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I work for….

Which is one of three centres which form…

And we are based at….

On this project we worked with….



Telenursing Triage and Advice Services 
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DEMANDS ON HEALTHCARE SERVICE ARE INCREASING

NEW CARE DELIVERY METHODS EXPANDING 



Recent developments…
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Resurgence of after hours 

house calls 

Advertising to encourage 

people to only use Emergency 

Departments in emergencies 

Telephone triage and advice lines 
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Telephone triage and advice services  
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Public can call and speak to a 

nurse or doctor 

Free call 

Can not diagnose, only give 

advice and information, or 

referral 
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THE SOFTWARE   
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SPECIALISED SOFTWARE

DECISION SUPPORT

DATA COLLECTION 

PROVIDES A STANDARIDSED APPROACH TO 

HANDLING CALLS

STRUCTURED SEQUENCE OF QUESTIONS 

CARE GUIDELINES 
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THE LITERATURE   

7

POSITIVES: 
*Felt supported by the software
*Felt it simplifies their work
*Felt it provided professional security
*Felt that the software enhanced their credibility. 
*Believe the software strongly aided quality improvement 
by providing faster and more uniform advice to callers. 
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THE LITERATURE   
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NEGATIVES:
*The software can be inadequate and incomplete at times
*It is useful for assessment but not decision making 
*The software is not intuitively designed
*Completing all aspects of the data entry in the software 
can inhibit communication with the caller. 
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Healthdirect Australia 
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Services Provided: 

• Health information online-

• Symptom checker, life stages, conditions, medication 
information 

• Health services information, contact information 

• Toll free advice line staffed by registered nurses 
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The Healthdirect Software  
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The Healthdirect software collects: 

-A caller’s unique ID number

-Caller’s location

-Caller’s relationship to the patient

-the query type, from a list

-Free text ‘presenting problem’ 

-Guideline or protocol used

-The call disposition, the advice given



The Healthdirect Software  
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The Healthdirect Software  
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Our Study Aim 
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This was part of a larger study 

Retrospective cohort study 

For this component we isolated for examination medication related calls only 

We assessed the basic characteristics of these calls and data quality 

The influence of the data entry capacities on the data quality was assessed 



DATA EXTRACTION 
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De-identified data, November 2014

Narrowed to medication related calls using the query category

Manually extracted the medication names from the free text field 

Used MIMS database to identify and classify the medications

Presenting problem as described in free text field was categorised to a 
query category for a data consistency check 

Also, call duration and number of medications mentioned. 



THE RESULTS  
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MEDICATION RELATED CALLS 

CONSTITUTED 3.8%  (1835)

OF ALL NOVEMBER CALLS

CALLS 



Medications identified  
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Category Percentage of 
medication 
calls

Number of 
calls 

Medication 
identified

73.8% 1323

No medication 
name entered

11.2% 204

Medication name 
not identifiable

15% 308 



Number of medications in calls  
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Number of 
medications 
mentioned

Percentage of 
medication calls

Number of calls 

One medication 
recorded

55.3% 1015

Two medications 
recorded

24.9% 456

Three-twelve 
medications 
recorded

8.7% 158



Call Duration   
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The median call duration was 9 minutes. 

The call duration was similar regardless of the 

number of medications recorded in the call data. 



Medications involved in calls 
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Medication Percentage of 
calls

Number of calls 

Paracetamol 8.2% 207

Ibuprofen 4.4% 112

Paracetamol with 
codeine 

2.3% 59



Medications by therapeutic class 
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Therapeutic class Percentage of 
medications

Number of 
medications

Simple analgesics and 
antipyretics

9.1% 230

Non-steroidal anti-
inflammatory agents

6.7% 170

Antidepressants 6.2% 157



TOP MEDICATION QUESTIONS 
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Question categories Percentage of calls Number of calls 

Requesting uncomplicated medication 
information

42.0% 770

No medication resource available OR 
information required is beyond the scope of 
the triage nurse 

32.8% 602

Has missed a single dose of medication 7.6% 139

Has taken an accidental extra dose of 
medication AND is asymptomatic 

3.7% 68



Data consistency check  
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Query category assessment Percentage of calls Number of calls 

Query category assessed as consistent 63.3% 1161

Query category assessed as inconsistent 35.7% 655

Not enough information to assess 1.0% 19



Data consistency check   
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91.0% of the re-categorised calls were originally categorised as 

“No medication resource available OR information required is outside 

the scope of the triage nurse”

72.8% of the re-categorised calls were re-labeled as 

“Requesting uncomplicated medication information” 
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Possible reasons for inconsistent query 

category:  

The category may be correct but telenurse did not enter enough 

information

Lack of time to fill out completely and accurately

Question did not fit in to any category 
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DISCUSSION 

Assistance was provided to callers in a timely manner –

median time of 9 minutes

The data collected can provide useful insights into the public’s 

health information needs and wants.  
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DISCUSSION 

Software developers must balance the needs of the telenurses, 

the callers, and the need to collect relevant and adequate data. 
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Our results prompted Healthdirect to adopt a structured data 

entry field for entering medication names – a drop down list 



I would like to acknowledge the team 

I worked with on this: 

Dr Ling Li, Dr Melissa Baysari, 

Professor Johanna Westbrook of 

CHSSR

Mary Byrne and Maureen Robinson 

of Healthdirect



Thank you! 


