
 

Lisson Grove and Woolwell Medical Centre 

Patient Access to Online Services Policy 

Purpose 
The purpose of this policy is to make certain that access to online services offered by Lisson 
Grove and Woolwell Medical Centre are managed correctly and to give guidance regarding 

access to online records. 
 

Patient Access 
Lisson Grove and Woolwell Medical Centre offers patients the choice to register for online 
services via a system called “SystmOnline” which is hosted by “TPP SystmOne” our clinical 

system supplier.  Once registered the patient will be able to: 
 

• Order repeat prescriptions 
• Book appointments 
• See their recorded allergies and adverse reactions. 

• View their Summary Care Record (SCR) 
• See all coded data on their computer held record. 

 
Registering a Patient 

Patients will need to complete the necessary application form(s) and bring these, along with 
any required ID to the surgery. The relevant documents are: 
 

• Application for online access to my medical record. 
• Patient Information leaflet – Online Access  

 
Alternatively, links to these documents are appended to this policy. 
 

 

Verification of Identity 
To ensure patient confidentiality it is necessary to perform certain checks before registering a 

patient for SystmOnline. There are two possible ways of doing this: 
 

a) ”vouching” for a patient where they are well known to a member of the surgery team 
b)  Checking ID where they are not well known to the surgery. 
 

The following rules should be followed: 
 

a) Vouching 

• Patients must be registered with the Practice for AT LEAST 2 years. 
• Patients must have attended the surgery on sufficient occasions and sufficiently 

recently for them to be well known i.e. a member of staff can visually identify THE 

PERSON in front of them as the named patient. It is suggested that a reasonable 
number of attendances would be at least 10 in a 2 year period with the most recent 

being within the last 2 months. 
• Individual members of staff are responsible for vouching individual patients - there are 

no proxy’s allowed e.g. “your colleague knows me”, “ Dr X knows who I am”, “my wife 
can’t come herself, she asked me to register her” are NOT acceptable under any 
circumstances. 

• Staff must sign and write their name on registration documents to confirm they have 
vouched for the patient. 

• Registration documents should be scanned onto the patient notes. 
 

b) Checking ID 

Where there is any level of uncertainty surrounding “vouching” for a particular patient, 
Patient ID must be checked.  

• The patient must be registered with Lisson Grove and Woolwell Medical Centre 
• The patient must attend themselves with their ID.  



 

TWO different forms of ID are required, one photo ID and one ID linking them to their 
registered address. 

• Photo ID must be checked and recorded in the notes 

• Registration documents should be scanned onto the patient notes. 
 

The Practice regrets that it is unable to register for online services any patient who is 
unable to supply the required ID.  The patient will be able to access all other Practice 
services provided they have met the registration requirements and according to their 

registration status.  Patients registered on a temporary basis will not be able to register 
for online services. 

 
Suitable forms of ID include: 

o Passport/national ID card (photo) 

o Driving licence (photo) 
o Birth certificate (children) 

o Marriage certificate 
o Bank statement 
o Utility Bill 

o Tenancy Agreement 
 

Once ID has been verified, the Practice will be able to provide account activation details to 
the patient. 
 

Username and passwords are created by the patient when they register online and are not 
visible to the Practice. 

 
Timescale 
 

Patients should allow 10 working days between their application being received, their 

identity being verified at the surgery and their account being activated by the surgery.  If, 
after 10 working days, the Patient has not received notification then they should contact 
the Practice. 

   
Children under the age of 15 

Lisson Grove and Woolwell Medical Centre has agreed to register children for online services 
with the parents/guardian having proxy access.  However, once the child reaches the age of 
15 it is considered that parental proxy access can cause issues with confidentiality. Our policy 

is therefore that any child aged 15 or over should automatically have parental proxy access 
removed.   

 
There will always be exceptions to this and sometimes parents, caring for a disabled child for 
example, might have legitimate need to have proxy access on their behalf.  All such cases 

should be referred to the Practice Manager or a GP Partner for a decision. 
 

Young Patient with existing SystmOnline registration 
• Upon reaching the age of 15 the patient will be sent a letter explaining that their 

access will be terminated within the month – and explaining the reason why this has to 
happen. 

• The patient will need to attend the surgery to re-establish their access and to 

set proxy access for their parents/guardians as and if they (the patient) decides.  
Identification and verification documents may be required at this point. The Practice 

apologises for any inconvenience but is primarily acting to protect patient confidential 
information requesting the continuation of access.  
 

Patient Access to Detailed coded Medical record 
Patients registered for online services can request access to their detailed coded medical 

record.  Any patient requesting access should be asked to complete the Access to detailed 



 

Medical Records Agreement.  This agreement forms part of the application form which should 
be scanned to the patient notes and then passed to the Admin team. 
 

Once the Admin team receives the (checked and approved) application form, the patient 
records should be checked to ensure that it is appropriate to give access. 

 
Information that should not be shared would include any third party references or information 
considered to be sensitive, or which may cause harm to the patient (details of adoption for 

example) 
 

Once the records have been checked the appointed person will: 
 

• confirm registration 

• Amend the patient registration status in the Practice Clinical system and allow access. 
• Record on details on the patient electronic record. 

 
If access is to be denied or there are concerns that require further discussion the patient 
should be contacted and invited in to talk to the administrator or the GP, whichever is 

deemed most appropriate.  This should be done by the administrator at the time of reviewing 
the records.  

It is important that the applicant’s contact details are up to date and available to the Practice 
team.   
 

Access is only denied if it is considered to be in the best interest of the patient. In these 
instances however, it may be that the risks concerning the clinician are not a concern for the 

patient or, the patient can mitigate against them, (for example the abused wife who is 
confident that accessing her record only from work provides protection from safeguarding) or 
the patient may decide the benefits out way the risks 

 
Proxy access 

NHS guidance, which the Practice is obliged to follow states the following in respect of Proxy 
access: 
 

“Patients may find it helpful if someone else, usually a family member, close friend or carer, 
has online access to their GP record as their proxy to book appointments, order repeat 

prescriptions for them or to access their detailed care record on their behalf to assist in their 
care. This is called proxy access.  

 
Anyone with capacity to do so may give informed consent to the practice to give proxy access 
to online services and the GP records. If the patient lacks capacity, proxy access may be 

given to a family member or carer either because they hold a power of attorney for health 
and welfare or because the GP judges it to be in the patient’s best interest.  

 
Patients may want to simply share their login details to SystmOnline with someone else but 
this is not recommended. 

 
Before the Practice provides proxy access to an individual or individuals on behalf of a 

patient, an authorised member of staff at the practice must: 
  
1. Satisfy themselves that they have either the explicit informed consent of the patient, 

including their preference for the level of access to be given to the proxy, or some other 
legitimate justification for authorising proxy access without the patient’s consent.  

2. Verify the identity of the individual who is asking for proxy access. 
 
The identity of the person authorising access, the level of access given to the proxy, and the 

reason should be recorded in the patient’s practice record following the completion of a proxy 
consent form, which should be scanned and attached to the patient’s record. 



 

 
Applicants for proxy access must have their identities verified in a face-to-face transaction, in 
the same way as applicants for access to their own record. The identity of the person giving 

consent for proxy access must be verified too. This will normally be the patient but may be 
someone else acting under a power of attorney or as a Court Appointed Deputy may give 

consent. 
 
Patient Access to Free text within their computer record. 

Free text is not a contractual requirement and Lisson Grove and Woolwell Medical Centre has 
decided not to enable access to free text at this time. 

 
Patient Access to Documents held on their computer record. 
Documents are essentially the same as free text and so the surgery is not contractually 

obliged to provide access to documents and has decided not to do so at this time.  However 
consideration should be given to the fact that letters are considered third party information 

and the Surgery is not the legal data controller of such information.  The permission of the 
letter sender should be gained before sharing. 
 

Related Documents 
 

Application for online access to my medical record. 
http://www.lissongroveandwoolwellmc.co.uk/website/E87011/files/Online%20Services%20-
%20Patient%20Registration%20Form%20Nov2019.pdf 

  
Patient Information leaflet – Online Access  

http://www.lissongroveandwoolwellmc.co.uk/website/E87011/files/Patient%20online%20Info
mation_Leaflet_3.3.pdf 
 

Patient online proxy access application. 
With completion of online access registration form and discussion with the Practice 

Administration Manager. 



 

Lisson Grove and Woolwell Medical Centre Appendix 1 
 

Registration form for SystmOnline 
 

Please kindly submit this form in person along with your Photographic ID and separate proof of address. 
 

You may request access to SystmOnline for your children under the age of 15 that are living with you at your 

registered home address.  Please list any children that you would like access for OVER THE PAGE. 
 

To ensure confidentiality we are only able to accept registrations in person – i.e. you cannot give your details to 

anyone else to register for you. 

Surname Date of birth 

First name 

Address 

 

  Postcode 

Email address (Print Clearly):     

Telephone number Mobile number 

 

Prescriptions requested via SystmOnline will be sent electronically to your nominated pharmacy.  Please 

state your nominated Pharmacy here: ___________________________________________ 

 

A combination of the following can be accepted as identification.  At least one MUST be a photo ID, along with one 

document containing your address: 
 

One of the Following Photo ID:  Photo card Driving Licence, Passport, Bus Pass 
 

One of the Following Proof of Address:  Local authority rent card, Paid Utility bills, Bank/Building Society Statement, 

Pay slip, P60, Papers from a government department, Letter from benefit agency, House or motor insurance 

certificate, Tenancy Agreement 
 

The following documents WILL NOT be accepted as proof of identity: Library card, Video rental card, Health club 

card, Private rent card, Birth Certificate (Adult patient) 
 

Patient Consent 
  

I consent to the practice providing me with the online facility to book/cancel appointments, order repeat 

prescriptions and view my online medical record* through SystmOnline.  I consent to the Practice contacting me 

using email and sms text messaging.  It is my responsibility to keep my account secure by keeping my log in details 

confidential. I understand that I can terminate my account at any time by contacting the surgery, or change my log 

in details by re-registering, and that this form will be kept on my electronic records.  I would use this service 

responsibly and in the case of any abuse of the service, Lisson Grove & Woolwell Medical Centre can prevent me 

from accessing the service by stopping the username and password from working. 
 

Examples of irresponsible use of the system may include, but are not limited to: 

Registering at a GP practice outside your catchment area, booking appointments you have no intention of attending, 

repeatedly booking and then cancelling appointments, repeatedly requesting prescriptions that you do not need. 

The practice is committed to protecting my privacy online. The personal information I enter on this website is strictly 

controlled. Information entered is available only to members of staff with appropriate access rights at Lisson Grove 

& Woolwell Medical Centre - i.e. those managing appointment booking, repeat prescribing and patient registration. 

Patient’s personal information will not be shared with any third parties. Patient’s personal information will not be 

sold to any third parties. 
 

*Your online medical record will include your Summary Care Record (SCR), unless you have previously opted out of having a SCR, 

your Medications and Vaccinations and your Detailed Coded Record (this includes anything which has been flagged electronically 

and is a confirmed diagnosis or condition).  If you feel something is missing from your electronic record then please advise us a 

soon as possible. 

 

Patient signature:  Date: 



 

 
Child 1 full name:  ________________________________________ 
 

Child 1 Date of Birth:  ________________________________________ 
 

Proof of parental responsibility required Confirmed by staff  
(full birth certificate)    Staff Initials: ________ 

Address and relationship confirmed as 

registered user on page one   
 

Child 2 full name:  ________________________________________ 
 
Child 2 Date of Birth:  ________________________________________ 

 
Proof of parental responsibility required Confirmed by staff  

(full birth certificate)    Staff Initials: ________ 
Address and relationship confirmed as 
registered user on page one   

 
Child 3 full name:  ________________________________________ 

 
Child 3 Date of Birth:  ________________________________________ 
 

Proof of parental responsibility required Confirmed by staff   
(full birth certificate)    Staff Initials: ________ 

Address and relationship confirmed as 
registered user on page one   

 

 
 

 
 
 

 
 

 
 

 
 
Surgery staff to complete: 

 
Identity verified by: 

(staff initials) 

Date Method: 

  Vouching ☐ 

  Vouching with information in record ☐ 

  Photo ID and proof of residence ☐ 

 Details of ID Verification Documents / Notes / Confirmation of Vouch: 

 Photo ID: 

 Proof of Address: 

 Vouch details: 

Authorised by Date 

 
ID Confirmed    
Instructions & Login given   

Details updated on SystmOne  
Completed document scanned onto patient records  
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Appendix 2 

Lisson Grove and Woolwell Medical Centre. 

Online Services Records Access 

Patient information leaflet ‘It’s your choice’ 

If you wish to, you can now use the internet to 
book appointments with a GP, request repeat 
prescriptions for any medications you take 
regularly and look at your medical record 
online.  
 
Being able to see your record online might help 
you to manage your medical conditions. It also 
means that you can even access it from 
anywhere in the world should you require 
medical treatment on holiday. If you decide not 
to join or wish to withdraw, this is your choice 
and practice staff will continue to treat you in 
the same way as before. This decision will not 
affect the quality of your care. 
 
You will create your own login details, so you 
will need to think of a password which is 
unique to you.  This will ensure that only you 
are able to access your record – unless you 
choose to share your details with a family 
member or carer. 
 
 
 
 
 

The practice has the right to remove 
online access to services.  This is rarely 
necessary but may be the best option if 
you do not use them responsibly or if 
there is evidence that access may be 
harmful to you.  This may occur if 
someone else is forcing you to give 
them access to your record or if the 
record may contain something that may 
be upsetting or harmful to you.  The 
practice will explain the reason for 
withdrawing access to you and will re-
instate access as quickly as possible. 
 

 

 

It will be your responsibility to keep your login 
details and password safe and secure.  If you 
know or suspect that your record has been 
accessed by someone that you have not agreed 
should see it, then you should change your 
password immediately. 
 
If you can’t do this for some reason, we 
recommend that you contact the practice so 
that they can remove online access until you 
are able to reset your password. 
 
If you print out any information from your 
record, it is also your responsibility to keep this 
secure.  If you are at all worried about keeping 
printed copies safe, we recommend that you do 
not make copies at all.  
 
The information that you can see online may be 
misleading if you rely on it alone to complete 
insurance, employment or legal reports or 
forms. 
 
Be careful that nobody can see your records on 
screen when you are using SystmOnline and be 
especially careful if you use a public computer 
to shut down the browser and switch off the 
computer after you have finished. 
   
 
 

It’s 

Your 

Choice 

Repeat 

prescriptions 

online 

 

GP 

appointments 
online 

 View your GP 

records  



 

Before you apply for online access to your record, there are some 
other things to consider. 

Although the chances of any of these things happening are very small, you will be asked that you have 
read and understood the following before you are given login details. 

Things to consider 

 

Forgotten history  

There may be something you have forgotten about in your record that you might find upsetting.  

Abnormal results or bad news   

If your GP has given you access to test results or letters, you may see something that you find 
upsetting. This may occur before you have spoken to your doctor or while the surgery is closed and 
you cannot contact them. If this happens please contact your surgery as soon as possible. The 
practice may set your record so that certain details are not displayed online. For example, they may 
do this with test results that you might find worrying until they have had an opportunity to discuss the 
information with you. 

Choosing to share your information with someone  

It’s up to you whether or not you share your information with others – perhaps family members or 
carers. It’s your choice, but also your responsibility to keep the information safe and secure. If it 
would be helpful to you, you can ask the practice to provide another set of login details to your Online 
services for another person to act on your behalf. They would be able to book appointments or order 
repeat prescriptions. They may be able to see your record to help with your healthcare if you wish. 
Tell your practice what access you would like them to have. 

Coercion  

If you think you may be pressured into revealing details from your patient record to someone else 
against your will, it is best that you do not register for access at this time. 

Misunderstood information  

Your medical record is designed to be used by clinical professionals to ensure that you receive the 
best possible care.  Some of the information within your medical record may be highly technical, 
written by specialists and not easily understood. If you require further clarification, please contact the 
surgery for a clearer explanation.  

Information about someone else  

If you spot something in the record that is not about you or notice any other errors, please log out of 
the system immediately and contact the practice as soon as possible. 

 

More information 

For more information about keeping your healthcare records safe and secure, you will find a helpful 
leaflet produced by the NHS in conjunction with the British Computer Society: 

Keeping your online health and social care records safe and secure 

http://www.nhs.uk/NHSEngland/thenhs/records/healthrecords/Documents/PatientGuidanceBoo
klet.pdf 

 


