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How Do We Know It's Working?
-

Agent performance is maturing. Agent

Background What is Performance Monitoring?

_ . Doesn’t stop at counting the number of calls.
During the peak of the 2009 H1IN1 pandemic, call volume to CDC-INFO exceeded the o —— serhrmEnee B Messwed ushE &
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monthly average IE)y §OA, peaking at 126,740 calls during Oc.tgber 2009. This Performance monitoring guides CDC-INFO operations using " ———F scorecard applied to a random sample of
experience could indicate that state and local health authorities, and the general feedback on contact volume and topic, contact quality, T TS calls. The chart to the left shows that
public, expect fast, complete, and accurate information from CDC-INFO, as the CDC’s consumer satisfaction, and the lasting effects of the service | o | | | agent performance reached high levels

face to the public” during an infectious disease outbreak. on knowledge, attitude, and behavior. This means that each i S towards the end of FY 2009, in spite of a
Audiences record number of HIN1 calls.
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To meet these expectations, CDC-INFO integrated a built-in feedback system. Since »is completely understood by the agent Cren_Conmolah i £WT vt st Sustained  consumer  satisfaction.

*Value to Public

2005, Evaluation, Management, and Training Associates has managed this national »receives an answer using CDC-approved sources that are T A . Consumer satisfaction typically hovers
evaluation, best characterized as a comprehensive, multi-phase system of quality found quickly and easily around the best practice benchmark of
assurance, performance monitoring and outcome evaluation. The evaluation is »is treated with the highest degree of professionalism and 75% of consumers “very satisfied” with
based on CDC'’s evaluation framework. To provide a full range of decisions for courtesy — CDC-INFO.

continuous quality improvement, the data collection and analyses capture contact SRR R e R

volume and topic, contact quality, consumer characteristics, consumer satisfaction,

as well as knowledge, attitude, and behavior change.
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Highlights
»Launched in 2005 »Handles more than 1.6M telephone
» CDC-INFO employs 94 staff at its inquiries answered since 2005
National Contact Center »Responds to over 140,000 e-mails ‘
» Delivers health information answered since 2005
24/7/365 » Fulfills an average 7,811 publication orders
»Serves consumers, healthcare monthly
providers and professionals
»English and Spanish service
»Handles inquiries by telephone, e-
mail, fax, and mail

= Health Information {n = 1,760) = Community Referral (n = 470) = Publication (n= B4) = Multiple Needs (n = 372)



http://us.fotolia.com/id/2748704/partner/54083

