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1. purpose

The purpose of the SOP is to outline the process of the nurse led advice line for Rheumatology patients across ABMU. 
2. introduction

This SOP outlines the process and responsibility of staff to ensure the provision of an effective rheumatology advice line which is led by the nurse specialists in the service.
3. Scope

The following operational process will be adopted in respect of the management of the advice line. It is anticipated that all calls will be answered within 2 working days.
· An advice line rota will be produced and updated by the administration team. This will ensure all sessions are covered.

· Dedicated time in job plans will be identified for qualified nurses to undertake advice line sessions.

· The session will run from either 9.00am – 12.30 pm & 1.00pm – 4.00pm. The advice line with be covered either am/pm
· Telephone calls to the advice will be filtered on a daily basis by a member of the Rheumatology administration team.

· The rheumatology administration team will pass on calls to the appropriate department, delete duplicate calls and will place calls for the Specialist Nurses on an agreed excel spreadsheet template.  The administration staff will delete calls once downloaded by pressing 3 and 1.

· The spreadsheet will be kept on a shared drive Z:\pow_fs1\rheum\Advice Line Spreadsheet\December 2020.xlsx
· Nurses will access the shared drive and answer calls in sequential order, initialling the call once completed

· Before the end of the session, all updates regarding the calls taken from the advice line, to be updated in Cellma by the Specialist Nurses, this will help improve team communications and avoid duplication.
· Specialist Nurses will save any changes to the spreadsheet at the end of each session
· Staff will dedicate the session to answering calls from the advice line and deal with each call as far as is possible before emailing colleagues regarding further advice – other than when call relates to Biologic work up/processing queries.
· If a further appointment is required, the booking office will be informed and the patients pathway will be updated and appointment booked

· It has been agreed that staff will dedicate the session to answering calls on the advice line and no other activities will be undertaken during the session.  Queries and calls passed on from other members of staff in the department will not be dealt with during the advice line sessions unless the advice line has been cleared. 

· When staff are on leave and are unable to undertake dedicated advice line sessions, a copy of the annual leave request form (completed by the Specialist Nurses) to be sent to the matrons with a copy to the Service Manager in addition to the Matrons.  Before authorisation a nominated member of staff will be identified to cover the advice line. This will be arranged by the Senior Manager, Clinical Lead and Matron as job plans will need to be altered to accommodate this and will be based on the priority of service at the time of the request. 

· Short term staff flexibility will be required for planned/unplanned gaps eg annual leave, sickness etc This will be planned in collaboration with management staff to ensure capacity to fulfil any rota gaps as detailed above.
4. A Standard Operating responsibilities

The responsibility for the procedures described in this SOP applies to:-

· Clinical Nurse Specialist
· Qualified Nurses

· Booking Office Support
· Support Manager

· Administration Support

· Matrons

· Clinical Lead - Rheumatology
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