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Can people with hearing and
speech impairments use NHS 24?

Yes. NHS 24, through the Typetalk
service (which is sponsored by
BT and the RNID), can provide
the same services to people who
are deaf, hard-of-hearing and
speech-impaired, as long as they
have a textphone.

If you want to use the Typetalk
service, call 18001 08454 24 24 24.




When should | call NHS 24?

If your GP surgery is closed and you are
too ill to wait until it re-opens, phone
NHS 24 on 08454 24 24 24. NHS 24

is open to take calls 24 hours a day,
365 days a year.

If you think your life is in danger and
you need an emergency ambulance
always dial 999.
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If you are unsure about the name
of any medication you are taking,
ask your GP or your
pharmacist/chemist and they will
help you with this.

If you need more cards for you or
your family you can download a
copy from the NHS 24 website,
www.nhs24.com, or call the
NHS Helpline on 0800 22 44 88.
Textphone users dial

18001 0800 22 44 88.

Your name
Date of birth
Address

Post Code
Phone number
GP’s name/practice

¢ Allergies

e Conditions/lliness

e Medication

Local pharmacy phone number

Local pharmacy opening times
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NHS 24 - here to help

Please take some time to read this
booklet - it explains what NHS 24
is, when you should use it, and
what will happen when you call.
Knowing what to expect from NHS
24 will help you if you have to call,
perhaps through the night, when
you are ill and anxious. We explain
how NHS 24 works with your local
NHS Board to provide you with
health care services when your GP
practice is closed. This booklet has
been produced following
consultation with a focus group of
older people, brought together by
Help the Aged.
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What is NHS 24?

NHS 24 is a health service providing
health advice and information for the
people of Scotland.

When your GP surgery is closed we
work with your out-of-hours services,
taking urgent calls from people who
are too ill to wait until their GP
surgery re-opens.

If you need to be seen for
face-to-face care, NHS 24 will link
you with your local out-of-hours
NHS services, Accident &
Emergency departments or the
Scottish Ambulance Service.

This means that when you call
NHS 24, we will help you get the care
you need.

08454 24 24 24

Calling NHS 24

If your GP surgery is closed and
you are too ill to wait until it
re-opens, phone NHS 24 on
08454 24 24 24.

If you think your life is in danger
and you need an emergency
ambulance always dial 999.

Who will | be talking to?

e When you call NHS 24 you will
be asked some straightforward
questions to enable us to help you.

¢ Depending on your needs you will be
put through to a health professional,
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such as a nurse, pharmacy advisor or
dental nurse, who will recommend the
most appropriate care.

e If your call is a general health
information enquiry, you will speak
to a health information advisor.

Care Homes

If you live in a care home and you
become ill or your health is not
improving either physically or
emotionally, the staff will contact
your doctor or other relevant
healthcare team member. If your
doctor’s surgery is closed and you
are too ill to wait until it reopens the
staff will contact NHS 24. SECTION 2 EN\BO&JEAEBEJEIEP
Scottish Government National
Care Standard: care homes for
older people: Standard 14.9
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your GP medical records, so these
details are important in case we need
to get you help quickly or we need to
call you back.

When you call NHS 24 you will

hear a message explaining that all This _part of the call will take a couple
calls are recorded as part of your of minutes to complete.
patient record and may be used The call handler will ask you:

for training and research purposes.
* The reason for your call.

You will be given the option to

choose either flu or pharmacy advice. ° Your name.
Step 1: When you call NHS 24, one * Your date of birth.
o e el inineel e el * To confirm your home address
answer your call. (or give the address of where
The call handler will introduce you are calling from, if different).
themselves and ask you clear « Your phone number.
questions that are easy to follow. ’ _
NHS 24 does not have access to * Your GP’s name/practice.



Calling for someone else?

You can call NHS 24 on behalf of
someone else - for example, if
you are a carer for a child, elderly
relative or a neighbour - even

if they are unable to speak to
NHS 24 themselves.

Not calling from home?

e |f you are not calling us from
home, we will need to know
— for your own safety - where
you are and the phone number
you are calling from.

e If, for any reason, your call is cut
off, NHS 24 will call you back.

www.nhs24.com 08454 24 24 24

Step 2: Transferring your call.

Depending on your needs you will
be put through to a health
professional, such as a nurse,
pharmacy advisor or dental nurse,
who will recommend the most
appropriate care.

If you are looking for general health
information you can talk to one of
our health information advisors.

Talking to a Nurse

If you are unwell and calling about
symptoms, the call handler may put
you through to a nurse.

The nurse will, for your protection:

e Check your detalils (in case you
need help quickly, such as an
ambulance, or your call gets cut off).
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e Ask you for more detailed
information on why you have called.

¢ Ask you about your medical history —
for example, medication or allergies.

* The nurse will ask you questions
about your symptoms to assess
what care you need.

* Be reassured that the questions
asked by the nurse are designed to
eliminate ‘worst case’ ilinesses first.

Special Patient Notes

For people who have particular health
care needs, such as palliative care or
for chronic iliness, GPs can provide

your out-of-hours services with
special patient notes, which can also
be accessed by NHS 24. These
special patient notes provide
information which helps the NHS 24
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nurse decide how to deal with your
call. If you want to know if a special
patient note would be helpful for
you, or for someone you look after,
please discuss this with your GP.

On completing the assessment,
the nurse may:

* Give you practical healthcare
advice about how best to look
after yourself, if you do not
require face-to-face care.

* Give you information and
reassurance on symptoms.
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¢ Tell you where your nearest
pharmacy/chemist is and when it is
open - e.g. late at night — or arrange
for you to speak to one of NHS
24’s pharmacists on the phone.

¢ Ask you to go to a Primary Care
Emergency Centre — this is where
your local NHS Boards’ out-of hours
doctors and nurses are based.

e Arrange for a doctor to see you
(out-of-hours).

e Advise you to contact your GP
(during the day).

¢ Ask you to go to Accident and
Emergency (A&E) - the nurse will
send your details to them first so
they know to expect you.
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* Get you an ambulance - you will
be asked to stay on the line
whilst this is arranged for you.

If you think your life is in danger
and you need an emergency
ambulance always dial 999.

When NHS 24 is busy

At extremely busy times, NHS 24
may have to call you back. This is
so that the most serious and

urgent cases can be handled first.

Remember: You can call NHS 24
back at any time if you are still
worried or symptoms change.

Don’t worry about calling back -
we’d rather you did. We’re here
to help you.

13
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Developing a more local service

NHS 24 now has five local centres,
developed in partnership with local
NHS Boards in Highland, Ayrshire
and Arran, Lanarkshire, Tayside and
Dumfries and Galloway — these
operate at peak times (evenings,
weekends and public holidays).

Patient Journey (see overleaf)

You will find the patient journey
diagram overleaf. This explains
what happens when you call
NHS 24 and the options that are
available to you.
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PATIENT
JOURNEY

Speaktoa
Breathing Space
Advisor

Dial NHS 24
08454 24 24 24

Choose Transfer

for flu or immediately to 999

. pharmacy for life-threatening
Dial 839 advice situation

ambulance Call handier

completes the call

following protocol for
specific conditions
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Speak to
a Dental Nurse
for clinical
assessment

Speak to
NHS 24 Nurse
for clinical
assessment

Speak to NHS 24
Pharmacy Adviso
for clinical
assessment

Speak to
Heaith Information
Advisor for health
information

They will give you
information on:

illnesses, conditions,

other NHS services,
support organisations
and the latest research.

The Advisor can provide
you with advice on self-care
to help you look after
yourself at home

We may refer you to
local out-of-hours services,
if clinically appropriate,
for face-to-face care, in
one of the following ways:

You may be advised to
speak to your community
pharmacist/chemist

You may be asked to
attend an emergency
dental care facility

You may be advised to
attend a local Accident &
Emergency Department

You may be advised to

contact your GP surgery

when itis open to make
an appointment

An ambulance may
be called for you

A visit to a Primary
Care Emergency
Centre may be
arranged for you

A Home Visit

may be arranged
for you
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If you have a general health
enquiry, NHS 24’s health
information advisors can help. We
can give you details of all
pharmacies, GP practices and
dental practices in Scotland.

We also have a wide range of
information about illnesses and
conditions, treatments, NHS
services and other support
services. We have details about
health campaigns and current
health issues and we can give you
) advice and information on how you
3 can look after your health.

SECTION 3 Esh{els WANT‘-GENERAL
HEALTH INFORMATION
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There are three ways you can get the
information you need.

e Visit our website at
www.nhs24.com (and download
the information you need).

* Send us an email with your
question (you can do this through
our website www.nhs24.com).

e Phone us on 0800 22 44 88 and
talk to a health information advisor
(Textphone users dial 18001 800 22
44 88) available from 8am — 10pm
every day.
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You can also use NHS 24’s website
to access our NHS Health Library
and our NHS Self-Help Guide — go to
www.nhs24.com

e The NHS Health Library provides
information about a wide range of
illnesses, conditions, tests and
treatments.

* The NHS Self-Help Guide will help
identify your symptoms. By
answering simple step by step
questions, you can work out the
best course of action.

* You can also find details of
pharmacies (including opening
times), GP practices and dental
practices in Scotland.
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Confidentiality

All your phone calls to NHS 24 are
private and confidential. We will
record them as part of your patient
record and we may use them for
training purposes.

When you phone us we will ask you
for your permission before we pass
any information about you to
another service.

SECTION 4 gV irANIRINZOIR1\VVAVE[O]\
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08454 24 24 24

Complaints, compliments
and comments

We want to know what you think
about our services. Please contact us
using the following details.

Patient and customer relations manager

NHS 24
Caledonia House
Cardonald Park
Glasgow

G51 4ED

Phone: 0141 337 4501

You can also send us an email through
our website at www.nhs24.com

If you’re not happy about the face-to-
face care you received from a GP or
nurse when your GP surgery was
closed, please contact your local NHS
Board and ask to speak to someone
about complaints.
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What if English isn’t my first
language?

We have a language line service
available for people whose first or
preferred language is not English.
Simply call NHS 24 on

08454 24 24 24 and state the
name of the language preferred.

Alternative formats

If you would like a copy of this
leaflet in another language or
format, such as large print or Braille,
please contact us on

0800 22 44 88. Textphone users dial
18001 0800 22 44 88.
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Dé mura h-e Beurla mo chiad
chanan?

Tha seirbheis Loidhne Canain
againn ann an 120 canan do
dhaoine aig nach eil Beurla mar
chiad chanan no mar an canan as
fhearr leotha a chleachdadh. Cuir
fios gu NHS 24 air 08454 24 24 24
agus innis de an canan a tha thu
ag iarraidh.

Ma tha thu ag iarraidh na bileig
seo ann an Gaidhlig, cuir fios gu
Loidhne Cuideachaidh NHS air
0800 22 44 88.
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We understand that you may be
anxious or upset when you call us.
To get you the help you need as
quickly as possible, it would be
helpful if you have some information
to hand. So, when you have a
minute, please:

1. Remove this card.
2. Fill it in, as appropriate.

3. Keep the card somewhere handy
such as next to your phone (so
that it’s there when you need it).

4. Remember to update the card if
any of the details change.

Tip: If you are on a lot of
medication, you might want to

keep a copy of your repeat
prescription form with this card.
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