The Willows Surgery - Telephone Call Recording Policy
1. Introduction
The Willows Surgery is committed to safeguarding the privacy, confidentiality, and security of personal data in accordance with the Data Protection Act 2018, UK General Data Protection Regulation (UK GDPR), and relevant NHS guidelines. This policy sets out how telephone call recordings are managed and protected at the practice.
2. Purpose
· Ensure that telephone call recording is conducted lawfully, fairly, and transparently.
· Protect the rights and privacy of patients, staff, and third parties.
· Provide clear direction on the management, access, storage, and disclosure of recorded calls.
· Support the delivery of safe and effective healthcare services.
3. Scope
This policy applies to all staff, contractors, and third parties who access the telephone systems at South Street Surgery. It covers all inbound and outbound calls that are recorded for practice business.
4. Legal Basis
Telephone recording is conducted in accordance with the Data Protection Act 2018, UK GDPR, and NHS guidelines, for reasons including:
· Legitimate interests: To ensure care quality, resolve complaints, and safeguard staff and patients.
· Legal obligation: To comply with NHS and statutory requirements.
· Vital interests: To protect the welfare of patients and staff.
5. Notification and Consent
All callers will be informed that calls may be recorded for training, monitoring, and quality assurance. This information is provided via a pre-recorded message at the start of calls and, when appropriate, by staff. Explicit consent for recording is not required if recording is necessary for quality, dispute resolution, or legal compliance. Patients may request not to be recorded, and this will be accommodated where possible, unless recording is required for compliance or safety.
6. Storage and Security of Recordings
Call recordings are stored securely on encrypted systems with restricted access, in line with NHS Digital guidelines and the surgery’s Information Governance Policy. Only authorised personnel can access recordings, and regular audits are conducted. Recordings are retained for 12 months unless ongoing investigation, legal proceedings, or NHS retention schedules require them to be kept longer. Secure deletion follows the retention period.
7. Access, Disclosure, and Listening
Patients and staff may request access to their personal data, including telephone call recordings, under UK GDPR. However, The Willows Surgery does not provide written transcriptions of telephone calls. Patients wishing to hear the content of a recorded call will be invited into the practice to listen to the recording in a private and secure setting.
Regarding the provision of copies of recordings, the UK GDPR does generally grant individuals the right to obtain a copy of their personal data, which may include call recordings. However, the release of copies will be subject to legal and NHS guidelines, and may be refused if it would adversely affect the rights and freedoms of others, or if exemptions under the Data Protection Act 2018 apply. Each request for a copy will be considered on a case-by-case basis in accordance with the subject access request procedure and current legal requirements.
Disclosures to third parties are only permitted where there is a lawful basis, such as a court order, safeguarding concern, or regulatory investigation. All disclosures are logged and overseen by the Practice Manager.
8. Training and Awareness
All staff receive training on this policy, core principles of data protection, and the correct handling of call recordings. Updates are provided to ensure ongoing compliance with changes to legislation and NHS guidance.
9. Breach Management
Any suspected or actual breach of this policy must be reported immediately to the Practice Manager. Data breaches are managed according to the surgery’s Data Breach Policy, and may be reported to the Information Commissioner’s Office (ICO) or NHS authorities if required.
10. Review and Updates
This policy will be reviewed annually or whenever significant changes to relevant legislation, NHS guidelines, or technology occur.
11. Contact Information
For questions about this policy or requests regarding call recordings, please contact the Practice Manager at The Willows Surgery.
12. References
· Data Protection Act 2018
· UK General Data Protection Regulation (UK GDPR)
· NHS Digital: Information Governance
· NHS England: Records Management Code of Practice
· Information Commissioner’s Office (ICO) Guidance

