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Changes between versions 1 and 2 
 
Telephone numbers have been updated (see appendix 1) 
UK Oncology Nursing Society (UKONS) Oncology/Haematology 24 Hour Triage 
Protocol added (see appendix 2) 
 
 
 
 
   



 

ENDORSED BY THE GOVERNANCE COMMITTEE 
S:\Cancer Network\Guidelines\Guidelines And Pathways By Speciality\Chemotherapy\Currently Under Review\24 Hour 

Telephone Advice Service - Version 2.0.Doc 
Page 2 of 6 

  

1 Scope of the guideline 
 
This guidance has been produced to set out the minimum specification for the 24 
hour telephone advice service for patients undergoing chemotherapy across the Pan 
Birmingham Cancer Network. 
 
 
2 Guideline background 
 
2.1 Chemotherapy for the Pan Birmingham Cancer Network is provided at six 

separate hospitals.  Treatment with chemotherapy can result in toxic side 
effects, some of which may be life threatening.  It is essential that these side 
effects are diagnosed and managed quickly by appropriately trained staff.  For 
this reason all patients receiving chemotherapy across the Pan Birmingham 
Cancer Network should be given a 24 hour telephone number to use if they 
experience severe side effects from chemotherapy – or have symptoms 
suggestive of neutropenia sepsis.  This number will depend on the Trust at 
which their treatment has taken place. 

 
2.2 The Manual of Cancer Services (2004) recognises this by stating that the 

Clinical Chemotherapy Service should agree the minimum service 
specification within the network chemotherapy group and should specify in 
particular: 
 

o the contact number(s) they will use. 

o the specified staff they will provide and for which parts of the 24-hour rota.  

o their locally applicable policy for instructions to patients and carers. 

o the level of training or professional qualifications necessary for those staff 
on the rota 

 
 

Guideline statements 
 

3 All patients 
 
3.1 All chemotherapy services within the Pan Birmingham Cancer Network use 

the UK Oncology Nursing Society (UKONS) Oncology/Haematology 24 Hour 
Triage Protocol (see appendix 2). 

3.2 Chemotherapy patients should have access to 24 hour support and advice.   
3.3 It is the responsibility of the chemotherapy nurse to provide each 

chemotherapy patient/carer with: 
a. Information about what signs and symptoms to look out for / report 
b. the 24-hour contact number for advice should those signs occur   

3.4 This information should be written and provided on their first contact with the 
chemotherapy nurse. 

3.5 See appendix one for details of the 24hour service providers across the 
Network.   

3.6 At all times patients will be able to speak to medical / nursing staff that are 
skilled and knowledgeable in the management of patients receiving 
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chemotherapy and will be able to refer / liaise with senior oncology practitioner 
as necessary and appropriate. 

 
4 Training 

All staff on the rota should be familiar with and have access to neutropenia 
policies will be kept in accident & emergency departments/medical 
assessment units and/or individual Trust intranet sites.  

 
5 Documentation  
 
5.1 All calls taken should be documented and recorded in individual patient 

records or individual Trust telephone recording log sheet. 
 
5.2 The following information should be recorded as a minimum: 

a. Patient details 
b. Staff member details 
c. Patient contact number 
d. Reason for call  
e. Advice given 
f. Follow up action  

 
 
Monitoring of the Guideline 
 
Adherence to the Network guidelines may from time to time be formally monitored. 
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Appendix 1 
24 Hour advice telephone numbers in current use 

 
Pan Birmingham Cancer Network Policy for Instructions to Patients and Carers 
 

University Hospital Birmingham NHS Trust 

 Monday – Friday 9.00 - 5.00 Out of Hours 

Oncology / 
Haematology 
single point of 
contact  
 

07789651543 07789651543 

 

Heart of England NHS Trust 

 Monday – Friday 9.00 - 3.00 Out of Hours 

Dr Thompson’s 
patients  
 
 
Dr Geh /Dr 
Fernando/Dr Zarkar 
patients 
 
 
Haematology 
Patients 
 
 

Ward 19 Chemotherapy Day 
Unit, Heartlands Hospital - 0121 
424 3481 
 
Ward 19 Chemotherapy Day 
Unit, Heartlands Hospital - 0121 
424 3481 
 
 
Ward 19 (Haematology Ward) 
Birmingham Heartlands Hospital 
- 0121 424 0219  
 

Ward 19 (Oncology Ward) 
Birmingham Heartlands 
Hospital- 0121 424 2219 
 
University Hospital 
Birmingham - 0121 627 
2000  on-call Oncology 
Registrar after 5pm 
 
 
 

 

Good Hope Hospital 

 Monday – Friday 9.00 - 3.00 Out of Hours 

Oncology Patients 
and Haematology 
patients  

0121 378 6024 Telephone triage number 
0121 424 2000 bleep 2877 

 

 

  



Walsall Manor Hospital 

 Monday – Friday 9.00 - 5.00 Out of Hours 

Oncology Patients 
  
 

Direct lines: 01922 656540  
 

University Hospital 
Birmingham 0121 627 
2000 ask for Registrar on 
call for oncology 
 

Haematology 
Patients 

Direct line: 01922 
656540 

Ward 15 
01922 721172 ext 6709 
On call Haematologist 
contacted if advice 
required 

Community 
Oncology Patients 

Direct Line; 01922 604633 
Nicola Robottom 07825780953 
Jo-Ann Beech 07825780943 
Rose Faulkner 07826917828 

University Hospital 
Birmingham 0121 627 
2000 ask for Registrar on 
call for oncology 
 

 

City Hospital 

 Monday – Friday 9.00 - 5.00 Out of Hours 

Oncology Patients Birmingham Treatment Centre 
Oncology 0121 507 5130 

University Hospital 
Birmingham 0121 627 
2000 ask for Registrar on 
call for oncology 

Haematology 
Patients 

 Walkden Unit Day Room  
0121 607 3533 or directly  

Walkden Unit / Newton 5  
0121 607 3314 

 

Sandwell Hospital 

 Monday – Friday 9.00 - 5.00 Out of Hours 

Oncology Patients  07976499140 (24 hour nurse 
access) 

07976499140 (24 hour 
nurse access) 

Haematology 
Patients  

07976499140 (24 hour nurse 
access) 

07976499140 (24 hour 
nurse access) 
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Appendix 4.    Triage Log Sheet 

 
 

 
 
 



[Helpline evaluation. October 2010.Philippa Jones UKONS/Greater Midlands Cancer Network] Page 39 
 

Appendix 5.       Triage Assessment Tool 
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