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1. Introduction and 
conclusion 

  

1.1. PURPOSE AND CONCLUSION 

1. Ths report s bout the medc emergency hepne 1813 (the hepne) set up by the 
Cpt Regon of Denmrk1). The hepne provdes the ctzens wth counseng on cute 
ness nd nury, rrnges house cs nd mkes referrs to tretment t emergency 
rooms nd emergency cncs n the regon.  
 
2. n the report Strengthenng emergency prepredness (the Emergency report) from 2007, 
the Dnsh Heth Authorty recommended tht cre t pubc hospts n Denmrk shoud 
be referr bsed, nd the fve regons n Denmrk hve therefore  mpemented tee-
phone-bsed referr systems. The purpose of the teephone-bsed referr system ws to 
provde the ctzens wth  quck nd consstent servce of hgh quty nd, t the sme 
tme, ensure effectve nd effcent mngement of resources. Referr-bsed ccess to 
cre ws so desgned to ensure tht the ctzens woud not contct emergency rooms 
or emergency cncs drecty, but ony upon referr from the hepne.  
 
3. The quty of counseng nd referrs provded by the Emergency hepne hve been 
crtczed nd so hve the ong wtng tme to get through on the hepne.  
 
 t s essent tht the counseng nd referr servces provded by the hepne re of  
certn quty nd tht the ctzens cn get through to the hepne wthout dffcut. Ths 
study ws ntted n October 2016 n order to crfy the deveopment n wtng tme nd 
quty.  
 
n 2016, the Dnsh Regons dd  revew of the referr system n the regons, t n over-
 eve, to determne whether n ctu exmnton needed to be crred out.  
 
4. The purpose of ths study s to ssess whether the hepne meets the performnce tr-
gets set for wtng tme nd quty. 
  

EMERGENCY ROOM 
A room or re t  hospt tht 

s used for tretment of peope 

who need mmedte medc 

cre. Ptents re ether referred 

or brought to emergency rooms 

for dgnoss nd cute tret-

ment by  tem of medc spe-

csts, rrespectve of whether 

tretment cn be provded n 

the emergency room or requres 

hospt dmttnce. Emergency 

rooms re stffed wth doctors, 

nurses nd other hethcre pro-

fessons.  
 
An emergency cnc provdes 

tretment to ptents wth ess 

severe cute nures.  

THE EMERGENCY 
REPORT 2007 
The report ws prepred by the 

Dnsh Heth Authorty wth 

ssstnce from experts nd re-

gons. The report concerned the 

orgnston of cute heth-

cre foowng the 50 per cent 

decrese n number of ptents 

n the emergency rooms t the 

hospts. The report ncuded 

24 recommendtons for mpe-

mentton n the cute heth-

cre sector wthn fve to ten 

yers.  
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CONCLUSION 
 

t s Rgsrevsonen’s ssessment tht the hepne hs not fuy met the trgets set for 
wtng tme nd quty. Rgsrevsonen fnds t postve tht the quty of the referr 
servces provded by the hepne re montored regury. 
 
Trgets for wtng tme 
The study shows tht the Cpt Regon of Denmrk hs set two servce trgets for the 
wtng tme: nnety per cent of  cs must be nswered wthn three mnutes, nd  
cs must be nswered wthn ten mnutes. The hepne dd not meet the servce trgets 
n the perod from 2014 to Mrch 2017. n the perod Februry to October 2016, the wt-
ng tme mproved nd 70 per cent of  cs were nswered wthn three mnutes gnst 
27 per cent n the precedng perod. n the sme perod, so performnce gnst the ten-
mnute trget set for  cs mproved: from 55 per cent to 96 per cent. However, from 
November 2016 to Mrch 2017, performnce gnst the wtng tme trgets dropped to 
43 per cent nd 78 per cent, respectvey. The hepne hs strugged to meet the trgets 
mny becuse the hepne hs suffered n verge shortge of 20 nurses n the perod 
2014 to 2016. A nurses who resgned n ths perod were ntervewed bout the reson 
for ther resgnton, but  systemtc nyss of the resons for the dffcutes of re-
tnng nd recrutng nurses ws not crred out unt 2016. 
 
Quty trget 
The study shows tht the deveopment n quty s montored through ntern nd exter-
n udts of ptent pthwys nd coecton of dt on compnts nd ptent sfety 
ncdents.  
 
n the perod 2014 to 2016, 1,960 out of 6,320 pnned udts were st outstndng, whch 
corresponds to pproxmtey 31 per cent. n prtcur, extern udts of ptent pth-
wys re ggng behnd wth ony pproxmtey 51 per cent of  pnned udts hvng 
been crred out. Acton pns for the mpementton of extern udts re not beng pre-
pred. Rgsrevsonen fnds tht the fct tht extern udts hve not been prortsed s 
 refecton of the regon’s ndequte focus on the whoe of ptent pthwys, from strt 
to fnsh.  
 
The study shows tht the hepne s st struggng to meet the quty trgets. An ver-
ge of the outcome of ntern udts n seected res n 2016, compred to the trgets, 
shows vrnces between two percentge ponts nd 21 percentge ponts. An verge 
of the outcome of extern udts n seected res n 2016 showed vrnces between 
two percentge ponts nd 15 percentge ponts. 
 
  

CLINICAL AUDIT 
Cnc udt s  method used 

for ssessng the quty of ser-

vces provded n the heth sec-

tor bsed on specfc ptent 

pthwys. Cnc udts re 

smpe bsed nd ncude n-

yss of dt, scrutny of quty 

of servces nd recommend-

tons to necessry mprove-

ments.  
 

ntern udts re focused on 

the referr servces provded 

by the hepne. 
 
Extern udts re focused on 

coherent ptent pthwys, .e. 

the ptents’ route from the c 

to the hepne to, for nstnce, 

the emergency room. 
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The study shows tht the number of compnts of nd reported ptent sfety ncdents 
dropped sgnfcnty n the perod 2014 to 2016. The number of reported ptent sfety 
ncdents s not necessry  refecton of the ctu number of ncdents tht hve oc-
curred, but ony n ndcton of the number of ncdents tht re reported. The purpose of 
reportng ptent sfety ncdents s to enbe ernng from the ncdents nd convert es-
sons erned nto mprovements of the quty of servces provded n the hethcre sector 
to the beneft of ptent sfety. The referr gude used by the hepne hs been dusted 
on sever occsons bsed on ptent sfety ncdents. The study shows tht the number 
of ptent sfety ncdents reported n the fve regons vry consderby. Ths my be n 
ndcton tht not  the regons hve fuy rezed the ernng potent. 
 
Recommendton 
The study shows tht the fve regons hve orgnsed ther teephone-bsed referr sys-
tems dfferenty. The trgets set for wtng tme vry consderby; the Cpt Regon hs 
set the most mbtous trgets, nd s the ony regon tht montors the quty of tee-
phone-bsed referr regury. 
 
Snce the ntroducton of the hepne, consderby fewer ptents contct the emergency 
rooms nd emergency cncs drecty; yet 20 per cent of the ptents tht go to the emer-
gency rooms or emergency cncs st do so wthout  referr from the hepne.  
 
t s Rgsrevsonen’s ssessment tht n exmnton of the regons’ referr systems nd 
counseng of cutey  nd nured ptents woud provde the Mnstry of Heth nd the 
Dnsh Regons wth vube nformton on the performnce of these tsks cross the 
regons. Lernng from such n exercse cn contrbute to ensurng the quty of servces 
whe tkng nto consderton effectve nd effcent mngement of referr resources. 
 

PATIENT SAFETY 
INCIDENTS 
Ptent sfety ncdents re 

unntended or unexpected n- 

cdents tht re not cused 

by the ptents’ dsese nd 

whch coud hve or dd ed 

to hrm for one or more p-

tents. Such ncdents my 

occur durng the professon 

tretment of ptents n the 

hethcre system. 

REFERRAL GUIDE 
A web-bsed gudene tht 

provdes nstructons to the 

nurses on referr of ptents.  
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