
 
 
 
 
 
 

 

 
 
MEMORANDUM TO DENTISTS 
TO ALL DENTISTS ON THE DENTAL LIST 
 

MDS 714 
October 2013 

Operations Directorate 
Family Practitioner Services 
2 Franklin Street 
BELFAST 
BT2 8DQ 
  
Tel:         (028) 9032 4431 
Fax:        (028) 9053 2961 

 
GENERAL DENTAL SERVICES  
 
Provision of the Helpline within FPS Dental Services 
 
Within MDS 702 all dental contractors were informed that to ensure effective payment all claims, 
for dental services must be accompanied by either a valid CHI or Health and Care Number. These 
numbers are recorded on a patient’s medical card and can be found on the payment schedules if 
you have previously treated the patient. All practices should be aware that the CHI is no longer in 
use as an approved identifier and the Health and Care Number is now used by all BSO systems. 
Our legacy dental payment systems still operates on CHI numbers but will also accept the Health 
and Care Number as valid. The new payment system due for introduction in May/June 2014 will 
only use the Health and Care Number.  
 
All contractors are reminded that the regulations clearly state that the medical card is issued to 
“establish a title to receive general dental services” and is the primary method of ensuring that the 
patient is entitled to receive treatment. A significant number of medical cards may still contain an 
old health service number and for this purpose FPS Dental Services currently provide a helpline 
number for dental practices. We also fully accept that you cannot be held responsible for the 
actions of members of the public who fail to provide you with access to the card and we also 
accept that turning them away is a path that is fraught with complications. All we ask is that you 
have attempted wherever possible to obtain the number directly from the patients’ medical card 
BEFORE accessing the helpline.  
 
You may access the helpline service if the person fails to provide a valid medical card, they state 
that they are registered with their GP and you have confirmed where possible their identity by 
reference to a suitable form of photographic identification. These steps are required to ensure that 
you have the correct and confirmed details of the person you are treating. Before we can provide 
information we must have a level of assurance that the person you are requesting data for is the 
same person listed in our system. By checking the details you will reduce the chance of a rejection 
later in the process due to a misspelling or the person using a middle name instead of their 
forename. These are two of the most common causes for claim rejections.  
 
Orthodontic referrals 
Orthodontic practitioners who have received referrals from a GDS practitioner 
for treatment but the forms do not contain the required identification number 



can obtain the number direct from the helpline. All GDS practitioners submitting referrals for 
Orthodontic services are requested to ensure that they include the CHI or H&C number wherever 
possible. 
 
Requirement of the Data Protection Act 1998 
 
In order to ensure FPS staff complies with the DPA 1998 when providing details via the helpline 
the staff must ensure that they are providing details in relation to the correct person. As some 
20000 people in N Ireland currently share the same forename, surname and date of birth it is vital 
that we confirm that we are talking about the same member of the public. This is the primary 
reason for encouraging practices to check the identity of new patients when admitting them to your 
patient list.   
 
Before anyone will be provided with any information they must provide the Forename, Surname, 
date of birth and postal address of the patient. Only if this matches the records held by BSO and 
published on the patient’s medical card will a health and care/ CHI number be provided. This is 
essential to ensure that no accidental breaches of personal data can occur. The staff member 
manning the helpline has no latitude in this policy and will strictly enforce it in order to ensure no 
breaches occur. 
 
Many of these restrictions have been in place for some time but their enforcement was not always 
consistent. As a result of a review of Data Protection risks the helpline showed as a severe risk of 
accidental breaches. It is to reduce this risk to all involved that I have been required to raise the 
level of compliance in regards to the helpline. This has undoubtedly caused friction as many 
practices are no longer obtaining data as freely as they once did. This said many practices were 
not using the helpline appropriately or for the purpose it was established. The BSO do not wish to 
impede any practice in the delivery of service but must utilise systems and procedures which are 
fully compliant with our legislative requirements. 
 
What you can expect from us 
 

• We will be polite and helpful. 
• We will explain why we cannot provide a number on every occasion. 
• We will do all we can to obtain the correct number for you. 
• We will check the system by Health and Care Number, date of birth, surname and address 

in order to identify the correct patient on every occasion it is required. 
• We will always provide the Health and Care Number as well as the CHI it is your 

responsibility to record both. 
• We will limit live calls to no more than ten numbers to provide greater access to the helpline 

for all. 
• We will accept email lists IF the sender has signed up for the HSC ENCRYPT service (see 

MDS 715 and BSO website).  
 
What we expect from you 
 

• A polite telephone call. 
• For you to have verified your details before calling us wherever possible with the patient 
• To have the full name, address and date of birth of each patient to hand. 
• To confirm why you need the number i.e. claim was rejected, old medical card, failed to 

provide a medical card. This detail is being recorded in order to assess what further action 
BSO may need to undertake in the future 

• To inform the patient when required that they must update their details with the BSO 
registration unit via the BSO website.  

 



HSC zero tolerance policy  
 
Finally all contractors are reminded that HSC has a zero tolerance approach to incidents of staff 
abuse including foul, threatening or abusive language. In recent weeks FPS staff members have 
been subject to this type of behaviour whilst providing the helpline service. This is unacceptable 
and all principles are asked to support the BSO in this matter. It is anticipated that this MDS will 
help to alleviate matters but I would request that any practice that is not happy with the service 
contact me in the first instance and I will endeavour to rectify the situation to everyone’s 
satisfaction.  
     
In addition if any member of FPS staff acts inappropriately to your staff I would be grateful if the 
matter could be reported directly to me or in my absence to Vincent Devine the dental payment 
manager. 
 
Helpline Number: 02890535536 
Opening Hours: Daily 0900 - 1700 
 
 
 
 
S Stevenson 
Dental and Ophthalmic Payment Manager 
Family Practitioner Services 


