
Name of Call Center:   

Night Nurse (Pediatric After-Hours Triage Service) 

Primary Contact:
 Name: Tami E. Regan, RN, CHT

Title: Director, Nursing Triage Services 
 Business Mail Address:  P.O. Box 5434 Wayland, MA 01778
 Call Center Address: 47 Franklin St. Framingham, MA  01702 
 Website Address: www.nightnursetriage.com

Phone: 508-650-0022
 Fax:  508-650-9781 /  508-879-2226 
 E-mail:  info@nightnursetriage.com tami@nightnursetriage.com

Is this after hours call center affiliated with a hospital?  
No (Non-Subsidized). Hospitals, Clinics, Practices, and individual pediatricians are 
Night Nurse subscribers. 

If yes, please list the name of the hospital: 
Reference list of our subscribing health care facilities available upon service 
inquiry request.
Is this after hours call center affiliated with a managed care plan?
No. (Non-Subsidized)

What services does your call center provide? 
 Pediatric triage and advice for physician offices:  
 Yes. Night Nurse also provides triage services for Hospitals, Medical 
 Centers, Practice Groups, Healthcare Clinics, College/University Health 
 Services and individual pediatricians. 
 Pediatric telephone triage and advice for the general public: 
 No. Service restricted to patients of Night Nurse Subscribers. 
  Adult triage and advice for physician offices:  
 No. Night Nurse is exclusively engaged in pediatric triage. RNs/NPs are all 
 experienced pediatric professionals.

 Adult triage and advice for the general public: No.
 Physician referral services: No.
 Outbound calls for hospitals: No.
 Appointment reminder calls: Yes.
 Telephone case management: No.



States in which the after hours service operates: 
Night Nurse triage service is presently available to health care providers in the 
following 25 states:  
AR, AZ, CO, CT, DE, ID, IA, KY, MA, MD, ME, MS, NE, NH, NM, NC, ND, NY, RI, SC, 
SD, TN, TX, UT, VA, and WI. 

In what year was the service started? 1999

Which triage guidelines and/or vendor protocols are used by telephone 
triage staff? Dr. Barton D. Schmitt Pediatric Telephone Protocols. 
Total number of clinical patient calls handled in 2008?
Over 84,000 patient related calls. 
Total number of pediatric clinical patient calls (age 0-17) handled in 
2008? Approximately 82,000.
Balance of calls from patients over 17 years of age continuing to be seen by their 
pediatrician.  
Number of physicians served in 2008? Over 700 pediatricians.
Number of medical practices served in 2008?
Over 80 hospitals, clinics, practices.   

Who answers clinical patient calls? 
 Medical Assistants: No.
 Licensed Practical Nurses: No.
 Registered Nurses: 
 Yes.  All clinical triage calls are answered by properly credentialed, 
 pediatric RNs, NPs and advanced practice PNPs. [Nurses must have 
 minimum five years pediatric clinical experience for employment 
 consideration]. 

 Physician Assistants: Yes.
 Resident Physicians:  No.
 Other: No. 

Describe training program for triage staff:
Training period is based upon individual telephone triage experience in addition 
to clinical experience. Standard is two weeks on-site observation [head set 
listening-in to triage calls] followed by period of monitored triage call 
encounters.  Evaluation and QA encounter report review by DON/ADON prior to 
schedule/coverage assignment. Nurses receive full rate compensation while in 
training to insure non-pressured orientation until satisfactory completion.     

Are telephone triage staff certified by the AAACN in telephone triage? 
No. Although some nurses are previously AAACN certified, all of our triage staff 
must complete Night Nurse training before triage assignment.  All nurses are 
required to hold current multi-state license & fulfill CEU requirements. Night 



Nurse pediatric professional staff average 15 years direct nursing care experience 
obtained at pediatric practices, Pediatric ER/NICU/PICU/PACU/Pediatric Units and 
School Nurse settings.

Who supervises telephone triage staff? 
 Nurses: Nursing shift supervisors, with periodic QA audit monitoring of 
 triage encounters, ADON/DON is available 24/7 for real-time triage 
 encounter reviews. Three Medical Directors are available on-call via DON 
 for consultation. 
 Nurse Practitioners: Same as RN’s 
 Physician Assistants: Same as RN’s 
 Physicians: N/A 
 None: N/A 

Is the after hours service accredited by URAC? 

No. We believe Night Nurse standards exceed URAC criteria for approval. Our 
internal policy and procedures include: selective hiring requirements, excellent 
call volume to staff ratios (compared to national call center standards), additional 
scheduling of on-call nurses for call volume surges, continuous triage 
performance monitoring, investment in operational systems designed to assure 
prompt call response times, nurses given ample time to empathetically provide 
safe, accurate triage care advice within protocol guidelines, result in our 
consistently high parent/caregiver and subscriber satisfaction ratings.  Adherence 
by Night Nurse to exceptionally high, self-imposed standards, supported with 
advanced system technology, produces good patient outcomes and affordable 
services.

Name of your Medical Director?  
We have three Medical Directors:
Peter D. Rappo, MD, FAAP  
Richard H. Ringel, MD, FAAP
Paul C. Schreiber, MD, FAAP 

Is the Medical Director board certified? Yes

If yes, in what specialty? Pediatrics, FAAP 

How do patients access triage and advice services at your call center? 
Answering service relays patient/caregiver calls to Night Nurse Call Center by 
facsimile which are immediately prioritized for urgency.  Advanced operational 
systems are attended by trained personnel who superintend incoming triage calls 
for dispatch to pre-assigned/scheduled triage nurses. Emergent calls are 



answered within 5 minutes, urgent calls within 10 minutes, all other non-urgent 
calls in less than 30 minutes on average.  Emergency procedures are in place to 
shield against blackouts or weather conditions. [Night Nurse never shut-down or 
temporarily discontinued service since 1999].

Describe your program quality assurance program: 
Regular evaluation of system generated Triage Encounter Report detail data, 
nursing performance review, monitoring response times, call volume to staff 
coverage ratios, in-service/mandatory CEU courses, protocol review and up-dates 
by Medical Directors, physician/subscriber interface, hiring only experienced 
pediatric professionals, continuous systems operational support, subscriber/staff 
medical community news/information alerts; seriousness of purpose and high 
level of individual dedication demonstrated by Night Nurse management, 
professional and administrative team.   

Date Information submitted: 1/2009



Name of Call Center:  Nurse Telephone Triage Service, LLC 
Primary Contact: RN owners 
 Name:  Helen M. Lapointe, RN, BSN   
                       Joann A. Somerville RN, BSN 
 Title: RN owners    
 Address: 134 Sky View Terrace, Holyoke, MA 01040 
 Phone: 1-413-265-6610 or 1-860-930-3725 
 Fax: 413-534-8300 
 E-mail: nursetriage@comcast.net 
          Website address: www.nursetriage.org 
 
Is this after hours call center affiliated with a hospital? NO 
If yes, please list the name of the hospital: NONE 
Is this after hours call center affiliated with a managed care plan? NO 
 
What services does your call center provide? 
 Pediatric triage and advice for physician offices: YES 
 Pediatric telephone triage and advice for the general public: NO 
 Adult triage and advice for physician offices: YES 
 Adult triage and advice for the general public: NO 
 Physician referral services: NO 
 Outbound calls for hospitals: Available 
 Appointment reminder calls: NO 
 Telephone case management: NO 
          Phone histories for insurance companies: YES 
 
States in which the after hours service operates: CT, MA, RI, VT  
 
In what year was the service started? JAN 2007 
Which triage guidelines and/or vendor protocols are used by telephone 
triage staff? Barton Schmitt, MD, David Thompson, MD and Julie 
Briggs, RN  
 
Total number of clinical patient calls handled in 2008? 37,000 
Number of physicians served in 2008? 600 
Number of medical practices served in 2008? 74 
 
Who answers clinical patient calls? 
 Medical Assistants: NO 
 Licensed Practical Nurses: NO 
 Registered Nurses: YES 
 Physician Assistants: NO 
 Resident Physicians: NO 
 Other:  



 
Describe training program for triage staff:  NURSES ON STAFF HAVE 
BETWEEN 13-17 YEARS EXPERIENCE IN TELEPHONE TRIAGE AS WELL 
AS EMERGENCY ROOM EXPERIENCE. Training is done by RN owners. 
Are telephone triage staff certified by the AAACN in telephone triage? 
YES, SOME ARE CERTIFIED, OTHERS ARE MEMBERS.  
Who supervises telephone triage staff? 
 Nurses: RN OWNERS AS ABOVE 
   
Is the after hours service accredited by URAC? NO 
Name of your Medical Director? DR. RUBY CHANG 
Is the Medical Director board certified? YES 
If yes, in what specialty? PEDIATRICS 
How do patients access triage and advice services at your call center? 
BY CALLING THEIR DOCTORS OFFICE AFTER HOURS 
Describe your program quality assurance program: QA AND HIPAA 
STRONGLY ADHERED TO. RN OWNERS MONITOR CALLS AND REPORTS 
DAILY. RN OWNERS COMPLETE ALL OF THE ORIENTATION TRAINING 
PROCESS.  
 
Date Information submitted: 1/2009 
 



Name of Call Center:   Rainbow Call Center
Primary Contact:  
 Name:  Andrew Hertz, MD  
 Title:   Medical Director 
 Address:  11000 Euclid Avenue, Cleveland, Ohio 44106 
 Phone:  216-844-7731 
 Fax:   216-844-3242 
 E-mail:  Andrew.hertz@uhhospitals.org 
Is this after hours call center affiliated with a hospital? Yes 
If yes, please list the name of the hospital:Rainbow Babies and 
Children’s Hospital 
Is this after hours call center affiliated with a managed care plan? No 
What services does your call center provide? 
 Pediatric triage and advice for physician offices:    Yes 
 Pediatric telephone triage and advice for the general public: Yes 
 Adult triage and advice for physician offices:      No 
 Adult triage and advice for the general public:      No 
 Physician referral services:         No 
 Outbound calls for hospitals:         Yes 
 Appointment reminder calls:         No 
 Telephone case management:        No 
States in which the after hours service operates: Oh, Pa, Va, NY, Ca, CT, 
Mass, NJ, WV 
In what year was the service started? 1995 
Which triage guidelines and/or vendor protocols are used by telephone 
triage staff? Barton Schmitt, MD and Triage Logic 
Total number of clinical patient calls handled in 2008? ~105,000 
Total number of pediatric clinical patient calls (age 0-17) handled in 
2008? ~105,000 
Number of physicians served in 2008? ~500 
Number of medical practices served in 2008? 70 practices 
 
Who answers clinical patient calls? 
 Medical Assistants:   No 
 Licensed Practical Nurses:  No 
 Registered Nurses:   Yes 
 Physician Assistants:   No 
 Resident Physicians:   No 
 Other:  
Describe training program for triage staff: 80 hours program with 
progressive independence and QA 
Are telephone triage staff certified by the AAACN in telephone triage? 
No 



Who supervises telephone triage staff? Advanced Clinical Nurses, 
Clinical Manager, and Medical Director 
 Nurses:     Yes 
 Nurse Practitioners:  
 Physician Assistants:  
 Physicians:    Yes 
 None:  
Is the after hours service accredited by URAC? No 
Name of your Medical Director? Andrew Hertz, MD 
Is the Medical Director board certified? Yes 
If yes, in what specialty? Pediatrics 
How do patients access triage and advice services at your call center? 
Either use our message service or fax from practice answering service 
Describe your program quality assurance program: Nurses reviewed 
periodically and sporadically by peer review, Advanced Clinical Nurses 
and Medical Director.  Annual review. 
 
Date Information submitted: 1/2009 
 


