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MAIL HANDLING PROTOCOL

This protocol sets out the procedure to follow in order to manage incoming post.

Post received within the practice can be of varying types:

· Clinical items relating directly to named patients

· Non-patient specific clinical items from official bodies

· Items of a non-clinical (administration) nature

· Drug company mailings

· Unsolicited marketing

· Post for attached staff

· Personal mail for staff

· Safeguarding documents

These will be dealt with as set out below.

GENERAL

Where the post is delivered into a post box this will be internal to the premises.
Where the post is delivered to the reception desk this can be accepted.

Where the post is collected from the delivery office this will be collected by named individuals.

Where post is to be signed for the person accepting the item must remain in personal control of the item until it can be dealt with as below.

Where a package looks unusual or suspicious, refer to the Suspicious Packages Protocol 

OPENING OF POST

Post is to be securely held until a member of staff is available to open it. 

Cash and / or cheques received in the post are to be date stamped and passed to the Practice Manager for recording purposes.

Post should be opened in a continuous operation. Semi-opened post should not be left unattended if distracted, and should be secured.

All incoming post is to be date stamped on receipt.

All items received at the surgery are deemed to be items relating to the business, and will be opened in accordance with these procedures. Staff members may elect to have personal items sent to the surgery for convenience purposes – see below.

Items marked as “Private”, “Private and Confidential”, “Personal” etc. whether to a named individual or not will be opened by the reception staff, as many items of a purely business or clinical nature are received marked in this way.

Where experienced reception staff recognise a regular item of post which is distinctive in its presentation, packaging, envelope etc (e.g. bank statements) then this may be passed on to the appropriate person unopened. It is expected that staff receiving items in this way date stamp the items on opening.

Where the surgery has provided a reply-paid envelope and this is returned in the post then this may be opened except where the staff member issuing the envelope has clearly marked the intended recipient on the front. In this case it should be passed to the person unopened.

Clinical items relating directly to named patients

Prescription requests and dressing requests may be passed to the staff member responsible for generating prescriptions for processing in the normal way. 

All other clinical letters will be scanned to the clinical system and then distributed in accordance with these procedures.

After scanning each GP will receive the clinical post relating to their usual patients. In the event of the absence of a GP for the day they are to be passed to the duty doctor. These items will not be held over pending a return to work.

Non-patient specific clinical items from official bodies

These will not be scanned and will generally be passed to the Practice Manager to assess. They may then be retained for an individual GP to review on a non-priority basis. These items may be held over pending a return to work. 

Items of a non-clinical (administration) nature

These will not generally be of an urgent nature and will be passed to the person for whom they are intended, or left for them until they return. These items will not normally be passed directly to clinical staff. In the case of doubt, they should be passed to a member of the secretarial team to assess.  In the event of an absence which exceeds 24 hours these should be passed to a suitable colleague (where appropriate) for action.

Drug company mailings

These will be circulated on a non-urgent basis to the GPs.  

Unsolicited Marketing

These items will not normally be passed directly to clinical staff. In the case of doubt, they should be passed to a member of the secretarial team to assess. Where the marketing is from an organisation which is an existing supplier or where there is a pre-existing relationship then this may be passed on to the appropriate administrative person.

Post for Attached Staff

This will remain unopened and will be placed in their tray / basket awaiting their return or visit. There is no requirement to action this post further.

Personal mail for staff

Staff members may elect to have personal items sent to the surgery for convenience purposes, however this will be on the basis that the items may be opened and passed on once the contents have been verified as being personal. Staff members are not permitted to “intercept” post marked for them personally without another person being present who may verify the nature of the item.

Safeguarding Documents

Any post that contains any information related to safeguarding or the mistreatment of children or vulnerable adults will be given top priority and immediately given to the designated lead for safeguarding. If the lead is not known, this will be given to the duty doctor or Practice Manager to whom an explanation of what it is and the urgency will be given.

Excess Postage Fees

Post requiring a surcharge should generally be refused. Refer to Practice Manager.
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