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1. Project Overview

This document contains the reports for Automated Call Campaigns.
1.1. Product Background and Description
LifeMasters (LM) must find alternative ways to enroll, engage and collect information from Pt. that is more cost effective and yield better outcomes than current methods.  

Examples of current challenges are:

· Insufficient staff capacity to execute HCSC enrollment to create revenue.  

· Nurses spend much of their time collecting Pt. data when they could be focusing on behavior changes with the Pt or reaching more Pt. on a per hour basis.

· Clinical campaigns or collection of data can cause the redirection of efforts away from enrolling or engaging Pt.
The goal of this project is to rollout a scalable/flexible process that allows LM to develop, implement and repeat outreach campaigns as needed utilizing IVR.  It must be scalable to account for future campaigns using email, fax, text messaging, and data collection via the web.  

1.2. Project goals and objectives

	No.
	Objective
	Metrics
	Data

	1. 
	Reduce the cost to enroll Pt., while maintaining or improving today’s enrollment effectiveness (i.e., “yes at enrollment”)
	
	

	2. 
	Increase the capacity to enroll Pt.
	
	

	3. 
	Alleviate data collection for nurse
	
	


1.3. Project Phases

This project will operate in a single, non-iterative phase.  However, after implementation,  the process and tools will be reviewed every four to six months to make necessary tweaks.
1.4. Related Documents

	Document Name
	Location (link or navigation path)

	
	

	
	

	
	


1.5. Definitions and Data Dictionary

	Term
	Definition

	Approved Pt Call List
	Approved list of Pts to be dialed for an automated call campaign, but not the Final Pt Call List, which is generated no more than 1 day before the scheduled call.

	BE
	Business Event

	Campaign
	This referees to the whole IVR call setup.  Includes the recorded script, Questions, Question Matrix, and data import map. 

	Campaign Type
	The campaign type refers to the call reason and the type of information we’re hoping to obtain from participants. 

	Draft Pt Call List
	List of Pts to be dialed for an automated call campaign that is submitted to WFM for quality check.

	Final Pt Call List
	Approved list of Pts generated no more than 1 day before the scheduled call.

	HIS
	Health Information Services

	IT
	Information Technology Department

	IVR
	Interactive Voice Response

	IVR Owner
	IVR owner is the person who manages the process from start to end and is responsible for managing the campaign through all the steps.

	LM
	LifeMasters

	LM Agent
	An HIS ES, HE or CNC.

	LM IVR System
	This is the proposed new system that will automate the process of executing campaigns.

	LM IVR Queue
	Reference to a virtual holding bin that will store the Draft Pt Call List until the Final Pt Call List is generate (no more than 1 day before the scheduled call).

	Must
	This word means that the definition is an absolute requirement of the specification.

	Must Not
	This phrase means that the definition is an absolute prohibition of the specification.

	Outcome
	

	PDS
	Predictive Dialing System

	Pt
	Participant

	QA
	Quality Assurance

	SAVVI
	Silverlink Advanced Visual Voice Interface

	SIRF
	Silverlink Interactive Results File – this is the file that can be created from their SAVVI reporting and extraction system.

	Should
	This word means that there may exist valid reasons in particular circumstances to ignore a particular item, but the full implications must be understood and carefully weighed before choosing a different course.

	Should Not
	This phrase means that there may exist valid reasons in particular circumstances when the particular behavior is acceptable or even useful, but the full implications should be understood and the case carefully weighed before implementing any behavior described with this label.

	Requestor
	This person is initiating the campaign request and providing details as to what is needed in the campaign, what the expectations are and the expected outcomes and results.

	UAT
	User Acceptance Testing

	UC
	Use Case

	WFM
	Work Force Management


2. Project Stakeholders
Add to this section information about the client, customer, and other stakeholders.  If available, attach a stakeholder diagram as an appendix.
 FORMCHECKBOX 
 Billing/Finance
 FORMCHECKBOX 
 Health Care Economics

 FORMCHECKBOX 
 Analytics

 FORMCHECKBOX 
 HIS

 FORMCHECKBOX 
 Human Resources

 FORMCHECKBOX 
 IT Solutions

 FORMCHECKBOX 
 Legal

 FORMCHECKBOX 
 Compliance

 FORMCHECKBOX 
 Products

 FORMCHECKBOX 
 Clinical Products

 FORMCHECKBOX 
 Innovation

 FORMCHECKBOX 
 Client Relations

 FORMCHECKBOX 
 Sales & Marketing

 FORMCHECKBOX 
 Security/Privacy

 FORMCHECKBOX 

Technology – Data Quality & Client Services

 FORMCHECKBOX 

Technology – Software Development & Technical Services

3. Product Users

	User
	Description

	Participant
	Receives calls from and inputs data into IVR.

	Requestor
	Identifies an opportunity, completes IVR Request form and defines metrics to measure success of campaign

	IVR Owner
	Manages the process from request through business requirements.  Manages overall dialing campaign and vendor communication, summarizing results.

	LM IT Data Team
	Responsible for sending Pt records to vendor, receiving call results from vendor, and importing call results into LM systems.

	Vendor
	Responsible for conducting IVR calls.  Responsible for providing results and reports/analysis to LM.

	HIS Workforce Management
	Responsible for scheduling calls and approving the list of Pts to be dialed.


4. Project Facts, Constraints and Assumptions

	No.
	Fact, Constraint or Assumption

	1. 
	These requirements are based on a best assessment of what is believed to be required to execute different types of IVR campaigns

	2. 
	Each campaign will have a specific goal it will be measured against.  

	3. 
	Multiple clients can go through a single campaign.

	4. 
	In the initial phase, automated call campaigns will be made to Pts, but to no other audiences (e.g. physicians).

	5. 
	At the time of approval of this document, Silverlink is the only vendor to which we will be integrating with. However, other vendors may be utilized in the future.

	6. 
	Requests are primarily initiated from HIS and Product Management.

	7. 
	In order for a campaign request to be considered already “in production”, it must have the same scripts, business rules and data mapping as a previously-implemented campaign.

	8. 
	 LM will incorporate the expertise of the vendor, Silverlink, in designing call campaigns and crafting the approach to automated calling.  

	9. 
	The overall framework for this process should be able to accommodate different media/mechanisms, such as IVR, email, faxing, text messaging, and data collection via the web.


5. Work Scope
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Additional detail can be found in Appendix A: Business Events And Use Cases, and Appendix E:  Detailed Process Maps.
6. Requirements

1. General Requirements
1.1. Campaign Approval Process

1.1.1. There must be an evaluation and approval process for all campaigns prior to using the online tool.
1.1.1.1. There must be a request form for a requester to complete and submit to the IVR Owner (Appendix B).
1.1.1.2. 1.2.
When a request is received, it must be reviewed, its cost estimated and compared to current costs (or performing it in-house w/staff).  (see Appendix F)

1.1.1.3. There must be a process for the IVR Owner to approve or deny the request.

1.1.1.4. A comprehensive list of/copies of requests must be stored in a centralized location, for future reference.

1.2. Population Selection Tool

1.2.1. There must be a tool for users to select the Pt population to receive calls.

1.2.1.1. The request must include a list of the criteria for population selection:

1.2.1.1.1. Client

1.2.1.1.2. Sub-client/ Line of Business

1.2.1.1.3. Group Member ID

1.2.1.1.4. Status

1.2.1.1.5. Sub-status

1.2.1.1.6. Inactive Statues End Reason

1.2.1.1.7. Session End Reason

1.2.1.1.8. Severity Level (Intervention level)

1.2.1.1.9. Primary Disease (claims)

1.2.1.1.10. Co-morbid Disease (Claims)

1.2.1.1.11. Condition (Self Reported)

1.2.1.1.12. Preferred Call time

1.2.1.1.13. Pt, State

1.2.1.1.14. Pt. Zip

1.2.1.1.15. Assigned Nurse/HE

1.2.1.1.16. Enrollment Function

1.2.1.1.17. EDA

1.2.1.1.18. Fast Fact

1.2.1.1.19. Individual Type Code

1.2.1.1.20. Wave Dates

1.2.1.1.21. Clinical Indicator (claims/self reported)

1.2.1.1.22. Prescriptions (claims/self reported)

1.2.1.1.23. Hospitalization

1.2.1.1.24. ER Visits

1.2.1.1.25. Physician

1.2.1.1.26. Physician State

1.2.1.1.27. Last Touch

1.2.1.1.28. Gender

1.2.1.1.29. Age

1.2.1.1.30. Health History
1.2.1.2. The user must be instructed able to input the rules in the order in which they should be filtered.

1.2.1.3. By default, the exclusion criteria in Appendix C must me selected.

1.2.1.3.1. The user must have the ability to unselect any of the exclusion criteria.

1.2.1.4. The tool must include a mandatory field where the user must indicate the number of records they expect to be returned.

1.2.1.5. The tool must include a mechanism for a user to save their request.

1.2.1.5.1. Saved requests will be stored for no more than 30 days – Nancy to look into this.
1.2.1.6. The tool must include a mechanism to submit the request to IT.

1.2.1.7. Once the query has been run, a link to the results should be emailed to the requester.

1.2.1.7.1. The IVR Owner, HIS WFM, and PDS team must be notified when the data file is sent to the vendor.

1.2.1.8. The user must have the ability to print an exception report that lists Pt records to exclude from calls at any point during a campaign, provided they meet the following criteria:

1.2.1.8.1. Pt receives an alert

1.2.1.8.2. Pt receives an inbound referral

1.2.1.8.3. Pt made a successful inbound call

1.3. Data Collection Design Tool

1.3.1. There must be a tool for users to document and communicate the questions, responses and related outcomes for an approved campaign, so that data collection for the campaign can be designed.  Appendix D contains a rough example of the type of output requested.
1.3.1.1. The user must input a description for the campaign.

1.3.1.2. The tool must be able to capture and display all possible paths a call could take based on Pt entry, and the outcome of each path.

1.3.1.2.1. The tool must be able to capture all campaign questions that affect an outcome or will be stored by LM, including the following metadata:

1.3.1.2.1.1. Whether the response will solely affect an outcome.

1.3.1.2.1.2. Whether the response will solely be stored.

1.3.1.2.1.3. Whether the response will affect an outcome AND the data will be stored.

1.3.1.2.2. The tool must be able to accommodate cross-question business rules for outcomes.

1.3.1.2.2.1. Must be in If, Then format.  For example, “if any of question 5 through 20 are x, then do y.”
1.3.1.2.3. For each question asked, the user must input each possible response.

1.3.1.3. The user must be able to print any information they have entered in the tool.  For example, the list of Questions and Outcomes, or a list of questions/responses that will be entered.

1.3.1.4. The user must be able to submit the questions, outcomes, and field relationships to IT, who will then build the campaign.
1.3.1.4.1. There must be a mechanism or text for the user to acknowledge that they are authorized to submit the request.
1.3.1.5. Campaigns must be repeatable

1.3.1.5.1. Submitted campaigns must be stored so that they can be repeated at different points in time or on different populations.

1.3.2. There must be a process for the development and approval of call scripts.

1.3.2.1. Call scripts must be able to accommodate:

1.3.2.1.1. Co-branding

1.3.2.1.2. Private labeling

1.3.2.1.3. Warm transfer to a LM agent

1.3.2.2. Call scripts must be approved by LM prior to their implementation by Silverlink.

1.4. Call Script Development

1.4.1. Scripts must be able to accommodate the following:

1.4.1.1. Co-branding

1.4.1.2. Private Label

1.4.1.3. LM Label

1.4.1.4. Warm transfer to a LM agent

1.4.2. Recorded scripts must be reviewed by LM prior to implementation.

1.5. Campaign Timing and Execution Business Rules Process
1.5.1. The following business rules must be reviewed with the vendor prior to implementation:

1.5.1.1. Campaign Start Date

1.5.1.2. Days of the week on which calls will be made

1.5.1.3. Time of day at which calls will be made

1.5.1.4. Campaign Duraion

1.5.1.5. Number of attmempts

1.5.1.6. Specific Caller ID/ANI# to be displayed during dialing

1.5.1.7. Specific Caller ID Display Name to be displayed during dialing

1.6. Coordination with PDS

1.6.1. The IVR Business owner must communicate the campaign start and end dates with WFM.
1.6.2. Campaigns must accommodate multiple dial date scenarios, including:

1.6.2.1. Single date, where the campaign will be dialed by the vendor only once.

1.6.2.2. Multiple dates, where the campaign is dialed more than once.

1.6.3. The ability  must exist for Pts to be excluded from PDS dialing during the time they will be dialed by the IVR vendor, if so indicated on the Request Form.

1.7. Data Exchange Process

1.7.1. LM must be able to receive and import a data file from the IVR vendor containing the results of the call campaign.

1.7.2. At a minimum, the file must include the following fields:

1.7.2.1. Client

1.7.2.2. Sub-client/ Line of Business

1.7.2.3. Group Member ID

1.7.2.4. Status

1.7.2.5. Sub-status

1.7.2.6. Inactive Statues End Reason

1.7.2.7. Session End Reason

1.7.2.8. Severity Level (Intervention level)

1.7.2.9. Primary Disease (claims)

1.7.2.10. Co-morbid Disease (Claims)

1.7.2.11. Condition (Self Reported)

1.7.2.12. Preferred Call time

1.7.2.13. Pt, State

1.7.2.14. Pt. Zip

1.7.2.15. Assigned Nurse/HE

1.7.2.16. Enrollment Function

1.7.2.17. EDA

1.7.2.18. Fast Fact

1.7.2.19. Individual Type Code

1.7.2.20. Wave Dates

1.7.2.21. Clinical Indicator (claims/self reported)

1.7.2.22. Prescriptions (claims/self reported)

1.7.2.23. Hospitalization

1.7.2.24. ER Visits

1.7.2.25. Physician

1.7.2.26. Physician State

1.7.2.27. Last Touch

1.7.2.28. Gender

1.7.2.29. Age

1.7.2.30. Health History 

1.7.2.31. GroupName (or CallReference for HealthCast Direct)

1.7.2.32. PrimaryKey

1.7.2.33. Salutation

1.7.2.34. NameLast

1.7.2.35. NameFirst

1.7.2.36. Phone 1

1.7.2.37. Phone 2

1.7.2.38. ZIP

1.7.2.39. PIN

1.7.2.40. MemberBirthyear

1.7.2.41. MemberStreetAddress

1.7.2.42. MemberCity

1.7.2.43. MemberPreferredLanguage

1.7.2.44. Caller ID/ANI#

1.7.3. The file must be imported using the design created using the Data Collection Design Tool.

1.7.4. The data file must follow LM standard data transfer policy.

1.7.5. File received must meet established data rules.

2. Reporting Requirements

2.1. N/A
3. Training Requirements

3.1. The following LM staff must have the training to identify, evaluate and execute an IVR campaign:
3.1.1. HIS

3.1.2. Client Relations

3.1.3. Product

3.1.4. Technology

4. Migration Requirements

4.1. N/A
5. Certification Requirements

5.1. N/A
6. Performance Requirements

6.1. N/A

7. Cost Requirements

7.1. N/A
7. Document Approvals
Approval of this document will take place electronically in SharePoint.

Approval is required by the following individuals:

	Name
	Role

	
	

	
	

	
	


8.  Appendix A:  Business Events and Use Cases

8.1. BE:  An Automated Call Campaign is requested (and developed if it does not already exist in production)

UC:  Request that a campaign be scheduled for a client 
· Priority – High
· Triggers – Need to reduce cost, increase enrollment/engagement/compliance or increase speed to completion
· Preconditions – N/A
· Steps
	Step
	Description
	Actors

	1. 
	Complete IVR request and submit to IVR Owner (Appendix F)
	Requestor

	2. 
	Review IVR request with Requestor for clarity of requested call campaign and its value 
	IVR Owner

	3. 
	Estimate cost of Automated Call Campaign (Appendix A)
	IVR Owner, Vendor

	4. 
	Review request and estimated cost with review committee
	IVR Owner, IVR Review Committee

	5. 
	If not approved, notify requestor
	IVR Owner

	6. 
	If approved, determine whether the same campaign is already in production
	IVR Owner

	7. 
	If existing campaign then proceed to “Review Business Rules for automated call campaign” otherwise proceed to next use case.
	


· Post conditions

· Automated Call Campaign request is approved or denied
UC:  Build Scripting for new automated call campaign
· Priority – High
· Triggers – Approval of Automated Call Campaign request
· Preconditions – 
· Automated Call Campaign request is approved

· The requested campaign has not previously been implemented
· Steps
	Step
	Description
	Actors

	1. 
	Develop business rules for campaign (Request form should have list og business rules)  Appendix F
	Requestor, IVR Owner

	2. 
	Meet with vendor to outline campaign requirements
	IVR Owner, Vendor

	3. 
	Provide script parameters to vendor
	IVR Owner

	4. 
	Develop Scripts
	Vendor

	5. 
	Review and approve scripts
	IVR Owner, Requestor, Stakeholders 

	6. 
	Record scripts and conduct test calls
	Vendor


· Post conditions

· Scripts approved and recorded
UC:  Review Business Rules for automated call campaign
· Priority – High
· Triggers – Approval of Automated Call Campaign request
· Preconditions – 
· Automated Call Campaign script is pulled from existing campaign or has been created for new campaign

· Business rules for specific automated campaign created 

· Steps
	Step
	Description
	Actors

	1. 
	Review campaign business rules for use by vendor with vendor 

(see Appendix F for details)
	IVR Owner, Vendor

	2. 
	Approval from LM and Vendor on business rules

(see Appendix F for details)
	IVR Owner, LM Stakeholders, Vendor


· Post conditions

· Business Rules have been completed and approved
8.2. BE:  The Automated Call Campaign Pt. identification, schedule, questions and logic is entered into LM IVR System 

UC:  Input criteria in LM IVR System identifying Pt. for campaign, schedule and select an existing campaign or enter a new campaign questions 
· Stakeholders – IVR Owner, HIS WFM, Vendor, LM IT Data Team
· Priority – High
· Triggers – pt selection biz rules approved 

· Preconditions – Automated call campaign scheduled
· Steps
	Step
	Description
	Actors

	1. 
	Input into the LM IVR System Pt. identification criteria and schedule. 
	IVR Owner

	2. 
	If using an existing campaign question/logic select from campaign list and proceed to step 4, otherwise add questions and logic into LM IVR System to generate the Matrix (example Appendix D) and proceed to step 3.
	IVR Owner

	3. 
	Completes Matrix form on the LM IVR Systems
	?

	4. 
	Preview campaign to review and verify accuracy of Draft Pt Call List, schedule and matrix are correctly imputed in LM IVR System.
	WFM, IVR Owner

	5. 
	Set campaign to approved in LM IVR System.  This will trigger to send to IVR vendor and so that LM IT Data Team can begin work on loading the logic based on Matrix.
	WFM, IVR Owner


· Post conditions – 
· File has been created and approved
UC:  Inform WFM of Automated Call Campaign
· Priority – High
· Triggers – LM IVR System lists active and scheduled campaigns.
· Preconditions – Automated call campaign request has been approved and campaign request form indicates that Pt. should not be called by PDS system.
· Steps
	Step
	Description
	Actors

	1. 
	WFM reviews LM IVR System for new campaigns.
	WFM

	2. 
	Adds IVR campaign to WFM forecasting. 
	WFM

	3. 
	Schedule the date Pts will be dialed, the “dial date”.
	WFM


· Post conditions – 
· Automated call campaign has been scheduled 
UC:  LM IT Data Team adds logic in LM IVR system based on Matrix
· Stakeholders – LM IT Data Team
· Priority – High
· Triggers – 
· Preconditions – Complete Matrix related to questions and outcomes
· Steps
	Step
	Description
	Actors

	1. 
	Matrix automatically received
	LM IT Data Team

	2. 
	Logic coded for the LM system
	LM IT Data Team

	3. 
	QA logic
	LM IT Data Team, IVR Owner

	4. 
	Final approval logic coded and works as planned.  Communicate to IVR Owner
	LM IT Data Team, IVR Owner


· Post conditions – 
· Vendor uploads Final Pt Call list, makes calls, and sends results to LM. 
8.3. BE:  LM sends Pt data to vendor

UC:  LM sends Pt data to vendor
· Priority – High
· Triggers – LM IVR Queue
· Preconditions –
· Approved Pt Call List file created and in LM IVR Queue
· It is no more than 1 day before the scheduled dial date
· Steps
	Step
	Description
	Actors

	1. 
	One day prior to the scheduled launch of the IVR campaign the system automatically generates and sends to the IVR vendor. 
	LM IT System

	2. 
	Notify HIS WFM, PDS team, IVR Owner and other stakeholders that the file has been sent.

Include in the notification a link to where the file can be viewed.
	LM IT Data Team, WFM, PDS Team, IVR Owner

	3. 
	WFM uses the list sent to the vendor for the PDS up/download process.
	WFM

	4. 
	Ensure participants in the Final Pt Call List are marked in COREdb for reporting-analysis.
	LM IT Data Team


· Post conditions – 
· Data file containing the Final Pt Call list has been provided to the vendor to begin the campaign.
· PDS up/down process has list of participants to exclude from PDS dialing.
· Participant records in COREdb are uniquely marked to show they have been sent to vendor.
8.4. BE:  Conduct Automated Call Campaign

UC:  Vendor uploads Final Pt Call list, makes calls, and sends results to LM
· Priority – High
· Triggers – Receipt of Final Pt Call List in agreed upon secure location
· Preconditions – Final Pt Call List received
· Steps
	Step
	Description
	Actors

	1. 
	Process data file received from LM containing Final Pt Call List
	Vendor

	2. 
	Incorporate exception report received from LM, if applicable
	Vendor

	3. 
	Run automated call campaign
	Vendor

	4. 
	Monitor call campaign through vendor reporting.
	IVR Owner

	5. 
	Create data file containing call results, based on structure agreed upon in step 8.1.2 (Build requirements for new automated call campaign) 
	Vendor

	6. 
	Send LM data (following LM approved data exchange policy)
	Vendor


· Post conditions – 
· Data file containing the Final Pt Call list and results has been provided to LM to process and analyze
8.5. BE:  LM receives and processes automated call results

UC:  LM receives and processes results data
· Priority – High
· Triggers – Receipt of data file from vendor in agreed upon secure location
· Preconditions – Data file received
· Steps
	Step
	Description
	Actors

	1. 
	Monitor location for new files
	LM IT Data Team 

	2. 
	Process file
	LM IT Data Team 

	3. 
	Submit job to LM IVR System for data loading
	LM IT Data Team 

	4. 
	File processed in LM IVR System based on structure agreed upon for this campaign in step 8.2.1 Matrix 
	LM IT Data Team 

	5. 
	Notify HIS WFM, PDS team, IVR Owner and other stakeholders that the data has been loaded to COREdb.
	LM IT Data Team, WFM, PDS Team, IVR Owner


· Post conditions – 
· Data file uploaded into LM systems
· Remove participants from PDS Exclusion
8.6. BE:  LM analyzes campaign results

UC:  Analyze campaign results
· Priority – High
· Triggers – 
· Start of IVR dialing 

· Preconditions – Data received from vendor
· Steps
	Step
	Description
	Actors

	1. 
	These requirements will be added after meeting with Silverlink to see what reporting capabilities they have.
	IVR Owner


· Post conditions – 
· Data file uploaded into LM systems
9. Appendix B:  IVR Request Form

IVR Request Form

Document Revision History

If any changes are made to this document, the following section can be used to track the changes.  To be completed by anyone making revisions.
	Version
	Date
	Author
	History of changes

	1.1
	N/A
	
	

	
	
	
	


Approval Chain

Identify who is involved in the request.  To be completed by Requestor.

	Requestor’s Name
	<add names as appropriate>
	<date submitted>

	Is there a similar campaign that has been done before?
	<Yes, No or Uncertain>
	Delivery Date Requested:
	<mm/dd/yy>

	If Yes please identify which campaign
	
	

	Stakeholders
	The Client (please list specific client names and/or customer IDs or state “All”)

Functional Areas

Other Stakeholders, including End User

· 


Requestor’s Section

Define what is being requested.  To be completed by Requestor.
	Name
	<The unique name to be used when referencing this Campaign.> 

	Client(s)
	<List out the client or clients that will be going through this campaign at this time.>

	Problem to Solve
	<Outline the problem and provide any statistical data outlining the problem>

	Campaign Goal
	<A description of the goal of this campaign and the kinds of outcomes expected.>

	Type of Campaign
	 FORMCHECKBOX 
 Enrollment

 FORMCHECKBOX 
 Engagement

 FORMCHECKBOX 
 Clinical Indicator

 FORMCHECKBOX 
 Other Performance Guarantee

	Modes of communication
	 FORMCHECKBOX 
 IVR

 FORMCHECKBOX 
 Text Messaging

 FORMCHECKBOX 
 Email

 FORMCHECKBOX 
 Website

 FORMCHECKBOX 
 Fax

	Excluded from PDS calls
	 FORMCHECKBOX 
 Yes
 FORMCHECKBOX 
 No

	Participants
	<Outline the requirements for selecting the Pt. to be apart of this campaign>

	Total number of Pt.
	<Provide an estimate of the total number of Pt. to go through this campaign>

	Campaign Waves
	<Will the list of Pt. be provided to the vendor in waves or in one file.  Identifying waves means that LM will set the schedule as to when files will be sent to the vendor.  If the vendor is going to do this in waves and segment themselves then we identify it as one file.>

	Campaign Script Outline
	<Provide an outline of the script and an idea of the logic expected in the script. (e.g. If YES then “this” happens, If NO then “that” happens.)>

	Campaign Schedule
	<Outline when campaign will start, how often the Pt. will be contacted, if the campaign will be deployed in waves, and when the campaign will end.>

	Business Rules

Start date:
Days of the week:
Time of day:
Duration of campaign

Number of attempts:
Specific Caller ID/ANI#: 

Specific Caller ID: 
	

	LM members to be notified of data sending and receiving:
	<List out all LM members that need to be notified when data is being sent to the vendor and received by the vendor.>


10. Appendix C:  Pt. Exclusion Criteria
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11. Appendix D:  Data Collection Design Output Sample Idea

	 
	VENDOR DATA
	 
	Questions
	LIFEMASTERS OUTCOMES

	Scenarios
	STATUS
	Status 2
	Q 1
	Q 2
	Q 2a
	Q 3
	Q 3a
	Q 3b
	Q 4
	LM System Result
	LM Session Note

	A
	AUTHENTICATED
	AUTHENTICATED
	yes
	yes
	n/a
	yes
	n/a
	n/a
	Yes
	 
	 

	B
	AUTHENTICATED
	AUTHENTICATED
	yes
	yes
	n/a
	yes
	n/a
	n/a
	no
	 
	 

	C
	AUTHENTICATED
	AUTHENTICATED
	yes
	yes
	n/a
	no
	yes
	yes
	yes
	 
	 

	D
	AUTHENTICATED
	AUTHENTICATED
	yes
	yes
	n/a
	no
	yes
	yes
	No
	 
	 

	E
	AUTHENTICATED
	AUTHENTICATED
	yes
	yes
	n/a
	no
	yes
	no
	n/a
	 
	 

	F
	AUTHENTICATED
	AUTHENTICATED
	yes
	yes
	n/a
	no
	no
	n/a
	n/a
	 
	 

	G
	AUTHENTICATED
	AUTHENTICATED
	yes
	no
	n/a
	n/a
	n/a
	n/a
	n/a
	 
	 

	H
	AUTHENTICATED
	AUTHENTICATED
	no
	n/a
	n/a
	n/a
	n/a
	n/a
	n/a
	 
	 

	I
	AUTHENTICATED
	Secondary No
	 
	 
	 

	J
	AUTHENTICATED
	INBOUND: Secondary-No
	 
	 
	 

	K
	AUTHENTICATED
	 
	 
	 

	L
	Primary No
	 
	 
	 

	M
	INBOUND: Primary-No
	 
	 
	 

	N
	Primary Yes
	 
	 
	 

	O
	INBOUND: Primary Yes
	 
	 
	 

	P
	Non-Responsive
	 
	 
	 

	Q
	INBOUND: Non-Responsive
	 
	 
	 

	R
	Abandoned Wait
	 
	 
	 

	S
	INBOUND: Abandoned Wait
	 
	 
	 

	T
	Wrong Number
	 
	 
	 

	U
	INBOUND: Wrong Number
	 
	 
	 

	V
	Leave Message
	 
	 
	 

	W
	INBOUND: Leave Message
	 
	 
	 

	X
	Uncertain
	 
	 
	 

	Y
	INBOUND: Uncertain
	 
	 
	 

	Z
	No Answer
	 
	 
	 

	AA
	Unknown
	 
	 
	 

	BB
	Busy
	 
	 
	 


12. Appendix E:  Detailed Process Maps
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13. Appendix F:  Silverlink Estimated Call Program Cost Summary

	Silverlink Estimated Call Program Cost Summary

	Company Name:
	

	Silverlink Sales Rep:
	

	Title:
	

	Phone:
	

	Email:
	

	Key Variables:
	 

	Call Program Type:
	Silver HEDIS Reminder (any including Flu)

	Recipient Population Type:
	Commercial Population

	Number of Recipients to be Contacted:
	55,000 

	Per Minute Price:
	$0.33 

	Incremental Transfer Minute Price:
	$0.20

	Estimated Authentication Rate:
	40%

	Average Authenticated Call Duration (in minutes):
	3.0

	Estimated Number of Attempts Required to Achieve Authentication Rate:
	1.5

	Estimated Answering Machine Hit Rate:
	50%

	Average Answering Machine Call Duration (in minutes):
	1.0

	Estimated Percentage of Calls Transferring:
	0%

	Average Duration of Transfer (in minutes):
	0.00

	Additional Variables (if applicable):
	 

	Phone Look-up Dollar Amount (Estimated):
	$0.00

	Transcription Dollar Amount (Estimated):
	$0.00

	Standard Data Integration Service Fee:
	$0.00

	Other Professional Service Fees:
	$0.00

	Program Cost Estimate:
	 

	Authentication Calculation Subtotal:
	$32,670.00

	Answering Machine Calculation Subtotal:
	$13,612.50

	Transfers Subtotal:
	$0.00

	Additional Considerations Calculation Subtotal:
	$0.00

	Total Program Cost Estimate:
	$46,282.50

	rogram Cost Per Recipient Loaded:
	$0.84 
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