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IN 2018,  APPROXIMATELY 8,000 ADULT MENTAL
HEALTH-RELATED CALLS TO TRIPLE ZERO (000) WERE
DIVERTED TO THE REFERRAL SERVICE FOR
SECONDARY TRIAGE WITH A MENTAL HEALTH NURSE

In 2018, approximately 8,000 adult mental
health-related calls to Triple Zero (000) were
diverted to the Referral Service for
secondary triage with a mental health nurse.
However, given the limitations of voice-only
triage, approximately 45% were still sent an
emergency ambulance and transported to
an emergency department (ED). Transport
to and time spent awaiting treatment in an
ED may cause additional patient distress
and is likely to result in significant delays to
face-to-face assessment by a specialist
mental health clinician. 

Given the above, Ambulance Victoria (AV)
have implemented an SMS-initiated
Telemental HEaLth (Tele-HELP) model
that is utilised by mental health nurses
operating in AV’s Referral Service. The
aim of the Tele-HELP model is to use
SMS-initiated video call to facilitate
access to face-to-face mental health care
for patients calling Triple Zero (000) and
reduce unnecessary emergency
ambulance attendances and/or transport
to ED. 
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RESULTS FROM AN INTERIM EVALUATION INDICATE
PATIENTS TRIAGED USING VIDEO WERE LESS
FREQUENTLY DISPATCHED AN EMERGENCY
AMBULANCE WHEN COMPARED TO TRADITIONAL
VOICE-ONLY TRIAGE 

As part of the Tele-HELP model, mental
health nurses continue to conduct specialist
triage as per normal procedures within AV’s
Referral Service. Eligible patients triaged by
a mental health nurse are offered the option
of video triage as an extension to voice-only
triage. Patients who consent to video triage
are sent a video link via SMS which enables
two-way live video streaming between the
mental health nurse and patient. Following
video triage, the mental health nurse refers
the patient to the most appropriate care.

Results from an interim evaluation
indicate patients triaged using video were
less frequently dispatched an emergency
ambulance when compared to traditional
voice-only triage (27% vs 38%). In addition,
for the patients who provided feedback in
a patient follow-up survey, 89% of
respondents were “very
satisfied/satisfied” with the overall service
received. 

The pilot completed on 30 May 2021 and
the results are being analysed. 


