Sheffield Teaching Hospitals INHS
NHS Foundation Trust

— . .-k-.

Nurse Spegialist/ fean




Sheffield Teaching Hospitals Anticoagulation
Service

Nurse led service delivered from an outpatient clinic in the Royal
Hallamshire Hospital, Sheffield.

Anticoagulation and VTE team; plus In-Reach service at Northern
General.

As at September 2016:

in excess of 2,900 active patients
managing around 38,021 ‘attendances’/year (678 new ACC; 1350 new VTE; 35,993 f/up)
between 250 and 300 patients dosed each day

o O O

o an average of 70 referrals received each week

Mixture of clinics — Post & dose; finger prick; new starter counselling;
bridging; VTE Specialist nurses see all newly diagnosed VTE’s.

Helpline Service — average of 90 incoming calls per day.
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Clinic activity

Dosing/New patients (August
2016, daily figures)

M Post and Dose

m Coaguchek/face to
face dosing

B New Starter
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B New Starter
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Microsystems Analysis

Theme 2: Service User Queries & Advice

‘Global Aim’ Statement 1

We aim to identify and ensure the best use of existing resourcein the
Anticoagulation Clinic, B Floor, Royal Hallamshire Hospital

The process begins with a service user wanting to speak to the Anticoagulation
Clinic.

The process ends with the service user’s query being dealt with efficiently and
effectively.

By working on the process we expect to reduce the need for telephone calls,
consequently reducing the associated workload; improve timescales for
responding to enquiries; improve efficiency in the way we work; be more
accessible forthose needing to contact us.

It is important to work on this now because patients have fed back that they are
often unable to contact specialist anticoagulation staff and the level of existing
resource means that staff within the Clinic are working in an extremely pressured and

stressful envircnment
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Main Issues

 Answerphone system in place for patient queries

e Patient complaints When we need to ask

anti-coagulation

guestions, there is no
specialist here to help.

When | ring up to speak
to someone it’s always
an answer machine.

 Poor message quality and “missed” messages.

No-one answers the phone at
the Hallamshire. The
answerphone is straight on
and no-one rings back.
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Phone calls from Respiratory Wards April 2013

e \Ward dissatisfaction.

Outcome of Call
Total Minutes Calling Anti Coagulation in April
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Solution

s Agent 59 — Integrated phone system used in
conjunction with DAWN

*Went live January 2014
e Aims:
» to improve the number of calls dealt with and by

appropriate member of staff.

> to decrease the number of unanswered ‘in hours’
calls to the “clinical line”.

> to decrease the number of unanswered ‘in hours’
calls to the “patient line”.

» to decrease the number of patients phoning the clinic
out-of-hours to 0% (e.g. for advice on bleeding).
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Implementation

* Installed by
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Theme 2: Service User Queries & Advice

Associated Specific Aim 4: We aim to decrease the number of patients phoning the Clinic

out-of-hours (eg for advice on bleeding) to 0% by 30 April 2013

* Answerphone service removed

 Message with clear instructions for care added for when
calls come in out of hours

e Call centre evidences huge decrease in patient numbers
calling out-of-hours

e Patients now provided with the information they need
at the time
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Agent 59 — Live data capture

Anticoagulation ¥

ContactCentre 59R [

Dashboard Reports Settings Melanie Porteous | Log out | Help
’
Group Stats ¥ Agent Summary View ¥
Calls Waiting L  Wait Owver SLA Logged In Ready Call Elsewhere

View: All, Logged In, Logged Out, Busy/Overdue, On Call

v [] name - Status Duration Skills Calls
Rea 30
Answered: L ki
Abandoned:
Redirected:
Senvice Level 1 (in 1m 0s)
Average Time To Answer: 2Ts
Longest Time To Answer: 2m7s
Awverage Abandonment: 1m 11s

Outbound Calls Answered: 0(0%)
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Anti Coag 13820 & 65799

Anticoagulation Call
Centre Script

E xtemal

Intemal

department is cummently
closed. We are open Monday
to Friday 9am to 5pm or
referrals and advice. Ifyou
have an urgent medical query
please contact he
haematology Registrar on
bleep 2132 at the
Hallamshre. Ifyou are
discharging a pafent ouside
of our working hours please
fax a refemal to extension
68690 and call us the next

3263*1

Thank you for caling the anticoagulaion
department. Your calls in aqueue wil
be answered as soon as possble.
Please nde our lnes are open Monday
to Friday 9am to 5pm. Qutside ofthese
hours you can stil sendus afax on
extension 68690 anditwil be actioned
on the next workingday. If youare
calling about a patientappontment and
you have not yet sent a refemal please
see our refemal gudelnes on the

32630

Thank you for caling the
anticoaguhtion
department at the Royal
Hallams hire Hospial
Yourcall s ina queue and
will be answered as soon
as possble Please mote
our phone lines are open
9 am to 3.30 pm Monday
to Friday.

Closed
A 4
22633 3263*2
The anticoagulation The anticoagulation

department is currently
closed. Ourphone ines are
open 9am to 3.30 pm Monday
to Friday. If you are feeling
unwell please seek medca
advice. If you have any
bleeding please contact your
GP or seek medcal atention
from accident and emergency.
If you have a query about your
warfann dosage or your next
appointmentplkease cal agan
when our lines are open.

. intranet page by folowing the links for
working day. site index articoagulation and
thrombosis and prevertion and
selecting the refemals tab.
\
Polite HangUp Polite Hang Up
.| Anticoagdafon |_
i Queue N
\\
<A
AGENTS
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Audit data from Agent59

= @2
== tgesreessuisupenvon/antiosgulation Rep witForms1 &RepcrtTypeFieids Answe O + € [ = Anticosgulstion - 5 Supe... %
Anticoagulation ¥ ContactCentre 59R
Dashboard Raports Sattings Melania Porteous | Log out | Help
Options Inbound Call Volume - Mon 26th Sep 2016 (08:00 to 17:00) | Bookmark || Downicad |
Report: (R B Answered W Abandoned W Redirected
Date: [ Yesterday | E
) & 120 |
Stant Time [saoo~] 2 Toggle Fullscroon
End Tir [T | 2
ndl Time [ireav] 3 o
r - 5
ueuet | Anticoagutation Gu v| =
- .2 B |
swill: [ Skits v 8
X ] ol
al
coagulation ¥
Show Raped 0 |
Dashboard Reports Settings
L = e
Options Activity Code Breakdown - Mon 5th Sep 2016 to Mon 5th Sep 2016

Date:
Start Date:  [Mon 5 Sep |[i
End Date: =_

Start Time:

W No Activity Code Toggle Fullscreen

W Appt query patient

B Medication/Health
changes ...

M Appt change patient
End Time:

sl
Agent:
viw

Coaguchek report
W Referral query

GP query
W Dosing query patient
[ Nursing home query

W Other

Show Report
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Audit data (continued)

Anticoagulation v ContactCentre 59R

= Dashboard Repodts Settings Melanie Porteous | Log out | Help
“| Options Queue Time Analysis - Mon 5th Sep 2016 to Mon 5th Sep 2016 Bookmark || Download
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Queue Time Analysis - Mon 29th Aug 2016 to Mon 29th Aug 2016
W Answered M Abandoned Il Redirected

Toggle Fullscreen
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Feedback

Patients

— Avoids engaged tone

— Know a nurse will ring them back.

— Speak to the right person at right time.

— Important for introduction of Coaguchek self test patients.

Staff

— Easier to manage, less frantic than answerphone.

— Able to see what type of calls dealt with and review message if
we forget a name.

— Not infallible

November 2015—- inpatient ward staff survey poor feedback
re contact centre — Further service improvement.
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Report [Sall anatymiz =]
. . S:lrtdltl
60 Calls received on this day nd suce [oEj0872016 |0

Show repert
Download as XML
Download as Taxt

Email address Jsena
Date Sent I T T T ———

016 09:47 Call patient Called_Successful Called_Success 08/08/2016 09:51 Recorded Motes
@ 08/08/2016 09:

heck

phonad awn Cosg result through, please phone back with dose
and next appointment. INR is 3.2
080872016 14:07 Recorded Notes

l‘ﬁ 08/08/2016 llyeds on duke street called - please re fax dosing instructions

08/08/2018 12:32 Recorded MNotes
&l 08/08/2016 For info = patient called to =ay he did nat know of hiz apt on 5/8 as he did not
receive a lecer from 15/7 - will accend on 12/8
08/08/2018 12:33 Racordaed Motas
rﬁ 08/08/2016 rinfe - patient changed apr from 11/8 o 10/8

08/08/2016 14:08 Recorded MNotes
@ 08/08/2016 For info - Gillian called from ngh will fax over referral for patient - as he is going
cffsita and GP will not taka him back

016 12:43 Call patient Called_Successful Called_Success

018 12:08 Call patient Called_Successful Called_Success

016 12:27 Call patient Called_Successful Called_Success

018 12:48 Call patient Called_Successful Called_Success

016 13:54 Call patient Called_Successful Called_Success 08/08/2016 15:28 Racordad Notas
fﬁ 08/08/2016 en 01709210521 PLEASE CALL BACK PATIENT WANTS TO MAKE AN
APPOINTMENT FOR A MICHINE CHECK - FRI 19/08/2016 IF POSSIBLE
016 10:11 Call patient Called_Successful Called_Success 08/08/2016 10:36 Recorded Motes
H rf 08/08/2016 1 Handswerth m/c called asked for transfar requast form as they havent received
atlent one = pleaze fax to 2697 122 FAO Keeley
016 10:45 Call patient Called_Successful Called_Success 08/08/2016 11:05 Recorded Motes
N (,#' 08/08/2016 10: Patient phoned own Coagucheck result through, please phone back with dose
ame and next appointment. INR is 3.2

016 15:05 Call patient Called_Successful Called_Success 08/08/2016 15:58 Recorded Notes

patients wife called to find out desing instructions

a n d & 08/08/2016

016 13:09 Call patient Calied_Successful Called_Success 08/08/2016 14:11 Recorded MNotes
Hospital &081‘084'2015 .1.8 - please call on mobile

08/08/2016 12:31 Recorded Motes

& 08/08/2016

08/08/2016 15:36 Recorded MNotes
& 08/08/2016 patiants wife callad - going away frem 11/8 - 28/8 - please call wife en

07713307719 to rearrange apt
08/08/2016 17:01 Recorded
(f 08/08/2016

016 11:55 Call patient Called_Successful Called_Success
Patient has ad new on - please tham

Number

016 14:53 Call patient Called_Successful Called_Success,

016 15:03 Call patient Called_Successful Called_Su:
tient shes confused about her dosing instructions - also thinks
apt here on 9/8 - I've lat her know itis 16/8

016 09:13 Call patient Called_Successful Calgyf_Success 08/08/2016 09:38 Recorded

@ 08/08/2016 09: 1

016 11:57 Call patient Called_Successfujalled_Success 08/08/2016 12:25 Racorded
rﬁ 08/08/2016 rinfo - patient has changed apt from 10/8 to 9/8
0168 14:13 Call patient Called_Succgfsful Called_Success 08/08/2016 15:31 Recerded MNotas
ﬁ 08/08/201 on For info - patients daughter rang to check the dose and I confirmed no change
018 15:13 Call patient Called, 08/08/2016 15:52 Record Motes
&e og/os o016 rinfo = patient iz going away on 4/9 = 11/9
016 11:58 Call patient Cglfed_Successful Called_Success 08/08/2016 12:28 Racfrded Mote:

Batient has c ed new ication - please them

mf} ogfos/z016 11:

Clerical staff Brief Summary

Practitioner member taking call in quick notes.




Sheffield Teaching Hospitals INHS

NHS Foundation Trust

DAWN Communication Tools
e Contacts tab

* Fax header prints off reminders on dosing.

B
- _. — . i e T
| | List weg Patent 3 |
Risk dass |I—hgh ~
Pref. dinic Morthern General (SHEFTC) | = — = 'evhile | Ermadt | F: e ———
I S ke oc— N ——— =
Phone I-mob\le d ' CARE FORYOU MANAGER THE Care Manager 2830385 2037886 All messages
Age ﬁ CARER/RELATIVE RELATWE/CARER THE Care Manager All messages
8 NEEDS LARGE PRINT DOSING SHEET . Care Manager All messages
Atrial Fibrillation
2.0 -3.0 (2.5 Target)
08/06/2015 - Indefinite
Warfarin 1 and 3mg Whole Tablets
Weekly Manual/Bridging
1 p of1 active
P Pro— W -
NEEDS BIG FONT DOSING SHEET
CONTACT DAUGHTER JANE WITH ALL DOSE CHANGES | Date|INR| Dose| |Dosing Instruc
(CARE FOR. YOU PROMPT WITH MEDICATION - -
Tue 27/08/2016 0.0 0.00 w ;|
¥  Fri16/09/2016 2.535.00 w 1 e—
o]
sheffield Teaching Hospitals - Durkan 20/09/2016
Claire 1209
Dafisct i b i i

e Link with PAS system —
admissions/discharges/updating addresses.
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Future plans

Email communications — small trial with
intermediate care agencies — nhs net email.

System for self test patients to email in their
results and populate DAWN automatically.

Text message reminders of appointment date.
Automatic link to “call patient” button?
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