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Provision of Care, Treatment, & Service


POLICY 

There will be an after hours telephone service available Monday through Friday from 5:00 p.m. until 8:30 a.m. and 24 hours a day on weekends and holidays to triage clinical and non-clinical incoming calls. Clinical calls initiated by patient or caregiver will be assessed by nurses using the teletriage guidelines and support tools. On weekends from 8:30 a.m. until 5:00 p.m., all calls will be answered by intake staff then forwarded as appropriate. This service will be available for THA Group Island Health Care, Island Hospice, Independent Life at Home, and RightHealth.
PURPOSE 
To define the teletriage system for assuring 24-hour coverage of services and the responsibilities of the triage nurse and level II on call nurse after hours and on weekends. To effectively triage all incoming telephone calls in order to determine the severity of the reported issue and to designate the appropriate intervention. 

Definitions

1. Teletriage: Unscheduled, appropriate disposition of health-related problems by skilled clinicians via telephone or electronic information processing technologies that have been initiated by the patient/caregiver.

2. Urgent: Patient condition may be life threatening. 

3. Likely Urgent: Minimally, an immediate contact to physician is necessary.  If time permits, an on-call visit will be scheduled immediately.

4. Potentially Urgent: Patient condition requires an on-call visit for either further assessment or hands-on interventions.

5. Non-Urgent Informational: Patient/Caregiver calls with a clinical question.

6. Non-Urgent Routine care:  Patient/Caregiver calls with a question or a problem that requires clinical interventions of the agency.  

PROCEDURE
1. On admission, each patient is informed of the organization’s 24-hour availability and THA Group’s ‘Call Us First’ practice.

2. Designated triage nurses will be scheduled as follows:

a. Weeknights:  Monday-Friday 5:00 p.m. to 8:30 a.m.
b. Weekends:  Friday 5:00 p.m. to Monday 8:30 a.m.

3. Designated phone access will be provided to accommodate all THA Group calls throughout the shift.

4. Phones are permanently rolled to Customer Intake. Customer Intake will roll phones to the designated triage number at the beginning of the shift. Phones will be unrolled by the Customer Intake staff when the office reopens at the beginning of the next business day.

5. The triage staff will have access to the electronic health records during their designated shift. When a patient or caregiver calls, his or her medical information is electronically retrieved in order to appropriately address the patient’s needs. This will provide the triage nurse with access to the patient’s medical history, diagnoses, medication profile, scheduled visits and previous contacts with clinical staff.

6. In addition to the Triage nurse, on call nurses will be assigned for each state as follows:

a. Hospice Nurse
b. Homecare Nurse
       Additionally, an on call scheduler is available for addressing ILAH issues and needs.  This individual may take calls directly from caregivers, however should calls come in to the triage nurse, the calls will be forwarded to the on call scheduler.  

            Reference: On Call Policy…..

7. On Saturdays from 8:30 a.m. – 5:00 p.m., calls are answered by Customer Intake.  Clinical calls are forwarded by Customer Intake to the Triage nurse. The Triage nurse receives all clinical and non-clinical phone calls after 5 pm on Saturdays. They are responsible for determining the urgency risk level of the calls and assessing the severity of symptoms to guide the patient to the appropriate level of care.  
8. Teletriage will complete the clinical care coordination for referrals that are time sensitive for initiation of care, need additional information, or multi disciplines are requested, which are received after hours and/or on the weekend. Information will be reviewed to include discipline, medical skill, homebound status, and diagnoses.


9. Call or notify MD for additional orders, clarification of orders, or changes in patient’s condition or status.  
10. Upon receiving a patient call, the teletriage nurse utilizes the disease specific teletriage tools and assesses the medical record information.  For patients receiving telemonitoring, the triage nurse must review the most recent vital signs and, if appropriate, request repeat vital signs to determine the need for an in-home visit. 

11. The teletriage nurse utilizes the nursing process in all teletriage encounters: assessment, making a nursing diagnosis to determine the risk level, plans care, implements appropriate interventions/disposition, and then provides follow up.  

12. The teletriage nurse will respond to telemonitoring alerts as notified by health coach.  Telephone assessment will be conducted and triaged as defined with in this policy.

13. The triage nurse will facilitate scheduling visits, including routine, weekend on call, new admissions, or time sensitive Monday visits. 

14. Submit a report at the end of their working hours to the Manager of Right Health and the RN care coordinator of all referrals, admissions, on call visits and patient issues requiring follow up.

15. If, after using clinical judgment, an in-home nursing visit is indicated; the on-call nurse for that territory is notified and is required to complete the visit.  No calls are directed to the on-call  nurse unless an in home visit is required or collaboration of care is necessary.  

16. All calls are documented with a response and outcome. A centralized on-call documentation log contains specific notes and communications.  Log is located at G:\Triage Call Logs\All patient related calls are recorded and documented in the electronic record. 

17. The -Manager of RightHealth reviews  the on-call documentation to ensure appropriate follow-up of all calls.

18. The triage nurse contacts the administrator on-call as needed for questions, problems, or concerns.

.

PAGE  
G:\Policy and Procedures\Administrative Policy and Procedure Manual\ Provision of Care, Treatment & Service\After hours coverage.doc  
1

