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In high-performing emergency departments, all nurses and physicians participate in 
making calls daily to create awareness about the strengths and opportunities that exist 
in the department. Department support staff, including greeters, volunteers, 
access/registration staff, etc., can also make discharge phone calls. When using non-
licensed staff, it is critical to provide adequate training, use a standardized question 
template like the one below, and ensure there is a clear process for them to follow if the 
patient needs to be referred to a nurse or physician for follow-up.  
 

 


