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Call Recording Policy
Introduction

This policy ensures compliance with legal requirements and protects the privacy and rights of all parties. The purpose for call recording is to provide a record of incoming and outgoing calls which can:
· Identify training needs

· Protect practice employees from abusive calls

· Establish details relating to incoming/ outgoing calls made (e.g. complaints)

· Recognize any issues in practice procedures with a view to improving them

Purpose
The purpose of this policy is to outline the procedures and guidelines for recording telephone calls with Logan Practice.
Scope

This policy applies to all telephone calls made to and from Logan Practice that are recorded for quality assurance, training and compliance purposes including:
· All external incoming calls

· All external outgoing call made by practice staff
Recording will automatically stop when the practice staff member terminates the call.

Policy Statement

· Notification – All callers will be informed at the beginning of the call that the conversation may be recorded for quality and training purposes.

· Consent – By continuing the call after the notification, callers are deemed to have given their consent to the recording.

· Purpose of Recording – Recordings are made for the purpose of quality assurance, training and ensuring compliance with regulatory requirements.

· Access and Security – Access to call recordings is restricted to authorised personnel only. Recordings are stored securely and protected against unauthorised access. Recordings will be accessed by logging in to a dedicated, password protected online system.
· Retention Period – Call recordings will be retained for a period if one year and will be securely deleted thereafter, unless required for ongoing investigations or legal proceedings

· Confidentiality – All recordings are treated as confidential and are subject to the same data protection and confidentiality policies as other patient information

· Rights of Individuals – Individuals have the right to request access to their recorded calls, subject to applicable data protection laws and regulations. Requests for copies of telephone conversations can be made under the Data Protection act as a “Subject Access Request”. After assessing where the information can be released, the requestor can be invited to the practice premise to hear the recording. The right to be forgotten does not override legal and compliance obligations.
If there is a request from an external body relating to the detection or prevention of a crim (e.g. police), then requests for information should be directed to the Practice Manager. 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, persona call always remain private
Compliance and Review

This policy will be reviewed regularly to ensure compliance with legal and regulatory requirements. Any changes to the policy will be communicated to all staff and relevance stakeholders.

Contact Information

For questions or concerns regarding this policy, please contact Margaret Norman, Business Operations Manager, Logan Practice

