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Our innovative model of FHS with direct 
access to a Geriatrician showed a safe 
and efficient model to support frailer 
older patients in the community with 
appropriate signposting to Frailty Virtual 
Wards and other community services 
as an alternative to acute hospital 
emergency admission and treating the 
patient in the right place.

Frailty Hotline has:  

	5 secondary care consultant geriatricians
	Accessed by phone
	7 days service 
	9am - 10pm weekdays and  
9am - 10pm weekends

	1:5 rota

Unified online portal ‘Netcalls’ was used to directly 
call consultants. Documentation was completed 
on a dedicated Frailty Consultant Hotline Tab 
on SystmOne, visible to all care providers. Data-
collection was automated via Netcall and SystmOne 
from March 2023 until January 2024.

Frailty Hotline Service (FHS) was set up initially in 
January 2021 to provide 24/7 advice and guidance 
to care home medical staff within mid and south 
Essex as a part of the covid response. 

This was expanded to support GPs, Urgent 
Community Response Team (UCRT), community 
hospitals, hospices and later established as 
Community Frailty Hotline Service (FHS) with an 
aim for hospital avoidance and providing support to 
frailer older patients in their own places of residence. 

A Frailty Virtual Ward (FVW) was established to 
complement FHS within mid and south Essex.

Background & Aims

Conclusion & 
Recommendations

Methods

From March 23 to January 24

	 Average number of calls: 487 per month
	 2098 advices given. 1511 referrals by UCRT 
(72%) followed by GPs: 193 (9.19%) 

	 Hospital admission avoided in 7 days and 30 
days where the advice given in 83% and 74% 
cases, respectively 

	 Total bed days saved was 13,920.  
Cost saving over £6 million

	Frailty score completed in 2982 cases
	Virtual ward referral complete in 853 cases 
(41%)
	Feedback from FVW and UCRT: 95% found  
FHS was useful

Summary of Results

Frailty Hotline with  
5 geriatricians on call 
7 days a week 9am - 
10pm giving advice and 
guidance to primary care.

The total number of calls 
per month increased by 55%

Saved nearly  

£500,000 per month

Saved  

13,920 bed days

Helped admission 
avoidance by 80%

Outcomes (March 23 - Jan 24)
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