Call Handling Flowchart

Caller with “dental problem’
or health / service enquiry
contacts NHS Direct on
0845 46 47

Call Handler carries out a
“call-streaming’ triage

Problem, but not
an emergency
and callers
making routine
enquiries

Emergency

Enclosure 2

(purpose is to identify
those with life-
threatening emergencies
e.g. angina causing jaw
pain, uncontrolled
bleeding or swelling
around eye or airway)

Offered (RGN) triage
— possible 2-3 hour
wait. Caller
prioritised on basis of
call streaming triage
into categories 1-3
where 1 most urgent.
Most dental callers
prioritised as 3

L CALLERS ADVISED TO CALL BACK IF SYMPTOMS CHANG

OR WORSEN

Information on
oral health and
services
available e.qg.
Dental Access
Centre or
patient’s regular
dentist

Refer to A&E, own
dentist, accepting
dentist or Dental Access
Centre depending on
nature of emergency.
For example a swelling
or bleeding tooth socket
would be referred to any
open dental service
available to the caller
rather than A&E, if the
former options available.
A severe injury would be

referred to A&E

RGN triage —
caller taken through
complete dental
algorithm. End point
dispositions are A&E
(v. rarely as should
be screened out by
call streaming) / see
dentistin 1, 4, 12hror
next day / home care
/ see orthodontist /
routine




Registered General Nurse. Callers may be asked to wait for a triage nurse to
call them back.

All callers not immediately directed to an open diagnosis and treatment service are
advised to call back if their symptoms worsen. It is hoped that additional daytime
services provision will allow far greater access to routine dental care and advice;
thus reducing the burden on out-of-hours services.



