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A 15 minute presentation is on the benefits and risks for stakeholders of nurse telephone triage and the role of quality assurance in this clinical area. 
This short lecture will provide an understanding of how to manage the risks involved in telephone interactions and the benefits that can be gained from doing this work effectively. The participant will receive realistic and functional tools on quality assurance in this difficult yet satisfying area of expertise.

Outline Content: Telephone triage skills are in great demand as more and more consultations take place over the phone. This specialist role can be a highly efficient and convenient method of transferring immediate medical advice to patients, but it also carries significant risks such as inappropriate outcomes, dissatisfaction, legal liability due to delay or denial in care and inappropriate use of resources.

At the end of this presentation the participants will have learnt the importance of communicating effectively on the phone, how to minimise and manage the inherent risks when you cannot see or touch the patient and what they need to consider when quality assuring telephone interactions.

Learning Outcomes: 

· An awareness of the benefits and risks of telephone triage

· An awareness of how to minimise or manage the risks associated with telephone triage

· An understanding of the core skills needed for telephone triage i.e. communication skills, negotiating skills

· Explore the role of quality assurance and the requirements for carrying this out in nurse telephone triage.
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