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Introduction
Telephone in a health care institution is intended to provide patients and physicians with convenience and efficient means of communication. Both the staff and callers are caught up in the morass of calls. Calls go unanswered even in working hours, callers get busy signals, calls go on hold, and receptionist gets to hurry up on some callers to answer another call which leaves some questions unresolved properly.
Steps should be taken to identify specific problems in this practice's telephone system
The first step in solving a probe is identifying the problem. There should be a record of what a customer was calling about by recording a call. This will tell if the client was satisfied and the receptionist addressed the customer appropriately. After a call with every customer, the receptionist should inquire from the customer what they would like to be improved. Also, make a note of similar issues reported by similar customers. After making a summary of the problem, one ought to make a call to that particular customer to clarify the problem. This helps to make a solution efficiently.
Recommendations should be made for a more effective and efficient system
After identifying the problem, it is easy to get solutions to the highlighted problem. First, a telephone traffic study is important. The receptionist should design a worksheet which has a space of one hour period throughout the working hours. Then, through a different worksheet of the calls made, make a note of every customer that called during the working hours and focus on those patient's needs.

The second recommendation would increase phone availability in the health center. Every room or rather any health practitioner should have a telephone in this center. This will reduce many calls going on hold or going unanswered. Also, all staffs should channel all their calls appropriately. The telephone system should be designed in a way the clients can reach out to the specific person directly instead of having to wait in line. For instance, there should be a billing office line, nurse line, pharmacy line, appointment line and practice manager line.
The telephone system should be designed to minimize call on hold. Most significant callers wish to speak to a physician directly, but due to their busy schedules, they have no time especially during the day to answer phone calls. The caller is then kept on hold for a long time until the line is tied up. Instead, whenever a caller asks to talk to the physician, the receptionist should inform the patient that the physician is busy. This avoids unnecessary lengthy waiting, and it is best effective if combined with a designated call back plan.
Last but not least, the telephone should be designed to hold scheduled call back times. On the other hand, the physician should schedule a fixed time in the busy schedule to return to most of these calls. Setting a schedules call back times may not allow quick access to the physician but it is much effective and efficient than having to wait in line for a nurse or a physician to be free especially during working hours. The above recommendations will reduce the frustrations from the patients. As a result, the reputation of the institution will no longer be tarnished in the community. 
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