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Project No: 95 – Implementation of a Telephone Triage in Paediatric Haematology Oncology  

Address: Our Lady’s Children’s Hospital Crumlin  

Location: Children’s Hospital Group  

 

Brief Description (up to 200 words)  

Our Lady’s Children’s Hospital Crumlin (OLCHC) is the national referral centre for paediatric 

Haematoloty Oncology in Ireland. Each year, 180-200 chidlren are newly dignaosed with cancer. 

Care is provided in conjunciton with sixteen Shared-Care Centres in the regional paediatric units.  

OLCHC has provided a 24-hour phone nursing helpline for parents and staff on the Shared-Care 

Centres, for many years. However more recetnly, operational issues have challenged the delivery of 

this service, including:  

 Nursing time required to support the service 

 Changes in skill-mix at unit level leading to recuced numbers of experienced nurses available 

to supprot the helpline  

 Inconsistent approach to managing telephone queries  

 Cumbersome documentation  

This quality project invovled the development of a new Haematoloty Oncology Telephone Triage 

Process to support OLCHC staff managing calls about a child’s care. A project group was established, 

led by a nurse and consisting of nursing staff, Clinical Nurse Specialists and an Oncology Consutlant. 

A new Telephone Triage Process was devised along with a suite of supporting documentationa nd 

staff education resources to:  

 Support all grades to staff who manage the Triage system  

 Ensure a consistent approach to obtaining key information from the caller  

 Identify the most approperiate response to the telephone query  

Main goal(s) and aims of the Project  

To develop a Haematology Oncology Telephone Triage Process to support OLCHC staff who are 

managing calls from parents and healthcare professionals in relation to child’s care.  

The Aims of the Project were to:  

 Develop a best practice guidance document for staff which is aligned with the supportive 

Care Guidelines and Oncology Handbook (OLCHC 2013)  

 Guide staff in the assessment and timely management of symptoms  

 Support staff to determine the severity of symptoms  

 Provide staff with decision making tools  



 Ensure that consistent and standardised advice is given  

 Revise existing documentation to facilitate accurate and effective recording of the 

assessment and decision making process  

 Provide a staff education programme  

Outline of Approach – main steps taken to implement the Project  

A Plan Do Check Act approach was used for this project  

PLAN: A scoping exercise was conducted to identify the issues with the current helpline system and 

to inform the development of the process:  

 Audit of the current helpline, including the phone call topics, the grade of the nurse 

answering the cal, questions asked and the advice given  

 Questionnaire to junior staff about their experience of managing the helpline  

 Review of the current helpline documentation  

 Review of Telephone Triage models and guidance documents used internationally  

DO: The information collected through this scoping exercise led to:  

 The development of the Telephone Triage Guide  

 An education programme which was delivered to all staff  

 Relocation of the Triage resources to a central location near the Triage telephone  

CHECK: The triage process was introduced on a pilot basis initially  

 The triage process was positively evaluated by nurses who recorded phone calls during the 

trial period  

ACT: Some minor amendments were made to the Triage Guide and to the Telephone Record sheets. 

The Triage Process is now completely implemented within the service.  


