and call recording equipment will be stored securely, and access to these will be 
controlled and managed by senior staff as detailed above.   
 
Recordings will be accessed by logging into a dedicated, password protected computer system.  
Individual recordings can be searched for using the telephone number, patient’s name, date of the 
call and time of the call. 
 
Calls will be retained by the Practice for 12 months. 

 
Confidentiality 
 
The DPA (2018) and GDPR allows the patient access to information that is held about them and their 
personal data. This includes recorded telephone calls. 
 
Requests for copies of telephone conversations can be made under the GDPR as a Subject Access 
Request (SAR).  After assessing whether the information can be released, the practice must ask the 
requestor’s preferred format -a transcribed copy (if costs incurred for this the cost is the requesting 
parties responsibility) of the conversation and/or a digital copy of the recording.  The right to be 
forgotten does not override legal and compliance obligations. 
 
If there is a request for a copy of a recording from an authorised authority relating to the detection 
or prevention of a crime, then they should be directed to the Caldicott Guardian. 
 
Under GDPR, organisations are prohibited from recording the personal conversations of staff, even 
with consent, and therefore need to ensure that while business calls are recorded, personal calls 
always remain private. 
 

Complaints 
Complaints must be in writing and addressed to the Practice Manager.  Where the complainant is a 
third party, and the complaint or enquiry relates to someone else, the written consent of the data 
subject is required. All complaints will be acknowledged within  3 days, and a written response 
issued within 28 days.  
 

Enquiries 
All enquiries regarding this policy should be made to the Practice Manager.  
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Retention Periods 
The NHS Records Management Code of Practice 2020 will replace the 2016 version.  Specific 
retention periods are listed in Appendix II: Retention Schedule. (approval due June 2021) 

Please click here to open a copy of the 2020 NHS retention period policy.  
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Appendix 1: Telephone recording access application form (to be sent to 
the applicant) 
Please complete all sections 

Name and address of applicant:  

Name and address of data subject (if not the 
applicant):* 
 
*If the data subject is not the applicant, please attach their signed 
letter of authority permitting the applicant to make the request. 

 

Reason for requesting the recording:  

Date of the recording:  

Time of the recording:  

Member of staff involved:  

Do you require access/copy* of the recording?  *Please delete as appropriate 

 

Practice use only 

Access has/has not* been granted?  *Please delete as appropriate 

Reason for not granting access:  

Data controller’s name:  

Data controller’s signature:  

Date:  
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Appendix 2: Record of access to telephone recordings 
 

Name of person 
accessing data 

Date and time Name of person 
requesting 
access 

Reason for 
access (inc CRN if 
applicable) 

Data removed 
Y/N 

Signature of 
person removing 
data (if 
applicable) 

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

 


