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1. Introduction and 
conclusion 

  

1.1. PURPOSE AND CONCLUSION 

1. Ths report s bout the medc emergency hepne 1813 (the hepne) set up by the 
Cpt Regon of Denmrk1). The hepne provdes the ctzens wth counseng on cute 
ness nd nury, rrnges house cs nd mkes referrs to tretment t emergency 
rooms nd emergency cncs n the regon.  
 
2. n the report Strengthenng emergency prepredness (the Emergency report) from 2007, 
the Dnsh Heth Authorty recommended tht cre t pubc hospts n Denmrk shoud 
be referr bsed, nd the fve regons n Denmrk hve therefore  mpemented tee-
phone-bsed referr systems. The purpose of the teephone-bsed referr system ws to 
provde the ctzens wth  quck nd consstent servce of hgh quty nd, t the sme 
tme, ensure effectve nd effcent mngement of resources. Referr-bsed ccess to 
cre ws so desgned to ensure tht the ctzens woud not contct emergency rooms 
or emergency cncs drecty, but ony upon referr from the hepne.  
 
3. The quty of counseng nd referrs provded by the Emergency hepne hve been 
crtczed nd so hve the ong wtng tme to get through on the hepne.  
 
 t s essent tht the counseng nd referr servces provded by the hepne re of  
certn quty nd tht the ctzens cn get through to the hepne wthout dffcut. Ths 
study ws ntted n October 2016 n order to crfy the deveopment n wtng tme nd 
quty.  
 
n 2016, the Dnsh Regons dd  revew of the referr system n the regons, t n over-
 eve, to determne whether n ctu exmnton needed to be crred out.  
 
4. The purpose of ths study s to ssess whether the hepne meets the performnce tr-
gets set for wtng tme nd quty. 
  

EMERGENCY ROOM 
A room or re t  hospt tht 

s used for tretment of peope 

who need mmedte medc 

cre. Ptents re ether referred 

or brought to emergency rooms 

for dgnoss nd cute tret-

ment by  tem of medc spe-

csts, rrespectve of whether 

tretment cn be provded n 

the emergency room or requres 

hospt dmttnce. Emergency 

rooms re stffed wth doctors, 

nurses nd other hethcre pro-

fessons.  
 
An emergency cnc provdes 

tretment to ptents wth ess 

severe cute nures.  

THE EMERGENCY 
REPORT 2007 
The report ws prepred by the 

Dnsh Heth Authorty wth 

ssstnce from experts nd re-

gons. The report concerned the 

orgnston of cute heth-

cre foowng the 50 per cent 

decrese n number of ptents 

n the emergency rooms t the 

hospts. The report ncuded 

24 recommendtons for mpe-

mentton n the cute heth-

cre sector wthn fve to ten 

yers.  
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CONCLUSION 
 

t s Rgsrevsonen’s ssessment tht the hepne hs not fuy met the trgets set for 
wtng tme nd quty. Rgsrevsonen fnds t postve tht the quty of the referr 
servces provded by the hepne re montored regury. 
 
Trgets for wtng tme 
The study shows tht the Cpt Regon of Denmrk hs set two servce trgets for the 
wtng tme: nnety per cent of  cs must be nswered wthn three mnutes, nd  
cs must be nswered wthn ten mnutes. The hepne dd not meet the servce trgets 
n the perod from 2014 to Mrch 2017. n the perod Februry to October 2016, the wt-
ng tme mproved nd 70 per cent of  cs were nswered wthn three mnutes gnst 
27 per cent n the precedng perod. n the sme perod, so performnce gnst the ten-
mnute trget set for  cs mproved: from 55 per cent to 96 per cent. However, from 
November 2016 to Mrch 2017, performnce gnst the wtng tme trgets dropped to 
43 per cent nd 78 per cent, respectvey. The hepne hs strugged to meet the trgets 
mny becuse the hepne hs suffered n verge shortge of 20 nurses n the perod 
2014 to 2016. A nurses who resgned n ths perod were ntervewed bout the reson 
for ther resgnton, but  systemtc nyss of the resons for the dffcutes of re-
tnng nd recrutng nurses ws not crred out unt 2016. 
 
Quty trget 
The study shows tht the deveopment n quty s montored through ntern nd exter-
n udts of ptent pthwys nd coecton of dt on compnts nd ptent sfety 
ncdents.  
 
n the perod 2014 to 2016, 1,960 out of 6,320 pnned udts were st outstndng, whch 
corresponds to pproxmtey 31 per cent. n prtcur, extern udts of ptent pth-
wys re ggng behnd wth ony pproxmtey 51 per cent of  pnned udts hvng 
been crred out. Acton pns for the mpementton of extern udts re not beng pre-
pred. Rgsrevsonen fnds tht the fct tht extern udts hve not been prortsed s 
 refecton of the regon’s ndequte focus on the whoe of ptent pthwys, from strt 
to fnsh.  
 
The study shows tht the hepne s st struggng to meet the quty trgets. An ver-
ge of the outcome of ntern udts n seected res n 2016, compred to the trgets, 
shows vrnces between two percentge ponts nd 21 percentge ponts. An verge 
of the outcome of extern udts n seected res n 2016 showed vrnces between 
two percentge ponts nd 15 percentge ponts. 
 
  

CLINICAL AUDIT 
Cnc udt s  method used 

for ssessng the quty of ser-

vces provded n the heth sec-

tor bsed on specfc ptent 

pthwys. Cnc udts re 

smpe bsed nd ncude n-

yss of dt, scrutny of quty 

of servces nd recommend-

tons to necessry mprove-

ments.  
 

ntern udts re focused on 

the referr servces provded 

by the hepne. 
 
Extern udts re focused on 

coherent ptent pthwys, .e. 

the ptents’ route from the c 

to the hepne to, for nstnce, 

the emergency room. 
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The study shows tht the number of compnts of nd reported ptent sfety ncdents 
dropped sgnfcnty n the perod 2014 to 2016. The number of reported ptent sfety 
ncdents s not necessry  refecton of the ctu number of ncdents tht hve oc-
curred, but ony n ndcton of the number of ncdents tht re reported. The purpose of 
reportng ptent sfety ncdents s to enbe ernng from the ncdents nd convert es-
sons erned nto mprovements of the quty of servces provded n the hethcre sector 
to the beneft of ptent sfety. The referr gude used by the hepne hs been dusted 
on sever occsons bsed on ptent sfety ncdents. The study shows tht the number 
of ptent sfety ncdents reported n the fve regons vry consderby. Ths my be n 
ndcton tht not  the regons hve fuy rezed the ernng potent. 
 
Recommendton 
The study shows tht the fve regons hve orgnsed ther teephone-bsed referr sys-
tems dfferenty. The trgets set for wtng tme vry consderby; the Cpt Regon hs 
set the most mbtous trgets, nd s the ony regon tht montors the quty of tee-
phone-bsed referr regury. 
 
Snce the ntroducton of the hepne, consderby fewer ptents contct the emergency 
rooms nd emergency cncs drecty; yet 20 per cent of the ptents tht go to the emer-
gency rooms or emergency cncs st do so wthout  referr from the hepne.  
 
t s Rgsrevsonen’s ssessment tht n exmnton of the regons’ referr systems nd 
counseng of cutey  nd nured ptents woud provde the Mnstry of Heth nd the 
Dnsh Regons wth vube nformton on the performnce of these tsks cross the 
regons. Lernng from such n exercse cn contrbute to ensurng the quty of servces 
whe tkng nto consderton effectve nd effcent mngement of referr resources. 
 

PATIENT SAFETY 
INCIDENTS 
Ptent sfety ncdents re 

unntended or unexpected n- 

cdents tht re not cused 

by the ptents’ dsese nd 

whch coud hve or dd ed 

to hrm for one or more p-

tents. Such ncdents my 

occur durng the professon 

tretment of ptents n the 

hethcre system. 

REFERRAL GUIDE 
A web-bsed gudene tht 

provdes nstructons to the 

nurses on referr of ptents.  


	1. Introduction and conclusion
	CONCLUSION

	1.1. purpose and conclusion

