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	SOP Objectives
	To ensure the Emergency Department waiting room remains a safe environment for patients and staff. 

	Scope
	

	Performance Measures
	

	Related Documents
	“Unwell patient at reception pathway” 
Trust visiting guidelines


	Work Instruction –Dignity Wardrobe 


	No.
	Action
	Responsibility

	1
	As patients book in at reception, to be asked to take a seat in the waiting room. Exclusions for waiting room: suspected COVID or patients who cause concern. Reception to follow “unwell patient at reception pathway”. 
	Reception staff 

	2
	Patients to be transferred to other areas (minors, cubicle, resus) following assessment if needed. If no space in suitable area available, this is to be escalated as per “Overcrowding SOP” by NIC and acted upon.
	Triage nurse
Nurse in charge 

	3
	HCA to be allocated to the waiting room. They are there to and repeat observations  in line with the trust NEWS policy and pain scores of patients escalate any issues to triage nurse. If triage nurse is unavailable, then escalate to NIC.
Further analgesia to be administered by suitable staff member as needed and deteriorating patients to be escalated.  In essence the purpose of the HCA allocated to the waiting room is to ensure the safety in the waiting room and to be a pair of eyes to escalate concerns.
	HCA
Triage nurse

Nurse in charge

	4
	Patients to be unaccompanied unless they meet visiting exclusion criteria. See up to date trust policy for current visiting guidelines. 
	All staff 

	5
	If waiting room becomes busy and social distancing cannot be maintained, NIC to escalate as per overcrowding protocol – offer enhanced PPE to Patients such as visors and ensure masks are worn unless viable exemption. 
	Nurse in charge

	6
	All patient concerns voiced to reception to be escalated to NIC. 

If any incidents occur in waiting room, staff to alert security as well as NIC and datix to be completed.

	Reception staff
Nurse in charge

	7.
	If long waits are expected offer apologies and refreshments unless patient is unable to eat or drink.
	HCA / Housekeeper


