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Chairperson's Report 
Andrew Hertz, MD, FAAP  

The new Non-Face-to-Face (NF2F) CPT codes effective January, 2008 have generated 
considerable excitement in the pediatric community.  This was the culmination of several years of 
advocacy efforts by the SOTC, COCN, PPAAC, and several key medical societies.  With the passing 
of the gavel to a new Section Chair, now seems a logical time to reflect on the 8-year history of our 
Section, and discuss the logical next directions for our young and ambitious group. 

The Section was founded by a group of less than 50 pediatricians involved in pediatric nurse triage 
call centers in 1999.  Led by Steven Poole, MD, the original focus of the section was to create an 
educational forum on the use and quality of telephone triage and advice. The SOTC knew that every 
practicing pediatrician provided telephone care, but that it was often a source of frustration, expense, 
and potential medical liability.

Critical Success Factors were created to help pediatricians evaluate the quality of pediatric nurse 
triage call centers.  Educational programming was a central priority for the group; seminars and 
section programs were held annually at the NCE. Steve Poole, MD led a project to create a manual, 
Office Telephone Triage and Advice. This manual, along with the Pediatric Telephone Protocols by
Barton Schmitt, MD and distributed through the AAP, helped bring consistency to the telephone 
triage and advice process.  A series of risk management articles for telephone care appeared in 
Pediatricians and the Law in AAP News and a chapter detailing pediatric telephone triage and 
advice risk management appeared in the AAP medical liability manual. Meanwhile the Section 
encouraged and evaluated research on telephone triage outcomes, patient satisfaction, and effect 
on health care costs. Eventually the Section developed educational resources for telephone triage 
staff through its electronic newsletter, Telephone Lines.
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ADVANCES IN TELEPHONE CARE TECHNOLOGY

Advances in Nurse Triage Software 
One Screen Triage Process 

Every few years technological advances make a significant impact on the way we practice medicine.  This 
year, an innovative telephone triage software company has used new software technologies to update the 
nurse telephone triage process.   

Using “hover” technology the new company Triage Logic has created software that allows the nurse to 
perform the entire triage process on one computer screen.  No longer do nurses have to click through multiple 
screens to complete their telephone calls.  Intake information, demographics, assessment, triage and 
instruction are all done on the same screen!  Documentation is complete and limited to one page.   

A practicing pediatrician involved with nurse telephone triage developed this advanced technology.  Basically, 
the process is similar to other software.  However, when a nurse wants to view detail related to a guideline, 
assessment or advice, the mouse indicator simply “hovers” over the indicated area and the information pops 
up on the screen.  If the nurse chooses to “click” and utilize any of the hover information, it is printed on the 
triage document.  All guideline assessment and triage questions, and advice are viewed with this hover 
technology, but only the chosen information is transferred to the triage record.   

All medical content is written by Barton Schmitt, MD, the same author who wrote the telephone triage 
guidelines sold by the American Academy of Pediatrics. 

Nurse satisfaction and productivity are likely to increase with this advanced technology.  The screens are 
efficient, colorful, and contain many risk management tools not found in comparable products.  The company 
offers to customize the screens to meet a call center or practice’s individual needs.   

To learn more about this new technology contact Ravi Raheja, MD at 866-568-4239. Email: 
ravi.raheja@triagelogic.com or info@triagelogic.com

Dr. Hertz has no financial relationship with the products or vendors discussed.  This review does not constitute or imply 
an endorsement of this product or company by the Section on Telephone Care or the American Academy of Pediatrics. 

Andrew R. Hertz, MD, FAAP 

The St Louis Children’s Hospital After Hours Service, St. Louis, Missouri, will present a day long conference 
on May 7th, 2008 from 8:00 am to 4:00 pm focusing on telephone triage in the pediatric and family practice 
office setting. The conference will be held at Moulin, a conference center, at 2017 Chouteau Ave. 

Nurses, physicians and other health professionals who provide telephone triage are cordially invited to attend 
the third offering of this valuable, practical and informative conference. The keynote address, given by Joseph 
E. Simon, MD, will discuss “Keys to Practicing Safe Telephone Triage.” Other experts will discuss risks 
associated with taking short cuts around policy; overcoming barriers to culture differences; how fast paced 
lifestyles increase the challenges of telephone triage and discussion of  the clinical aspects of MRSA in the 
community. Their will also be an “Ask the Expert" clinical discussion at the end of the day. 

For questions about the conference: Please visit the Professionals section of our website at 
stlouischildrens.org. or call Children’s Direct at 800-678.HELP (4357). Cost for the conference is $95 per 
person. Ceu’s will be awarded. Registration deadline is April 29, 2008. 
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