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Evaluation of Multnomah County Aging & Disability Services 
Information & Assistance Services: 2008
- Survey History & Purpose -
As part of Aging & Disability Services’ commitment to customer satisfaction, innovation and quality improvements to our programs, we conduct a biannual survey on our Information & Assistance (I&A) services. ADS contracts with Portland State University’s Institute on Aging to administer and analyze a survey identifying best practices and recommendations for I&A improvements. 
The survey is designed for three user groups: those who access the Central ADS Helpline during business hours, those who call neighborhood-based District Center Helplines, and those who utilize the Helpline after business hours. Calls made to the Helpline after business hours are managed by a contract provider, ProtoCall, and assistance is provided from contracted consultants when needed. Surveys are collected from each user group.
Our 2008 survey is the sixth evaluation since 1997. The telephone survey was developed in 2004 by the Administration on Aging for its Performance Outcomes Measures Project. The survey has been the same since with minor additions made inquiring about Web site activity. An online survey was developed in 2006 for a portion of the after-hours clients.  The 2008 survey included 138 respondents who completed a telephone survey regarding their experience calling the Helpline & the District Centers and 45 respondents who completed either a telephone or an online survey regarding their use of the After Hours service. The total sample size was 183.
► When comparing the District Center and Helpline sample, we see that the sample is representative of overall ADS client demographics. (After hours survey sample is not included because the majority of those surveyed were community partners and not        ADS clients.)
· The sample included more women (70%) than men (30%). 
· Of those who reported their age, 44.1% were 65 or older. 
· 19.7% respondents were a racial or ethnic minority and 80.3% were Caucasian.  
- Summary of Findings -
Helpline & District Centers Summary
· Calls made were predominately done on one’s own behalf. In both 2006 & 2008, the call was made for “self” most frequently.  In 2008, there was an increase in the percentage of friends and relatives calling. 
· Service & information requests remain high: The top reasons a caller contacted the Helpline or District Centers during business hours in both 2006 & 2008 were to obtain information about services and to get information. However, less people called to obtain services in 2008 than in 2006 and more people called to receive information. 
· Calls were answered in less than 5 rings. 84% of callers in 2008 reported that their calls were answered in less than five rings (compared to 90% in 2006).
· Calls are being answered by a person the majority of the time. Of those who could remember, 75% of respondents said their call was answered by a person rather than voice mail (as compared to 94% of the time in 2006).

· Callers agreed that the operator explained things even more clearly in 2008 than in 2006. A significant increase in the average rating of the operator’s ability to carefully explain information was noted.

· I&A could be improved by continuing to expand operator’s knowledge base. The most frequent recommendation on how to improve I&A services was to have more knowledgeable persons answer the phone. I&A services could also be improved by returning calls in a timely manner.
After Hours Service Summary
· Emergency responders were the most frequent caller in 2008. The second most frequent caller was those calling on behalf of themselves (20%). Previously, the call was most frequently from a relative or friend, followed by hospital personnel.   
· Reporting abuse or neglect remained the most frequently cited reason for the after hours call in 2008 as it was in 2006. Referring a client was also a common reason for calling.

· More calls were answered in 1 to 2 rings in 2008 as compared to 2006. And 87% of all after hours calls were answered in less than 5 rings this year.
· After hours callers were greeted by an operator. Of those who could remember, 80% of respondents said their call was answered by a person rather than voice mail (as compared to 100% in 2006).

· Callers felt treated with respect. In both 2006 & 2008, 97% of callers responded “Yes, Definitely” or “Yes, I think so” when asked if they felt the person(s) listening to their call treated them with respect.
· After hours callers would like more services available when they call.  When asked how they would improve services, over half of the responses were to have more services available after hours (multiple responses were possible).
- Combined Data for Helpline & District Centers -
Below is a comparison of the survey results between 2006 and 2008. Data includes information on who placed the call, the nature of the call, the frequency of callers, percentage of referrals, and callers’ internet use.  Percentages are based on the total survey sample for Helpline and District Center callers.
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On Whose Behalf Call Was Made

Own behalf75%65%

Relative or friend13%20%

Client or patient11%11%

Other, or self & other1%5%

Reason for Call

Obtain services63%38%

Get information25%35%

Refer a client1%9%

Financial Questions/Concerns4%4%

Follow-up on a prior call1%2%

Insurance Questions/Concerns4%7%

Complaint-2%

Family Caregiver Program-1%

Other (open-ended)1%1%

Helpline & District Center Data: Basis for Call


Notes: Totals may not equal 100% due to rounding.

Source: Portland State University Institute on Aging: Evaluation of Multnomah County Aging & Disability Services: Information and Assistance Services 2008.

REPEAT CALLERS:
► 27% of Helpline callers had used the I&A service before, while 41% of District Centers callers had called before. Of the combined repeat callers, the majority had called once or twice prior. 
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- Combined Data for Helpline & District Centers Continued -

REFERRED CALLS:
 ► The spike in outside referrals may be attributed to how clients identify agencies as external or internal.
Three-quarters of callers said they were referred to another agency in 2008. Many calls in the last year were requests for food stamps, unemployment assistance and energy assistance. In particular, there was an increase in the number of newly unemployed callers who were referred to external agencies. Another reason for the significant increase in outside referrals from 2006 may be how the clients perceive which offices are within the agency and which are not. While many of the referrals I&A staff made were in the ADS system (such as ADS Branch Offices), callers may think they are being sent to an outside agency.  
In 2004, 68% of callers said they were referred to another agency. Again, the dramatic changes from survey to survey may illustrate economic downturns or the changing perceptions more than the changing referral patterns.
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Referral Process

To another agency38%74%

To office within this agency62%26%

Helpline & District Center: Referred Callers


INTERNET USE:
►  The Internet is used by 57% of Helpline and District Center clients.
· About half (51%) of callers said they have regular access to the Internet and 57% say they use it.

· Of the Internet users, 80% said they use it to search for information about services and resources.

· Network of Care had been visited by 27% of the Internet users.
- Helpline & District Center Satisfaction Levels -
► Combined callers from the central ADS Helpline and District Centers in 2008 rated their satisfaction as "excellent," "very good,"  or “good” 88% of the time.

Callers' rated their satisfaction with the services provided as stable and positive between 2006 & 2008. District Center callers rated "operator explained things clearly" significantly higher in 2008.
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Person listened carefully to client

% of those who responded "yes" to "Overall, did the person you spoke with 

listen carefully to what you wanted?"

1

98%94%

Person understood client

% of those who responded "yes" to "Overall, did the person understan what 

you wanted?"99%93%

Person explained information well

% of those who said yes to "Did they explain in a way that you could 

understand?"98%95%

Information received was information sought

% of those who said yes to "Did you receive the information or advice from 

X that you were looking for?"89%79%

Clients who would recommend I&A service

% of those who said "yes" to "Would you recommend this service to a friend 

or colleague who nees the kind of information and assistance you did?"95%92%

Information received helpful in resolving issue

% of those who said "yes" to "Do you expect the information or advice you 

received from X will be helpful in resolving the issue you called?"89%82%

Client's overall satisfaction with call handling

Percentage of resondents answering "good," "very good," or "excellent' to 

"Overall, how would you rate the way your call was handled? 96%88%

Note: Respondents who said "yes" either gave the answer "Yes, I think so" or "Yes, definitely"

Helpline & District Center Satisfaction Data


Source: Portland State University Institute on Aging: Evaluation of Multnomah County Aging & Disability Services: Information and Assistance Services 2008.

- AFTER HOURS DATA - 
►   Emergency responders called the after hours line the most in 2008. One-fifth of all after hours calls were made on behalf of the caller.
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Person Placing the Call

Self5%20%

Relative or friend29%16%

Hospital Personnel23%9%

Emergency Responder14%24%

Long term Care Personnel5%7%

Social Service Personnel5%9%

Other 19%16%

Reason for Call

Report abuse or neglect27%33%

Get information23%9%

Refer a client20%14%

Obtain services13%9%

Complaint-7%

Financial questions7%-

Talk to someone/emotional support7%7%

Insurance concern-2%

Public Guardian matter3%7%

Follow-up call-2%

Other (open-ended)0%9%

After-Hours Survey Data


Notes: Totals may not equal 100% due to rounding.
Source: Portland State University Institute on Aging: Evaluation of Multnomah County Aging & Disability Services Information and Assistance Services 2008.

CONTRACTED CONSULTANTS:
►   All (100%) of those who worked with a contracted consultant responded they either "strongly agree" or "agree" that the consultant worked with all parties involved, maintained a calm presence, and presented a confident manner.

· Half (50%) of callers rated consultant’s ability as “excellent” in 2008 – up from 31% in 2006.  In both 2006 & 2008, 69% of the callers rated the consultant’s ability as “excellent” or “very good.”

· 63% of callers rated consultant’s response to problem as “excellent” or “very good” in 2008.

· 66% of callers rated consultant’s ability to prioritize issues presented as “excellent” or “very good.”

AFTER HOUR CLIENTS’ INTERNET USE:
Because after hours calls were made predominately by Gatekeepers and professionals, we expect that they would have regular access to the internet.  51% of after hours callers use the Internet to search for information about services & resources. One-fifth (20%) of respondents had visited the Network of Care Web site in 2008.
- Recommendations for Service Improvement -
Helpline & District Center Recommendations (listed as most frequently mentioned first):
· More knowledgeable operators

· Return calls more quickly

· Reduce waiting time to speak with someone

· Eliminate voice mail – only have persons answers

· Better advertising of services

· Increase hours of service

After Hours Recommendations (listed as most frequently mentioned first):
· Have service I need available after hours
· More knowledgeable persons to answer the phone

· Better access to client information after hours

· Answer phone faster

· Return calls faster

· Eliminate voice mail

· Better advertising of service

· Reduce wait time on services

· Answer question on first call
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Chart1

		Client said they called 1-2 times prior

		Client said they called 3-4 times

		Client said they called 5+ times
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Sheet1

		PSU Survey of ADS' I&A Services: 2008

		Helpline & District Center Data: Basis for Call

				2006		2008

		On Whose Behalf Call Was Made

		Own behalf		75%		65%

		Relative or friend		13%		20%

		Client or patient		11%		11%

		Other, or self & other		1%		5%

		Reason for Call

		Obtain services		63%		38%

		Get information		25%		35%

		Refer a client		1%		9%

		Financial Questions/Concerns		4%		4%

		Follow-up on a prior call		1%		2%

		Insurance Questions/Concerns		4%		7%

		Complaint		-		2%

		Family Caregiver Program		-		1%

		Other (open-ended)		1%		1%

														Helpline & District Center Repeat Caller Frequency

		Percentage of Repeat callers overall

		Has used service before				34%

		Client said they called 1-2 times prior				45%								Client said they called 1-2 times prior		45%

		Client said they called 3-4 times				33%								Client said they called 3-4 times		33%

		Client said they called 5+ times				21%								Client said they called 5+ times		21%

		Helpline & District Center: Referred Callers

				2006		2008

		Referral Process

		To another agency		38%		74%

		To office within this agency		62%		26%

		The recommendations on how to make the I&A service better included the following ideas (listed as most frequently mentioned first):

		More knowledgeable operators

		Return calls more quickly

		Reduce Waiting Time to Speak with Someone

		Eliminate voice mail  -only have persons answer

		Better advertising of services

		Increase hours of service

		Satisfaction - check against data & with Ralph

		Callers' rated their satisfaction with the services provided as stable and positive between 2006 & 2008. District Center callers rated "operator explained things clearly" significantly higher in 2008.

		2008 Helpline & After Hours Bullet points

		In 2008, 51% of respondents said they had regular access to the Internet and 57% said they use the Internet.  80% said they use the Internet to Search for Information about Services & Resources.

		83% of callers said their call was answered in 5 rings or less.

		75% of respondents said their call was answered by a person rather than voice mail.

		Combined callers rated their satisfaction as "excellent" or "very good" 75% of the time.

		After-Hours Survey Data

				2006		2008

		On Whose Behalf Call Was Made

		Own behalf		5%		20%

		Relative or friend		29%		16%

		Hospital Personnel		23%		9%

		Emergency Responder		14%		24%

		Long term Care Personnel		5%		7%

		Social Service Personnel		5%		9%

		Other		19%		16%

		Reason for Call

		Report abuse or neglect		27%		33%

		Get information		23%		9%

		Refer a client		20%		14%

		Obtain services		13%		9%

		Complaint		-		7%

		Financial questions		7%		-

		Talk to someone/emotional support		7%		7%

		Insurance concern		-		2%

		Public Guardian matter		3%		7%

		Follow-up call		-		2%

		Other (open-ended)		0%		9%

		Notes: Totals may not equal 100% due to rounding.

		Source: Portland State University Institute on Aging: Evaluation Multnomah County Aging & Disability Services Information and Assistance Services 2008.

		Satisfaction with Call

		The recommendations on how to make the I&A service better included the following ideas (listed as most frequently mentioned first):

		Have service I need available after hours

		More knowledgeable persons to answer the phone

		Better access to client information after hours

		Answer phone faster

		Return calls faster

		Eliminate voice mail

		Better advertising of service

		Reduce wait time on services

		Answer question on first call

		2008 After Hours Bullet Points

		87% of all calls were answered less than five rings.

		80% of respondents said their call was answered by a person rather than voice mail.

		All (100%) of those who worked with a contracted consultant repsonded they either "strongly agree" or "agree" that the consultant worked with all parties involved, remained calm, and presented a confident manner.

		In 2008, 51% said they use to search for information about services & resources. One-fifth (205) of repsondents had visited the Network of Care Web site.






_1295357746.xls
Sheet3

				satisfy		recommend

		Column 1		1

		Column 2		0.6406629689		1





desc stats

		2008 operator stats Help1

		Column1				Column2				Column3

		Mean		3.6060606061		Mean		3.6119402985		Mean		3.65625

		Standard Error		0.0860389349		Standard Error		0.087570412		Standard Error		0.0809748087

		Median		4		Median		4		Median		4

		Mode		4		Mode		4		Mode		4

		Standard Deviation		0.6989836111		Standard Deviation		0.7167947147		Standard Deviation		0.6477984695

		Sample Variance		0.4885780886		Sample Variance		0.513794663		Sample Variance		0.4196428571

		Kurtosis		2.6721029326		Kurtosis		4.1749170683		Kurtosis		4.3296531337

		Skewness		-1.785495319		Skewness		-2.0612482821		Skewness		-2.0575469607

		Range		3		Range		3		Range		3

		Minimum		1		Minimum		1		Minimum		1

		Maximum		4		Maximum		4		Maximum		4

		Sum		238		Sum		242		Sum		234

		Count		66		Count		67		Count		64

		Confidence Level(95.0%)		0.1718315126		Confidence Level(95.0%)		0.1748399055		Confidence Level(95.0%)		0.1618153416





Helpline Sat Data Excel Format

		YEAR		listen		undrstnd		explain		receive		satisfy		recom		resolve		HELP

		8		4		3		3		4		5		4		4		1.00

		8		4		4		4		1		4		1		1		1.00

		8		3		3		4		4		4		3				1.00

		8		3		3		4		3		3		3		3		1.00

		8		4		3		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		2		3		3		2		3		3		2		1.00

		8		4		4		4		1		3		3		1		1.00

		8		1		4		2		4		2		4		3		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		1		1.00

		8		4		4		4		4		4		4		4		1.00

		8		4		3		3		2		3		3		3		1.00

		8		4		4		4		3		4		3		2		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		3		4		4		5		4		4		1.00

		8		4		4		3		3		4		4		3		1.00

		8		4		4		4		4		5		4		4		1.00

		8		2		2		1		1		1		2		2		1.00

		8		3		3		3		4		4		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		3		5		4		3		1.00

		8		2		1				1		3		2		1		1.00

		8		4		4		4		4		4		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		3		3		4		2		3		4				1.00

		8		4		3		4		3		4		4		3		1.00

		8		2		2		2		4		2		1		2		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		3		4		3		3		3		3		2		1.00

		8		3		4				1		4		3		1		1.00

		8		2		1		3		2		2		4		3		1.00

		8		4		4		4		1		1		1		1		1.00

		8		4		4		4		4		5		4		4		1.00

		8		3		4		4		4		4		4		3		1.00

		8		4		3		3		4		4		4		4		1.00

		8				4				4		4		3		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		3		3		3		3		4		4		3		1.00

		8		4		4		4		4		4		4		3		1.00

		8		4		4		4		4		5		4		4		1.00

		8								3		2		3				1.00

		8		4		4		4		4		4		4		4		1.00

		8		4		4		4		4		4		3		4		1.00

		8		3		3		4		3		3		3		4		1.00

		8		4		4		4		3		5		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		3		4		4		3		5		3		3		1.00

		8		3		4		4		3		4		4		4		1.00

		8		4		4		4		4		5		4		4		1.00

		8		3		4		4		3		2		2		2		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		4		4		5		4		3		1.00

		8		4		4		3		2		2		3		2		1.00

		8		4		4		4		4		5		4		4		1.00

		8		4		4		3		4		4		4		4		1.00

		8		3		2		2		2		2		3		2		1.00

		8		4		4		4		3		5		4		3		1.00

		8		4		4		3		2		4		3		3		1.00

		8		4		4		4		1		3		4		4		1.00

		8		4		4		4		4		4		4		4		1.00

		8		4		4		4		4		3		3		4		1.00

		8		4		4		4		4		5		4		3		1.00

		8		4		3		3		1		3		1		2		1.00

		AVERAGE		3.61		3.61		3.66		3.24		3.96		3.49		3.22

		# WITH 1		1		2		1		8		2		4		6

		# WITH 2		5		3		3		7		7		3		9

		# WITH 3		13		14		13		14		11		17		15

		# WITH 4		47		48		47		39		20		44		35

		# WITH 5		0		0		0		0		28		0		0

		AVERAGE

		6		4		3		3		2		3		3		2		1.00

		6		4		3		3		4		5		3		2		1.00

		6		4		4		4		4		5		4		3		1.00

		6																1.00

		6		4		3		3		1		2		4				1.00

		6		3		3		3		3		4		3		3		1.00

		6		3		3		3		3		4		3		3		1.00

		6		3		3		3		3		4		3		3		1.00

		6		3		3		3		2		3		3		3		1.00

		6		3		3		4		4		4		4		4		1.00

		6		3		3		3		3		3		3		3		1.00

		6		3		3		3		4		4		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		3		4		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		3		3		2		3		1.00

		6		3		3		3		3		4		3		3		1.00

		6		4		4		4		3		5		4		3		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		4		4		3		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		3		4		3		3		1.00

		6		4		4		4		3		4		3		3		1.00

		6		3		3		3		3		4		4		3		1.00

		6		3		3		3		2		3		3		2		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		3		4		4		3		1.00

		6		4		4		4		3		4		3		4		1.00

		6		4		4		4		4		4		4		4		1.00

		6		3		3		3		3		5		3		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		4		4		4		3		4		3		3		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		4		4		3		4		3		3		1.00

		6		4		4		4		3		4		4		3		1.00

		6		4		4		4				4		4		4		1.00

		6		3		3		3		3		4		4		4		1.00

		6		3		3		3		3		3		3		3		1.00

		6		4		4		4				4		3		3		1.00

		6																1.00

		6																1.00

		6																1.00

		6																1.00

		6																1.00

		6		4		4		4		4		5				4		1.00

		6		4		4		4		4		5		4		4		1.00

		6				3		2		3		3				3		1.00

		6		4		4		4		4		5		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		3		4		4		3		1.00

		6		3		3		3		3		4		3		3		1.00

		6		3		3		3		2		2		2		2		1.00

		6		3		3		4		4		4		4		4		1.00

		6		3		3		3		1		2		2		1		1.00

		6		4		4		4		3		4		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		4		4		4		4		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		3		4		3		3		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3		4		4		4		3		1.00

		6		4		4		4		4		5		4		4		1.00

		6		4		4		4		4		5		4		4		1.00

		6		3		3		3				4		4		4		1.00

		AVERAGE		3.53		3.50		3.52		3.33		4.15		3.55		3.42

		# WITH 1		0		0		0		2		0		0		1

		# WITH 2		0		0		1		4		3		3		4

		# WITH 3		28		30		27		24		7		20		23

		# WITH 4		31		30		32		27		28		35		31

		# WITH 5		0		0		0		0		22		0		0

		AVERAGE

		4		3		3		4		2		1		2		1		1.00

		4		4		4		4		4		4		4		4		1.00

		4		3		4		2		1		1		1		1		1.00

		4		4		4		4		1		5		4		4		1.00

		4		4		4		4		4		5		4		4		1.00

		4		3		3		2		3		4		4		2		1.00

		4		4		4		4		4		5		4		4		1.00

		4		4		4		4		1		5		4		4		1.00

		4		3		3		3		3		3		4		3		1.00

		4		4		4		4		4		5		4		4		1.00

		4												3		2		1.00

		4		3		3		4		3		2		3		2		1.00

		4		4		3		4		4		5		4		4		1.00

		4		4		4		3		3		4		3		4		1.00

		4								2		2		3		2		1.00

		4		4		3		1		1		1		1		1		1.00

		4		4		4		4		2		4		3		2		1.00

		4		4		4		4		4		5		4		4		1.00

		4		4		4		4		4		4		4		2		1.00

		4		3		3		3				3				3		1.00

		4												1		1		1.00

		4		4		4		4		2		5		4		2		1.00

		4		4		4		4		4		5		4		4		1.00

		4		3		3		3				3		3		2		1.00

		4		4		4		4		4		3		4		4		1.00

		4		2		2				2		1		2		3		1.00

		4		4		4		4		3		4		3				1.00

		4		4		4		4		4		5		4		4		1.00

		4												2		3		1.00

		4		2		2				3		2		2		2		1.00

		4		3		4		4		3		3		4		2		1.00

		4		4		4		4		4		4		4		4		1.00

		4		4		4		4		2		3		4		3		1.00

		4																1.00

		4												2		1		1.00

		4		4		4		4		3		4		4		2		1.00

		4		3		3		3		3		5		3		2		1.00

		4												2		2		1.00

		4		3		3		3		4		4		4		4		1.00

		4		2		2		2		2		2		2		2		1.00

		4												3		3		1.00

		4		4		4		4										1.00

		4		3		3		3		2		4		3		3		1.00

		4		4		4		4		4		3		4		4		1.00

		4		1		2		2		2		1		2		2		1.00

		4		4		4		4		4		4		4		4		1.00

		4		3		3		3		3		4		3		3		1.00

		4		4		4		4		4		5		4		4		1.00

		4		2		3		2		2		1		2		2		1.00

		4		3		3		3				4						1.00

		4		3		3		3		3		3		3		2		1.00

		4		3		3		3		3		3		4		3		1.00

		4		4		4		4		4		5		4		3		1.00

		4		3		3		3		2		4		4		3		1.00

		1		4		2		3		2		2		2				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4				1.00

		1		4		4		4		1		1		2		1		1.00

		1		3		3		3		3		3		3		3		1.00

		1		2		2		2		2		2		2				1.00

		1		4		4				4		4		4		4		1.00

		1		4		4		4		2		4		4		2		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		3		4		3		3		4				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		3		3				1.00

		1		3		3		4		2		2						1.00

		1		4		4		4		4		4		4		2		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		3		3		2		3		4		3		4		1.00

		1		4		4		3		3		3		4				1.00

		1		4		4				4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		4		3		3		3		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4				4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		3		4		4		4		1.00

		1		1				1		1		4		4		3		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		2		4		3		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1								2		3		3		2		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		3		4		4		2		1.00

		1		4		4		4				4		4				1.00

		1		4		4				4		4		4				1.00

		1		4		4		4		4		4		4		4		1.00

		1		2		1		1		1		1		1		1		1.00

		1		4		4		4		4		3		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		3		4		3		4		4		4		1.00

		1		4		4		4		4		3		4		4		1.00

		1		3		3		4		3		3		4				1.00

		1		4		4		4				4						1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		1		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		4		3		4		4		1.00

		1		4		4		4		3		3		3		1		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		3		3				4		4				1.00

		1		4		4		4		4		3		4		3		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		4		2		4				1.00

		1		4		3		3		3		3				3		1.00

		1		4		4		4		4		4		4				1.00

		1		2		4		4		1				1				1.00

		1		4		4		4		4		4		4		4		1.00

		1		3		3		4		2		4		3				1.00

		1		4		4		4		2		4		3				1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		2		2				2		3		3		1.00

		1		4		4		3		4		4		4		4		1.00

		1		4		3		3		3		2		3				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		3		4		4		1.00

		1		4		3		4		3		2		3		4		1.00

		1		3		3				2		3		4				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4				1.00

		1		4		4		4		4		4		4				1.00

		1		4		4		4		4		3		3		3		1.00

		1		4		3		4		4		4		4		4		1.00

		1		3		3				3		2						1.00

		1				3				4		3		4				1.00

		1		3		3		4		4		3		4				1.00

		1		4		4		4		4		4		4		3		1.00

		1		2		1		1		1		1		2		1		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4				4		4		3		1.00

		1		4		4		4		4		4		4		4		1.00

		1		1		1		4		4		1		1		4		1.00

		1		4		3		4		4		3		3				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		1		1				1		1		1				1.00

		1		4		3		2		3		4		4		3		1.00

		1		4		4		4		4		4		4		2		1.00

		1		4		4		4		4		3				2		1.00

		1		4		4		4		4		3		4		4		1.00

		1		3		3		4		1		4		3		1		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4				4		4		3		1.00

		1		3		4		4		1		2				3		1.00

		1		3		3		3		4		3		4		3		1.00

		1		3		3		3				3						1.00

		1		3		3		4		1		2				1		1.00

		1		3		4		4		4		3		4		2		1.00

		1		3		3		2		3		3		4		2		1.00

		1		3		2		2		2		2		3		2		1.00

		1		4		4		4		2		4		4				1.00

		1		4		4		4		4		4		4		3		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		3		3		2		1		1		2		1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		4		3		4		3		4				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		3		3		3		2		3		3		1.00

		1		4		4		4		4		4		3				1.00

		1		4		4		4		4		4		4		4		1.00

		1		3		4				1		1		1				1.00

		1		4		4		4		4		4		4		4		1.00

		1		4		3		4		4		4		4		3		1.00

		8		4		4		4		4		4		3		2		2.00

		8		4		3		2		1		2		1		1		2.00

		8		3		4		4		4		4		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		3		4		4		4		4		4		4		2.00

		8		4		4		4		4		4		4		4		2.00

		8		4		4		4		3		4		3		3		2.00

		8		4		4		4		3		4		4		3		2.00

		8		4		4		4		4		5		4		4		2.00

		8		3		2		4		3		2		2		3		2.00

		8		4		4		4		1		5		4		4		2.00

		8		4		3		4		1		3		3		2		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		3		4		3		3		2.00

		8		3		3		4		3		4		3		3		2.00

		8		3		3		3		2		3		3		3		2.00

		8		4		4		4		4		3		4		4		2.00

		8		3		3		3		3		4		3		3		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		3		4		4		3		4		4		2.00

		8		4		4		4		3		4		4		4		2.00

		8		3		3		3		3		4		4		3		2.00

		8		3		3		4		3		5		4		4		2.00

		8		4		4		4		4		4		4		3		2.00

		8		4		4		4		4		4		4		4		2.00

		8		3		3		4		4		4		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		3		3		4		4		5		4		3		2.00

		8		3		3		3		3		4		4		3		2.00

		8		3		3		3		2		5		2		3		2.00

		8		4		4		4		3		5		4		4		2.00

		8				4		4		4		4		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		2		2		1		3		4		2		2.00

		8								1								2.00

		8		4		2				2		1						2.00

		8		3		3		3		4		4		4		3		2.00

		8		3		3				2		2				3		2.00

		8		4		4		4		1		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		3		4		4		3		4		4		4		2.00

		8		2		1		1		4		2		4		3		2.00

		8		4		4		4		4		5		4		3		2.00

		8		4		4		4		3		5		4		4		2.00

		8		3		3		4		3		3		4		3		2.00

		8		3		3		3		3		4		4		3		2.00

		8		4		4		4		1		2		4		1		2.00

		8		3		3				2		5		2		1		2.00

		8		3		3		3		3		3		3		3		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		4		3		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		3		4		3		4		4		4		3		2.00

		8		4		4		4		1		4		4		1		2.00

		8		4		4		4		4		5		4		4		2.00

		8		2		3				2		1				2		2.00

		8		4		4		4		3		4		4		3		2.00

		8		4		4		4		4		4		3		4		2.00

		8		3		3		4		3		4		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		4		2.00

		8		4		4		4		4		5		4		1		2.00

		8		3		4		4		4		5		4		4		2.00

		8		3		4		3		3		3		3		3		2.00

		8		4		4		4		4		5		4		4		2.00

		AVERAGE		3.60		3.58		3.74		3.21		4.07		3.70		3.34

		# WITH 1		0		1		1		8		2		1		5

		# WITH 2		2		3		2		6		5		3		4

		# WITH 3		23		20		10		19		8		11		22

		# WITH 4		43		45		52		37		25		51		37

		# WITH 5		0		0		0		0		29		0		0

		AVERAGE

		6		4		4		4		4		5		4		4		2.00

		6										4		3				2.00

		6		3		3		4		4		4		4		4		2.00

		6		4		4		4		4		4		4		4		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		4		4		3		4		3		3		2.00

		6																2.00

		6		3		3		2		3		4		3		3		2.00

		6		3		3		3		3		2		2		1		2.00

		6		4		3		3		4		5		4		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		3		3		3		2		2.00

		6		3		3		4		4		4		4		4		2.00

		6		4		4		3		4		5		4		4		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		4		3		4		5		4		4		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		3		3		3		4		3		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		4		4		4		4		4		4		2.00

		6		4		4		4		2		3		2		1		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		3		3		3		4		3		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		2		2		3		2		2		3		2		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		3		3		3		4		3		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		3		3		3		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		3		4		3		3		2.00

		6		4		4		4		4		4		3		3		2.00

		6		3		3		3		3		4		3				2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		3		4		4		3		2.00

		6		3		3		3		2		3		3		2		2.00

		6		4		4		4		3		3		3		3		2.00

		6		4		4		4		4		4		4		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		3		3		4		5		4		4		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		4		4		4		4		4		4		2.00

		6		4		4		4		3		5		4		4		2.00

		6		4		4		4		4		5		4		4		2.00

		6		2		3		3		2		3		3		2		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		3		3		2		3		2		2		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		4		4		3		4		4		3		2.00

		6		3		3		3		3		4		3		3		2.00

		6		3		3		3		3		4		4		3		2.00

		6		3		3		3		3		4		3		4		2.00

		6		3		3		3		3		3		3		3		2.00

		6		4		4		4		2		4		4		2		2.00

		6		4		4		4		4		5		4		4		2.00

		6		3		3		3		2		3		3		2		2.00

		6		3		3		3		3		4		4		3		2.00

		6		4		4		4		4		5		4		4		2.00

		6		4		4		4		3		4		4		3		2.00

		6		3		3		3		3		4		4		3		2.00

		6		4		4		4		4		4		4		4		2.00

		6		4		4		4		4		4		4		4		2.00

		6		3				3		3		4		3		4		2.00

		AVERAGE		3.48		3.51		3.50		3.36		4.15		3.52		3.31

		# WITH 1		0		0		0		0		0		0		2

		# WITH 2		2		1		1		7		2		3		7

		# WITH 3		30		30		31		28		9		26		25

		# WITH 4		34		34		34		31		33		38		31

		# WITH 5		0		0		0		0		23		0		0

		AVERAGE

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		3		3		3				3		3		2.00

		4												4		2		2.00

		4		4		4		4		4		4		4		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		3		4		1		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		3		3		3		2		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4						2		2		1				2		2.00

		4		4		4		4		3		4		4		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		2		3		3		3		2		1		1		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		3		4		3		5		3				2.00

		4		4		4		4		3				4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		3		4		4		4		2.00

		4		4		4		4		2								2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		3		4		4		3		2.00

		4		3		4		3		4		4		4		3		2.00

		4		4		4		4		3		5		3		1		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		3		4		2.00

		4		4		4		4		4		5		4		1		2.00

		4		3		4		4				4		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		4		3		3		2.00

		4		3		3		3		3		5		4		4		2.00

		4		3		3		4		2		2		2		2		2.00

		4		3		4		4		4		3		3		4		2.00

		4		4		4		4		3		5		4		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		2		2		3		3		2.00

		4		4		4		4		4		4		4		4		2.00

		4		3		3		3		3		4		4		3		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		2		1		4		4		4		2.00

		4		4		3		4		4		5		4		2		2.00

		4		4		4		4		4		3		4		4		2.00

		4		4		3		3		4		5		4		3		2.00

		4		3		3		4		3		4		4		1		2.00

		4		4		3		3		3		4		4		4		2.00

		4				3		3		2		3		4				2.00

		4		3		3		3		1		3		3		1		2.00

		4		3		3		3		3		4		3		3		2.00

		4		4		4		4		1		5		4		3		2.00

		4		4		3		3		4		5		4		4		2.00

		4		4		3		3		3		3		2		1		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4				4		4				2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4				5		4				2.00

		4		4		2		4		1		3		2		1		2.00

		4		4		4		4		4		5		4		4		2.00

		4		3		3		3		3		3				3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		3		2.00

		4				3		4		3		5		3		3		2.00

		4		4		4		4		3		4		4				2.00

		4		3		4		3		1		3		3		1		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		3		3		4		5		4		4		2.00

		4		3		3		3		2		4		3		2		2.00

		4		4		4		4		4		5		4		4		2.00

		4		3		3		3		3		3		3		3		2.00

		4		3		3		3		3		3		3		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		3		4		3		3		2.00

		4		4		4		4		4		4		4		4		2.00

		4		3		4		4		3		4		3		3		2.00

		4		3		3		3		3		3		3		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		3		3		3		2		3		3		3		2.00

		4		4		4		4		4		5		4		4		2.00

		4		1		1		1		1		1		1		2		2.00

		4		4		4		4		4		5		4		4		2.00

		4				2		2		2		1		2		2		2.00

		4												3		1		2.00

		4		3		3		3		3		5		4		4		2.00

		4		3		3		3		2		3		2		2		2.00

		4		3		3		3		3		4		3		3		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		4				3		2.00

		4		4		3		3				3		3		1		2.00

		4		4		4		3		3		4		4		3		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		3		3		3		4		4				2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		2		4		4		4		2.00

		4		4		4		4		4		4		4		3		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		2		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		4		4		3		3		4		3		3		2.00

		4		3		2		3		4		3		3		2		2.00

		4		4		4		4		4		5		4		1		2.00

		4												2				2.00

		4		4		4		4		3		5		4		4		2.00

		4		4		4		4		4		4		4		4		2.00

		4		4		4		4		4		5		4		4		2.00

		4		3														2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		3		4		4		4		2.00

		1		3		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4				2.00

		1		1		1				4		1		3		4		2.00

		1		4		3		3		4		4		4		3		2.00

		1		4		4		4		2		4		4		1		2.00

		1		4		4		4				4						2.00

		1		4		4		4		2		4		4		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		3		4		1		2.00

		1		4		4		4		4		3		4				2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		3		4		4		4		2.00

		1										1		1				2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		3		3		4				2.00

		1		4		4		4		4		4		4		4		2.00

		1		3		3		4				4		4				2.00

		1		3		2		1		1		1		1		1		2.00

		1										1		2		2		2.00

		1		4		3		4		4		4		4		4		2.00

		1		4		4		4		3		3		4		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		3		4		4		2.00

		1		2		3		4		2		1		3		3		2.00

		1		4		3		4		3		4		4		4		2.00

		1		4		4		4		3		3		3		3		2.00

		1		3		3		3		3		3		3		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		3		4		4		4		4		4		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		3		3		4		3		2		4		2		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		3		4		3		3		3				2.00

		1		3		4						3		3		1		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		3		4		4		2.00

		1		3		4				3		3		4				2.00

		1		3		4		4		4		1		1		1		2.00

		1		4		4		4		4		3		4		4		2.00

		1		3		4		4		1		3		4				2.00

		1		4		3		4		4		3		3				2.00

		1		4		4		4		3		4		4		4		2.00

		1		4		4		4		4		3		4		4		2.00

		1		4		4		4		4		3		4				2.00

		1		4		4		4		2		4		4		3		2.00

		1		4		4		4		4		3		1		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		3		4		3		4		3		2.00

		1		4		4		4		3				1		2		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4				2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		3		3		4				2.00

		1		4		4		4		4		4		4				2.00

		1		4		4		4		4		4		4		3		2.00

		1		4		4		4		3		4		4		3		2.00

		1		3		3		3		2		2		3				2.00

		1		4		4		4		4		4		3		3		2.00

		1		3		2		4		4		3		3		4		2.00

		1		4		4		4		1		3		3		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		3		2.00

		1		4		4		4		4		3		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		3		2.00

		1		4		4		4		3		4		3		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		2		4				2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4												2.00

		1		4		4		4		4		3		4		3		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		3		3		4		1		1				1		2.00

		1		4		3		4		3		4		4		4		2.00

		1		4		4		4		4		4		4		3		2.00

		1		4		4		4		1		2		4		4		2.00

		1		4		4		4		4		4		4		4		2.00

		1		4		3		3		4		4		4		4		2.00

		1		4		3		4		4		4		4		4		2.00





summary

		HELP 1 (HELPLINE & DC, VERIFY)																				HELP 2 (AFTER HOURS, VERIFY)

		YEAR				listen		undrstnd		explain		receive		satisfy		recom		resolve				YEAR				listen		undrstnd		explain		receive		satisfy		recom		resolve

		2008																				2008

				AVERAGE		3.61		3.61		3.66		3.24		3.96		3.49		3.22						AVERAGE		3.60		3.58		3.74		3.21		4.07		3.70		3.34

				AVERAGE		3.62																		AVERAGE		3.64

				# WITH 1		1		2		1		8		2		4		6						# WITH 1		0		1		1		8		2		1		5

				# WITH 2		5		3		3		7		7		3		9						# WITH 2		2		3		2		6		5		3		4

				# WITH 3		13		14		13		14		11		17		15						# WITH 3		23		20		10		19		8		11		22

				# WITH 4		47		48		47		39		20		44		35						# WITH 4		43		45		52		37		25		51		37

				# WITH 5		0		0		0		0		28		0		0						# WITH 5		0		0		0		0		29		0		0

		2006																				2006

				AVERAGE		3.53		3.50		3.52		3.33		4.15		3.55		3.42						AVERAGE		3.48		3.51		3.50		3.36		4.15		3.52		3.31

				AVERAGE		3.52																		AVERAGE		3.5

				# WITH 1		0		0		0		2		0		0		1						# WITH 1		0		0		0		0		0		0		2

				# WITH 2		0		0		1		4		3		3		4						# WITH 2		2		1		1		7		2		3		7

				# WITH 3		28		30		27		24		7		20		23						# WITH 3		30		30		31		28		9		26		25

				# WITH 4		31		30		32		27		28		35		31						# WITH 4		34		34		34		31		33		38		31

				# WITH 5		0		0		0		0		22		0		0						# WITH 5		0		0		0		0		23		0		0

		Listen		Overall, did the person you spoke with listen carefully to what you wanted? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		undrstnd		Overall did the person understand what you wanted? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		explain		Did they explain in a way that you could understand? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		receive		Did you receive the information or advice from X that you were looking for? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		*satisfy		Overall, how would you rate the way your call was handled?

		recom		Would you recommend this service to a friend or colleague who needs the kind of information & assistance you did? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		resolve		Do you expect the information or advice you received from X will be helpful I resolving the issue you called about? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)





short summary for report

		Helpline																				District Center

		YEAR				Listen		Undrstnd		Explain		Receive		Satisfy		Recom		Resolve				YEAR				Respect?		Understand		Explain		Receive		Satisfy		Recom		Resolve

		2008																				2008

				AVERAGE		3.61		3.61		3.66		3.24		3.96		3.49		3.22						AVERAGE		3.60		3.58		3.74		3.21		4.07		3.70		3.34

				OPERATORS AVG.		3.62																		OPERATORS AVG.		3.64

		2006																				2006

				AVERAGE		3.53		3.50		3.52		3.33		4.15		3.55		3.42						AVERAGE		3.48		3.51		3.50		3.36		4.15		3.52		3.31

				OPERATORS AVG.		3.52																		OPERATORS AVG.		3.5

		Codes:

		Listen		Overall, did the person you spoke with listen carefully to what you wanted? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		Undrstnd		Overall did the person understand what you wanted? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		Explain		Did they explain in a way that you could understand? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		Receive		Did you receive the information or advice from X that you were looking for? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		Satisfy		Overall, how would you rate the way your call was handled?

		Recom		Would you recommend this service to a friend or colleague who needs the kind of information & assistance you did? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)

		Resolve		Do you expect the information or advice you received from X will be helpful I resolving the issue you called about? Yes, definitely (1), Yes I think so (2), No I don't think so (3), No, definitely not (4)





summary of crosstabs

		Helpline & District Center Satisfaction Data

				2006		2008

		Person listened carefully to client

				98%		94%

		Person understood client

		% of those who responded "yes" to "Overall, did the person understan what you wanted?"		99%		93%

		Person explained information well

		% of those who said yes to "Did they explain in a way that you could understand?"		98%		95%

		Information received was information sought

		% of those who said yes to "Did you receive the information or advice from X that you were looking for?"		89%		79%

		Clients who would recommend I&A service

		% of those who said "yes" to "Would you recommend this service to a friend or colleague who nees the kind of information and assistance you did?"		95%		92%

		Information received helpful in resolving issue

		% of those who said "yes" to "Do you expect the information or advice you received from X will be helpful in resolving the issue you called?"		89%		82%

		Client's overall satisfaction with call handling

		Percentage of resondents answering "good," "very good," or "excellent' to "Overall, how would you rate the way your call was handled?		96%		88%

		Note: Respondents who said "yes" either gave the answer "Yes, I think so" or "Yes, definitely"
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		PSU Survey of ADS' I&A Services: 2008

		Helpline & District Center Data: Basis for Call

				2006		2008

		On Whose Behalf Call Was Made

		Own behalf		75%		65%

		Relative or friend		13%		20%

		Client or patient		11%		11%

		Other, or self & other		1%		5%

		Reason for Call

		Obtain services		63%		38%

		Get information		25%		35%

		Refer a client		1%		9%

		Financial Questions/Concerns		4%		4%

		Follow-up on a prior call		1%		2%

		Insurance Questions/Concerns		4%		7%

		Complaint		-		2%

		Family Caregiver Program		-		1%

		Other (open-ended)		1%		1%

														Helpline & District Center Repeat Caller Frequency

		Percentage of Repeat callers overall

		Has used service before				34%

		Client said they called 1-2 times prior				45%								Client said they called 1-2 times prior		45%

		Client said they called 3-4 times				33%								Client said they called 3-4 times		33%

		Client said they called 5+ times				21%								Client said they called 5+ times		21%

		Helpline & District Center: Referred Callers

				2006		2008

		Referral Process

		To another agency		38%		74%

		To office within this agency		62%		26%

		The recommendations on how to make the I&A service better included the following ideas (listed as most frequently mentioned first):

		More knowledgeable operators

		Return calls more quickly

		Reduce Waiting Time to Speak with Someone

		Eliminate voice mail  -only have persons answer

		Better advertising of services

		Increase hours of service

		Satisfaction - check against data & with Ralph

		Callers' rated their satisfaction with the services provided as stable and positive between 2006 & 2008. District Center callers rated "operator explained things clearly" significantly higher in 2008.

		2008 Helpline & After Hours Bullet points

		In 2008, 51% of respondents said they had regular access to the Internet and 57% said they use the Internet.  80% said they use the Internet to Search for Information about Services & Resources.

		83% of callers said their call was answered in 5 rings or less.

		75% of respondents said their call was answered by a person rather than voice mail.

		Combined callers rated their satisfaction as "excellent" or "very good" 75% of the time.

		After-Hours Survey Data

				2006		2008

		Person Placing the Call

		Self		5%		20%

		Relative or friend		29%		16%

		Hospital Personnel		23%		9%

		Emergency Responder		14%		24%

		Long term Care Personnel		5%		7%

		Social Service Personnel		5%		9%

		Other		19%		16%

		Reason for Call

		Report abuse or neglect		27%		33%

		Get information		23%		9%

		Refer a client		20%		14%

		Obtain services		13%		9%

		Complaint		-		7%

		Financial questions		7%		-

		Talk to someone/emotional support		7%		7%

		Insurance concern		-		2%

		Public Guardian matter		3%		7%

		Follow-up call		-		2%

		Other (open-ended)		0%		9%

		Notes: Totals may not equal 100% due to rounding.

		Source: Portland State University Institute on Aging: Evaluation Multnomah County Aging & Disability Services Information and Assistance Services 2008.

		Satisfaction with Call

		The recommendations on how to make the I&A service better included the following ideas (listed as most frequently mentioned first):

		Have service I need available after hours

		More knowledgeable persons to answer the phone

		Better access to client information after hours

		Answer phone faster

		Return calls faster

		Eliminate voice mail

		Better advertising of service

		Reduce wait time on services

		Answer question on first call

		2008 After Hours Bullet Points

		87% of all calls were answered less than five rings.

		80% of respondents said their call was answered by a person rather than voice mail.

		All (100%) of those who worked with a contracted consultant repsonded they either "strongly agree" or "agree" that the consultant worked with all parties involved, remained calm, and presented a confident manner.

		In 2008, 51% said they use to search for information about services & resources. One-fifth (205) of repsondents had visited the Network of Care Web site.
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		PSU Survey of ADS' I&A Services: 2008

		Helpline & District Center Data: Basis for Call

				2006		2008

		On Whose Behalf Call Was Made

		Own behalf		75%		65%

		Relative or friend		13%		20%

		Client or patient		11%		11%

		Other, or self & other		1%		5%

		Reason for Call

		Obtain services		63%		38%

		Get information		25%		35%

		Refer a client		1%		9%

		Financial Questions/Concerns		4%		4%

		Follow-up on a prior call		1%		2%

		Insurance Questions/Concerns		4%		7%

		Complaint				2%

		Family Caregiver Program				1%

		Other (open-ended)		1%		1%

														Helpline & District Center Repeat Caller Frequency

		Percentage of Repeat callers overall

		Has used service before				34%

		Client said they called 1-2 times prior				45%								Client said they called 1-2 times prior		45%

		Client said they called 3-4 times				33%								Client said they called 3-4 times		33%

		Client said they called 5+ times				21%								Client said they called 5+ times		21%

		Helpline & District Center: Referred Callers

				2006		2008

		Referral Process

		To another agency		38%		74%

		To office within this agency		62%		26%

		The recommendations on how to make the I&A service better included the following ideas (listed as most frequently mentioned first):

		More knowledgeable operators

		Return calls more quickly

		Reduce Waiting Time to Speak with Someone

		Eliminate voice mail  -only have persons answer

		Better advertising of services

		Increase hours of service

		Satisfaction - check against data & with Ralph

		Callers' rated their satisfaction with the services provided as stable and positive between 2006 & 2008. District Center callers rated "operator explained things clearly" significantly higher in 2008.

		2008 Helpline & After Hours Bullet points

		In 2008, 51% of respondents said they had regular access to the Internet and 57% said they use the Internet.  80% said they use the Internet to Search for Information about Services & Resources.

		83% of callers said their call was answered in 5 rings or less.

		75% of respondents said their call was answered by a person rather than voice mail.

		Combined callers rated their satisfaction as "excellent" or "very good" 75% of the time.

		After-Hours Survey Data

				2006		2008

		On Whose Behalf Call Was Made

		Own behalf		5%		20%

		Relative or friend		29%		16%

		Hospital Personnel		23%		9%

		Emergency Responder		14%		24%

		Long term Care Personnel		5%		7%

		Social Service Personnel		5%		9%

		Other		19%		16%

		Reason for Call

		Report abuse or neglect		27%		33%

		Get information		23%		9%

		Refer a client		20%		14%

		Obtain services		13%		9%

		Complaint				7%

		Financial questions		7%

		Talk to someone/emotional support		7%		7%

		Insurance concern				2%

		Public Guardian matter		3%		7%

		Follow-up call				2%

		Other (open-ended)		0%		9%

		Notes: Totals may not equal 100% due to rounding.

		Source: Portland State University Institute on Aging: Evaluation Multnomah County Aging & Disability Services Information and Assistance Services 2008.

		Satisfaction with Call

		The recommendations on how to make the I&A service better included the following ideas (listed as most frequently mentioned first):

		Have service I need available after hours

		More knowledgeable persons to answer the phone

		Better access to client information after hours

		Answer phone faster

		Return calls faster

		Eliminate voice mail

		Better advertising of service

		Reduce wait time on services

		Answer question on first call

		2008 After Hours Bullet Points

		87% of all calls were answered less than five rings.

		80% of respondents said their call was answered by a person rather than voice mail.

		All (100%) of those who worked with a contracted consultant repsonded they either "strongly agree" or "agree" that the consultant worked with all parties involved, remained calm, and presented a confident manner.

		In 2008, 51% said they use to search for information about services & resources. One-fifth (205) of repsondents had visited the Network of Care Web site.
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