TELEPHONE TRIAGE

GOALS

1.
Understand the importance of developing effective telephone triage skills during pediatric residency.

2.
Know the key elements of a successful telephone triage call.

3.
Learn appropriate documentation of telephone triage calls and understand why documentation is important. 


OBJECTIVES:

1.
List the reasons why residents must learn effective telephone triage skills. 

2.
Identify the key elements of a successful triage call.

3. 
Discuss the advantages of using telephone triage guidelines.

4.
List the most common pediatric symptoms encountered in telephone triage. 

5.
Name potential barriers to effective communication with caretakers during telephone triage calls.

6.
Discuss specific strategies to overcome barriers to communication with caretakers during telephone triage calls.

7.
List possible options for triage disposition and give an example of when to use each option.

8.
Describe strategies a pediatrician can employ to increase caretaker compliance with telephone advice.

9.
State the reasons why appropriate documentation of telephone triage calls is important.  

10.
Describe telephone triage documentation options (e.g. call sheets, log books, stickers, etc.)

10.
Identify the key components of triage call that need to be documented.

INSTRUCTIONAL STRATEGY:

1.
Lectures

2. 
Role play

3.
“On-call” time 

4. 
Self-directed learning using reference books
EVALUATION STRATEGY:

1. 
Direct Observation (conference calls)

2.  
Evaluation Forms
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