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Telephone Inquiries to the Ophthalmology Nursing Unit and Nursing
Interventions Through Telephone Consultations

Lee, Hyun Jung' . Park, Hyeoun-Ag?

'Staff Nurse, Ophthalmology Nursing Unit, Seoul National University Hospital, Seoul; 2Professor, College of Nursing, Seoul National
University, Seoul, Korea

Purpose: This study examines the patient problems and nursing interventions during telephone consultations by nurses in
an ophthalmology nursing unit. Methods: The data were collected during telephone consultations. A total of 13 nurses con-
sulted 170 patients between September 29 and November 30, 2008 at a tertiary teaching hospital. Problems were raised
by the patients and nursing interventions were provided to the patients by the nurses. The SPSS program was used to ana-
lyze the data. Results: There were 228 telephone inquiries by 170 patients. The problems were categorized into four groups
based on a literature review and validated by 14 nurses: physical symptoms, medications, administrative matters, and fol-
low-up care. Interventions provided by the nurses were categorized into six groups: instructing patients; providing infor-
mation; providing background knowledge; assuring the patients; referring to the patients to other ancillary departments;
and delivering doctor’s orders. Conclusions: Nurse interventions for a specific patient problem varied depending on the
nurse providing the consultation. The participating nurses expressed the need for a common protocol for telephone con-

sultations. Thus, it would be beneficial to develop a guideline for telephone consultations to minimize practice variations
among nurses.
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Table 1. General Characteristics of Subjects (N=228)

“;@harécteristic Category Frequency =~ %
Client Patient 152 66.7
Spouse 24 105
Children 37 16.2
Parents 15 6.6
Residency Seoul 140 61.4
Incheon & Gyeonggi-do 50 219
Gyeongsang-do 15 6.6
Chungcheong-do 12 52
Jeonla-do 5 22
Kangwon-do 4 18
Jeju-do 2 0.9
Gender Male 99 434
Female 129 56.6
Age Below 29 28 123
30-49 26 1.4
50-59 38 16.7
60-69 76 333
70-79 52 22.8
80-89 7 3.1
Over 90 1 0.4
Experience of None 24 10.5
hospitalization ~ Once 145 63.6
Twice 45 197
3times 8 35
4 times 3 1.3
5times 2 1.0
6 times 1 0.4
Ohthalmology Retinal disease 9% 421
related Cataract 71 31.1
diagnosis Glaucoma 12 53
Pterygium 10 44
Corneal disease 8 35

(keratitis, ulcer, opacity)

Keratoplasty 7 3.1
Nasolacrimal duct obstruction 7 341
Strabismus 5 22
Corneal laceration 4 18
Eyeball laceration 2 0.9
Plosis 2 0.9
Orbital wall fracture 1 0.4
Lacrimal ductile laceration 1 0.4
Epiblepharon 1 0.4
Ocular foreign body 1 0.4
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Figure 1. Number of days related to number of telephone inquiries
a day.
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Table 2. Frequency of Telephone Inquiries

(N=170)

1 130 765
2 30 17.6
3 6 35
4 1 0.6
5 2 12
6 1 06
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Table 3. Frequency of Telephone Inquiries by Time

(N=228)

1 3 13
2 0 0
3 0 0
4 0 0
5 0 0
6 1 0.4
7 7 3.1
8 7 3.1
9 16 7
10 18 79
11 20 8.8
12 9 4
13 15 6.6
14 19 8.3
15 14 6.1
6 16 7
17 26 114
18 13 57
19 11 48
20 13 57
21 11 48
22 7 3.1
23 2 0.9
24 0 0
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Table 4. Contents of Telephone Inquiries

e

EER

(N=255)

Jorain Contents Frequency %
Physical Hyperemia conjunctiva 20 208
symptoms Eye discomfort 14 148
Failing of eyesight 12 125
Eye pain 12 125
Headache 7 7.3
Narrowing visual field 6 63
Floater 5 52
Eye secretion 5 52
Double vision 3 31
Nausea 2 2.1
Dry eye 2 2.1
No better eyesight after surgery 2 21
Photophobia 2 21
Vomitting 1 1.0
Ocular bum 1 10
Anxiety 1 1.0
Constipation 1 10
Medications ~ Dosage 38 514
Period 6 216
Side effect 8 108
Medicine shortage 5 6.8
Preoperative, postoperative 4 54
antiplatelet & anticoagulant drug
administration
Change of medicines 3 4.1
Administrative  Scheduled appointment to visit 11 24.4
matters outpatient department
Operation schedule 10 222
Change of scheduled appointmenttc 7 156
visit outpatient department
Admission fees 5 111
Procedure to get a medical certificate 5 1.1
Medical examination at outpatient 3 6.7
department
Getting in contact with surgeon 2 4.4
Operation name 1 22
Process of laser treatment 1 22
Follow up Reconfirm, allowance
care of instructions after surgery 28 700
Positioning 4 100
Apply of gauze dressing 3 75
Therapeutic contact lens came out 3 75
A silicon tube exposed out of nostril 1 25
Control of blood sugar level 1 25
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Table 5. Contents of nursing interventions by intervention domain

(N=445)
Intervention domain Contents Freguency %
Instructing 168 378
Medication 74 16.6
Observe present symptom 29 6.5
To be examined in the nearby hospital 17 38
To be examined in the outpatient 16 36
department
To be examined in the emergency 16 36
department
Self care related symptom 13 29
To call hospital ward back later 3 07
Providing informations 131 294
Medication 49 1.0
Scheduled appointment to visit 33 7.4
outpatient department
Instructions after surgery 27 6.1
Day surgery 10 22
Procedure to get a medical certificate 5 11
Change of scheduied appointmentt 3 07
to visit outpatient departmen
Admission fees 2 04
Operation name 1 0.2
Process of laser treatment 1 0.2
Providing background knowledge 85 146
Medication 47 106
Information on disappearance of 13 29
hyperemia conjunctiva
Surgical suture of eye 5 1.1
Assuring 39 8.8
Reffering 26 58
Getting in contact with the 25 56
outpatient department
Getting in contact with the hospital 1 0.2
administration
Delivering doctor's order 16 3.6
After consulting a surgeon, 13 29

delivering doctor's order

After consulting a surgeon, delivering 2 04
doctor’s order to be examined in the
outpatient department

After consulting a surgeon, delivering 1 02
doctor's order to be examined in
the emergency department
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