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The purpose of this Service-Training Brief is to assist us in the service we provide to our customers.
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MESSAGE HANDLING: PASSING CALLS TO DOCTOR(S)

Some of the Doctors we cover may request Badger to take calls from their patients and then pass the
details to them over the phone. Follow the process below.

1. Enter Dr Cameron into doctors field and select Victoria Road, some patients may refer
to the surgery as Stoney Lane, you should still enter Victoria Road.

“Receive a Call | x

25-Feb-10 15:21:42 [amr =] |za-Feb-10 15:21:56 lawr =] Defer | [0 1ast week =
Demographics I[)Etai\; |
Double-click here to perform new patient: search Unlack [otes, | ™ Test entry
Initials Farename Surname Sex DO Age E n ter - Dr
T Test Test Male - 71-5ep-1958 |51 years Ahm ed

Contact Home: | Current Location Caller

| 35 W !:I th Road I | N eWport
Home | [p121 693 4000 ¢ | 5@ Wandswarth Raa L]
[ I~ Caller is patient? Road
Mobile I o
—— g 6
Other ) | ﬂ Mame: I
cur. Loe l— l_ ~ IAston Relationship: I u /
! @ H
Contact Phone Imgl 693 4000
Return Phone: (0121 653 4000 Posteods
|E44 aLA uspﬂ]q a54 [ Walk-in patient
=]
Doctor |D|str|ct Nurse I
v .
IReg\stered VI v Pr\miy/ C h ec k : T h e
Areat . . .
. L] Timeline
Dactar: l_l /
Surgery: |Newpnrt Medical Practice l_l /f
Sunday 28-Feb-10 08:30:00 - Monday 01-Mar-10 08:29:59 pass to own g.p. (Ahmed, B)

Tick box

When this screen
presentsitis a
special note re:
circumcision, tick if
appropriate and
continue with the call.
If it is not relevant
select cancel and
proceed to the next

page.

2. Continue to take the call completing all the fields including the details tab.
adast?g
—
e o e e 2]
- 08 Fres-fo
» *1f this callis for a circumcision please take all the relevant. pass them to Dr Ahmed on his mobile number *
i -]
Name Phone imber DOB
[ |
Address
Provider Group
INewpurt Medical Practice.
| oF Cancel |
3. Store the call

default to Telephone Answering

If the time line stated: pass to own gp ( Ahmed B) the Modify Case type screen will
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qt‘:i‘gstﬁj;{

Mext = | Cancel

5. Select appropriate priority Routine or Urgent

Select:
Next
o— .
Muodify Case Type
Case Type Usage
4 || Telephone Answering Service
A Advice
P Telephone Answering
M MESSAGE SERYICE
5 South District Nurse /
5 South Staffs DM
o] Badger Dist Nurse
P Community Chil Murse
T TiCentre Nurse
T TiCentre Dockor
H HiMN1
W Home Yisit: 1
R Reception Advice
o} O0H ABE Diversion
A Accident & Emergency =
4 : 3

6. You will then be presented with the Despatch Destinations screen (please see below)

Y. " Yiew Despatch Destinations |

¥ auto-Fiker

Wiew case

[answering

Description Distance Preference

FChildrens Community Mu...

HMidwifery verbal

Telephone Answering Se... verbal

Postcode Map Reference
Directions Map

Fhone | Mabile |

Fax | Pager |

Clinical staff currently working

x| Destination details |Peanrmance | Active case:
B Location information
Primary

Next: Select
Telephone
answering
verbal button

* [ Room [ Wame

I” Enable secondary destination

7. Next Provider Contact screen will present (please see next page)
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<

= Next: call Dr

Provider contact | Ratient Dl | Even it | Frevious Enconters | Ahmed ; you
E——— Select provider |

28-Feb-10 16:06:12 GMT | |28-Feb-10 16:06:17 GMT. - - Should try both
Provider detais | Location detais | the mobile and
Name IAhmed, B .
Provider Group INewpnrt Medical Practice &

home number

T

Pager —  oal Public  [o121 499 1327 D

G 01562 730934

0
Mobile 07826 693228 Dial
i Bypass Dl

HMEW PRACTICE - Dial

23/gin00*

Mobile  [07z66 sseees Dial

- o] Highlight
Contact Details | Motes Pager Dial Comments bOX

A

MESSAGES TO
BE PASSED TO DR AHMED

Badger Advics

Passed

No Contact

|

23 4 s g 7 B 9 1 oI 131§ 15 1 W 18 19 D A 2 2B 0 1 2 3 4 & @

8. When you speak to Dr Ahmed explain to him that you are calling from Badger and you
have received a call from one of his patients, pass all the details of the patient to him

and the reason for the call. Dr Ahmed will either decide to accept the call or ask for
Badger to cover.

9. If Doctor Ahmed accepts the call highlight the comments box (shown in picture on

previous page) and enter Dr Ahmed accepted the call. Next click on_ Fe=sed |

10. If Doctor Ahmed requests Badger to cover the call, highlight the comments box and

enter Dr Ahmed requests Badger to cover the call. Next click on = Badger Advice | he
call will now go into the assessment pool.

11. If you are unable to contact Dr Ahmed there are two ways you can log this.

1. Inthe highlighted comments box enter the reason you have been unable to

contact Dr Ahmed and click on_ M8entset | The call will now stay in the
despatch screen.
2. Call Dr Ahmed on either his home or mobile ,

Pager I Dial Next: Click Dial.
Please note this
Home: 01562 730534 i === e
_ | Dial | does not call the
Mabile ||:|?32r5 BO9ZEE Dial patient
Okher I Diial
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Record dial outcome

Next: Select the reason
you have been unable to
contact Dr Ahmed, you
can also add comment
in the highlighted box

Home 01562 730934

Comments

No answer
‘oicemail - left message
Voicemail - no message left
‘Wrong number

Engaged

Call barred

Other - no contact

Contact ok
Cancel

A

Note: If you decide to follow number (2) you will have to click out of the call by clicking on il
the call will now be in the despatch screen.

12. It is the call handler’s responsibility to try to pass the call. If after 20 minutes you have
been unsuccessful follow number (10) explaining that Badger is to cover call as unable
to contact Dr Ahmed and process he call.
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