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29th October 2021 
 
 
 
 
 
Dear Patient, 
 
We are aware that there is an issue accessing medical records via the NHS app, Airmid app, 
SystmOnline and other apps for Cowgill patients. We are very sorry for this issue and we have 
been working hard over the past five days to get a solution. The Bradford IT and NHS England 
Digital services were unaware that the merge of two GP practice IT systems would have caused 
this problem. 
 
We have been informed this morning of the following temporary solution to this problem. They 
advise: 
 
 
After a practice merger, patients will need to reconnect with the GP practice, this can be done 
by following the below steps:  
  
1. Delete your account 
If you are still able to log in to the NHS App on your mobile device, please do so, then select 
More (in the top-right corner), then NHS login, then Delete NHS login. 
If you are unable to log in to the NHS App on your mobile device, please visit the website via the 
following link:  
  
https://account.login.nhs.uk/#/manage-nhs-login/delete 
  
For security reasons, you will need to log in with your usual NHS login credentials. Once logged 
in, you will then be able to delete your account. 
  
2.  Create a new account via the NHS App 
Once your login has been deleted, re-open the NHS App, select 'Continue with NHS login' and 
follow the on-screen instructions, registering using photo ID or by selecting 'How to prove who 
you are without sending a photo of your I.D.', then select 'Yes – I use online services'. On the 
following screen, select 'Yes – I have all 3 details' and follow the on-screen instructions to 
complete your registration.' 
  
Please note, if you do not have photo ID, you will need to request 3 pieces of information from 
your surgery, your account ID, a “linkage key” (this may also be called a “passphrase”) and their 
Organisation Code. 
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Once they have granted you online access, you will then be able to re-connect to the surgery 
through the NHS App. 
  
These are the steps that we advise any NHS App user that comes through to us who's practice 
has recently had a system change/merger. This process should resolve your patients’ issue.  
 
We are sorry that this is the only solution that has been presented but promise we will keep you 
informed as further updates come through. All of the team at Cowgill Surgery and at Affinity Care 
are sorry that this has happened, and we want to reassure all our patients that we have escalated 
this as a Serious Incident to the highest levels of NHS England. 
 
If you need further help or support, then please contact our Reception team who will try to support 
in any way we can.  
 
 
Yours sincerely, 
 
 
 
 
Jude Faulkner 
Patient Services Manager 
Sunnybank and Cowgill Practice 
 


