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Purpose
To provide a process for a prompt evaluation of all patients who telephone CCHC complaining of illness and/or injury. 

Objectives of this system will include: 

1. Identification of patients requiring immediate, definitive care 

2. Efficient use of resources and space 

3. To facilitate patient flow 

4. To allay anxiety of patients and significant others 

5. Improvement of community relations 

6. To provide a telephone "assessment" of patients 

Policy 

Patients who telephone CCHC and complain of injury &/or illness will be given the first available work-in slot. If there are no work-in slots available that day the RN/LPN must be notified. 

1. Non-Urgent Telephone Intake/Message 

· A message will be taken on the ORANGE Non-Urgent Telephone Intake sheet by the front desk personnel/receptionist if the patient, upon asking, can wait until the RN/LPN can call him back, usually within 30 minutes but up to 1-2 hours. The orange Telephone Message Intake sheet will be placed in the RNs bin for pick-up. If the message has not been picked up within 30 minutes of placing in the bin, the front desk personnel will notify the RN. 

2. Urgent Telephone Intake/Message 

· The patient will be encouraged by the front desk personnel to go to the nearest ER if they communicate a complaint(s) of: 

· Breathing difficulties 

· Chest pain 

· High fever> 1 04 

· Severe headache, suicidal/homicidal feelings Severe abdominal pain 

· Excessive bleeding 
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· Unconsciousness
· Sudden limb weakness/numbness  
· Severe injury/trauma 

· If the patient states they do not wish to go to the ER OR he/she cannot wait to talk with someone, for whatever reason, they will be asked to please hold the line and a message will be taken on the RED Urgent Message Intake sheet by the front desk personnel and the RN/LPN will be notified immediately. 

Patients will be triaged according to current guidelines as provided in: 

Telephone Triage Protocols for Ambulatory Care by Dale Woodke, RN, MA Book 2 - Adults & Book 4 - OB/GYN 

Pediatric Telephone Protocols - Office Version 9th Edition by Dr. Barton D. Schmidtt American Academy of Pediatrics 
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