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Patient Education Information Sheet

North Florida/South Georgia
Veterans Health System (NF/SGVHS) 
Nursing Service

Telecare Call Center

Gainesville/Lake City
Medical Advice/Appointments (no appointments made on holidays)

1-800-988-5641 Mon-Fri  8:00 am – 4:00 pm 
After Hours Medical Advice Line

1-877-741-3400[image: image4.jpg]


 
Weekends, Holidays, Nights and Evenings
4:00pm – 8:00am
In an emergency - call 911
Staff

The center has 5 nurses and 10 clerks. 

Our nurses are all RNs and have many years 

of experience, including:

· Telephone Nursing

· Emergency Room Nursing

· Medical Nursing

· Surgical Nursing

Our clerical staff is trained to:


· Screen calls
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Set up appointments
About Us
The Telephone Call Center began as Tel-Care. Tel-Care opened January 14, 1997. The Telephone Call Center can now schedule appointments for you.  The Center also offers medical advice to veterans and their families. The Call Center serves as “the connection between our Veterans and the Primary Care Providers in Gainesville”.
We Can…
· Give medical advice
· Help you decide if you need to come in and be seen by a provider
· ASK to have your prescriptions renewed
· Act as a bridge between you and your primary care doctor
· Help you and your family with concerns about your health

· Recommend “home remedies and cures”

· Look over your blood pressure and blood sugar results and report these to your doctor for follow-up
· Make, cancel, and reschedule your primary care appointments
We Cannot…

· Give lab or x-ray results (your doctor will notify you by phone or mail)

· Transfer calls (we are off-site)

· Set up specialty appointments (like cardiology, orthopedics, audiology). Your primary care doctor must set these up for you but we can ask the doctor to do this for you

. 

· Ask the doctor to call you back if you do not give us your social security number, name, and phone number 

· Connect you directly to a doctor or the nurse 

· Give you the phone extensions of a doctor or nurse

FAQ (Frequently Asked Questions)
Why should I call the Telephone Call Center?

The Call Center staff may be able to take care of your problems over the phone.  This may save you a trip to the medical center. Also, medicines, tests, and special procedures can be scary if you don’t understand them.  You can ask our skilled staff for more information.

 

How do I know my doctor will get my message?

The Call Center staff will tell your doctor about your call.  The staff will inform the doctor about what action has been taken to solve your problem.  Our staff will let your doctor know if we cannot resolve the problem.  To do this, we will send a ‘progress note’ to your doctor.  This appears as an ALERT in your medical record.

When can I expect a return call?

You should get a return call within 24-48 hours. Depending on your problem, a nurse may ask you to come to the medical center instead of waiting for a return call. This would be in your best interest. Your nurse will help you make this decision. 
It used to be hard to reach Tel-Care.  What is different?

We have increased our staffing to 15 people.  In the past, only 3 or 4 people were able to answer the phones.  We are now the NEW and IMPROVED Telephone Call Center.
Visit your NF/SGVHS Internet site at: http://www.northflorida.va.gov[image: image1.jpg]



Telecare Call Center





Typical workspace for Telephone Call Center staff
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