«PRACTICE_Name»
«PRACTICE_BlockAddress»
«PRACTICE_Main_Comm_No»
«SYSTEM_Date»
Dear Provider,

Re: 
«PATIENT_Title» «PATIENT_Forename1» «PATIENT_Surname»
«PATIENT_Date_of_Birth»
The above patient has been asked to contact their GP for a query [insert nature of the query here], that should be your responsibility as a provider to respond to, given it relates to care you are providing to the patient.

You should be aware that this responsibility is part of new contractual requirements in the standard hospital contract which came into force on 1 April 2017, to  reduce inappropriate bureaucratic workload shift onto GP practices, and provide  patients with timely responses to any concerns or questions that may have relating to their care under a hospital service.

	Contract reference SC12.2 states that the Provider must:

12.2.1 provide Service Users (in relation to their own care) and Referrers (in relation to the care of an individual Service User) with clear information in respect of each Service about who to contact if they have questions about their care and how to do so;

12.2.2 ensure that there are efficient arrangements in place in respect of each Service for responding promptly and effectively to such questions and that these are publicised to Service Users and Referrers using all appropriate means, including appointment and admission letters and on the Provider’s website; and

12.2.3 wherever possible, deal with such questions from Service Users itself, and not by advising the Service User to speak to their Referrer. 


In line with the national contract requirement, the hospital provider should publicise to patients contact arrangements for any queries they have. 

We would be grateful if you would therefore contact the patient directly to respond their query; we have additionally advised the patient that they can contact your secretary.

Inappropriately referring the patient back to contact the GP is frustrating to patients, causes delay in them receiving a response, and wastes GP and staff time, at a time whent general practice is under unprecedented workload pressures. In fact several million GP appointments are wasted nationally due to patients seeing a GP for queries that should have been dealt with by other providers, and which could instead have been offered to other patients. 
Thank you for dealing with this patient query, we would ask that you review your Trust’s policy accordingly, to publicise how patients can contact the Trust directly for queries relating to their hospital care. 

We have notified [insert] CCG as the commissioner of this breach in view of their responsibility to ensure delivery of the standard hospital contract.

Yours faithfully, 

Dr

