Telephone Consultations – Hints and Tips

Telephone consultations play a big part in normal general practice as well as other health care organisations such as the local deputising service or co-operative.

Recording information is important especially in retrospective reviews of problem consultations.  Some places may have a tape recording facility…..but most do not.  It is therefore important that you write down relevant and important bits of information pertaining to particular conditions/scenarios.   The following brief list provides helpful guidance on specifics in the history taking that is important in particular situations.

However, the list is not exhaustive but may help remind you to ask and record the relevant information.

This will help to ensure medico-legal protection and also help you in coming to the

right conclusions as to whether a patient needs seeing or not.

History taking

· When blood loss is occurring (threatened miscarriage, rectal bleeding etc) a minimum record of blood loss is useful e.g. "no heavier than a normal period".

Also record how long it has been going on for.

· In the case of diarrhoea and vomiting it is important to give some idea of the severity e.g. "Minimal loss" or "vomit x 1, diarrhoea x 3".

If it is relatively severe then ask about hydration.

· In terms of pain then a record of severity and radiation is helpful, e.g. in back pain is there any radiation into the legs.

· In potentially suicidal patients it is important to record that they are not currently actively suicidal or if they are, what measures are being taken to help (e.g. may have long term suicidal tendencies with regular SW/CPN follow up).

· If patients ring for a prescription do not simply give it. Record why they need it e.g. if regular repeat from practice which they forgot to collect.

· If the patient is on analgesia ask about and record the dose. It may be that their only problem is that they are taking insufficient quantity of their drug and then advice may be easy.

· If patients have dyspnoea e.g. asthma, COPD, then record whether they are cyanosed or distressed and get some idea of how breathless they are.

· If patients ring for advice about injuries e.g. lacerations or bites, then try to record the size and position of the injury.

Management agreed with the patient.

· Record clearly what follow-up is recommended e.g. GP to phone back, patient to phone back etc.

· Record the time to review e.g. patient ring back in 2 hours, see GP tomorrow.

· Record what you have advised the patient to do if the problem worsens.

· If the patient is advised Accident & Emergency attendance when they are seriously ill then do put "999" if that is what you have advised. It may be appropriate to ask the receptionist to ring "999" for the patient.

· If someone telephones the co-op stating they are with a relative who is drunk or behaving violently, then clearly we are not the appropriate agency to deal with this. However, the police are. It is important that you record that you advised the relative to contact the police.

Administration

1. Please record the call completion time on the encounter form to help on audits.

2. The details you record in the Fax boxes are what go to the practice. Put down here what you want your colleagues to know the next day about the consultation.

3. If you have problems with a patient, family or others (e.g. neighbours, social workers etc) then inform the practice either on the fax or if you wish by phone.

