
 
 
            
 
 
 
 
 
 
 
 

RED- SOS to duty AMBER- Duty List 
GREEN- Minor Ailment 

Nurse 

PINK  SYMPTOMS - 
Pharmacy 

Non Urgent/Non Medical 
Queries 
 

 
Severe Chest pain, esp if 
sweating, faint, pins & needles 
Breathing difficulty/short of 
breath – unable to finish 
sentence/not normal for patient 
Collapse/unconsciousness 
Tongue swelling,  ? Allergy 
Facial/limb weakness/slurred 
speech 
Extensive burns 
Fitting/seizure – first fit/or> 
than 5mins 
Spinal/head injury – 
blackouts/vomiting/limb 
weakness 
Heavy bleeding 
In labour/ruptured membranes 
Poisoning/overdose 
Injured limb with possible 
fracture 

 
Chest pain >24 hrs 
Unwell infant/elderly with fever, 
vomiting, diarrhoea or pain >24hrs 
Breathing problem (cough, 
asthma, COPD) 
Worsening blood sugars - diabetes 
Unable to pass urine/UTI 
Eye injury/visual disturbance 
Severe pain 
Pregnancy/bleeding, pain or 
reduced fetal movements 
Patient/carer with extreme 
concern 
Psychological distress 
Post-operative problems 
Animal bites 
Severe rash 
Acute abdominal pain 
Shingles 

 
Unwell infant/elderly with 
fever, vomiting, diarrhoea or 
pain <24hrs 
Rash 
Vomiting & diarrhoea>24hrs 
Sore throat > 3 days 
Flu like symptoms 
Adult with fever but otherwise 
well 
Eye/ear pain or problem 
Non-acute abdominal pain 
Breast lump 
Minor burns/scalds 
Cold sores 
Conjunctivitis 
Chickenpox 
Positive chlamydia 
 

UTI-to bring a sample  

< 3 DAYS 
 

Flu like symptoms 
Cold  
Cough  
Sore throat  
Red eye (no pain) 
Ear ache (adults only) 
Morning After Pill (within 
72hours UPSI) 

 
Unlimited duration 
Hay fever 
Constipation 
Insect bites and stings 
Threadworm 
Head lice 
Thrush 

 
 

 
Reception 
Private letters 
Medical Reports 
Medicals 
 
Sick notes- Task 
 
Simple medication queries 
(prescription clerk) 
 
Admin 
Housing queries 
Benefit advice 
Lifestyle Coaching 
Low mood (no previous intervention) 
 

 

SEE ON CALL GP TO DISCUSS 
 

 DUTY TELECON 
 

Offer appointment with ANP or 
Minor ailments nurse if available, 
or put on duty if the cannot wait 

til next appointment 

Offer for the patient to get 
advice from local Pharmacy 
or routine appt with minor 
ailments nurse 

Consider.. 
First Contact Plus 
SPA 
Lets Talk 
Local Area Co-ordinator 

If patient feels need to be seen sooner ask - it is an urgent 
problem that needs to be assessed today/urgently? 

NO / Don’t Know 

The next available appoint is… shall I book that? 

YES 

NO 
 

How long have you had your 
symptoms? 
Do you feel this is an urgent problem 
that has to be dealt with today?  
    
  
 

Select a category 

Good Morning, thank you for waiting, Can I take some details please?    Name/DOB. May I take a brief description of what the problem is? (Look at Traffic light chart for further 
advice ) 
 

Offer Routine Tel con or Routine appointment 

Yes 



 
 
 
Straight to Urgent Care/AE/999 

 Infant with breathing difficulty 

 Severe burns 

 Abuse/assault 

 Suspected fracture 

 Severe eye injury/problem 
 

Health Visitor (children under 5 years) 

 Constipation 

 Ear ache Feeding problems 

 Head lice 

 Nappy rash 
 

ANP led duty Screen 

 Any patients calling with urinary symptoms please ask them to bring in a urine sample for testing by PN/HCA prior to telephone consulation. 
Add patient to the duty list, and tell them they will get called back with results.  HCA’s/Nurses to dip urines and report findings to ANP 

 No routine medicine requests, pass to prescription clerk 

 Test result requests unless marked urgent should be on routine GP tel con  

 Requests for referral to specialist/secondary care should be on a routine GP tel con or appointment 

 Prescribing requirements whilst patient in surgery, ie INR or antiobitics, discuss with duty ANP and add patient to duty list or routine tel con if 
available in time 

 Continuation of fit note requests to be sent as a task to GP 

 On the day test requests (ie blood tests/ECGs) to be booked by duty into an appropriate nurse/HCA slot 
 

NB. This is a guide only, if you are unsure, ask your team lead 
 

Routine pre booked telephone consultations- Pt will be told general time of call (1 hour window) if duty team calls the pt outside of this time, please 
call back at arranged appointment time and do not class the consultation as a failed encounter. 
 
SOS- If reception unsure whether pt needs to call an ambulance; they will place the call on hold and see duty team immediately. 
 


