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Patient Requests for GP Letters
Purpose
The purpose of this SOP is to ensure that all patient requests for GP letters are processed consistently, professionally, and in accordance with practice policy — with prepayment collected before preparation of the letter.
This process ensures:
· Clear communication with patients regarding fees and turnaround times.
· Proper documentation of all requests.
· Compliance with financial and confidentiality standards.
Scope
This SOP applies to all administrative and clinical staff involved in:
· Receiving, logging, and processing requests for letters from patients.
· Managing payments before letter preparation.
· Ensuring clinical appropriateness and GP approval prior to issue.
Applies to all non-medical certificate letters, including (but not limited to):
· Letters for employers, colleges, insurance companies, travel, housing, or social welfare.
· Confirmation of attendance or medical summary letters.
· Any letter not covered by the GMS or other schemes.
Definitions
· Prepaid Letter: A non-contractual letter written by the GP at the patient’s request, for which payment must be made before preparation.
· Standard Letter Fee: The practice’s set charge for such letters (as per current fee schedule).
· Clinical Letter: A letter initiated by the GP for clinical purposes (e.g. referral or medical report); these are not subject to prepayment by the patient.
Responsibilities
Administrative Staff:
· Receive and record letter requests.
· Inform the patient of fees and prepayment requirement.
· Collect and receipt payment.
· Add request to the GP’s task list or designated queue.
GP:
· Review the request for clinical appropriateness.
· Draft and sign the letter.
· Return the final version to reception for issue.
Practice Manager:
· Oversee the process and fee collection.
· Ensure adherence to policy and that fees are correctly logged.
· Handle complaints or disputes if they arise.
Protocol Steps
Reception Team
Receiving the Request
· Requests may be received in person, by phone, or via email.
· Confirm the patient’s identity (name, DOB, address).
· Ask for the purpose of the letter- if not already detailed, and confirm whether a GP appointment is required (for new or complex issues).
· Explain the fee and prepayment requirement before processing.
Example script:
“There’s a charge for this type of letter, and payment must be made before it’s prepared. Once payment is received, the GP will prepare it within 7-10 working days”
Payment Process
· Record the request in the Letter Request Log (see Appendix A).
· Accept prepayment via the approved method:
· Cash, card, or online payment (Billink)
· Record the payment on patient account and issue a receipt
· Note payment status clearly as PAID – Letter Pending.
Preparation and GP review
· Draft the letter if appropriate
· Include all relevant details:
· Patient name and GMS/private status.
· Purpose of the letter.
· Any required background details (e.g., attendance dates).
· Attach relevant clinical notes or records (if applicable).
GP Review and Preparation
· The GP reviews the letter for appropriateness 
· If appropriate, the GP signs the letter.
· The GP returns the signed letter to reception.
· If the GP deems the letter not clinically appropriate, staff will contact the patient to explain and arrange refund if necessary.
Issuing the Letter
· When complete, contact the patient to confirm collection or method of delivery (printed copy, or secure email).
· Verify patient identity before issuing the letter.
· Record the date of issue in the Letter Request Log and the patient’s record.
Timeframes
· Standard turnaround time:  7-10 working days from receipt of payment.
· Urgent requests (if accepted): may incur an additional fee as per practice policy.
Refunds and Cancellations
· Refunds will only be issued if the GP determines the letter cannot be provided for clinical or ethical reasons.
· No refunds will be issued once the letter has been completed.
Data Protection and Confidentiality
· All letter requests must comply with GDPR and HSE confidentiality standards.
· Letters will only be released to:
· The patient,
· Their legal representative (with written consent), or
· A specified third party (with patient consent).
· Copies of issued letters must be stored securely in the patient’s electronic or paper record.
Audit and Quality Assurance
· The Practice Manager will audit the Letter Request Log quarterly to ensure:
· All letters were prepaid and receipted.
· Correspondence was appropriately stored.
· No letters were issued without payment or consent.
Training
· All administrative staff must be trained on this SOP and on communication of prepayment policy to patients.
· Refresher training will occur annually or if practice fees or systems change.

References
· Medical Council of Ireland (2024): Guide to Professional Conduct and Ethics for Registered Medical Practitioners
· HSE / ICGP Practice Management Guidance
· General Data Protection Regulation (GDPR) (EU) 2016/679
· Practice Fees and Non-GMS Services Policy


Review Schedule
This protocol will be reviewed biennially or in response to significate changes in the procedure or clinical guidelines.
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