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Patient telephones Umbrella call centre





Reception inform patient of current situation in relation to Umbrella services





Patient accepts





Phone call terminated





Reception enquire as to nature of phone call 





*Patient accepts





*Patient accepts





Reception able to handle query





Tick sheet 





Reception unable to handle or *patient has additional query 





Signpost to order a kit online





STI Contact





Form completed





Find GU/SH number (if known) 





Pass call to Nurse on triage line 





Nurse to document in ‘Discussion detail’ form on EPR if GU/SH record available 





Ensure 1 out of 4 outcomes chosen 





Phone call terminated





Completed triage form to receptionist





-If GU record - Book appt.





-If no GU record - Create and book appt





-If limited registration details ‘use unknown’ – create and book appt





‘COVID-19 Telephone triage clinic’ on EPR Appointment Scheduler & select drop down ‘reason for appointment’ (As per Call category on triage form v5 onwards





Receptionist select ‘reason for appointment’ (As per Call category on triage form v5 onwards) in ‘COVID-19 Telephone triage clinic’ appointment








Retain form for 12 months





Scan form into notes





If new EPR record created then hand triage form back to nurse to document in Discussion detail.
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