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In this COVID-19 era, the
fear and anxiety related to
contagion have fewer people
visiting hospitals for the care
they need. In fact, nationwide,
80 percent of adults said they
are concerned about getting
COVID-19 from another
person in an emergency
room. And 29 percent
said they have delayed or
avoided medical treatment,
according to a recent survey
by the American College
of Emergency Physicians
and Morning Consult.
The combination of an
anxiety-inducing treatment
environment with a dramatic
spike in sick patients is a bad
combination for healthcare
providers. These providers
know all too well that the
postponed care and delayed
disease intervention create a
high-cost scenario across the
board, including harder-totreat cases and diminishing
health outcomes. How will
healthcare organizations
meet this challenge?
What will tomorrow’s
healthcare solution look like?
Increasingly, the nurse triage
hotline is looking like one way
to relieve the burden.
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Nurse triage, or nurse
advice, hotline support
provides clinically
appropriate care
with 24/7 telephonic
access to RNs, who
assess the caller’s
condition and direct them to
the most appropriate level of
care. More and more, nurse
advice lines have surfaced
as a creative way to address
community COVID-19
concerns. As an attractive
employment option for many of
today’s nurses, in many ways,
a nurse’s shift on a triage line
has the same “never a dull
moment” feel as on the hospital
floor. At the same time when
one nurse may be handling
COVID-19 screening, another
RN team member is taking
a call about chest pain—and
advising that patient to get
to the hospital for the care
they need. In cases of heart
attacks, strokes, or other
medical emergencies, fast and
medically appropriate treatment
can be the difference between
life and death. And nurse triage
can play an essential role in
redirecting patients to get the
emergent care they need, while
at the same time expanding

resources to address COVID19 screening and downstream
impacts.
Advantages of Nurse Triage
Call Support
Today’s nurse triage
outsourcing is an easy-toimplement solution that hospital
systems and healthcare
organizations can use to
direct patients to medically
appropriate care. This triage
can help maximize provider
capacity while easing burdens
on critical staff. The benefits of
nurse triage include:
• Expanded, flexible call
triage resources can
scale in accordance with
community health needs.
During the first month
of COVID-19, our HGS
Nurse Triage service saw
a 300 percent increase in
calls from one healthcare
organization alone—with
patient concerns ranging
from COVID-19 to many
other medical issues.
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share is not lost. With so
many individuals ignoring
symptoms and afraid to visit
providers, nurse triage can
serve as a tool to monitor
and remind patients the
importance of going to the
hospital when emergent
treatment is needed.

• Nurse triage support is
a front-line reputation
enhancer for a provider
as a reliable resource
for screening, guidance,
and care. Nurse triage
can reinforce a provider’s
connection to the
community so market
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• Nurse triage calls
comprise quality
clinically appropriate
care, aligned with the
latest digital technology,
such as bots, for cost
effective automation
when appropriate. HGS
Nurse Triage leverages
proven clinical algorithms
which match physicians

in triage quality and care
recommendations. For
example, our HGS nurse
triage has shown a 99
percent alignment between
our nurse-provided triage
guidance and independent
physician advice. Our
nurses average 13 years
of experience and are
all armed with these
algorithms.
Choosing the Right
Outsourcer
Today’s nurse triage
outsourcers are helping
healthcare organizations better
meet the challenges of valuebased care—even more so in
light of the coronavirus crisis.
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How can providers choose
among the options? The right
nurse triage hotline outsourcer
will provide support and
expertise in these five critical
areas:
• Patient engagement
expertise with 24x7
omnichannel, digital
tools that provide a hightouch patient experience.
Effective business
process outsourcer (BPO)
organizations can help
elevate the customer
experience to a level
comparable to other
industries through a focus
on service excellence,
smart processes and a
fresh perspective.
• Well-trained, cost-effective
resources. Nurse triage
hotlines are optimized
with RNs who are well
trained on how to support
callers with medical needs
from COVID-19 selfcare guidance and selfquarantine steps to urgent
care needs—supporting all
with direction to the most
appropriate levels of care.
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• Ability to provide rapid
expansion and scale—
including onshore resources
that meet all compliance
and state licensing
requirements, without
tapping into the job pool
of a provider’s immediate
community. With the right
toolset and innovation, BPO
partners have the ability
and the agility to scale with
the evolving needs of their
provider partner.
• Customization. Today’s
hotlines can be integrated
into a provider’s existing
call tree or dedicated
number. Think of a patient
who calls a provider only
to be confronted with
a myriad of questions,
outdated legacy options
and poorly automated
selection menus. The right
nurse triage line will provide
a frictionless journey, with
direct routing to navigate a
provider’s system changes
and adjustments, to ensure
that patient is retained and
receives the appropriate
care needed. The hotline

is optimized with end-toend integration—from
appointment scheduling
to telemedicine and even
transportation to providers.
The nurse triage hotline
should be designed to align
with, represent, and support
the provider’s reputation
and satisfaction metrics.
• Fast ramp. An efficient,
effective coronavirustrained hotline should
be standardized for
implementation with
minimal time requirements.
Addressing the continuum
of community health needs
is increasingly complex
for today’s providers. With
emergency department
volumes dropping and
disruptions in regular care,
there is cause for concern for
providers already stretched
thin on resources. In these
challenging times, front-line
nurse triage call support
enables providers and their
care teams to focus on critical
case requirements—keeping
them dedicated to their
essential core missions.
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