NSC91-2314-B-038-032-
91 08 01 92 12 31

93 3 31



. M & % #f 2
FRRATFELE e/ EHTTHS ) v
[1gp ¢ 2R 472
RIPEFIRZFNE A RFFE CELLFH
HILE T % S T
FEgE Y BEAE ] ®eal %
33 %5 NSC 91— S _
HEFHRE E-2 E P P
PR IR E
L i A Pukde
TR SEAR D EBRN
TR P aFERTs MEgee  OxEs
A K ERA &R R 2 FE
ENC RO S Y o R
D{«M%&Hiépymﬁﬁ,—w
ngmgﬁw@*%ﬂﬁizﬁéﬁ—@
D@%A%F”&%ﬂszﬁ - i
LG IR AR LTI YR CRIAAEHNE A A RTFLVE
FIEFEETAEAE A BT OR A
(12 BB s pEpae |- 2o 27 2R 4
SR S FUlE R & o
v = E 2 = 2

g



PR

221 % 3B IE OB = Fho2r 2L
R4 @ WEPEE &Y~ RREREE e

FRGFIR 7 o g2 AEAIEOR A 0 R A rn g 0T G ILR PR RS

C AF S R RE H Y E,@WWJ%WP”uﬁf’g%P”mﬁmpi

1%?@—%%ﬁ§§ﬂu%?qwmaﬁmﬁmﬁﬂm£@m°

21T EL BT L2 R A gk w 2078 0 00 0F 5 I LR AR R dp il 2
TRAVSETIE BRI THERFHMAZ Y TR R LB EE R
FE#F, 31 (written protocol) & * 35 » 22 3R39 FF 34 {7 JL JRAZ 2. (5 5% o

P
B N ,,; s
CUWREDTHEET TR SN A s arF LR o

AR ARG s R Ry o Ik HREEF 2 ALK 2T
R IRAR o R EEIRAER L A -2 A p 0 ZI® B
THIELRDERLBR > LRI ERF G LERPFEIHA RN F R TH
fefkfo > FeORRAASL - B it st g
AL ﬁfﬁ‘*ﬂ—gi‘”—?ﬁﬁﬁw\%‘r e 3 E b‘ﬁl‘ | PRES B FRER
A SR * 2 & F'“;CT*F,,«@:\,U’ ? & RERE A Rk o T RT

éuﬁﬁﬂiﬁﬁﬁﬁﬁﬁwzzgﬁﬁﬁ‘iﬂ

BEMT o AR WEEAE Y 0 5 3 30 >(83.3%)3% s i E A "—‘L o KIEL (S
FOERAABEIAFTY 2 FaER ﬁMw«ﬁiiWSWKAﬁii)lfum
EF 5 67F 'LT}“‘:”,’ PR g 2 7 2072 B 2 & A FRF ~ ] SO S A g
PRGBS R S BER ] DHR A Rk s [ SRR rRl B S &
LR S LSOOI SR S EAER S BT S R s i s R TIEE S R S T

I
MR- af %22 B HF > DEEEFAL I F P 5 061% # ¢ g prdk ¢
?p;ﬁ£15*$ﬁ§j$ZUH%W@%QAJ%PAMfojﬁ % (14.8%)>
24 PEN G ffiz&ﬂmﬁm BT LU SR 0 3R KL R

‘{r@‘%“‘?$fm°*Pm~:aﬁﬁih Ry R TS I
AL MRS L RN RY 554 9 012018 4 -

ﬁﬁ’iﬁﬁi&%%ﬁﬁﬁﬁ@gﬁ{,&éﬁ;%@ﬁ%%%ﬂ
P o LV 3 ke A EDIRANE TR B E Mt L
LL‘FRZi‘Hb%"E%;?_‘Fm’ T iR 'U."l-q%‘,.,%.i fgi}u%Lj\

EEN



Keywor ds. Global budget, Emergency department, Tel ephone nursing.

With changing in health insurance payment system and the pressure on cost containment,
although the cost-effectiveness of telephone nursing consultation has implemented in many
countries for more than 30 years, few studies have been conducted in Taiwan. Therefore, the
purposes of this study were 1) to build a comprehensive telephone nursing (TN) consultation
program and to devel op a multidiscipline team at an emergency department (ED) of a medical
center in Taipei, 2) to analyze the tope five of consulting problems or symptoms regarding TN
used at ED, 3) to analyze and evaluate the utilization of written protocols and the quality of
documentation while TN used at ED, and 4) to compare the effectiveness of TN used at ED
before and after the implementation.

The design was descriptive. A new TN at ED was implemented at a 700-bed of medical
center in Taipei to improve the quality of care. The TN at ED was opened from Monday to
Sunday; 9 AM to 9 PM. The samples were those who had visited ED at study hospital, but if a
person with accident, life-treating situation, or having mental problem was excluded.

After data collection, all datawere analyzed using the statistical package of SPSS 10.0
for window. Data such as age, gender, symptoms after 72 hours, satisfaction scores, number
of ED or outpatient visits, and readmission rate within 21 days after called were analyzed
using number of cases, percent, mean, standard deviation, ratio, and rank. Finaly, differences
in satisfaction scores between before and after implementation of TN at ED were compared.

The results were as follows. More than 30 people (83.3%) thought the TN was very clear.
After screening, 9 nurses were (4 were obtaining college degree and 5 were receiving junior
college degree) chosen to be consultants for this study. The mean working experience was 6.7
years. The top 20 sign or symptoms were ranking from adult abdominal pain, child fever,
adult fever, laceration, dyspnea, chest pain, diazzes, child abdominal pain, adult nausea and
vomiting, child nausea and vomiting, abrasion, adult diarrhea, child diarrhea, headache, arm
and hand problems, head injury, palpitation, urinary difficulty, abdominal distension, mouth
problems. The utilization of TN was 0.61%, which islow. The advises from the TN
consultants were 21 calls (38.9%) for home management, 8 (14.8) calls for emergency visits
within 2-4 hours, and 25 (46.3%) calls for outpatient visits within 24 hours. For the
experiences of as TN consultants, they all thought the TN was convenient, useful, and can be
followed. The average consulting time was 6.1 minutes and the overall satisfaction was
increased about 0.12 to 0.18 points. .

Conclusively, the findings indicated that the TN was effective, not only can expand the
roles and functions of nurses, but also improve the service satisfaction at ED and reduce the
unnecessary emergency and outpatient visits. We hope the TN can be extended to all
departments at study hospital and to develop acall center to serve more patients in the future.
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