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eFigure 1. Script for Calling Medical Records Departments to Elicit Information
Regarding Process of Requesting Medical Records From the Patient Perspective

Hello, | am calling on behalf of my grandmother. She has been seen at your hospital and we
are collecting her medical record for a second opinion. Before we make this request, we had a
couple questions about the medical record request process. First, how do we make a request
for medical records? [If the hospital is an institute or center affiliated with a larger health center,
ask if the hospital has a separate request process from the larger health center.]

!

[ In what format can we receive the information? |

I I

In paper format, can we receive it: In electronic format, can we receive it:
- by mail - by email
- by fax -onaCD
- pick up in person - through a patient portal

[If possible through a patient portal,
ask if entire record can be released.]

What are the costs associated with receiving the medical records?
[If specifically asked what format, say paper format.]

| How long does it take on average to receive the medical records? |

] Can we request that the entire medical record be released? |

| Is anything withheld? | | What information would not be included? |

[ Thank you so much for your time!

© 2018 Lye CT et al. JAMA Network Open.



eFigure 2. Schematic of Inclusion and Exclusion Criteria of Health Centers Included in
Sample Population

98 unduplicated hospitals included
from U.S. News & World Report

Excluded 12 hospital affiliates with same medical
record request process as affiliated hospitals

| 86 hospitals I

Excluded 3 hospitals with medical record
departments unreachable by phone

Y
Final study population: 83 hospitals
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eAppendix. Results
Study Population Characteristics

Hospitals in our study were classified as “unreachable” if on each attempt to call the hospital (up
to five attempts were made), the phone call was not answered, went to voice mail, or if the automated
answering system did not allow the option to reach a representative with whom to speak. Two hospitals,
Northwestern Memorial Hospital and 1U Health Academic Health Center, did not allow the option to leave
a voice message or reach a department representative. Navigating through the automated answering
system continued to loop back to the main menu. One hospital, the University of Colorado Hospital, made
a return call after we left a voice message, but the call was not received on our end. We left another voice
message, but received no return call from the hospital.
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