Borton’s Reflective account
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Working as a part of team, always can be miscommunication. As a Dental Nurse I have duty of care for my patients and support to the chair side to my clinicians. Reception have a duty of identification of the patients and follow the policy for all medical forms to be completed and signed prior the patient's been called into surgery. 
What? 
In this case reception didn’t followed any off the above and assumed the next person who walked in is the next patient in our diary, checked in the patient in our software and asked the patient to have a sit in the waiting room.
So, what? 
While patient was accommodated in the dental chair and dental examination began recording dental chart, I’ve realised that based on previous records that was not our patient. I asked the clinician to have a look at the computer screen to inform her about the situation. We asked to confirm date of birth and address and we discovered that patient is not registered in our system and never been seen by our dentists. Actually, he walked in to register and book an emergency appointment but, our receptionist didn’t asked his name or reason for today visit and asked him to take a sit.
Now, What?
At this stage clearly was no communication at reception area and miscommunication between the teams. Also, a language barrier as well interfere here as the patient barely could speak or understand English. We registered the patient within the practice and allocate the next available emergency appointment. It was a lesson for all of us and effective communication is very important, identifying patients prior to be called for treatment and do not repeat the mistake in the future. Reception team undertake reception training and now all patients are identified, and personal details checked with all patients when arriving at the desk.
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