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COVID-19 Hotlines Provide Links to Services 

April 9, 2020    |   By Laura Lee 

The University of Maryland, Baltimore (UMB) and the University of Maryland 

Medical Center (UMMC) recently launched three hotlines designed to 
connect people with COVID-19 concerns to critical information. 

Each hotline targets a specific audience in order to efficiently address concerns. 

· COVID-19 Exposure Concern Hotline – UMMC employees, physicians, staff; UMB 
essential on-campus employees; FPI faculty and staff; and students with exposure or 
other COVID-19 issues should call 1-800-701-9863. 

· COVID-19 Symptoms Hotline – UMMC employees, physicians, staff; UMB essential 
on-campus employees; and FPI faculty and staff experiencing symptoms consistent 
with COVID-19 should call 410-328-2793. 

· COVID-19 Community Questions – The Nurse Call Line, established by the University of 
Maryland Medical System, is a free phone service that is available 24 hours a day/7 
days a week to answer questions from the community about coronavirus (COVID-19). 
This hotline is for the public, a potential patient, or anyone who has a question about 
coronavirus. For more information about this service, the public can visit: 
www.umms.org/coronavirus/nurse-call-line. The hotline number is 1-888-713-0711. 

Marianne Cloeren, MD, MPH, associate professor, Occupational and Environmental 
Medicine, University of Maryland School of Medicine, says the idea for the hotlines began 
materializing in January as different segments of the campus community recognized the 
need for a centralized COVID-19 response. The hotlines were divided into three 
categories; campus exposure; campus symptoms; and community questions. Cloeren 
works mainly with the campus exposure hotline. 

“Employees are worried,” she says. “They don't know where to go, what to do, whether 
they can get testing, whether they should come to work.” The employee exposure 
hotline was a response to this need. It’s staffed around the clock by operators who 
provide scripted guidance, but also turn the information over to experienced nurse case 
managers who contact the caller to provide additional guidance. That guidance might 
include contact tracing, alerting co-workers to possible exposure, and verifying test 
results. If no exposure is determined, case managers can clear an employee to return to 
work. Cases are managed in a secure web-based information system that abides by 
stringent federal privacy laws and HIPAA regulations. 

Cloeren draws a distinction between the campus exposure hotline and the campus 
symptoms hotline, which are both managed by UMMC and open to UMB and UMMC 
employees and students. The symptoms hotline is, “geared toward people that have 
symptoms that may be COVID-19 and may need testing. It's not meant for people that 
have already received a COVID-19 test or who don't have symptoms and have 
exposure.” She refers those callers to the campus exposure hotline. 
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Anne Williams, DNP, RN, director, Community Health Improvement, University of 
Maryland Medical System, said the community Nurse Call Line, which went live March 
17, has been receiving over 100 calls a day. The hotline serves central Maryland and 
receives calls from Baltimore City as well as inquiries from Baltimore, Harford, Prince 
George’s and Anne Arundel Counties; as well as the Eastern Shore. The line is staffed 
24 hours a day by registered nurses who can answer questions related to exposure, 
symptoms, and other COVID-19 related issues. 

“We really hope that people get their questions answered and hopefully get some 
reassurance,” says Williams. “It's a really uncertain time…and with all the information 
out there, it can get confusing.” She noted the Nurse Call Line is not intended to provide 
test information, but urged the community to call if, “you're having a symptom like a 
cough, or fever or congestion, any kind of flu-like symptoms, that's when we want the 
public to call this line so they can talk to a nurse and find out if their symptoms warrant” 
additional help such as calling their primary care physician or 911 if necessary. 

Williams, a nurse herself, encouraged the public to call with questions and expressed 
gratitude for the health care workers managing the influx of worried and sick patients. “I 
feel for everybody on the front lines,” she says. “We really are just so thankful and so 
grateful for all the work that they do.” 

 


