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Abstract: On 24" of February 2020, the Ministry of Health in Romania announced the
operationalization of the Green Line, known as Telverde, within the National Institute of Public
Health, in order to provide citizens with information related to the prevention of Sars-Cov-2 infection.
The number of registered calls increased considerably at the time of the declaration of the pandemic,

the beginning and the cessation of the state of emergency and during the issuance of military
ordinances. Different key periods were studied and compared so that we could determine if the major
administrative and legislative events have influenced the number of registered calls. Our findings
sustained the supposition that the major events that took place during this period have indeed
influenced the number of telephone calls made to TelVerde helpline.

INTRODUCTION

After the first confirmed case of coronavirus in
Romania, the authorities put into operation a free telephone line,
telverde, aimed to inform citizens about the infection with the
Sars-cov-2 virus.(1,2)

The program began to operate within the National
Institute of Public Health (NIPH) with employees of the
institution as phone operators. In a short time, due to the high
demand, the Green Line (TelVerde) project increased the
number of telephone stations, thus needing more operators,
including resident doctors and personnel from the Ministry of
Defense.(1)

In addition to the fact that TelVVerde has proven to be
the most effective platform for informing citizens about the new
coronavirus, it has also become an environment conducive to the
development of the professional skills of the medical staff
involved.(1,2)

Both the number of calls made to the TelVerde
helpline and the type of questions asked varied from one day to
another.

The citizens, calling either from Romania of from
abroad, often wanted to find out new information on the status
of countries at epidemiological risk for travel purposes, isolation
or quarantine measures that were to be taken for people who
were to enter the country, as well as basic information about the
new virus, symptoms infection prevention methods.(1,2)

The aim of this six-month analysis is to identify
whether the number of registered TelVerde calls was influenced
by major administrative events dating from the 26" of February
2020 (first reported case) to the end of the State of Emergency,
the beginning of the State of Alert and until the 29™ of August
2020.

MATERIALS AND METHODS

To comprehend the impact, we studied the main
sources of information such as the official daily newsletters
issued by the Ministry of Health (MH), the public data reports
from the Ministry of Internal Affairs (MIA) as well as the press
release statements of the Strategic Communication Group from
within MIA and other national databases in order to acquire the
essential data.

First, we identified and then we analysed several
parameters as followed:

a. The number of Covid-19 Green Line calls that were made
before, during the enforcement and after the cessation of the
State of Emergency.(3,4)

b. The number of calls that were made after the World Health
Organization (WHO) declared the Covid-19 pandemic.(3,4)

c. The number of calls made on the day of the announcement of
each military ordinance and after the provisions came into force.
d. The comparison between a two-month period consisting of
the State of Emergency between the 16" of March till the 15" of
May and another two-months period from the State of Alert
from the 16" of May till the 15™ of July.(3,4)

e. The number of calls made after the cessation of the State of
Emergency and the beginning of the State of Alert followed by
Government decision issues.(3,4)

For the analysis of the number of calls that were made
before, during and after the State of Emergency, we summed up
all the calls from each period and calculated the respective
percentages. Then we compared the three obtained values,
pointing out the effect of the enforcement of the state of
emergency over the number of calls.

After that we studied the period between the
implementation of TelVerde up until the enforcement of the
State of Emergency, underlining the effect of WHO declaring
the Covid-19 pandemic had on the number of calls that were
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registered in that brief period of time.(5)

The overall evolution was taken into consideration in
order to point out the trend line of the TelVerde calls during the
whole studied period, from the 28" of February till the 29" of
August.

The next parameter analysis consisted in evaluating
the effects of the military ordinances on the number of calls
from the days of issuance and the days following their entry into
force, during the whole period of the State of Emergency
between the 16th of March and the 15" of May 2020.(2)

The last parameter was chosen to show the effect of
the Government Decisions over the number of calls made in that
period, between the 16™ of May till the 29™ of August, during
the State of Alert.(4,9)

*ﬂﬂ_

ur analysis over this six-month period, from the 26"
of February to the 29" of August, has revealed that the
enforcement of the State of Emergency increased the number of
phone calls to the TelVerde line by 44%, thus reaching a value
of 56% (191.081 calls) in comparison with the number of calls
from the Pre-State of Emergency period which represented 12%
(41.129 calls). Its cessation also influenced the number of
TelVerde calls, reducing the number of calls by 24% and
reaching a value of 32% (111.776 calls).(3,4)

Furthermore, before the World Health Organization
declared the pandemic, the mean number of calls was around
1450 calls per day, whereas after the pandemic was declared, the
mean number of calls per day spiked at 6268 (figure no.
2).(3,4,5)

Figure no. 1. The mean number of TelVerde calls before and
after the World Health Organization declared the Covid-19
pandemic
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Each military ordinance (MO) came with a set of strict
provisions and restrictions and the most impactful were the first
MO, that announced the lockdown, restrictions regarding public
and private events, hospitality industry activity, public and cargo
transports and flights (green) and the third MO (purple) that
brought changes regarding the restrictions of circulation of
citizens in public space that required an affidavit which was
previously stated in the second MO (yellow).(6,7,8,9)

The number of calls registered on the days of
announcement was always higher than the previous days, except
for the case of MO 1 (5517 calls) that came right after the
pandemic declaration period (5616 calls on the 15" of
March).(2,3,6)

An increase of phone calls was also observed in the
following days right after the provisions of each ordinance came
into force (figure no. 3). The number of calls registered after the
enforcement MO 1, were 6187 calls on the 17" and 7885 on the
18" of March. After the MO 3 enforcement on the 24" of March
(8171 TelVerde calls), there were two days of spiking values of

9359 calls on the 25" and 10024 calls on the 26'".(3,4,6,8,9)

Figure no. 2. The spiking of TelVerde calls on the days of
MO announcements and following the enforcement of their
provisions
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The rest of the military ordinances continued to
influence the number of TelVerde calls as followed in table no.
1.(3,4)

Table no. 1. Number of TelVerde calls made on the days of
Announcement of Military Ordinances no. 4 to 12 and of
Empowerment of their provisions

Military No. of calls on No. of calls on
Ordinance No. Announcement Empoverement day
4 4118 3912
5 3912 6393
6 3912 6393
7 4164 3300
8 2109 2183
9 1917 1982
10 1197 2282
11 815 1905
12 1794 1932

By comparing the two periods, one from the State of
Emergency and one from the State of alert, both consisting of a
two-month interval we discovered that the number of calls that
were registered during the 16" of March and the 15" of May
interval was considerably higher than the number registered to
the second period between the 16" of May and the 15™ of June
(figure no. 3).(3,4)

Figure no. 3. Comparison between the number of registered
calls in State of Emergency and State of Alert two-month
intervals
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As previously discovered, during the State of Alert,
the number of registered TelVerde calls followed a downward
trajectory, with two exceptions that generated spikes in the
registered phone calls.

The first one was right at the beginning, on the 15"
and 16" of May, when the Government Decisions no. 24 and
394 (GD 24 and GD394) were announced and later enforced.
These decisions brought various changes such as modifications
to the affidavit and education access, citizen circulation outside
the residential area or the reopening of dental offices and
outpatient clinics for non-urgent cases.(9)

The second spike, and the most impressive, was
caused by the Government Decision 476/2020 on the 16" and
17" of June. This was the one that announced the reopening of
certain hospitality industry sectors and fitness and spa treatment
centres, kindergartens and afterschool programmes, changes to
private event planning restrictions and the organization of exams
in the educational sector.(9)

Figure no. 4. Registered TelVerde calls during the State of
alert, descending trend and Government Decision related
peaks
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DISCUSSIONS

Our analysis revealed that the major legislative and
administrative events that occurred during this period had
indeed influenced the number of calls that the citizens of
Romania have made to TelVerde helpline. Even though the
State of Alert came with its own set of changes, those were
relaxation measures that led to less incoming calls.

Moreover, the study indicates that 68% of the calls
(232.210) were received from the beginning of the pandemic
until the end of the State of Emergency and only 32% (111.776)
for the rest of the study period.(3,4)

CONCLUSIONS

The provisions and restrictions that came with the
Military Ordinances have generated a series of questions
spanning from the medical aspects of the pandemic, to the
legislation alterations that were changing frequently.

It was most obvious that people felt the need to access
this source of information at a greater level during the State of
Emergency period since that was the time when the legislative
and administrative modifications had the most impacting
consequences on their everyday lives.
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