APC Call Center Toolkit
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· The Flu Hotline was designed to take calls from the general public, and to handle surge from the local health care system, 2-1-1, 911, and other Public Health sections.
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Developed and Opersted by Public Hoalth - Seattie & King County in Collsboration with Weshinglon Poison Center




· Callers chose English or Spanish for all recorded messages and for speaking with a live agent. Other language speakers and TTY callers were automatically transferred to an agent (during business hours) simply by staying on the line. 

· Callers chose between basic flu information or medical advice (triage) provided by a nurse. During extremely high volumes or after hours, calls for a nurse rolled over to an external nurse line service.

· Callers selecting basic flu information moved through five key topic categories of recorded information (24/7) or chose to speak to a live health and safety operator (during business hours). During extremely high volumes or after hours, calls for an operator could rollover to the local community partner providing surge support.
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