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	Procedure title:


	Responding to Enquiries Received from a Medicines Helpline




Background

See SOP ‘Receiving Enquiries from a Medicines Helpline’. 

Objective/Aim of Procedure

To describe a standard method of contacting patients/carers with an answer to an enquiry from the Medicines Helpline. 

Risk Management Notes

Helpline staff must ensure they protect patient confidentiality. They must act professionally and use appropriate communication skills and language to ensure the enquirer fully understands the information given (e.g. avoid the use of medical jargon and abbreviations). 

Procedure

1. An MI pharmacist/technician or appropriately trained and supervised pre-registration/ rotational pharmacist should contact the enquirer.

2. All responses must be given with consideration for patient confidentiality and data protection.
3. SMS/text messaging may be used to inform enquirers when an answer is ready, but should not be used to convey any clinical or personal information.

4. It will not usually be necessary to respond by letter or to post written information. The decision whether to do so should be guided by professional judgement but it may occasionally be necessary or valuable. 

5. In some cases it may be helpful to offer to contact another healthcare professional (e.g. patient’s GP or hospital consultant). For example where a potential error has occurred, or complex advice has been conveyed, or where remedial medical attention is needed. Junior staff should consult with a senior pharmacist before offering to do this. It should not be done without the caller’s permission, and if they refuse, this refusal must be respected and documented in MiDatabank. If contacting a healthcare professional in writing it is recommended to copy the letter/email to the caller.
[Continued overleaf]
Responding By Phone

6. Introduce yourself. A suggested script is: “Hello my name is [your first name]. I am calling in response to your enquiry to the Medicines Helpline. Is now a convenient time for me to speak with you? Before I go on, please would you confirm your date of birth? [or the subject’s date of birth if it is a third party call]” However, some staff may prefer not to give their names.
7. Confirm the caller’s question and the essential background information already given.
8. When contacting a caller to clarify details or to seek further information use the same opening sentence, however substitute the last sentence with: “Could I please check what your question is and go over a few details before I give a full answer?” Also use this opportunity to agree a deadline with the enquirer. Document any extra or altered information (inc. potentially the rectified question) in the Input section of MiDatabank and date-stamp the entry.

9. Attempt to make contact with the enquirer on 3 separate occasions and document each one in the Notes section of the Answer page in MiDatabank. If you get through to an answerphone, do not use this to convey any information, but the following message may be left on the third attempt: “Hello this is a message for [enquirer’s name].  My name is [your first name]. I am a pharmacist calling in response to your enquiry. Please could you call me back on xxx xxxx xxxx weekdays before 5pm. Thank you”. Do not leave any information related to the nature of the call. The enquiry can be closed after 3 unsuccessful call attempts with relevant documentation. 

10. When answering the enquiry, always use “patient-friendly” language and check that the other person understands the information by using appropriate questions. Document any specific phrases that are used in the Answer page of MiDatabank

11. Document in MiDatabank how the answer was given to the patient and any explanations given. Try to record what was said. 

12. Document any further conversation with the caller or outcomes as relevant e.g. any additional questions and how they were answered; any additional advice offered; what the caller plans to do as a result of the advice or information received; whether they seemed satisfied with the advice or information; whether a referral was made – if so, to whom and how was the referral carried out.

13. End the call by summarising key points of the advice or information. Check that the enquirer is satisfied and ask whether they have any further questions about their hospital medicines (if they have questions about non-hospital medicines, use your professional judgement to decide whether to answer or refer). Encourage them to call again if they have any further concerns.

14. If the enquiry merits an incident report form, refer to local policies for this.

Responding By Email/Letter

[Ensure that this section complies with your local IT security policy]
15. Always use a generic Medicines Information email to respond to enquiries from the Medicines Helpline. This will avoid future enquiries or responses coming through to a personal email address and possibly not being picked up promptly. 
16. Ensure all written correspondence (including emails) is clear and professional. Address the enquirer in a formal way (e.g. “Dear Mr/Mrs/Ms [surname]” or “Dear Sir or Madam”) and end with “Yours sincerely” or “Yours faithfully” as appropriate. 

17. Begin all correspondence with the phrase: “Thank you for your enquiry to the Medicines Helpline about [brief summary of the enquiry]” If permission has not yet been sought to record personal details then follow this with the phrase: “This service is confidential and all information is recorded and stored in accordance with the Data Protection Act. Please advise us if you do not wish your details to be held on our records”.

18. Ensure the contents of the email/letter are written in a “patient-friendly” manner: avoid the use of medical terminology, jargon, or abbreviations.

19. If providing the enquirer with references or additional written information, ensure that doing so does not breach copyright law. 
20. End all correspondence with a suitable phrase that encourages the enquirer to contact the Medicines Helpline again, but only when appropriate e.g. “I hope this information is helpful. If you have any further enquiries about your medicines following your hospital visit please do not hesitate to contact the Medicines Helpline again”.
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