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Section I:
Company Experience & Qualifications

1. How many years has the parent and/or call center corporation been in business as a 
pediatric provider?
Consider this: Often length of time in business correlates to financial stability, a proven business 
model, and/or a high level of clinical performance. 

2. Describe the management infrastructure of the call center and the clinicians involved in 
management positions.  Attach Org Chart. 

3. 3. What is the physician involvement with the call center and are those physicians involved 
full-time employees of the call center? Please provide their credentials.
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Section II:
Physician Nurse Triage Software Documentation

1. Describe your triage/clinical software documentation system.

2. Does your software documentation system allow for individual practice customizations 
that impact the triage process?  If yes, please provide examples. 

3. Are you able to operate in a direct to nurse model as opposed on an outbound model? What 
is the work flow for this?

4. What is the work flow for your outbound model?  

5. If standing medication orders are used, is it an error free process that prevents the nurse 
from viewing and selecting standing orders that belong to other practices?
Consider this: Client-specific directives that are imbedded in the system prevent errors.  

6. Is there an RN dedicated to manage all calls that are waiting for a nurse call- back?
Consider this: A process of having a dedicated nurse monitor every call waiting for a nurse to call 
back in the queue, allows for nursing judgment to be applied to ensure that the appropriate level of 
callback time and acuity is assigned.

7. In the Outbound Model, what process is in place to ensure that calls, that have extended the 
desired wait time, receive attention?
Consider this: The software documentation system should have an automated alert system in place 
to flag any calls that extend the desired wait time in the queue. A color-coded alert system identifying 
various levels of time in the queue makes it possible to track calls at various stages prior to alert 
status.

8. Does your software documentation system support referrals and directions to facilities 
within the client network?  If yes, explain the type of information provided to the caller.
Consider this:  Detailed instructions better ensure patients receive timely care and increased 
satisfaction with the triage service.  Look for a system that supports street-by-street directions from 
the caller’s location.  
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9. Can the client determine the type of information captured during intake? How do you 
capture or deliver different information for different plans?

10. What are the operational hours of your call center?
Consider this: Partnering with a 24/7, 365 call center provides the client with service in case of 
emergency, such as unexpected closings, and service any time it is needed.

11. How do you accommodate holidays?

12. What guidelines are used at the call center?
Consider this: David Thompson, MD is considered the gold standard in Telephone Nurse Triage.

13. Describe your experience with behavioral health calls.

14. Describe your 911 process.
Consider this: To ensure patient safety, RNs at the call center should have the ability to call 911 on 
behalf of the caller with an automated five-minute follow-up system alert.  

15. Can the RN view call history from previous calls and identify any recent callers? If yes, 
describe the process required to obtain call history for each caller and how the RN is alerted 
of recent callers.
Consider this: To prevent error and enhance patient safety, the system should auto-display caller 
history and flag the RN if the caller is calling back within 72 hours.

16. Does your service support multiple languages and hearing-impaired support?”  If yes, 
explain how you provide this support.

17. Can you refer the patient back to the physician for triage based on diagnosis?
Consider this: Specialists often have customized practice standards for certain diagnosis, which need 
to be an integral component of the software documentation system.

18. How do you notify the provider on-call, if needed?  
Consider this: HIPAA-compliant; find a service that supports the method of communication preferred 
by the physician; phone numbers dialed with point-and-click to prevent errors.

19. Are there separate queues for calls that need a follow-up after triage and time alert? If yes, 
provide examples as to when these queues are used.
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20. Describe the experience and capability of interfacing with EMRs.

21. Can the system create and report outbound campaigns as needed for certain groups?
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Section III:
Operational Model & Service Availability

1. Can you provide a dedicated toll-free number for every practice?

2. How do you assign calls based on acuity in a call-back model?

3. Do you have the ability to prompt and refer non-urgent callers to other services or specialties 
within the client system/specialties?

4. What are your EMR interface capabilities?    

5. Do you schedule expected or planned downtimes?  If so, what is the frequency?

6. Please provide your disaster recovery plan.
Consider this: Look for redundant servers and system back-up.

7. Will you commit to a service uptime guarantee?

8. What is your abandonment rate?

9. Please provide a diagram of your workflow process. 
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Section IV:
Reporting

1. Will the Call Center provide client specific 
service level reports?  If yes, list the reports 
provided in the standard reporting set.

2. Can reporting and billing be drilled down to 
the physician level?

3. Can the Call Center report on the acuity of 
the chief complaint and the time in which a 
call was handled by an RN by acuity?

4. Is the Call Center able to customize reports 
to provide meaningful data?  If yes, what is 
the charge for custom reports? 

5. Can the client customize the type of 
information captured during triage?  

6. Can you create a frequent caller report?

7. Can you embed and report on facilities 
(referrals) within the network per practice?

8. Can you provide detail and summary 
reports for each practice? 

9. Do you have reports specific to measure QI?
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Section V:
Quality Improvement

1. Do you have a formal quality and process improvement program?  If yes, please provide 
program details.

2. Do you audio record all calls and maintain the recordings as well as the call documentation 
of the call for an extended period of time?  If yes, describe the process and length of time 
that audio recordings are maintained.  
Consider this: State requirements vary as to the length of time that call recordings are to be maintained.  
Ensure the call center can meet the length of time requirements for each state where client facilities 
are located.  

3. What is the policy of the call center and timeframe required to share any audio recordings 
and call documentation requested by the client?  
Consider this: Random audio recordings and call documentation should be available upon request 
for client review.   

4. What is your process for call auditing?
Consider this: The process should include random sampling and “statistical process control.”

5. Does the Call Center do random satisfaction surveys of caller experience?  If yes, describe 
the survey process and how this information is shared with the client.

6. If random satisfaction surveys are regularly conducted, list the satisfaction scores or the 
last 12 months. 

7. Does the Call Center have reporting in place to identify when RNs and non-clinical telephone 
representatives are not properly following protocols?

8. What kind of QI do you do on medication orders?
Consider this:  Telephonic orders should be sent for MD signature and monitored for appropriateness.

9. How do you support the quality initiatives of your provider clients?



10 SAMPLE REQUEST FOR PROPOSAL

ACCESSNURSE

10. What process is in place to ensure that patients are called back in an appropriate time 
frame that relates to the symptom? 
Consider this: Management of call back times based on symptom and outcomes; phone numbers 
dialed with point-and-click to prevent errors.

11. Do you conduct a regular clinical review with the client’s staff and providers?  If yes, describe 
the process/frequency.

12. Are there Adult and Pediatric Medical Directors on staff?

13. Is there physician involvement in the QI program?  If yes, explain the level of participation 
and frequency.

14. Can you demonstrate ongoing QI projects?
Consider this: URAC requirement. Projects should be changed periodically and based on pertinent 
criteria.
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Section VI:
Training & Staffing

1. How do you handle RN licensure to comply 
with state nursing practice acts regarding 
patient travel?
Consider this: Some states require telephone triage 
RNs to be licensed in whatever state the patient is 
calling from, which includes during instances where 
the patient is travel and call outside the patient’s 
home state.

2. Describe the training program and formal 
orientation program for RNs and non-clinical 
support staff.

3. What process is used to deem the staff 
competent?

4. Describe your recruiting processes and any 
challenges experienced in recruiting RNs.  

5. What experience and skills do you look for 
when hiring RNs?

6. Do your nurses go through an annual 
competency evaluation?  If yes, please 
describe.

7. What is the turnover rate for your nurse and 
call center support staff?

8. Describe the roles that RNs have within each 
department at the call center.  If RNs are not 
with each department, list each department 
that does not currently have an RN.  
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9. Does your staff training include competency certification?  If yes, please describe.

10. Describe the role of your pharmacist at the call center.
Consider this: Any call center providing medication orders for its clients should ensure pharmacy 
review.
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Section VII:
Privacy, Security & Disaster Recovery

1. How do you ensure the call center and remote staff are HIPAA compliant?
Consider this: Criteria for home set up; onsite monitors

2. Describe your disaster recovery plan.    

3. Can you provide a historical account of outages by type and length of outage?

4. Do you have a formal disaster recovery plan? If yes, please describe.

5. Do you schedule expected or planned downtimes?  If so, what is the frequency?
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Section VIII:
Technology & Integration

1. Do you have the ability to transmit call records 
in real time?
Consider this: Can they be transmitted into EMR?

2. Does the Call Center provide a secure portal 
for each client?

3. Does the Call Center have HL7 capabilities?  If 
yes, please describe your experience.  

4. What is your process to work with an existing 
answering service?

5. Can you interface electronically with an 
existing answering service?

6. Does your software have CTI?

7. Does your technology provide the ability to 
transmit the call record into an EMR and/
or transmit to one or more sites?  If yes, list 
any additional costs required to support this 
functionality. 

8. Do you own a telecomm system or do you use 
a telephony vendor?

9. Does your telephony system support skills-
based routing?
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Section IX:
Client Services

1. Does the Call Center have an on-going Customer Service program?  If yes, please describe.

2. Is there a dedicated account manager assigned to each client?  If yes, describe the functions 
of the account manager.

3. Please provide a client reference list consisting of a minimum of three clients.  
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Section X:
Pricing & Contract Requirements

1. Include all pricing options and all costs that include any:
a. Implementation fees
b. Costs for EMR integration
c. Language assistant costs
d. Additional costs for reporting
e. Clinical and non-clinical call fees

2. Attach a sample service agreement, listing the specific terms and conditions of your 
proposal. 

For further information about our pediatric triage program or other call center services, please email 
TeamHealth Medical Call Center's Business Development team at THMCC_Info@teamhealth.com or 
call us at (888) 203-1118.


