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Telephone triage is a process of assessing patients' telephone calls to
determine the appropriate course of action. This process is essential for
nurses working in healthcare settings, as it allows them to quickly and
efficiently identify patients who need immediate medical attention, those
who can be safely managed over the phone, and those who need to be
referred to a higher level of care.

There are a number of different types of telephone triage protocols, each
with its own specific set of guidelines. Some of the most common types of
triage protocols include:

Symptom-based protocols: These protocols are based on the
patient's symptoms. The nurse will ask the patient a series of
questions about their symptoms, and then use the answers to
determine the appropriate course of action.
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Flowchart-based protocols: These protocols use a flowchart to guide
the nurse through the triage process. The nurse will start at the
beginning of the flowchart and follow the arrows to the appropriate
section based on the patient's symptoms and answers to the nurse's
questions.

Computer-assisted triage protocols: These protocols use a
computer program to help the nurse assess the patient's symptoms.
The nurse will enter the patient's information into the computer
program, and the program will then generate a list of possible
diagnoses and recommended actions.

The type of telephone triage protocol that is used will depend on the
specific needs of the healthcare setting. However, all telephone triage
protocols should be based on sound clinical judgment and should be
designed to ensure that patients receive the appropriate level of care.

The Importance of Telephone Triage Protocols

Telephone triage protocols are essential for nurses working in healthcare
settings for a number of reasons. First, telephone triage protocols help to
ensure that patients receive the appropriate level of care. By using a triage
protocol, nurses can quickly and efficiently identify patients who need



immediate medical attention, those who can be safely managed over the
phone, and those who need to be referred to a higher level of care.

Second, telephone triage protocols help to improve the efficiency of the
healthcare system. By using a triage protocol, nurses can quickly and
efficiently determine the appropriate course of action for patients who call
the clinic or hospital. This helps to reduce the number of unnecessary visits
to the emergency room or urgent care center, and it can also help to reduce
the amount of time that patients spend waiting for care.

Third, telephone triage protocols help to improve patient satisfaction. By
using a triage protocol, nurses can provide patients with clear and concise
information about their condition and the appropriate course of action. This
can help to reduce patients' anxiety and improve their overall experience
with the healthcare system.

How to Develop and Implement Effective Telephone Triage Protocols

Developing and implementing effective telephone triage protocols is
essential for ensuring that patients receive the appropriate level of care.
The following steps can be used to develop and implement effective
telephone triage protocols:

1. Identify the needs of the healthcare setting. The first step in
developing a telephone triage protocol is to identify the specific needs
of the healthcare setting. This includes considering the types of
patients that are seen at the clinic or hospital, the available resources,
and the goals of the triage process.



2. Select a telephone triage protocol. There are a number of different
telephone triage protocols available. The type of protocol that is
selected should be based on the needs of the healthcare setting.
Some factors to consider when selecting a protocol include the ease of
use, the accuracy of the protocol, and the cost of implementation.

3. Train nurses on the telephone triage protocol. Once a telephone
triage protocol has been selected, it is important to train nurses on how
to use the protocol correctly. This training should include both didactic
and hands-on instruction. Nurses should be given the opportunity to
practice using the protocol in a simulated environment before using it
with real patients.

4. Implement the telephone triage protocol. Once nurses have been
trained on the telephone triage protocol, it can be implemented in the
healthcare setting. It is important to monitor the implementation of the
protocol to ensure that it is being used correctly and that it is having
the desired effect.

5. Evaluate the telephone triage protocol. The telephone triage
protocol should be evaluated on a regular basis to ensure that it is
meeting the needs of the healthcare setting. The evaluation should
include both qualitative and quantitative data. The qualitative data
should include feedback from nurses and patients about the protocol.



The quantitative data should include data on the accuracy of the
protocol, the efficiency of the protocol, and the patient satisfaction with
the protocol.

By following these steps, healthcare settings can develop and implement
effective telephone triage protocols that will help to improve the quality of
care for patients.

Telephone triage protocols are essential for nurses working in healthcare
settings. These protocols provide nurses with guidelines for assessing
patients' telephone calls and determining the appropriate course of action.
By using telephone triage protocols, nurses can ensure that patients
receive the appropriate level of care, improve the efficiency of the
healthcare system, and improve patient satisfaction.
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