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Patient Advice Line Performance Dashboard (June 2010 through May 2011) 
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Answer rate average – Compilation of answered calls/offered calls for the month 


PAL Answer Rate
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Answer speed average – Average each day added to obtain average for month 


PAL Avg Answer Speed/Seconds
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Identified calls each month with longest wait or abandon time… 
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SC Help Line Performance Dashboard (June 2010 through May 2011) 
 


 June 2010: Call unit impacted by OHCA move. 


 July 2010: Call units impacted by continuing OHCA move 


 Sept 2010: OE goes live. 


 Feb 2 & 3 2011: Call units were down due to inclement weather. 


 April 2011: Due to Cap outage, Lifecare was unable to take calls. 


 May 24: All call units closed at 3:30pm due to inclement weather. 
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Answer rate average – Compilation of answered calls/offered calls for the month 


SC Help Line Answer Rate
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Answer speed average – Answer speed average for month 


 


SC Help Line Answer Speed/Seconds
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Identified calls each month with longest wait or abandon time… 


SC Help Line Longest Wait/Seconds
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SC Spanish Performance Dashboard (June 2010 through May 2011) 


 
 


 June 2010: Call unit impacted by OHCA move. 


 July 2010: Call units impacted by continuing OHCA move 


 Sept 2010: OE goes live. 


 Feb 2 & 3 2011: Call units were down due to inclement weather. 


 April 2011: Due to Cap outage, Lifecare was unable to take calls. 


 May 24: All call units closed at 3:30pm due to inclement weather. 


 


 


SC Spanish Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


SC Spanish Answer Rate
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Answer speed average – Answer speed average for month 


SC Spanish Answer Speed/Seconds
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Identified calls each month with longest wait or abandon time… 


SC Spanish Longest Wait
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Online Enrollment Applications @ OHCA Performance Dashboard (September 2010 –


May 2011) 


 
The OE Applications call unit was implemented on September 7, 2010. 


Due to inclement weather, all call units were closed on Feb. 1st, 2nd and Feb 9th. 


Due to severe weather, all call units closed at 3:30pm on May 24th 


 


 


 
Calls Answered – The number of ACD calls queued to this unit and answered 


OE Applications Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


OE Applications Answer Rate
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Answer speed average – Answer speed average for month 


OE Applications Avg Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time… 


OE Applications Longest Wait/Seconds
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Online Enrollment Applications-Spanish @ OHCA Performance Dashboard 


(December 2010 – May 2011) 


 
The OE Applications-Spanish call unit was implemented on December 13, 2010. 


Due to inclement weather, all call units were closed on Feb. 1st, 2nd and Feb 9th. 


Due to severe weather, all call units closed at 3:30pm on May 24th 


 


 


 
Calls Answered – The number of ACD calls queued to this unit and answered 


OE Apps Spanish Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


OE Apps Spanish Answer Rate
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Answer speed average – Answer speed average for month 


OE Apps Spanish Avg Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time… 


OE Apps Spanish Longest Wait/Seconds
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Online Enrollment Helpdesk @ Life Care Performance Dashboard (September 2010 – 


May 2011) 


 
The OE Helpdesk call unit was implemented on September 7, 2010.  


Due to inclement weather, all call units were closed on Feb. 1st, 2nd and Feb 9th. 


Life Care was unable to take calls April 26 due to Cap outage. 


Due to severe weather, all call units closed at 3:30pm on May 24th 


 
Calls Answered – The number of ACD calls queued to this unit and answered 


OE Helpdesk Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


OE Helpdesk Answer Rate
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Answer speed average – Answer speed average for month 


OE Helpdesk Avg Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time… 


OE Helpdesk Longest Wait/Seconds


1463
773


1118
10295


8149
821


1006
426


1724


0 2000 4000 6000 8000 10000 12000


SEPT


DEC


MAR


JUN


 
 
Sept Oct Nov Dec Jan Feb Mar Apr May June July Aug 


24:23m 12:53m 18:38m 171:35m 135:49m 13:41m 16:46m 7:36m 28:44m    


 


 


 


 








Online Enrollment Spanish @ Life Care Performance Dashboard (September 2010 - 


May 2011) 


 
The OE Spanish call unit was implemented on September 7, 2010.  


Due to inclement weather, all call units were closed on Feb. 1st, 2nd and Feb 9th. 


Life Care was unable to take calls April 26 due to Cap outage. 


Due to severe weather, all call units closed at 3:30pm on May 24th 


 


 


 
Calls Answered – The number of ACD calls queued to this unit and answered 


OE Spanish Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


OE Spanish Answer Rate
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Answer speed average – Answer speed average for month 


OE Spanish Avg Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time… 


OE Spanish Longest Wait/Seconds
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OHCA CC @ HP Performance Dashboard (June 2010 through May 2011) 


 
iCE CTI/Call Tracking was implemented Mar. 26, 2010.  


Due to inclement weather, all call units were closed on Feb. 1
st
, 2


nd
 and Feb 9


th
. 


Due to severe weather, all call units closed at 3:30pm on May 24th 


 


 
Calls Answered – The number of ACD calls queued to this unit and answered 


OHCA CC @ HP Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


OHCA CC @ HP Answer Rate
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Answer speed average – Answer speed average for month 


OHCA CC @ HP Avg Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time… 


OHCA CC @ HP Longest Wait/Seconds
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EDS Call Center – Provider/Claims Spanish @ HP Performance Dashboard (June 


2010 through May 2011) 


 
iCE CTI/Call Tracking was implemented Mar. 26, 2010.  


Due to inclement weather, all call units were closed on Feb. 1st, 2nd and Feb 9th. 


Due to severe weather, all call units closed at 3:30pm on May 24th 


 


 
Calls Answered – The number of ACD calls queued to this unit and answered 


Spanish @ HP Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month 


Spanish @ HP Answer Rate
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Answer speed average – Answer speed average for month 


Spanish @ HP Avg Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time. 


Spanish @ HP Longest Wait/Seconds
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Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 33656 3:28 822 34478 :47 :49 10679 4881 14.50%
10/1/2010 33422 3:20 599 34021 :52 :37 11384 5245 15.69%
11/1/2010 33512 3:10 1141 34653 :53 1:25 12597 5447 16.25%
12/1/2010 33747 3:07 1147 34894 :51 :53 12615 5737 17.00%
1/1/2011 35254 3:07 2783 38037 :48 1:24 12989 5843 16.57%
2/1/2011 26401 3:13 1414 27815 :46 :51 9207 4379 16.59%
3/1/2011 36946 3:11 1094 38040 :46 :54 13185 6490 17.57%
4/1/2011 34194 3:13 1449 35643 :50 :55 11670 5332 15.59%
5/1/2011 33281 3:13 1294 34575 :49 :53 11257 4963 14.91%


Averages 33379 3:13 1305 34684 :49 1:02 11731 5369 16.08%


Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 12438 3:23 489 12927 :44 1:16 1822 967 7.77%
10/1/2010 13370 3:29 346 13716 :47 1:05 2152 1160 8.68%
11/1/2010 11931 3:24 137 12068 :42 :59 1839 1015 8.51%
12/1/2010 11669 3:21 122 11791 :44 :44 1881 1045 8.96%
1/1/2011 12787 3:25 196 12983 :44 1:10 2046 1078 8.43%
2/1/2011 10066 3:22 214 10280 :42 1:09 1470 831 8.26%
3/1/2011 13907 3:15 85 13992 :34 :42 1995 1196 8.60%
4/1/2011 12023 3:18 33 12056 :32 :34 1723 878 7.30%
5/1/2011 13259 3:18 68 13327 :28 :39 1995 1097 8.27%


Averages 12383 3:22 188 12571 :39 1:04 1880 1030 8.31%


EDS Call Center - Provider/Claims Call Center M-F 
7:30am-5:30pm


Insure Oklahoma Call Center M-F 8am-5pm







Month 
Starting ACD Calls


Avg ACD 
Time


Aban 
Calls


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 410 4:45 109 519 :52 2:15 122 41 10.00%
10/1/2010 488 4:52 107 595 :52 1:39 176 58 11.89%
11/1/2010 525 4:08 81 606 :41 2:03 234 78 14.86%
12/1/2010 428 4:42 89 517 :46 3:44 172 96 22.43%
1/1/2011 494 5:14 109 603 :47 2:08 206 142 28.74%
2/1/2011 339 4:49 59 398 :46 2:53 120 82 24.19%
3/1/2011 530 4:48 105 635 :50 2:35 156 104 19.62%
4/1/2011 444 4:37 90 534 :51 2:02 148 111 25.00%
5/1/2011 504 4:25 95 599 :46 2:44 183 122 24.21%


Averages 462 4:42 94 556 :48 2:25 169 93 20.10%


EDS Call Center - Provider/Claims Call 
CenterSpanish Assistance (Member), M-F 7:30am-
5:30pm







Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 4955 2:16 577 5532 :10 1:51 2901 2194 44.28%
10/1/2010 6532 2:07 1988 8520 :08 2:08 4307 3050 46.69%
11/1/2010 5786 2:04 2836 8622 :08 3:26 3857 2989 51.66%
12/1/2010 6216 2:13 2018 8234 :07 3:12 4040 3084 49.61%
1/1/2011 6298 2:24 2431 8729 :07 3:32 3598 2526 40.11%
2/1/2011 4950 2:24 860 5810 :08 2:26 2767 1924 38.87%
3/1/2011 7688 2:18 1816 9504 :07 2:25 4371 2962 38.53%
4/1/2011 7413 2:16 501 7914 :09 3:11 4501 2822 38.07%
5/1/2011 7380 2:07 929 8309 :08 2:39 4371 2583 35.00%


Averages 6358 2:14 1551 7908 :08 2:55 3857 2682 42.54%


Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 82 2:59 3 85 :14 1:02 57 41 50.00%
10/1/2010 59 2:49 10 69 :10 4:01 37 48 81.36%
11/1/2010 81 2:24 24 105 :11 4:03 59 44 54.32%
12/1/2010 40 1:57 13 53 :10 4:29 30 18 45.00%
1/1/2011 130 2:55 12 142 :11 3:14 68 35 26.92%
2/1/2011 95 2:45 3 98 :09 3:12 39 25 26.32%
3/1/2011 200 2:55 9 209 :08 3:08 104 71 35.50%
4/1/2011 180 2:39 3 183 :10 2:06 97 73 40.56%
5/1/2011 152 2:56 3 155 :10 :16 66 50 32.89%


Averages 113 2:46 9 122 :10 3:32 62 45 43.65%


Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 49682 2:18 5508 55190 :12 1:16 20982 14104 28.39%
10/1/2010 51282 2:39 19028 70310 :08 2:00 26307 18460 36.00%
11/1/2010 49203 2:33 25667 74870 :07 3:12 26616 20225 41.11%


Online Enrollment Helpdesk, M-F 8am-5pm


Online Enrollment Spanish, M-F 8am-5pm


SoonerCare Help Line, M-F 8am-5pm







12/1/2010 50401 2:35 17591 67992 :08 2:59 26765 20344 40.36%
1/1/2011 51438 2:53 21954 73392 :07 3:17 24058 16246 31.58%
2/1/2011 40078 2:47 7931 48009 :09 2:20 18190 12242 30.55%
3/1/2011 61951 2:46 16683 78634 :08 2:19 28555 19747 31.88%
4/1/2011 58636 2:40 4514 63150 :10 2:36 28494 19180 32.71%
5/1/2011 59100 2:33 8519 67619 :09 2:15 27585 18310 30.98%


Averages 52419 2:38 14155 66574 :09 2:40 25284 17651 33.73%


Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 2747 2:52 159 2906 :13 1:59 1054 903 32.87%
10/1/2010 3850 3:13 637 4487 :10 3:08 1830 1405 36.49%
11/1/2010 3785 2:58 903 4688 :09 4:23 1863 1292 34.13%
12/1/2010 3343 2:58 569 3912 :11 3:44 1606 1155 34.55%
1/1/2011 3497 3:08 674 4171 :10 4:11 1616 1071 30.63%
2/1/2011 2844 3:02 254 3098 :10 3:20 1206 880 30.94%
3/1/2011 4028 2:58 489 4517 :09 3:02 1667 1164 28.90%
4/1/2011 3537 2:52 158 3695 :10 2:36 1545 1121 31.69%
5/1/2011 3620 2:44 270 3890 :10 3:39 1536 1021 28.20%


Averages 3472 2:58 457 3929 :10 3:38 1547 1112 32.05%


SoonerCare Spanish, M-F 8am-5pm







Patient Advice Line, M-F 5pm-8am, All day on Saturday and Sunday and State Holidays
Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 2957 :58 115 3072 :00 1:29 n/a n/a n/a
10/1/2010 3018 1:18 114 3132 :00 1:23 n/a n/a n/a
11/1/2010 2876 :59 82 2958 :00 :51 n/a n/a n/a
12/1/2010 3112 1:17 109 3221 :00 1:08 n/a n/a n/a
1/1/2011 3893 1:02 172 4065 :00 1:25 n/a n/a n/a
2/1/2011 3068 1:13 174 3242 :00 1:45 n/a n/a n/a
3/1/2011 2952 1:05 90 3042 :00 1:02 n/a n/a n/a
4/1/2011 2718 1:02 67 2785 :00 :51 n/a n/a n/a
5/1/2011 2655 1:05 76 2731 :00 1:29 n/a n/a n/a


Averages 3028 1:07 111 3139 :00 1:20 n/a n/a n/a







Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 8509 8:00 2428 10937 :14 5:56 1200 565 6.64%
10/1/2010 11499 8:01 6494 17993 :11 9:59 1302 309 2.69%
11/1/2010 10736 8:29 9950 20686 :14 14:41 659 181 1.69%
12/1/2010 11832 8:27 8079 19911 :11 12:37 556 208 1.76%
1/1/2011 15101 7:15 1073 16174 :09 5:49 942 306 2.03%
2/1/2011 10991 6:33 409 11400 :08 2:55 769 247 2.25%
3/1/2011 16666 6:27 645 17311 :09 3:57 1157 354 2.12%
4/1/2011 14969 6:48 1692 16661 :07 4:27 1012 278 1.86%
5/1/2011 15400 6:18 457 15857 :10 7:33 1122 298 1.94%


Average 12856 7:15 3470 16326 :10 11:09 969


Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


12/1/2010 631 7:12 52 683 :02 6:36 22 5 0.79%
1/1/2011 1176 7:41 64 1240 :04 8:31 37 10 0.85%
2/1/2011 818 7:17 49 867 :05 8:42 30 7 0.86%
3/1/2011 1134 7:00 30 1164 :05 6:52 45 7 0.62%
4/1/2011 1065 7:03 36 1101 :05 5:51 40 7 0.66%
5/1/2011 1005 7:17 17 1022 :07 3:48 39 8 0.80%


Average 972 7:16 41 1013 :05 7:14 36 7 0.76%


Month 
Starting


Calls 
Answer


Avg Call 
Length


Calls 
Abandon


Total 
Calls


Avg ACW 
Time


Avg Aban 
Time


# Xfer 
(total)


# Xfer to 
Tier II


% Xfer to 
Tier II


9/1/2010 1030 7:09 291 1321 :13 4:33 148 57 5.53%
10/1/2010 368 7:09 356 724 :08 7:31 50 16 4.35%
11/1/2010 222 7:16 267 489 :08 11:17 20 12 5.41%
12/1/2010 368 6:44 104 472 :08 4:49 41 23 6.25%
1/1/2011 208 5:24 18 226 :14 1:36 38 4 1.92%
2/1/2011 151 4:45 14 165 :10 1:07 31 13 8.61%
3/1/2011 211 5:04 17 228 :09 4:18 43 12 5.69%
4/1/2011 150 5:06 28 178 :08 3:52 30 4 2.67%
5/1/2011 187 5:09 6 193 :09 1:11 40 13 6.95%


Online Enrollment Applications, M-F 8am to 5pm


OHCA DHS (Elgibility, Family Planning, and BBC 
Unit), M-F 8am to 5pm


Online Enrollment Applications Spanish, M-F 8am to 5pm







Average 322 6:28 122 444 :10 7:02 49 17 5.26%





		HP Enterprise Services

		LifeCare Health Services

		OHCA






Call Unit (AKA)


Hours of 


Operation Scope of Responsibility


Provider/Claim Call Center 
8am - 12pm and 1pm - 


5pm, M-F


• Claims status


• General policy questions


• Status of Prior Authorizations, 


• Status of Provider Contracts


• TPL Questionnaires.


Insure Oklahoma 8am – 5pm, M-F
• Insure Oklahoma member questions


• Insure Oklahoma prospective member questions


Spanish Assistance 7am -5pm, M-F
• Any Spanish-speaking caller


• IO Spanish speakers  


Online Enrollment Helpdesk 8am – 5pm, M-F


• Educate members/applicants regarding application for SoonerCare


• Help applicants to navigate the home view of the online application.


• Send paper applications via mail.


• Check for current eligibility.


• Answer general questions about the application.


• UNABLE to answer specific guideline questions.  


• UNABLE to answer case specific “what if” type eligibility questions.


Online Enrollment Spanish 8am – 5pm, M-F


For Spanish speakers only.


• Educate members/applicants regarding application for SoonerCare


• Help applicants to navigate the home view of the online application.


• Send paper applications via mail.


• Check for current eligibility.


• Answer general questions about the application.


• UNABLE to answer specific guideline questions.  


• UNABLE to answer case specific “what if” type eligibility questions.


SoonerCare Help Line 8am – 5pm, M-F


• Access to Care Issues 


• Assist member in finding a PCP/CM


• BCC program general questions


• Enrollment materials and application requests


• EPSDT calls


• PCP change requests/PCP issues   


• Medical ID Cards 


• Member Eligibility 


• SoonerCare and SCHIP covered services


• SoonerPlan
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Call Unit (AKA)


Hours of 


Operation Scope of Responsibility


SoonerCare Spanish 8am – 5pm, M-F
• Any Spanish-speaking caller


OHCA DHS (Eligibility, Family Planning 


& BCC Unit, DHS)
8am – 4pm, M-F


• Breast and Cervical Cancer 


• Family Planning Waiver


Online Enrollment Applications 8am – 5pm, M-F


• Assists clients with applications or application completion


• What items are to be included in ‘income’ section


• Who is to be included in ‘household’ section


• Fields questions from DHS and other contracted entities regarding Agency View


• Aid members in updating their demographic, income, and household composition information on 


their case


• Research completion percentage of SC-1 applications in progress


• Performs workflow tasks


Online Enrollment Applications 


Spanish
8am – 5pm, M-F


For Spanish speakers only.


• Assists clients with applications or application completion


• What items are to be included in ‘income’ section


• Who is to be included in ‘household’ section


• Fields questions from DHS and other contracted entities regarding Agency View


• Aid members in updating their demographic, income, and household composition information on 


their case


• Research completion percentage of SC-1 applications in progress


• Performs workflow tasks


Patient Advise Line (PAL)
5pm - 8am, All day on 


Saturday, Sunday & 


State Holidays


• Assess the nature and urgency of the caller’s problem and recommend an appropriate course of 


action including home care, calling the medical home provider the next day, or accessing emergency 


medical services.


• Provide medical advice based upon pre-established clinical protocols approved by OHCA prior to 


implementation, particularly where medical resources are limited


Dental Unit 8am – 5pm, M-F
• Assist Member in finding a Dentist
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Job Descriptions 
 


Customer Service Specialist II 


The employees working in these positions, under supervision, assist health care professionals 


involved in providing services to SoonerCare members.  Their duties include researching and 


answering basic verbal and written inquiries related to the agency policy and monitoring the 


claims processing system for procedure and eligibility problems. 


Customer Service Specialist I 


These positions serve in an entry-level capacity in assisting members and health care 


professionals involved in providing services to SoonerCare members.  These employees respond 


at an entry-level capacity to verbal and written inquiries relating to the agency’s policy. 


 








SoonerCare Online Enrollment 
The Oklahoma Health Care Authority has developed a tentative timeline to offer SoonerCare Online 


Enrollment to more SoonerCare Members. 


 Breast & Cervical Cancer – Next 9 months 


 Insure Oklahoma – Towards end of 2012 


 TANF & Aid to the Disabled – 2013  


While developing your cost proposals, please consider this information. 


 


 


 








 


Bidders Library on Call Tracking Records 


In general, the record should indicate: 


1. who called (this is usually completed automatically, but complete if its doesn’t) 


2. what the primary issue(s) are 


3. what the resolution was 


4. if the call is transferred to Tier 2, what the caller needs that can’t be supplied by Tier 1. 


 


Example One: 


A woman named Marge from a physician’s office, Dr. Marvin Smith, SoonerCare Provider ID 20021345, 


calls regarding the status of the contract renewal that he recently processed in Electronic Provider 


Enrollment (EPE). The agent asks if Marge is aware that she can log in and check the status herself. She 


says she is but the computer is down. The agent checks the EPE workflow and finds that Dr. Smith did 


submit a renewal but has not yet faxed in the required documentation to process the renewal. The 


agent explains the fax process to the office, including the necessity to use the required fax cover sheet 


and send only one fax at a time, and reminds the office what is needed – the doctor’s license and proof 


of malpractice insurance. 


 


Assuming that Dr. Smith’s name, provider number, etc. already appears on the record: 


Acceptable: 


 Marge called re: contract renewal. EPE shows waiting on faxed docs. Explained fax process and 


needed docs.  


 


Unacceptable: 


 Where his contract is 


 


 


Example Two: 


A business office manager named Rich calls about an ambulatory surgery center claim, ICN 42355 dated 


12/24/10 that was denied. He has completed the required form and submitted it to OHCA for 


reconsideration but he still has questions about what is wrong and what he can do in the future to avoid 


the situation. The agent refers to manager to the Tier 2 Provider Services call center. 


 


Assuming that the ASC’s name, provider number, etc. already appear: 


Acceptable: 


 Bus mgr Rich re ICN 42355 dated 12/24/10. Completed HCA-17 process, still has questions.  


 


Unacceptable: 


Denied claim  


  







Example Three: 


Here is an example of a record with some information left off.  The record has a name of a caller, 


however, the Member ID or the Provider ID should be filled out so the system can identify the member 


or provider and fill in the information so the call can be searched and tracked. 


 


 


 


 


 


 


 


 


 







Example Four: 


The note below is unacceptable because, the agent transferred the caller, but did not explain why the 


caller was being transferred.   


 


 


 


 


Acceptable : Caller has questions about definitions of specific income items. 


 


 


 


 







 


Example Five: 


Below are some examples of notes, although short, are descriptive enough to tell what the agent told 


the caller or did with the call. 


 


 


 


 







 


 


 


 


 


 


 


 


 


 


 


 


 







Here is a longer note, but says what the agent told the caller. 


 


 








Number of calls that required Translation Services from December 2010 to May 2011
Please note that these figures incude the SoonerCare Helpline and the PAL.


May-11 325
Apr-11 193
Mar-11 336
Feb-11 160
Jan-11 250
Dec-10 196
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Executive Overview 
 


 







Soonercare Patient Advice Line
Executive Overview


2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4236            4236


Calls Handled 4050            4050


Calls Processed 3193            3193


Calls Abandoned 186            186


% Abandoned 4.4%            4.4%


Average Speed Answered 19s            19s


 


Translation Service 62            62
 


         


II.  REASON OF CALL


Symptoms/Triage 2051            2051


Health/Drug Information 318            318  


           


824            824


       


III.  CALL DISPOSITIONS


Homecare 603            603


Place Call to PCP 39            39


See PCP Within 2 Weeks 17            17


See PCP within 72 Hours 108            108


See PCP Within 24 Hours 413            413


Contact PCP Within 4 Hours 91            91


Call Poison Control Center 12            12


See in ED Immediately 722            722


Activate EMS/911 57            57


Other (pharmacy, lab, etc.) 27            27
      


Health/Drug Information Provided 304            304
    


Information Provided 547            547
    


Referred to Member Services/Other# 253            253


% of Triage ER/911 Calls 38%            38%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2144            2144


          


V.  CALLER STATISTICS


# Repeat Callers 1741            1741


% Repeat Callers 55%            55%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 158 5 153 3.2%
2nd 168 8 160 4.8%
3rd 105 4 101 3.8%
4th 94 5 89 5.3%
5th 78 2 76 2.6%
6th 93 6 87 6.5%
7th 90 4 86 4.4%
8th 171 8 163 4.7%
9th 139 6 133 4.3%


10th 94 0 94 0.0%
11th 110 1 109 0.9%
12th 78 2 76 2.6%
13th 110 1 109 0.9%
14th 91 0 91 0.0%
15th 191 11 180 5.8%
16th 176 7 169 4.0%


17th* 274 17 257 6.2%
18th 132 5 127 3.8%
19th 114 4 110 3.5%
20th 126 6 120 4.8%
21st 113 0 113 0.0%
22nd 249 17 232 6.8%
23rd 184 12 172 6.5%
24th 119 4 115 3.4%
25th 113 3 110 2.7%
26th 133 3 130 2.3%
27th 114 3 111 2.6%
28th 108 4 104 3.7%
29th 201 10 191 5.0%
30th 198 21 177 10.6%
31st 112 7 105 6.3%


 4236 186 4050 4.4%
 


 


YEAR‐TO‐DATE 2011  


Month Offered Abandoned Handled Abandonment %
JAN 4236 186 4050 4.4%
FEB   


MAR   
APR   
MAY   
JUN   
JUL   


AUG   
SEP   
OCT   
NOV   
DEC   


4236 186 4050 4.4%


* 1/17 MLK Day


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


MyLanguageLinetm 2.1
 


LIFECARE HEALTH SERVICES INC 


www.LanguageLine.com


awaltrip@vha.com | Log Out


News Reports Invoices Account My Profile Help Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 01/01/2011, End Date = 01/31/2011


Client 
ID 


Access 
Code Time Ref. 


Number Language Interpreter Duration Charges ANI Data 1 Data 2 Data 3 Data 4 


861359 53510 01/03/2011 347141636 SPANISH 11058 12


861359 53510 01/04/2011 353132130 SPANISH 4982 9


861359 53510 01/05/2011 350529235 SPANISH 602 13


861359 53510 01/06/2011 541129564 BURMESE 2744 18


861359 53510 01/07/2011 260125866 SPANISH 850 4


861359 53510 01/07/2011 344730263 SPANISH 11038 8


861359 53510 01/07/2011 353633596 SPANISH 10984 4


861359 53510 01/07/2011 541934342 SPANISH 11416 2


861359 53510 01/07/2011 480234311 SPANISH 3418 12


861359 53510 01/10/2011 390334718 SPANISH 6485 4


861359 53510 01/10/2011 538034979 SPANISH 10842 6


861359 53510 01/10/2011 250643657 SPANISH 6357 22


861359 53510 01/12/2011 539545533 SPANISH 3124 22


861359 53510 01/18/2011 115427750 BURMESE 4117 7


861359 53510 01/19/2011 115333181 SPANISH 6440 19


861359 53510 01/19/2011 257150587 BURMESE 8157 42







© 2010 Language Line Services Requirements: Mozilla Firefox 3.5+, Internet Explorer 8+, Google Chrome or Apple Safari 4+  


861359 53510 01/20/2011 350140744 SPANISH 4478 2


861359 53510 01/21/2011 480836940 SPANISH 5458 9


861359 53510 01/24/2011 353333756 SPANISH 11559 4


861359 53510 01/26/2011 347152849 SPANISH 5784 15


861359 53510 01/31/2011 531446076 SPANISH 11176 16
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Calls by Day
Soonercare Patient Advice Line


1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31
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Abandoned 5 8 4 5 2 6 4 8 6 0 1 2 1 0 11 7 17 5 4 6 0 17 12 4 3 3 3 4 10 21 7
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Health/Drug Information, 
318


General Information, 824


Reason of Call
Soonercare Patient Advice Line


Symptoms/Triage, 2051







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 1/1/2011


End Date: 1/31/2011


Facility Type: Hospital service


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0Caring Hands Healthcare Center  1  1  1.9%


 0CMG Urgent Care  1  1  1.9%


 0Edmond AM Clinic  2  2  3.8%


 0Family Medical & Urgent Care Center  3  3  5.7%


 0Integris Urgent Care  2  2  3.8%


 0MedNow Urgent Care Center  1  1  1.9%


 0Mercy - NW Expressway  5  5  9.4%


 0Mercy Care - Edmond  3  3  5.7%


 0Mercy Care- Quail Brook  3  3  5.7%


 0Mercy Care- UCO  1  1  1.9%


 0Mercy Care- Yukon  2  2  3.8%


 0Okmulgee Pediatrics  1  1  1.9%


 0Providence Family Practice  4  4  7.5%


 0Today Clinic  8  8  15.1%


 0Tulsa Pediatric Urgent Care  6  6  11.3%


 0Urgent Care Center at Unity Health Center  3  3  5.7%


 0Urgent Care of Green Country - Owasso  2  2  3.8%


 0Urgent Care of Green Country - Pryor  1  1  1.9%


 0Your Care Clinic - N. May  1  1  1.9%


 0Your Care Clinic - Norman  3  3  5.7%


 0 53  53Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 53  53  100.0% of Grand Total


 0 53  53Grand Totals: 


2/15/2011 Page 1 of 1 2:10:25PM REF003
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 Triage Calls  
 
 Guidelines Used by Contract 
 1/1/2011 to 1/31/2011 
 
 Contract Guideline Name Times Used 
 
 Soonercare PAL 
 Abdominal Pain (Female) (Pediatric) 31 
 Abdominal Pain (Male) (Pediatric) 19 
 Abdominal Pain / Discomfort 34 
 Abdominal Pain, Pregnant 21 
 Abdominal Swelling, Bloating 2 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 16 
 Abrasions/Lacerations/Puncture Wounds 5 
 ADHD/ADD: Dx 1 
 Allergic Reaction; Known / Suspected 4 
 Anaphylaxis (Pediatric) 5 
 Animal or Human Bite (Pediatric) 2 
 Ankle Injury 2 
 Anus Symptoms (Pediatric) 1 
 Anxiety: Severe / Panic 4 
 Arm Joint Swelling (Pediatric) 1 
 Asthma - Adult 2 
 Asthma Attack (Pediatric) 19 
 Back Pain (Pediatric) 1 
 Back Symptoms 7 
 Back Symptoms, Pregnant 4 
 Bites - Animal / Human 1 
 Bites and Stings - Insects / Spiders 4 
 Bloody Urine 2 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 2 
 Boil or Abscess (Pediatric) 3 
 Bottle-feeding Questions (Pediatric) 7 
 Breast Symptoms - Female 5 
 Breast Symptoms - Postpartum 4 
 Breast-feeding Questions (Pediatric) 2 
 Breathing Difficulty Severe (Pediatric) 29 
 Breathing Noisy - Guideline Selection (Pediatric) 1 
 Breathing Problems 7 
 Bronchiolitis Follow-up Call (Pediatric) 9 
 Burns 3 
 Burns (Pediatric) 7 
 Cast Symptoms And Questions (Pediatric) 3 
 Chest Injury 3 
 Chest Pain (Pediatric) 6 
 Chest Pain / Discomfort 22 
 Chickenpox (Pediatric) 2 
 Child Abuse Suspected (Pediatric) 1 
 Choking - Inhaled Foreign Body (Pediatric) 2 
 Chronic Diseases (Pediatric) 1 
 Circumcision Problems (Pediatric) 3 
 Cold Exposure 1 
 Cold Injuries (Hypothermia) (Pediatric) 1 
 Cold Sores 1 
 Colds (Pediatric) 79 
 Confusion - Delirium (Pediatric) 1 
 Confusion / Disorientation / Agitation 1 
 Congestion - Guideline Selection (Pediatric) 5 
 Constipation 7 
 Constipation (Pediatric) 25 
 Cough (Pediatric) 190 







 Triage Calls  
 
 Guidelines Used by Contract 
 1/1/2011 to 1/31/2011 
 
 Contract Guideline Name Times Used 
 
 Cough - Adult 18 
 Cracked or Dry Skin (Pediatric) 1 
 Croup (Pediatric) 21 
 Crying Baby 3 Months or Less (Pediatric) 10 
 Crying Child More Than 3 Months (Pediatric) 7 
 Cuts And Lacerations (Pediatric) 2 
 Dehydration 1 
 Depression / Mood Disorders 2 
 Diabetes - Low Blood Sugar (Pediatric) 1 
 Diabetes: Foot Problems 4 
 Diabetes: GI Problems 2 
 Diabetes: Out of Control 10 
 Diabetes: Respiratory Problems 1 
 Diaper Rash (Pediatric) 7 
 Diarrhea (Pediatric) 42 
 Diarrhea / Change in Bowel Habits 9 
 Diarrhea On Antibiotics (Pediatric) 7 
 Difficult Caller (Pediatric) 3 
 Dizziness (Pediatric) 4 
 Dizziness / Vertigo 3 
 Dysmenorrhea 1 
 Ear - Discharge (Pediatric) 5 
 Ear - Foreign Body (Pediatric) 2 
 Ear - Hearing Symptoms 3 
 Ear - Pain/Injury/Foreign Body 7 
 Ear - Pierced Problems (Pediatric) 2 
 Ear - Pulling At or Itchy (Pediatric) 1 
 Ear Infection Follow-up Call (Pediatric) 12 
 Earache (Pediatric) 40 
 Ectopic Pregnancy; Known / Suspected 1 
 Edema, Generalized Atraumatic 3 
 Edema, Pregnant 1 
 Elbow Non-Injury 1 
 Eye - Allergy (Pediatric) 1 
 Eye - Pus Or Discharge (Pediatric) 24 
 Eye - Red Without Pus (Pediatric) 8 
 Eye - Swelling (Pediatric) 2 
 Eye: Infection / Irritation 1 
 Eye: Injury / UV Light Exposure 3 
 Eye: Pain or Vision Change - No Injury 1 
 Face Pain / Swelling - No Injury 15 
 Face Swelling (Pediatric) 1 
 Fainting 1 
 Fainting (Pediatric) 1 
 Falls 1 
 Fatigue 1 
 Feeding Tube Questions (Pediatric) 1 
 Fetal Movement - Decreased, Pregnant 7 
 Fever - Adult 4 
 Fever After 3 Months Old (Pediatric) 141 
 Fever Before 3 Months Old (Pediatric) 11 
 Fever Blisters (Cold Sores) (Pediatric) 3 
 Fifth Disease (Pediatric) 2 
 Finger / Fingernail Injury 4 
 Finger / Fingernail Non-Injury 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 1/1/2011 to 1/31/2011 
 
 Contract Guideline Name Times Used 
 
 Fingernail Infection (Pediatric) 1 
 Flank Pain 6 
 Flu-Like Symptoms; Known/Suspected Influenza 8 
 Flu-Like Symptoms; Known/Suspected Influenza, Pregnant 2 
 Fluid Intake Decreased (Pediatric) 12 
 Food Reactions (Pediatric) 2 
 Foot Injury 3 
 Foot Non-Injury 6 
 Forearm Injury 1 
 Forearm Non-Injury 2 
 Foreskin Retraction Problems (Pediatric) 1 
 Frostbite (Pediatric) 1 
 Genital Lesions - Female 2 
 GI Bleeding 7 
 Hand Injury 1 
 Hand Non-Injury 3 
 Head Injury 3 
 Headache 36 
 Headache (Pediatric) 38 
 Hearing Loss or Change (Pediatric) 1 
 Heartburn, Pregnant 2 
 Hernia - Inguinal (Pediatric) 1 
 Hernia - Umbilical (Pediatric) 1 
 Hiccups 1 
 Hip Non-Injury 1 
 Hives (Pediatric) 12 
 Hoarseness (Pediatric) 2 
 Hypertension; Diagnosed, Pregnant 1 
 Hypertension; Known / Suspected 7 
 Immunization Reactions (Pediatric) 17 
 Impetigo (Infected Sores) (Pediatric) 3 
 Infection On Antibiotic Follow-up Call (Pediatric) 15 
 Influenza (Pediatric) 28 
 Information Only Call - No Triage (Pediatric) 5 
 Insect Bite (Pediatric) 2 
 Irregular Heartbeat 3 
 Itching Localized And Cause Unknown (Pediatric) 3 
 Itching Widespread And Cause Unknown (Pediatric) 3 
 IUD; Symptoms 2 
 Jaundice - Newborn (Pediatric) 2 
 Knee Injury 2 
 Knee Non-Injury 5 
 Leg Joint Swelling (Pediatric) 2 
 Leg Pain (Pediatric) 5 
 Lice (Pediatric) 2 
 Limp (Pediatric) 1 
 Lower Leg Injury 1 
 Lower Leg Non-Injury 1 
 Lymph Nodes Swollen (Pediatric) 4 
 Medication Question Call (Pediatric) 4 
 Mouth / Lip / Tongue Lesions 2 
 Mouth Pain And Symptoms (Pediatric) 3 
 Mouth Ulcers (Pediatric) 7 
 Muscle Ache / Pain 4 
 Muscle Jerks - Tics - Shudders (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 1/1/2011 to 1/31/2011 
 
 Contract Guideline Name Times Used 
 
 Nausea (Pediatric) 1 
 Nausea / Vomiting 16 
 Nausea / Vomiting, Pregnant 9 
 Neck Pain or Injury 1 
 Neck Pain Or Stiffness (Pediatric) 1 
 Neurological Deficits 3 
 Newborn Appearance (Pediatric) 2 
 Newborn Rashes And Birthmarks (Pediatric) 1 
 No Guideline Available - Advice Per Reference (Pediatric) 1 
 No Guideline Or Reference Available (Pediatric) 3 
 No Guideline/Advice Per Reference (Adult) 3 
 Nosebleed (Pediatric) 13 
 Numbness / Tingling 2 
 Pap Smear; Symptoms/Information 1 
 Pelvic Pain / Dyspareunia 4 
 Penis-Scrotum Symptoms (Pediatric) 6 
 Pinworms (Pediatric) 3 
 Pneumonia Follow-up Call (Pediatric) 4 
 Poisoning 1 
 Poisoning (Pediatric) 10 
 Post-op Incision Symptoms (Pediatric) 1 
 Postoperative Problems 14 
 Postoperative Wound Care 5 
 Postpartum Problems 5 
 Preterm Labor: 20 to 37 Weeks Gestation 16 
 Puncture Wound (Pediatric) 2 
 Rash - Amoxicillin (Pediatric) 4 
 Rash - Guideline Selection (Pediatric) 4 
 Rash - Localized And Cause Unknown (Pediatric) 9 
 Rash - Purple Spots Or Dots (Pediatric) 1 
 Rash - Widespread And Cause Unknown (Pediatric) 31 
 Rash - Widespread On Drugs (Pediatric) 10 
 Rash / Hives / Eruptions 4 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 10 
 Rectal Symptoms 5 
 Respiratory Multiple Symptoms - Guideline Selection (Pediatric) 2 
 Ringworm (Pediatric) 1 
 Ruptured Membranes, Pregnant 3 
 Schizophrenia: Diagnosed 2 
 Scrotum Swelling Or Pain (Pediatric) 4 
 Seizure 5 
 Seizure Without Fever (Pediatric) 3 
 Sexual Disorders 1 
 Shoulder Injury 1 
 Shoulder Non-Injury 4 
 Signs of Labor, Pregnant 8 
 Sinus Pain Or Congestion (Pediatric) 2 
 Skin / Rash, Pregnant 1 
 Skin Foreign Body (Pediatric) 2 
 Skin Lesions / Skin Irritation 15 
 Skin Swelling Or Lump (Pediatric) 2 
 Sleep Disorders 2 
 Sore Throat (Pediatric) 54 
 Sore Throat / Hoarseness 16 
 Sore Throat / Hoarseness, Pregnant 7 







 Triage Calls  
 
 Guidelines Used by Contract 
 1/1/2011 to 1/31/2011 
 
 Contract Guideline Name Times Used 
 
 Sores (Pediatric) 1 
 Spells - Guideline Selection (Pediatric) 1 
 Spider Bite - North America (Pediatric) 4 
 Spitting Up (Reflux) (Pediatric) 3 
 Stools - Blood In (Pediatric) 8 
 Stools - Unusual Color (Pediatric) 9 
 Strep Throat Exposure (Pediatric) 6 
 Strep Throat Infection Follow-up Call (Pediatric) 12 
 Suicide Concerns Or Depression (Pediatric) 2 
 Swallowed Foreign Body (Pediatric) 5 
 Swallowing Difficulty 5 
 Swallowing Difficulty (Pediatric) 3 
 Swine Flu Exposure (Pediatric) 1 
 Swollen Glands 2 
 Teething (Pediatric) 1 
 Thigh Non-Injury 4 
 Thrush (Pediatric) 7 
 Toe / Toenail Injury 1 
 Toe / Toenail Non-Injury 2 
 Toenail - Ingrown (Pediatric) 1 
 Tooth, Gum and Jaw Symptoms 2 
 Toothache (Pediatric) 3 
 Trauma - Abdominal (Pediatric) 2 
 Trauma - Arm (Pediatric) 5 
 Trauma - Chest (Pediatric) 2 
 Trauma - Ear (Pediatric) 2 
 Trauma - Face (Pediatric) 2 
 Trauma - Finger (Pediatric) 4 
 Trauma - Genital (Female) (Pediatric) 4 
 Trauma - Head (Pediatric) 26 
 Trauma - Leg (Pediatric) 4 
 Trauma - Mouth (Pediatric) 4 
 Trauma - Neck (Pediatric) 1 
 Trauma - Tooth (Pediatric) 3 
 Umbilical Cord - Bleeding (Pediatric) 2 
 Umbilical Cord - Delayed or Early Separation (Pediatric) 1 
 Umbilical Cord - Oozing or Infected (Pediatric) 1 
 Upper Arm Non-Injury 2 
 Upper Respiratory Infections / Colds 18 
 Upper Respiratory Infections/Colds: Pregnant 5 
 Urinary Symptoms - Female 11 
 Urinary Symptoms / Prostate Problems 1 
 Urinary Tract Infection Follow-Up Call (Pediatric) 1 
 Urination - All Other Symptoms (Pediatric) 13 
 Urination - Wetting (Enuresis) (Pediatric) 2 
 Urination Pain (Female) (Pediatric) 4 
 Urination Pain (Male) (Pediatric) 1 
 Urine - Blood In (Pediatric) 1 
 Vaginal Bleeding (Premenopausal) -- Abnormal 17 
 Vaginal Bleeding - Before Puberty (Pediatric) 1 
 Vaginal Bleeding - More Than 20 Weeks Gestation 2 
 Vaginal Bleeding, on HRT 1 
 Vaginal Discharge / Irritation 10 
 Vaginal Itching (Irritation) - Before Puberty (Pediatric) 1 
 Vaginal Symptoms or Discharge - Before Puberty (Pediatric) 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 1/1/2011 to 1/31/2011 
 
 Contract Guideline Name Times Used 
 
 Vomiting (Pediatric) 140 
 Vomiting Blood (Pediatric) 2 
 Vomiting On Meds (Pediatric) 11 
 Warts (Pediatric) 2 
 Weakness (Pediatric) 4 
 Weakness / Paralysis 2 
 Wheezing - Other Than Asthma (Pediatric) 13 
 Whooping Cough Follow-Up Call (Pediatric) 1 
 Withdrawal Symptoms 2 
 Worms - Other Than Pinworms (Pediatric) 1 
 Wound Infection (Pediatric) 1 
 Wrist Injury 2 
 Wrist Non-Injury 2 
 
 Total for Contract : Soonercare PAL 2,144 







2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 0 0 0 0 0 0 0 0 0 0 0 0 0
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 0 0 0 0 0 0 0 0 0 0 0 1
Cambodian 0 0 0 0 0 0 0 0 0 0 0 0 0
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Farsi 1 0 0 0 0 0 0 0 0 0 0 0 1
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 0 0 0 0 0 0 0 0 0
Hmong 0 0 0 0 0 0 0 0 0 0 0 0 0
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 0 0
Korean 0 0 0 0 0 0 0 0 0 0 0 0 0
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 0 0 0 0 0 0 0 0 0 0 0 0 0
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 0 0 0 0 0 0 0 0 0 0 0 0
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 0 0 0 0 0 0 0 0 0 0
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 57 0 0 0 0 0 0 0 0 0 0 0 57
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 3 0 0 0 0 0 0 0 0 0 0 0 3
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 62 0 0 0 0 0 0 0 0 0 0 0 62
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Definitions 
 


 
Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Soonercare Patient Advice Line
Executive Overview


2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4236 3242           7478


Calls Handled 4050 3068           7118


Calls Processed 3193 2503           5696


Calls Abandoned 186 174           360


% Abandoned 4.4% 5.4%           4.8%


Average Speed Answered 19s 21s           20s


 


Translation Service 62 24           86
 


         


II.  REASON OF CALL


Symptoms/Triage 2051 1569           3620


Health/Drug Information 318 255           573  


           


824 679           1503


       


III.  CALL DISPOSITIONS


Homecare 603 476           1079


Place Call to PCP 39 26           65


See PCP Within 2 Weeks 17 24           41


See PCP within 72 Hours 108 112           220


See PCP Within 24 Hours 413 311           724


Contact PCP Within 4 Hours 91 61           152


Call Poison Control Center 12 10           22


See in ED Immediately 722 502           1224


Activate EMS/911 57 51           108


Other (pharmacy, lab, etc.) 27 30           57
      


Health/Drug Information Provided 304 262           566
    


Information Provided 547 183           730
    


Referred to Member Services/Other# 253 166           419


% of Triage ER/911 Calls 38% 35%           37%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2144 1648           3792


          


V.  CALLER STATISTICS


# Repeat Callers 1741 1383           3124


% Repeat Callers 55% 55%           55%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 129 55 74 42.6%
2nd 140 11 129 7.9%
3rd 103 3 100 2.9%
4th 118 5 113 4.2%
5th 212 9 203 4.2%
6th 193 15 178 7.8%
7th 93 3 90 3.2%
8th 86 4 82 4.7%
9th 100 2 98 2.0%


10th 84 3 81 3.6%
11th 63 1 62 1.6%
12th 134 8 126 6.0%
13th 133 6 127 4.5%
14th 72 2 70 2.8%
15th 99 2 97 2.0%
16th 90 1 89 1.1%
17th 79 1 78 1.3%
18th 91 4 87 4.4%
19th 162 5 157 3.1%
20th 130 5 125 3.8%
21st* 250 11 239 4.4%
22nd 81 1 80 1.2%
23rd 83 2 81 2.4%
24th 80 1 79 1.3%
25th 63 1 62 1.6%
26th 153 2 151 1.3%
27th 124 8 116 6.5%
28th 97 3 94 3.1%
29th 0 0 0 0.0%
30th 0 0 0 0.0%
31st 0 0 0 0.0%


 3242 174 3068 5.4%
 


 


YEAR‐TO‐DATE 2011  


Month Offered Abandoned Handled Abandonment %
JAN 4236 186 4050 4.4%
FEB 3242 174 3068 5.4%


MAR   
APR   
MAY   
JUN   
JUL   


AUG   
SEP   
OCT   
NOV   
DEC   


7478 360 7118 4.8%


* 2/21 President's Day


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


© 2010 Language Line Services Requirements: Mozilla Firefox 3.5+, Internet Explorer 8+, Google Chrome or Apple Safari 4+  


MyLanguageLinetm 2.1
 


LIFECARE HEALTH SERVICES INC 


www.LanguageLine.com


awaltrip@vha.com | Log Out


News Reports Invoices Account My Profile Help Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 02/01/2011, End Date = 02/28/2011


Client ID Access Code Time Ref. Number Language Interpreter Duration Charges ANI Data 1 Data 2 Data 3 Data 4 


861359 53510 02/02/2011 537340083 SPANISH 10983 41


861359 53510 02/03/2011 175145902 SPANISH 11115 11


861359 53510 02/07/2011 483832012 SPANISH 2552 9


861359 53510 02/14/2011 357627598 SPANISH 102 14


861359 53510 02/14/2011 532632803 SPANISH 11647 13


861359 53510 02/16/2011 353239100 SPANISH 235 13


861359 53510 02/21/2011 250826559 SPANISH 4783 12


861359 53510 02/21/2011 357848647 SPANISH 5287 15


861359 53510 02/21/2011 393550550 SPANISH 1494 15


861359 53510 02/28/2011 347432831 SPANISH 7137 17
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Calls by Day
Soonercare Patient Advice Line
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Health/Drug Information, 
255


General Information, 679


Reason of Call
Soonercare Patient Advice Line


Symptoms/Triage, 1569







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 2/1/2011


End Date: 2/28/2011


Facility Type: Hospital service


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0Gemini After Hours Clinic  1  1  4.3%


 0Mercy - NW Expressway  2  2  8.7%


 0Mercy Care - Edmond  1  1  4.3%


 0Okmulgee Pediatrics  1  1  4.3%


 0River Valley Urgent Care  1  1  4.3%


 0Today Clinic  1  1  4.3%


 0Tulsa Pediatric Urgent Care  6  6  26.1%


 0Urgent Care of Green Country - Claremore  1  1  4.3%


 0Urgent Care of Green Country - Owasso  3  3  13.0%


 0Urgent Care Plus  1  1  4.3%


 0Wellfast Urgent Care Center  1  1  4.3%


 0Your Care Clinic - Bethany  1  1  4.3%


 0Your Care Clinic - N. May  1  1  4.3%


 0Your Care Clinic - S. Penn  2  2  8.7%


 0 23  23Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 23  23  100.0% of Grand Total


 0 23  23Grand Totals: 


3/16/2011 Page 1 of 110:55:10AM REF003
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 Triage Calls  
 
 Guidelines Used by Contract 
 2/1/2011 to 2/28/2011 
 
 Contract Guideline Name Times Used 
 


 


 Soonercare PAL 
 Abdominal Pain (Female) (Pediatric) 24 
 Abdominal Pain (Male) (Pediatric) 14 
 Abdominal Pain / Discomfort 34 
 Abdominal Pain, Pregnant 14 
 Abdominal Swelling, Bloating 2 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 8 
 Abrasions/Lacerations/Puncture Wounds 2 
 Allergic Reaction; Known / Suspected 9 
 Allergies / Hay Fever Symptoms 2 
 Anaphylaxis (Pediatric) 4 
 Animal or Human Bite (Pediatric) 2 
 Ankle Injury 2 
 Ankle Non-Injury 1 
 Anxiety 1 
 Anxiety: Severe / Panic 3 
 Arm Pain (Pediatric) 2 
 Asthma - Adult 1 
 Asthma Attack (Pediatric) 13 
 Back Pain (Pediatric) 6 
 Back Symptoms 19 
 Back Symptoms, Pregnant 2 
 Bee or Yellow Jacket Sting (Pediatric) 2 
 Bites - Animal / Human 1 
 Bites and Stings - Insects / Spiders 5 
 Bloody Urine 1 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 2 
 Boil or Abscess (Pediatric) 1 
 Bottle-feeding Questions (Pediatric) 2 
 Breast Symptoms - Female 4 
 Breast Symptoms - Postpartum 2 
 Breast-feeding Questions (Pediatric) 3 
 Breathing Difficulty Severe (Pediatric) 20 
 Breathing Noisy - Guideline Selection (Pediatric) 1 
 Breathing Problems 9 
 Bronchiolitis Follow-up Call (Pediatric) 8 
 Burns 2 
 Burns (Pediatric) 7 
 Cast Symptoms And Questions (Pediatric) 3 
 Chest Pain (Pediatric) 3 
 Chest Pain / Discomfort 22 
 Chickenpox (Pediatric) 1 
 Chickenpox or Shingles Exposure (Pediatric) 1 
 Chronic Diseases (Pediatric) 2 
 Circumcision Problems (Pediatric) 3 
 Cold Exposure 3 
 Cold Injuries (Hypothermia) (Pediatric) 2 
 Colds (Pediatric) 42 
 Coma (Pediatric) 1 
 Confusion / Disorientation / Agitation 1 
 Constipation 5 
 Constipation (Pediatric) 22 
 Cough (Pediatric) 132 
 Cough - Adult 22 







 Triage Calls  
 
 Guidelines Used by Contract 
 2/1/2011 to 2/28/2011 
 
 Contract Guideline Name Times Used 
 


 


 Cradle Cap (Pediatric) 2 
 Croup (Pediatric) 19 
 Crying Baby 3 Months or Less (Pediatric) 7 
 Crying Child More Than 3 Months (Pediatric) 7 
 Cuts And Lacerations (Pediatric) 4 
 Dehydration 2 
 Depression: Postpartum 1 
 Developmental Disorders (Pervasive): Dx 1 
 Diabetes - Low Blood Sugar (Pediatric) 1 
 Diabetes: Foot Problems 1 
 Diabetes: Out of Control 8 
 Diaper Rash (Pediatric) 8 
 Diarrhea (Pediatric) 25 
 Diarrhea / Change in Bowel Habits 3 
 Diarrhea On Antibiotics (Pediatric) 4 
 Dizziness (Pediatric) 3 
 Dizziness / Vertigo 4 
 Drowning or Near-Drowning (Pediatric) 1 
 Ear - Discharge (Pediatric) 3 
 Ear - Foreign Body (Pediatric) 1 
 Ear - Hearing Symptoms 1 
 Ear - Otitis Externa Follow-Up Call (Pediatric) 1 
 Ear - Pain/Injury/Foreign Body 5 
 Ear Infection Follow-up Call (Pediatric) 9 
 Earache (Pediatric) 33 
 Earwax (Pediatric) 1 
 Edema, Generalized Atraumatic 2 
 Edema, Pregnant 1 
 Eye - Allergy (Pediatric) 1 
 Eye - Chemical In (Pediatric) 2 
 Eye - Foreign Body (Pediatric) 1 
 Eye - Pus Or Discharge (Pediatric) 17 
 Eye - Red Without Pus (Pediatric) 6 
 Eye - Swelling (Pediatric) 1 
 Eye: Infection / Irritation 1 
 Eye: Pain or Vision Change - No Injury 2 
 Face Pain / Swelling - No Injury 2 
 Face Swelling (Pediatric) 3 
 Feeding Tube Questions (Pediatric) 1 
 Fetal Movement - Decreased, Pregnant 4 
 Fever - Adult 1 
 Fever After 3 Months Old (Pediatric) 100 
 Fever Before 3 Months Old (Pediatric) 7 
 Fifth Disease (Pediatric) 1 
 Finger / Fingernail Injury 14 
 Finger / Fingernail Non-Injury 1 
 Fingernail Infection (Pediatric) 2 
 Flank Pain 5 
 Flu-Like Symptoms; Known/Suspected Influenza 10 
 Flu-Like Symptoms; Known/Suspected Influenza, Pregnant 4 
 Fluid Intake Decreased (Pediatric) 8 
 Food Reactions (Pediatric) 3 
 Foot Injury 2 
 Foot Or Ankle Swelling (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 2/1/2011 to 2/28/2011 
 
 Contract Guideline Name Times Used 
 


 


 Forearm Non-Injury 1 
 Frostbite (Pediatric) 2 
 Genital Lesions - Female 1 
 GI Bleeding 14 
 Hand Injury 1 
 Hand Non-Injury 1 
 Hay Fever (Pediatric) 1 
 Headache 16 
 Headache (Pediatric) 12 
 Heartburn, Pregnant 2 
 Hernia - Inguinal (Pediatric) 1 
 Hip Injury 2 
 Hip Non-Injury 19 
 Hives (Pediatric) 8 
 Hoarseness (Pediatric) 1 
 Hypertension; Diagnosed, Pregnant 2 
 Hypertension; Known / Suspected 3 
 Immunization Reactions (Pediatric) 14 
 Impetigo (Infected Sores) (Pediatric) 2 
 Infection On Antibiotic Follow-up Call (Pediatric) 12 
 Influenza (Pediatric) 26 
 Information Only Call - No Triage (Pediatric) 5 
 Insect Bite (Pediatric) 2 
 Irregular Heartbeat 6 
 Itching Localized And Cause Unknown (Pediatric) 2 
 Itching Widespread And Cause Unknown (Pediatric) 2 
 IUD; Symptoms 2 
 Jaundice - Newborn (Pediatric) 1 
 Knee Injury 4 
 Knee Non-Injury 5 
 Leg Joint Swelling (Pediatric) 1 
 Leg Pain (Pediatric) 2 
 Lice Infestation or Exposure 1 
 Lower Leg Non-Injury 9 
 Lymph Nodes Swollen (Pediatric) 5 
 Medication Question Call (Pediatric) 5 
 Menstrual Period Missed Or Late (Pediatric) 1 
 Mouth / Lip / Teeth Injury 2 
 Mouth Pain And Symptoms (Pediatric) 3 
 Mouth Ulcers (Pediatric) 5 
 Muscle Ache / Pain 5 
 Muscle Jerks - Tics - Shudders (Pediatric) 2 
 Nausea / Vomiting 6 
 Nausea / Vomiting, Pregnant 8 
 Neck Lump / Swelling 1 
 Neck Pain or Injury 5 
 Neck Pain Or Stiffness (Pediatric) 4 
 Neurologic Deficit (Pediatric) 1 
 Neurological Deficits 5 
 Newborn Appearance (Pediatric) 2 
 Newborn Rashes And Birthmarks (Pediatric) 1 
 Newborn Reflexes And Behavior (Pediatric) 1 
 No Guideline Or Reference Available (Pediatric) 2 
 No Guideline/Advice Per Reference (Adult) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 2/1/2011 to 2/28/2011 
 
 Contract Guideline Name Times Used 
 


 


 Nosebleed (Pediatric) 7 
 Nosebleed - With and Without Injury 3 
 Numbness / Tingling 7 
 Pale Skin (Pediatric) 2 
 Pelvic Pain / Dyspareunia 1 
 Penis-Scrotum Symptoms (Pediatric) 2 
 Pinworms (Pediatric) 2 
 Poison Ivy - Oak - Sumac (Pediatric) 1 
 Poisoning (Pediatric) 8 
 Post-Hospitalization Follow-up Call (Pediatric) 1 
 Post-op Incision Symptoms (Pediatric) 2 
 Post-op Symptoms And Questions (Pediatric) 4 
 Postoperative Problems 12 
 Postpartum Problems 1 
 Preterm Labor: 20 to 37 Weeks Gestation 12 
 Puncture Wound (Pediatric) 2 
 Rash - Amoxicillin (Pediatric) 5 
 Rash - Guideline Selection (Pediatric) 4 
 Rash - Localized And Cause Unknown (Pediatric) 7 
 Rash - Purple Spots Or Dots (Pediatric) 1 
 Rash - Widespread And Cause Unknown (Pediatric) 29 
 Rash - Widespread On Drugs (Pediatric) 7 
 Rash / Hives / Eruptions 7 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 6 
 Rectal Symptoms 1 
 Respiratory Multiple Symptoms - Guideline Selection (Pediatric) 4 
 Ruptured Membranes, Pregnant 1 
 Scarlet Fever (Pediatric) 1 
 Scorpion Sting - North America (Pediatric) 1 
 Scrapes (Pediatric) 1 
 Scrotum Swelling Or Pain (Pediatric) 3 
 Seizure 1 
 Seizure With Fever (Pediatric) 2 
 Sexual Disorders 1 
 Shoulder Injury 3 
 Shoulder Non-Injury 2 
 Signs of Labor, Pregnant 6 
 Sinus Infection Follow-up Call (Pediatric) 1 
 Sinus Pain Or Congestion (Pediatric) 3 
 Skin / Rash, Pregnant 4 
 Skin Lesions / Skin Irritation 11 
 Skin Swelling Or Lump (Pediatric) 2 
 Sleep Disorders 1 
 Sleep Increased (Pediatric) 5 
 Sore Throat (Pediatric) 25 
 Sore Throat / Hoarseness 11 
 Sore Throat / Hoarseness, Pregnant 1 
 Sores (Pediatric) 4 
 Spells - Guideline Selection (Pediatric) 1 
 Spider Bite - North America (Pediatric) 1 
 Spitting Up (Reflux) (Pediatric) 2 
 Stools - Blood In (Pediatric) 4 
 Stools - Unusual Color (Pediatric) 2 
 Strep Throat Exposure (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 2/1/2011 to 2/28/2011 
 
 Contract Guideline Name Times Used 
 


 


 Strep Throat Infection Follow-up Call (Pediatric) 6 
 Sty (Pediatric) 4 
 Suicidal, Homicidal, or Harmful Behavior 2 
 Suicide Concerns Or Depression (Pediatric) 1 
 Swallowed Foreign Body (Pediatric) 6 
 Swallowed Harmless Substance (Pediatric) 1 
 Swallowing Difficulty 1 
 Swallowing Difficulty (Pediatric) 1 
 Swine Flu Exposure (Pediatric) 2 
 Swollen Glands 1 
 Tear Duct Blocked (Pediatric) 1 
 Teething (Pediatric) 2 
 Thigh Non-Injury 2 
 Thrush (Pediatric) 2 
 Toe / Toenail Injury 1 
 Tooth, Gum and Jaw Symptoms 9 
 Toothache (Pediatric) 7 
 Trauma - Abdominal (Pediatric) 1 
 Trauma - Arm (Pediatric) 4 
 Trauma - Back (Pediatric) 1 
 Trauma - Ear (Pediatric) 1 
 Trauma - Eye (Pediatric) 5 
 Trauma - Face (Pediatric) 1 
 Trauma - Finger (Pediatric) 3 
 Trauma - Genital (Male) (Pediatric) 1 
 Trauma - Head (Pediatric) 29 
 Trauma - Leg (Pediatric) 7 
 Trauma - Mouth (Pediatric) 6 
 Trauma - Neck (Pediatric) 2 
 Trauma - Nose (Pediatric) 1 
 Trauma - Tailbone (Pediatric) 1 
 Trauma - Tooth (Pediatric) 2 
 Trauma, Pregnant 2 
 Tremor 2 
 Umbilical Cord - Bleeding (Pediatric) 2 
 Umbilical Cord - Oozing or Infected (Pediatric) 2 
 Upper Arm Injury 1 
 Upper Respiratory Infections / Colds 3 
 Upper Respiratory Infections/Colds: Pregnant 8 
 Urinary Symptoms - Female 12 
 Urinary Symptoms / Prostate Problems 1 
 Urinary Tract Infection Follow-Up Call (Pediatric) 1 
 Urination - All Other Symptoms (Pediatric) 12 
 Urination - Wetting (Enuresis) (Pediatric) 1 
 Urination Pain (Female) (Pediatric) 6 
 Vaginal Bleeding (Premenopausal) -- Abnormal 9 
 Vaginal Bleeding - More Than 20 Weeks Gestation 5 
 Vaginal Bleeding, on HRT 2 
 Vaginal Discharge / Irritation 6 
 Vaginal Foreign Body; Known / Suspected 1 
 Vaginal Itching (Irritation) - Before Puberty (Pediatric) 2 
 Vaginal Symptoms or Discharge - After Puberty (Pediatric) 1 
 Vaginal Symptoms or Discharge - Before Puberty (Pediatric) 2 
 Vision Loss Or Change (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 2/1/2011 to 2/28/2011 
 
 Contract Guideline Name Times Used 
 


 


 Vomiting (Pediatric) 76 
 Vomiting On Meds (Pediatric) 9 
 Weakness / Paralysis 2 
 Weight Loss 1 
 Wheezing - Other Than Asthma (Pediatric) 9 
 Whooping Cough Exposure (Pediatric) 1 
 Worms - Other Than Pinworms (Pediatric) 1 
 Wound Infection (Pediatric) 5 
 Wrist Injury 2 
 Wrist Non-Injury 1 
 
 Total for Contract : Soonercare PAL 1,648 







2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 0 0 0 0 0 0 0 0 0 0 0 0 0
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 1 0 0 0 0 0 0 0 0 0 0 2
Cambodian 0 0 0 0 0 0 0 0 0 0 0 0 0
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Farsi 1 0 0 0 0 0 0 0 0 0 0 0 1
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 0 0 0 0 0 0 0 0 0
Hmong 0 0 0 0 0 0 0 0 0 0 0 0 0
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 0 0
Korean 0 0 0 0 0 0 0 0 0 0 0 0 0
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 0 0 0 0 0 0 0 0 0 0 0 0 0
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 0 0 0 0 0 0 0 0 0 0 0 0
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 0 0 0 0 0 0 0 0 0 0
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 57 20 0 0 0 0 0 0 0 0 0 0 77
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 3 3 0 0 0 0 0 0 0 0 0 0 6
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 62 24 0 0 0 0 0 0 0 0 0 0 86
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Definitions 
 


 
Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Soonercare Patient Advice Line
Executive Overview


2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4236 3242 3038          10516


Calls Handled 4050 3068 2948          10066


Calls Processed 3193 2503 2610          8306


Calls Abandoned 186 174 90          450


% Abandoned 4.4% 5.4% 3.0%          4.3%


Average Speed Answered 19s 21s 11s          17s


 


Translation Service 62 24 30          116
 


         


II.  REASON OF CALL


Symptoms/Triage 2051 1569 1611          5231


Health/Drug Information 318 255 284          857  


           


824 679 715          2218


       


III.  CALL DISPOSITIONS


Homecare 603 476 365          1444


Place Call to PCP 39 26 41          106


See PCP Within 2 Weeks 17 24 25          66


See PCP within 72 Hours 108 112 126          346


See PCP Within 24 Hours 413 311 274          998


Contact PCP Within 4 Hours 91 61 63          215


Call Poison Control Center 12 10 11          33


See in ED Immediately 722 502 631          1855


Activate EMS/911 57 51 67          175


Other (pharmacy, lab, etc.) 27 30 29          86
      


Health/Drug Information Provided 304 262 277          843
    


Information Provided 547 183 319          1049
    


Referred to Member Services/Other# 253 166 382          801


% of Triage ER/911 Calls 38% 35% 43%          39%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2144 1648 1684          5476


          


V.  CALLER STATISTICS


# Repeat Callers 1741 1383 1386          4510


% Repeat Callers 55% 55% 53%          54%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 66 3 63 4.5%
2nd 103 3 100 2.9%
3rd 85 2 83 2.4%
4th 86 0 86 0.0%
5th 147 1 146 0.7%
6th 114 4 110 3.5%
7th 81 2 79 2.5%
8th 61 2 59 3.3%
9th 79 0 79 0.0%


10th 99 5 94 5.1%
11th 76 1 75 1.3%
12th 147 6 141 4.1%
13th 113 8 105 7.1%
14th 90 5 85 5.6%
15th 71 3 68 4.2%
16th 108 4 104 3.7%
17th 86 4 82 4.7%
18th 95 5 90 5.3%
19th 136 3 133 2.2%
20th 154 7 147 4.5%
21st 88 5 83 5.7%
22nd 99 4 95 4.0%
23rd 107 0 107 0.0%
24th 73 1 72 1.4%
25th 83 2 81 2.4%
26th 130 2 128 1.5%
27th 117 6 111 5.1%
28th 97 1 96 1.0%
29th 70 0 70 0.0%
30th 77 1 76 1.3%
31st 100 0 100 0.0%


 3038 90 2948 3.0%
 


 


YEAR‐TO‐DATE 2011  


Month Offered Abandoned Handled Abandonment %
JAN 4236 186 4050 4.4%
FEB 3242 174 3068 5.4%


MAR 3038 90 2948 3.0%
APR   
MAY   
JUN   
JUL   


AUG   
SEP   
OCT   
NOV   
DEC   


10516 450 10066 4.3%


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


MyLanguageLinetm 2.1
 


LIFECARE HEALTH SERVICES INC 


www.LanguageLine.com


awaltrip@vha.com | Log Out


News Reports Invoices Account My Profile Help Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 03/01/2011, End Date = 03/31/2011


Client 
ID 


Access 
Code Time Ref. 


Number Language Interpreter Duration Charges ANI Data 1 Data 2 Data 3 Data 4 


861359 53510 03/02/2011 256332279 SPANISH 736 21


861359 53510 03/02/2011 353349177 SPANISH 11300 23


861359 53510 03/02/2011 392851806 SPANISH 4047 29


861359 53510 03/03/2011 541835170 SPANISH 10850 17


861359 53510 03/04/2011 392849669 SPANISH 5453 10


861359 53510 03/07/2011 381736238 SPANISH 5330 43


861359 53510 03/09/2011 507332069 SPANISH 11892 18


861359 53510 03/14/2011 393727571 SPANISH 4175 7


861359 53510 03/14/2011 384937634 SPANISH 2691 9


861359 53510 03/15/2011 393631767 SPANISH 4573 9


861359 53510 03/15/2011 357831691 MANDARIN 9663 5


861359 53510 03/16/2011 506053561 SPANISH 6596 10


861359 53510 03/17/2011 346532188 SPANISH 10051 7


861359 53510 03/17/2011 481042362 SPANISH 3635 11


861359 53510 03/18/2011 506135501 SPANISH 8058 7


861359 53510 03/21/2011 256025635 SPANISH 9731 15







© 2010 Language Line Services Requirements: Mozilla Firefox 3.5+, Internet Explorer 8+, Google Chrome or Apple Safari 4+  


861359 53510 03/21/2011 357045528 SPANISH 12033 18 33.12


861359 53510 03/22/2011 393123143 SPANISH 1884 8 14.72


861359 53510 03/23/2011 440228464 SPANISH 9556 16 29.44


861359 53510 03/28/2011 350432928 SPANISH 6155 20 36.80


861359 53510 03/28/2011 344144146 SPANISH 7808 9 16.56


861359 53510 03/30/2011 440925768 SPANISH 1140 18 33.12


861359 53510 03/31/2011 351048649 SPANISH 12114 6 11.04
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Calls by Day
Soonercare Patient Advice Line


1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31


Offered 66 103 85 86 147 114 81 61 79 99 76 147 113 90 71 108 86 95 136 154 88 99 107 73 83 130 117 97 70 77 100


Abandoned 3 3 2 0 1 4 2 2 0 5 1 6 8 5 3 4 4 5 3 7 5 4 0 1 2 2 6 1 0 1 0


Handled 63 100 83 86 146 110 79 59 79 94 75 141 105 85 68 104 82 90 133 147 83 95 107 72 81 128 111 96 70 76 100
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Health/Drug Information, 
284


General Information, 715


Reason of Call
Soonercare Patient Advice Line


Symptoms/Triage, 1611







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 3/1/2011


End Date: 3/31/2011


Facility Type: Hospital service


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0CMG Urgent Care  1  1  3.1%


 0Edmond AM Clinic  1  1  3.1%


 0Family Medical & Urgent Care Center  2  2  6.3%


 0Gemini After Hours Clinic  1  1  3.1%


 0Integris Urgent Care  2  2  6.3%


 0MedNow Urgent Care Center  1  1  3.1%


 0Mercy - NW Expressway  6  6  18.8%


 0Providence Family Practice  1  1  3.1%


 0Today Clinic  2  2  6.3%


 0Tulsa Pediatric Urgent Care  8  8  25.0%


 0Urgent Care Center of Ardmore  1  1  3.1%


 0Urgent Care of Green Country - Claremore  3  3  9.4%


 0Urgent Care of Green Country - Owasso  2  2  6.3%


 0Wellfast Urgent Care Center  1  1  3.1%


 0 32  32Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 32  32  100.0% of Grand Total


 0 32  32Grand Totals: 


4/13/2011 Page 1 of 1 1:32:28PM REF003
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 Triage Calls  
 
 Guidelines Used by Contract 
 3/1/2011 to 3/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Soonercare PAL 
 Abdominal Pain (Female) (Pediatric) 19 
 Abdominal Pain (Male) (Pediatric) 12 
 Abdominal Pain / Discomfort 45 
 Abdominal Pain, Pregnant 17 
 Abdominal Swelling, Bloating 2 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 11 
 Abortion: Therapeutic/Elective, Symptoms Post 1 
 Abrasions/Lacerations/Puncture Wounds 8 
 Alcoholism: Known / Suspected 1 
 Allergic Reaction; Known / Suspected 9 
 Amenorrhea 1 
 Anaphylaxis (Pediatric) 3 
 Animal or Human Bite (Pediatric) 5 
 Ankle Injury 6 
 Ankle Non-Injury 3 
 Anus Symptoms (Pediatric) 1 
 Anxiety 1 
 Anxiety: Severe / Panic 2 
 Arm Joint Swelling (Pediatric) 2 
 Arm Pain (Pediatric) 1 
 Asthma - Adult 4 
 Asthma Attack (Pediatric) 26 
 Athlete's Foot (Pediatric) 1 
 Back Pain (Pediatric) 2 
 Back Symptoms 29 
 Back Symptoms, Pregnant 1 
 Bee or Yellow Jacket Sting (Pediatric) 5 
 Bites - Animal / Human 4 
 Bites and Stings - Insects / Spiders 5 
 Bloody Urine 2 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 4 
 Boil or Abscess (Pediatric) 5 
 Bottle-feeding Questions (Pediatric) 6 
 Breast Symptoms - Female 2 
 Breast Symptoms - Postpartum 2 
 Breast-feeding Questions (Pediatric) 3 
 Breathing Difficulty Severe (Pediatric) 29 
 Breathing Problems 8 
 Bronchiolitis Follow-up Call (Pediatric) 9 
 Burns 4 
 Burns (Pediatric) 7 
 Chest Injury 2 
 Chest Pain (Pediatric) 5 
 Chest Pain / Discomfort 26 
 Chickenpox (Pediatric) 1 
 Choking - Inhaled Foreign Body (Pediatric) 1 
 Chronic Diseases (Pediatric) 1 
 Circumcision Problems (Pediatric) 3 
 Cold Injuries (Hypothermia) (Pediatric) 1 
 Colds (Pediatric) 38 
 Confusion - Delirium (Pediatric) 2 
 Confusion / Disorientation / Agitation 1 
 Congestion - Guideline Selection (Pediatric) 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 3/1/2011 to 3/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Constipation 7 
 Constipation (Pediatric) 25 
 Cough (Pediatric) 102 
 Cough - Adult 11 
 Cracked or Dry Skin (Pediatric) 2 
 Croup (Pediatric) 13 
 Crying Baby 3 Months or Less (Pediatric) 8 
 Crying Child More Than 3 Months (Pediatric) 11 
 Cuts And Lacerations (Pediatric) 5 
 Dehydration 1 
 Depression / Mood Disorders 2 
 Developmental Disorders (Pervasive): Dx 1 
 Diabetes - High Blood Sugar (Pediatric) 3 
 Diabetes: Diagnosed, Pregnant 1 
 Diabetes: Foot Problems 2 
 Diabetes: Out of Control 7 
 Diaper Rash (Pediatric) 9 
 Diarrhea (Pediatric) 24 
 Diarrhea / Change in Bowel Habits 3 
 Diarrhea On Antibiotics (Pediatric) 4 
 Difficult Caller (Pediatric) 1 
 Dizziness (Pediatric) 5 
 Dizziness / Vertigo 7 
 Ear - Congestion (Pediatric) 2 
 Ear - Discharge (Pediatric) 6 
 Ear - Foreign Body (Pediatric) 1 
 Ear - Otitis Externa Follow-Up Call (Pediatric) 1 
 Ear - Pain/Injury/Foreign Body 11 
 Ear - Pulling At or Itchy (Pediatric) 1 
 Ear Infection Follow-up Call (Pediatric) 12 
 Earache (Pediatric) 32 
 Earwax (Pediatric) 1 
 Edema, Generalized Atraumatic 5 
 Edema, Pregnant 3 
 Elbow Injury 1 
 Electrical Injury 1 
 Eye - Allergy (Pediatric) 1 
 Eye - Chemical In (Pediatric) 2 
 Eye - Pus Or Discharge (Pediatric) 26 
 Eye - Red Without Pus (Pediatric) 2 
 Eye - Swelling (Pediatric) 3 
 Eye: Infection / Irritation 3 
 Eye: Injury / UV Light Exposure 2 
 Eye: Pain or Vision Change - No Injury 4 
 Eyes - Dark Circles Under (Pediatric) 1 
 Face Pain / Swelling - No Injury 4 
 Face Swelling (Pediatric) 1 
 Fainting 1 
 Fainting (Pediatric) 1 
 Fatigue 3 
 Fetal Movement - Decreased, Pregnant 3 
 Fever - Adult 3 
 Fever After 3 Months Old (Pediatric) 78 
 Fever Before 3 Months Old (Pediatric) 8 







 Triage Calls  
 
 Guidelines Used by Contract 
 3/1/2011 to 3/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Fever Blisters (Cold Sores) (Pediatric) 3 
 Finger / Fingernail Injury 4 
 Finger / Fingernail Non-Injury 1 
 Fingernail Infection (Pediatric) 2 
 Flank Pain 2 
 Flu-Like Symptoms; Known/Suspected Influenza 2 
 Flu-Like Symptoms; Known/Suspected Influenza, Pregnant 2 
 Fluid Intake Decreased (Pediatric) 7 
 Food Poisoning (Pediatric) 1 
 Food Reactions (Pediatric) 2 
 Foot Non-Injury 4 
 Foot Or Ankle Swelling (Pediatric) 1 
 Foreskin Retraction Problems (Pediatric) 1 
 Genital Lesions - Female 2 
 GI Bleeding 11 
 GI Symptoms Multiple - Guideline Selection (Pediatric) 1 
 H1N1 Influenza (Swine Flu); Known/Suspected 1 
 Hay Fever (Pediatric) 1 
 Head Injury 3 
 Headache 19 
 Headache (Pediatric) 10 
 Heartburn, Pregnant 2 
 Hepatitis; Known / Suspected 1 
 Hernia - Umbilical (Pediatric) 1 
 Hip Non-Injury 1 
 Hives (Pediatric) 3 
 Hoarseness (Pediatric) 1 
 Hypertension; Diagnosed, Pregnant 1 
 Hypertension; Known / Suspected 4 
 Immunization Reactions (Pediatric) 19 
 Impetigo (Infected Sores) (Pediatric) 1 
 Infection Exposure (Contact) Questions (Pediatric) 1 
 Infection On Antibiotic Follow-up Call (Pediatric) 8 
 Influenza (Pediatric) 3 
 Information Only Call - No Triage (Pediatric) 8 
 Insect Bite (Pediatric) 3 
 Irregular Heartbeat 2 
 Itching Localized And Cause Unknown (Pediatric) 2 
 Itching Widespread And Cause Unknown (Pediatric) 4 
 IUD; Symptoms 1 
 Jaundice - Newborn (Pediatric) 2 
 Knee Injury 4 
 Knee Non-Injury 1 
 Leg Joint Swelling (Pediatric) 2 
 Leg Pain (Pediatric) 7 
 Limp (Pediatric) 1 
 Lip Swelling (Pediatric) 1 
 Lower Leg Non-Injury 8 
 Lymph Nodes Swollen (Pediatric) 1 
 Medication Question Call (Pediatric) 2 
 Menstrual Cramps (Pediatric) 1 
 Mouth / Lip / Teeth Injury 5 
 Mouth / Lip / Tongue Lesions 1 
 Mouth Pain And Symptoms (Pediatric) 4 







 Triage Calls  
 
 Guidelines Used by Contract 
 3/1/2011 to 3/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Mouth Ulcers (Pediatric) 3 
 Muscle Ache / Pain 1 
 Muscle Jerks - Tics - Shudders (Pediatric) 2 
 Nausea / Vomiting 18 
 Nausea / Vomiting, Pregnant 6 
 Neck Lump / Swelling 1 
 Neck Pain or Injury 2 
 Neck Pain Or Stiffness (Pediatric) 2 
 Neurological Deficits 2 
 Newborn Appearance (Pediatric) 10 
 Newborn Rashes And Birthmarks (Pediatric) 1 
 Newborn Urine - Pink Or Brick-dust (Pediatric) 2 
 No Guideline Or Reference Available (Pediatric) 1 
 No Guideline/Advice Per Reference (Adult) 3 
 Nose -  Foreign Body (Pediatric) 2 
 Nosebleed (Pediatric) 5 
 Nosebleed - With and Without Injury 4 
 Numbness / Tingling 3 
 Pale Skin (Pediatric) 1 
 Pelvic Pain / Dyspareunia 1 
 Penis-Scrotum Symptoms (Pediatric) 5 
 Pinworms (Pediatric) 3 
 Pneumonia Follow-up Call (Pediatric) 2 
 Poisoning 2 
 Poisoning (Pediatric) 8 
 Post-op Symptoms And Questions (Pediatric) 6 
 Postoperative Problems 9 
 Postoperative Wound Care 5 
 Postpartum Problems 6 
 Preterm Labor: 20 to 37 Weeks Gestation 19 
 Progestin; Symptoms / Information 1 
 Puncture Wound (Pediatric) 5 
 Rash - Amoxicillin (Pediatric) 2 
 Rash - Guideline Selection (Pediatric) 4 
 Rash - Localized And Cause Unknown (Pediatric) 7 
 Rash - Purple Spots Or Dots (Pediatric) 2 
 Rash - Widespread And Cause Unknown (Pediatric) 19 
 Rash - Widespread On Drugs (Pediatric) 10 
 Rash / Hives / Eruptions 14 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 9 
 Rectal Symptoms 2 
 Respiratory Multiple Symptoms - Guideline Selection (Pediatric) 2 
 Ringworm (Pediatric) 3 
 Ruptured Membranes, Pregnant 2 
 Scrapes (Pediatric) 1 
 Scrotum / Testicles Symptoms 1 
 Seizure 1 
 Seizure With Fever (Pediatric) 1 
 Seizure Without Fever (Pediatric) 2 
 Sexual Disorders 1 
 Shoulder Injury 1 
 Shoulder Non-Injury 5 
 Signs of Labor, Pregnant 12 
 Sinus Pain Or Congestion (Pediatric) 4 







 Triage Calls  
 
 Guidelines Used by Contract 
 3/1/2011 to 3/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Skin / Rash, Pregnant 3 
 Skin Foreign Body (Pediatric) 2 
 Skin Lesions / Skin Irritation 11 
 Skin Swelling Or Lump (Pediatric) 1 
 Sleep Disorders 1 
 Sleep Increased (Pediatric) 1 
 Smoke and Fume Inhalation (Pediatric) 1 
 Sore Throat (Pediatric) 21 
 Sore Throat / Hoarseness 13 
 Sores (Pediatric) 5 
 Spider Bite - North America (Pediatric) 4 
 Spitting Up (Reflux) (Pediatric) 8 
 Stools - Blood In (Pediatric) 10 
 Stools - Unusual Color (Pediatric) 5 
 Strep Throat Exposure (Pediatric) 1 
 Strep Throat Infection Follow-up Call (Pediatric) 4 
 Suicidal, Homicidal, or Harmful Behavior 3 
 Sunburn (Pediatric) 1 
 Swallowed Foreign Body (Pediatric) 6 
 Swallowed Harmless Substance (Pediatric) 1 
 Swallowing Difficulty 1 
 Swallowing Difficulty (Pediatric) 1 
 TB - Dx; Exposure Known/Suspected 1 
 Thigh Non-Injury 2 
 Thrush (Pediatric) 3 
 Tick Bite (Pediatric) 2 
 Toe / Toenail Injury 2 
 Toenail - Ingrown (Pediatric) 1 
 Tooth, Gum and Jaw Symptoms 8 
 Toothache (Pediatric) 2 
 Trauma - Abdominal (Pediatric) 1 
 Trauma - Arm (Pediatric) 8 
 Trauma - Chest (Pediatric) 3 
 Trauma - Ear (Pediatric) 2 
 Trauma - Eye (Pediatric) 4 
 Trauma - Face (Pediatric) 3 
 Trauma - Finger (Pediatric) 4 
 Trauma - Genital (Female) (Pediatric) 1 
 Trauma - Head (Pediatric) 47 
 Trauma - Leg (Pediatric) 10 
 Trauma - Mouth (Pediatric) 4 
 Trauma - Nose (Pediatric) 3 
 Trauma - Tailbone (Pediatric) 2 
 Trauma - Toe (Pediatric) 1 
 Trauma - Tooth (Pediatric) 4 
 Trauma, Pregnant 4 
 Tremor 1 
 Umbilical Cord - Bleeding (Pediatric) 1 
 Umbilical Cord - Oozing or Infected (Pediatric) 3 
 Upper Arm Non-Injury 2 
 Upper Respiratory Infections / Colds 9 
 Upper Respiratory Infections/Colds: Pregnant 8 
 Urinary Symptoms - Female 14 
 Urinary Symptoms / Prostate Problems 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 3/1/2011 to 3/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Urination - All Other Symptoms (Pediatric) 9 
 Urination Pain (Female) (Pediatric) 2 
 Urine - Blood In (Pediatric) 1 
 Urine - Unusual Color or Odor (Pediatric) 2 
 Vaginal Bleeding (Premenopausal) -- Abnormal 9 
 Vaginal Bleeding - After Puberty (Pediatric) 1 
 Vaginal Discharge / Irritation 3 
 Vaginal Itching (Irritation) - Before Puberty (Pediatric) 4 
 Vaginal Symptoms or Discharge - Before Puberty (Pediatric) 2 
 Vomiting (Pediatric) 59 
 Vomiting Blood (Pediatric) 2 
 Vomiting On Meds (Pediatric) 2 
 Weakness (Pediatric) 1 
 Weakness / Paralysis 1 
 Wheezing - Other Than Asthma (Pediatric) 12 
 Withdrawal Symptoms 2 
 Worms - Other Than Pinworms (Pediatric) 2 
 Wound Infection (Pediatric) 4 
 
 Total for Contract : Soonercare PAL 1,684 







2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 0 0 0 0 0 0 0 0 0 0 0 0 0
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 1 1 0 0 0 0 0 0 0 0 0 3
Cambodian 0 0 0 0 0 0 0 0 0 0 0 0 0
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Farsi 1 0 0 0 0 0 0 0 0 0 0 0 1
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 0 0 0 0 0 0 0 0 0
Hmong 0 0 0 0 0 0 0 0 0 0 0 0 0
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 0 0
Korean 0 0 0 0 0 0 0 0 0 0 0 0 0
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 0 0 0 0 0 0 0 0 0 0 0 0 0
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 0 0 0 0 0 0 0 0 0 0 0 0
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 0 0 0 0 0 0 0 0 0 0
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 57 20 28 0 0 0 0 0 0 0 0 0 105
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 3 3 1 0 0 0 0 0 0 0 0 0 7
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 62 24 30 0 0 0 0 0 0 0 0 0 116


Translation Services by Language
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Definitions 
 


 
Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Soonercare Patient Advice Line
Executive Overview


2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4236 3242 3038 2785         13301


Calls Handled 4050 3068 2948 2718         12784


Calls Processed 3193 2503 2610 2429         10735


Calls Abandoned 186 174 90 67         517


% Abandoned 4.4% 5.4% 3.0% 2.4%         3.9%


Average Speed Answered 19s 21s 11s 9s         15s


 


Translation Service 62 24 30 37         153
 


         


II.  REASON OF CALL


Symptoms/Triage 2051 1569 1611 1513         6744


Health/Drug Information 318 255 284 306         1163  


           


824 679 715 610         2828


       


III.  CALL DISPOSITIONS


Homecare 603 476 365 403         1847


Place Call to PCP 39 26 41 43         149


See PCP Within 2 Weeks 17 24 25 31         97


See PCP within 72 Hours 108 112 126 94         440


See PCP Within 24 Hours 413 311 274 255         1253


Contact PCP Within 4 Hours 91 61 63 99         314


Call Poison Control Center 12 10 11 19         52


See in ED Immediately 722 502 631 499         2354


Activate EMS/911 57 51 67 62         237


Other (pharmacy, lab, etc.) 27 30 29 30         116
      


Health/Drug Information Provided 304 262 277 273         1116
    


Information Provided 547 183 319 489         1538
    


Referred to Member Services/Other# 253 166 382 132         933


% of Triage ER/911 Calls 38% 35% 43% 37%         38%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2144 1648 1684 1563         7039


          


V.  CALLER STATISTICS


# Repeat Callers 1741 1383 1386 1351         5861


% Repeat Callers 55% 55% 53% 56%         55%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 87 0 87 0.0%
2nd 143 3 140 2.1%
3rd 100 4 96 4.0%
4th 72 3 69 4.2%
5th 91 3 88 3.3%
6th 58 0 58 0.0%
7th 81 2 79 2.5%
8th 76 3 73 3.9%
9th 138 3 135 2.2%


10th 104 2 102 1.9%
11th 74 1 73 1.4%
12th 95 5 90 5.3%
13th 91 0 91 0.0%
14th 83 1 82 1.2%
15th 84 2 82 2.4%
16th 136 2 134 1.5%
17th 135 3 132 2.2%
18th 82 1 81 1.2%
19th 79 3 76 3.8%
20th 83 0 83 0.0%
21st 60 2 58 3.3%
22nd 59 0 59 0.0%
23rd 101 2 99 2.0%
24th 95 5 90 5.3%
25th 82 5 77 6.1%
26th 86 3 83 3.5%
27th 81 2 79 2.5%
28th 95 3 92 3.2%
29th 95 2 93 2.1%
30th 139 2 137 1.4%
31st 0 0 0 0.0%


 2785 67 2718 2.4%
 


 


YEAR‐TO‐DATE 2011  


Month Offered Abandoned Handled Abandonment %
JAN 4236 186 4050 4.4%
FEB 3242 174 3068 5.4%


MAR 3038 90 2948 3.0%
APR 2785 67 2718 2.4%
MAY   
JUN   
JUL   


AUG   
SEP   
OCT   
NOV   
DEC   


13301 517 12784 3.9%


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


© 2010 Language Line Services Requirements: Mozilla Firefox 3.5+, Internet Explorer 8+, Google Chrome or Apple Safari 4+  


MyLanguageLinetm 2.1
 


LIFECARE HEALTH SERVICES INC 


www.LanguageLine.com


awaltrip@vha.com | Log Out


News Reports Invoices Account My Profile Help Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 04/01/2011, End Date = 04/30/2011


Client ID Access Code Time Ref. Number Language Interpreter Duration Charges ANI Data 1 Data 2 Data 3 Data 4 


861359 53510 04/04/2011 254027900 SPANISH 4005 26


861359 53510 04/06/2011 351028806 SPANISH 457 7


861359 53510 04/06/2011 350841109 SPANISH 1643 9


861359 53510 04/06/2011 344149461 SPANISH 9147 14


861359 53510 04/11/2011 351628434 SPANISH 7602 3


861359 53510 04/11/2011 114428612 SPANISH 2676 14


861359 53510 04/11/2011 476131846 SPANISH 3123 10


861359 53510 04/13/2011 345046251 SPANISH 11444 15


861359 53510 04/15/2011 372331986 SPANISH 2924 10


861359 53510 04/18/2011 340627010 SPANISH 4611 14


861359 53510 04/21/2011 345626509 SPANISH 2782 12


861359 53510 04/27/2011 345242675 SPANISH 11051 5


861359 53510 04/27/2011 506049058 SPANISH 11051 6


861359 53510 04/28/2011 481727625 SPANISH 12030 2


861359 53510 04/28/2011 114327841 SPANISH 6943 11


861359 53510 04/28/2011 115028078 SPANISH 11097 27


861359 53510 04/28/2011 507334809 SPANISH 811 8
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Health/Drug Information, 
306


General Information, 610


Reason of Call
Soonercare Patient Advice Line


Symptoms/Triage, 1513







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 4/1/2011


End Date: 4/30/2011


Facility Type: Hospital service


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0Family Medical & Urgent Care Center  4  4  14.3%


 0MedNow Urgent Care Center  1  1  3.6%


 0Mercy - NW Expressway  2  2  7.1%


 0Mercy Care- Quail Brook  1  1  3.6%


 0Providence Family Practice  1  1  3.6%


 0Purcell Medical Center  1  1  3.6%


 0River Valley Urgent Care  1  1  3.6%


 0Today Clinic  3  3  10.7%


 0Tulsa Pediatric Urgent Care  9  9  32.1%


 0Urgent Care Center at Unity Health Center  1  1  3.6%


 0Urgent Care of Green Country - Pryor  1  1  3.6%


 0Wellfast Urgent Care Center  1  1  3.6%


 0Your Care Clinic - Bethany  1  1  3.6%


 0Your Care Clinic - S. Penn  1  1  3.6%


 0 28  28Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 28  28  100.0% of Grand Total


 0 28  28Grand Totals: 


5/10/2011 Page 1 of 1 1:55:50PM REF003
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 Triage Calls  
 
 Guidelines Used by Contract 
 4/1/2011 to 4/30/2011 
 
 Contract Guideline Name Times Used 
 


 
 


 Soonercare PAL 
 Abdominal Pain (Female) (Pediatric) 21 
 Abdominal Pain (Male) (Pediatric) 12 
 Abdominal Pain / Discomfort 33 
 Abdominal Pain, Pregnant 15 
 Abdominal Swelling, Bloating 3 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 15 
 Abrasions/Lacerations/Puncture Wounds 2 
 ADHD/ADD: Dx 1 
 Allergic Reaction; Known / Suspected 8 
 Amenorrhea 1 
 Anaphylaxis (Pediatric) 4 
 Animal or Human Bite (Pediatric) 2 
 Ankle Injury 2 
 Ankle Non-Injury 3 
 Anxiety 1 
 Anxiety: Severe / Panic 4 
 Arm Joint Swelling (Pediatric) 3 
 Asthma - Adult 3 
 Asthma Attack (Pediatric) 13 
 Back Pain (Pediatric) 2 
 Back Symptoms 21 
 Back Symptoms, Pregnant 7 
 Bee or Yellow Jacket Sting (Pediatric) 3 
 Bites - Animal / Human 2 
 Bites and Stings - Insects / Spiders 8 
 Bloody Urine 1 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 3 
 Boil or Abscess (Pediatric) 5 
 Bottle-feeding Questions (Pediatric) 1 
 Breast Symptoms - Female 1 
 Breast Symptoms - Postpartum 2 
 Breast-feeding Questions (Pediatric) 1 
 Breathing Difficulty Severe (Pediatric) 13 
 Breathing Noisy - Guideline Selection (Pediatric) 2 
 Breathing Problems 7 
 Bronchiolitis Follow-up Call (Pediatric) 1 
 Burns (Pediatric) 1 
 Cast Symptoms And Questions (Pediatric) 2 
 Chest Injury 3 
 Chest Pain (Pediatric) 4 
 Chest Pain / Discomfort 30 
 Chickenpox (Pediatric) 2 
 Child Abuse Suspected (Pediatric) 1 
 Choking - Inhaled Foreign Body (Pediatric) 1 
 Chronic Diseases (Pediatric) 1 
 Circumcision Problems (Pediatric) 2 
 Colds (Pediatric) 16 
 Coma (Pediatric) 1 
 Congestion - Guideline Selection (Pediatric) 1 
 Constipation 5 
 Constipation (Pediatric) 19 
 Cough (Pediatric) 57 







 Triage Calls  
 
 Guidelines Used by Contract 
 4/1/2011 to 4/30/2011 
 
 Contract Guideline Name Times Used 
 


 
 


 Cough - Adult 5 
 Cradle Cap (Pediatric) 1 
 Croup (Pediatric) 11 
 Crying Baby 3 Months or Less (Pediatric) 5 
 Crying Child More Than 3 Months (Pediatric) 10 
 Cuts And Lacerations (Pediatric) 7 
 Depression / Mood Disorders 3 
 Depression: Postpartum 1 
 Diabetes - Low Blood Sugar (Pediatric) 1 
 Diabetes: Foot Problems 2 
 Diabetes: GI Problems 1 
 Diabetes: Out of Control 8 
 Diaper Rash (Pediatric) 4 
 Diarrhea (Pediatric) 29 
 Diarrhea / Change in Bowel Habits 3 
 Diarrhea On Antibiotics (Pediatric) 1 
 Difficult Caller (Pediatric) 1 
 Dizziness (Pediatric) 4 
 Dizziness / Vertigo 8 
 Drowning or Near-Drowning (Pediatric) 1 
 Dysmenorrhea 1 
 Ear - Discharge (Pediatric) 6 
 Ear - Foreign Body (Pediatric) 1 
 Ear - Pain/Injury/Foreign Body 9 
 Ear Infection Follow-up Call (Pediatric) 11 
 Earache (Pediatric) 22 
 Edema, Generalized Atraumatic 2 
 Edema, Pregnant 4 
 Elbow Non-Injury 1 
 Eye - Allergy (Pediatric) 4 
 Eye - Chemical In (Pediatric) 3 
 Eye - Foreign Body (Pediatric) 1 
 Eye - Pus Or Discharge (Pediatric) 22 
 Eye - Red Without Pus (Pediatric) 4 
 Eye - Swelling (Pediatric) 2 
 Eye: Infection / Irritation 5 
 Eye: Injury / UV Light Exposure 4 
 Eye: Pain or Vision Change - No Injury 5 
 Eyes - Dark Circles Under (Pediatric) 2 
 Face Pain / Swelling - No Injury 3 
 Face Swelling (Pediatric) 6 
 Fainting 1 
 Fainting (Pediatric) 3 
 Falls 4 
 Fetal Movement - Decreased, Pregnant 5 
 Fever - Adult 1 
 Fever After 3 Months Old (Pediatric) 74 
 Fever Before 3 Months Old (Pediatric) 15 
 Finger / Fingernail Injury 1 
 Finger / Fingernail Non-Injury 1 
 Fire Ant Sting (Pediatric) 1 
 Flank Pain 6 
 Flu-Like Symptoms; Known/Suspected Influenza 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 4/1/2011 to 4/30/2011 
 
 Contract Guideline Name Times Used 
 


 
 


 Fluid Intake Decreased (Pediatric) 7 
 Food Poisoning (Pediatric) 1 
 Foot Injury 4 
 Foot Non-Injury 2 
 Foot Or Ankle Swelling (Pediatric) 1 
 Forearm Injury 1 
 Forearm Non-Injury 1 
 Genital Herpes; Known / Suspected 1 
 Genital Lesions - Female 2 
 Hand Injury 1 
 Hand Non-Injury 2 
 Hand-Foot-Mouth Disease (Pediatric) 1 
 Hay Fever (Pediatric) 2 
 Head Injury 4 
 Headache 37 
 Headache (Pediatric) 14 
 Heartburn, Pregnant 1 
 Heat Exposure 1 
 Hernia - Umbilical (Pediatric) 1 
 Hip Injury 1 
 Hip Non-Injury 3 
 Hives (Pediatric) 8 
 Hoarseness (Pediatric) 2 
 Hypertension; Diagnosed, Pregnant 2 
 Hypertension; Known / Suspected 8 
 Immunization Reactions (Pediatric) 20 
 Impetigo (Infected Sores) (Pediatric) 2 
 Infection On Antibiotic Follow-up Call (Pediatric) 7 
 Information Only Call - No Triage (Pediatric) 6 
 Insect Bite (Pediatric) 4 
 Irregular Heartbeat 2 
 IUD; Symptoms 3 
 Jaundice - Child or Teenager (Pediatric) 1 
 Jaundice - Newborn (Pediatric) 2 
 Knee Injury 4 
 Knee Non-Injury 7 
 Leg Joint Swelling (Pediatric) 8 
 Leg Pain (Pediatric) 5 
 Lice (Pediatric) 2 
 Limp (Pediatric) 2 
 Lower Leg Injury 1 
 Lower Leg Non-Injury 4 
 Lymph Nodes Swollen (Pediatric) 3 
 Medication Question Call (Pediatric) 4 
 Mouth / Lip / Teeth Injury 1 
 Mouth / Lip / Tongue Lesions 1 
 Mouth Pain And Symptoms (Pediatric) 2 
 MRSA Exposure (Pediatric) 2 
 Muscle Ache / Pain 1 
 Nausea (Pediatric) 1 
 Nausea / Vomiting 13 
 Nausea / Vomiting, Pregnant 4 
 Neck Pain or Injury 3 







 Triage Calls  
 
 Guidelines Used by Contract 
 4/1/2011 to 4/30/2011 
 
 Contract Guideline Name Times Used 
 


 
 


 Neck Pain Or Stiffness (Pediatric) 1 
 Neurological Deficits 2 
 Newborn Appearance (Pediatric) 2 
 No Contact Or Duplicate Contact Call (Pediatric) 1 
 No Guideline Available - Advice Per Reference (Pediatric) 1 
 No Guideline Or Reference Available (Pediatric) 5 
 No Guideline/Advice Per Reference (Adult) 4 
 Nose -  Foreign Body (Pediatric) 2 
 Nosebleed (Pediatric) 6 
 Nosebleed - With and Without Injury 2 
 Numbness / Tingling 2 
 Pelvic Pain / Dyspareunia 1 
 Penis-Scrotum Symptoms (Pediatric) 4 
 Phobias 1 
 Pinworms (Pediatric) 2 
 Pneumonia Follow-up Call (Pediatric) 1 
 Poison Ivy - Oak - Sumac (Pediatric) 4 
 Poison Ivy / Oak / Sumac Exposure 2 
 Poisoning 2 
 Poisoning (Pediatric) 14 
 Post-op Incision Symptoms (Pediatric) 1 
 Post-op Symptoms And Questions (Pediatric) 2 
 Postoperative Problems 28 
 Postoperative Wound Care 6 
 Postpartum Problems 10 
 Preterm Labor: 20 to 37 Weeks Gestation 13 
 Progestin; Symptoms / Information 2 
 Puncture Wound (Pediatric) 6 
 Rash - Amoxicillin (Pediatric) 7 
 Rash - Guideline Selection (Pediatric) 4 
 Rash - Localized And Cause Unknown (Pediatric) 6 
 Rash - Widespread And Cause Unknown (Pediatric) 30 
 Rash - Widespread On Drugs (Pediatric) 7 
 Rash / Hives / Eruptions 6 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 3 
 Rectal Symptoms 4 
 Respiratory Multiple Symptoms - Guideline Selection (Pediatric) 1 
 Ringworm (Pediatric) 1 
 Ruptured Membranes, Pregnant 2 
 Scarlet Fever (Pediatric) 1 
 Scrapes (Pediatric) 1 
 Scrotum Swelling Or Pain (Pediatric) 2 
 Seizure 2 
 Seizure Without Fever (Pediatric) 4 
 Sexual Assault Or Rape (Pediatric) 1 
 Shoulder Injury 3 
 Shoulder Non-Injury 5 
 Signs of Labor, Pregnant 4 
 Sinus Pain Or Congestion (Pediatric) 1 
 Skin Lesions / Skin Irritation 10 
 Skin Swelling Or Lump (Pediatric) 2 
 Sleep Increased (Pediatric) 2 
 Sore Throat (Pediatric) 27 







 Triage Calls  
 
 Guidelines Used by Contract 
 4/1/2011 to 4/30/2011 
 
 Contract Guideline Name Times Used 
 


 
 


 Sore Throat / Hoarseness 9 
 Sore Throat / Hoarseness, Pregnant 4 
 Sores (Pediatric) 1 
 Spider Bite - North America (Pediatric) 5 
 Spitting Up (Reflux) (Pediatric) 5 
 Stools - Blood In (Pediatric) 4 
 Stools - Unusual Color (Pediatric) 4 
 Strep Throat Exposure (Pediatric) 3 
 Strep Throat Infection Follow-up Call (Pediatric) 1 
 Stress Response 1 
 Substance Abuse: Diagnosed / Suspected 2 
 Suicide Concerns Or Depression (Pediatric) 1 
 Sunburn 2 
 Sunburn (Pediatric) 1 
 Suture Questions (Pediatric) 1 
 Swallowed Foreign Body (Pediatric) 8 
 Swallowing Difficulty 1 
 Swollen Glands 5 
 Teething (Pediatric) 1 
 Thigh Injury 1 
 Thigh Non-Injury 1 
 Thrush (Pediatric) 6 
 Tick Bite (Pediatric) 10 
 Toe / Toenail Injury 1 
 Toenail - Ingrown (Pediatric) 1 
 Tooth, Gum and Jaw Symptoms 13 
 Toothache (Pediatric) 2 
 Trauma - Arm (Pediatric) 9 
 Trauma - Back (Pediatric) 1 
 Trauma - Chest (Pediatric) 2 
 Trauma - Ear (Pediatric) 2 
 Trauma - Eye (Pediatric) 4 
 Trauma - Face (Pediatric) 1 
 Trauma - Finger (Pediatric) 5 
 Trauma - Genital (Female) (Pediatric) 1 
 Trauma - Head (Pediatric) 43 
 Trauma - Leg (Pediatric) 13 
 Trauma - Mouth (Pediatric) 6 
 Trauma - Nose (Pediatric) 2 
 Trauma - Tailbone (Pediatric) 1 
 Trauma - Toe (Pediatric) 1 
 Trauma - Tooth (Pediatric) 1 
 Trauma, Pregnant 3 
 Tremor 1 
 Umbilical Cord - Bleeding (Pediatric) 2 
 Umbilical Cord - Delayed or Early Separation (Pediatric) 1 
 Umbilical Cord - Oozing or Infected (Pediatric) 3 
 Upper Arm Non-Injury 2 
 Upper Respiratory Infections / Colds 4 
 Upper Respiratory Infections/Colds: Pregnant 9 
 Urinary Symptoms - Female 16 
 Urinary Symptoms / Prostate Problems 2 
 Urinary Tract Infection Follow-Up Call (Pediatric) 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 4/1/2011 to 4/30/2011 
 
 Contract Guideline Name Times Used 
 


 
 


 Urination - All Other Symptoms (Pediatric) 8 
 Urination - Wetting (Enuresis) (Pediatric) 1 
 Urination Pain (Female) (Pediatric) 3 
 Urination Pain (Male) (Pediatric) 2 
 Urine - Blood In (Pediatric) 4 
 Urine - Unusual Color or Odor (Pediatric) 1 
 Vaginal Bleeding (Premenopausal) -- Abnormal 14 
 Vaginal Bleeding - More Than 20 Weeks Gestation 7 
 Vaginal Bleeding, on HRT 1 
 Vaginal Discharge / Irritation 5 
 Vaginal Foreign Body; Known / Suspected 1 
 Vaginal Itching (Irritation) - Before Puberty (Pediatric) 2 
 Vision Loss Or Change (Pediatric) 1 
 Vomiting (Pediatric) 62 
 Vomiting Blood (Pediatric) 2 
 Vomiting On Meds (Pediatric) 1 
 Weakness / Paralysis 2 
 Wheezing - Other Than Asthma (Pediatric) 10 
 Whooping Cough Exposure (Pediatric) 2 
 Withdrawal Symptoms 3 
 Wound Infection (Pediatric) 4 
 Wrist Injury 1 
 
 Total for Contract : Soonercare PAL 1,563 







2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 0 0 0 0 0 0 0 0 0 0 0 0 0
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 1 1 0 0 0 0 0 0 0 0 0 3
Cambodian 0 0 0 0 0 0 0 0 0 0 0 0 0
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Farsi 1 0 0 0 0 0 0 0 0 0 0 0 1
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 0 0 0 0 0 0 0 0 0
Hmong 0 0 0 0 0 0 0 0 0 0 0 0 0
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 0 0
Korean 0 0 0 1 0 0 0 0 0 0 0 0 1
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 0 0 0 0 0 0 0 0 0 0 0 0 0
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 0 0 4 0 0 0 0 0 0 0 0 4
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 1 0 0 0 0 0 0 0 0 1
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 57 20 28 27 0 0 0 0 0 0 0 0 132
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 3 3 1 4 0 0 0 0 0 0 0 0 11
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 62 24 30 37 0 0 0 0 0 0 0 0 153


Translation Services by Language
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Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Soonercare Patient Advice Line
Executive Overview


2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4236 3242 3038 2785 2791        16092


Calls Handled 4050 3068 2948 2718 2713        15497


Calls Processed 3193 2503 2610 2429 2432        13167


Calls Abandoned 186 174 90 67 78        595


% Abandoned 4.4% 5.4% 3.0% 2.4% 2.8%        3.7%


Average Speed Answered 19s 21s 11s 9s 13s        15s


 


Translation Service 62 24 30 37 19        172
 


         


II.  REASON OF CALL


Symptoms/Triage 2051 1569 1611 1513 1490        8234


Health/Drug Information 318 255 284 306 249        1412  


           


824 679 715 610 693        3521


       


III.  CALL DISPOSITIONS


Homecare 603 476 365 403 377        2224


Place Call to PCP 39 26 41 43 32        181


See PCP Within 2 Weeks 17 24 25 31 28        125


See PCP within 72 Hours 108 112 126 94 117        557


See PCP Within 24 Hours 413 311 274 255 232        1485


Contact PCP Within 4 Hours 91 61 63 99 91        405


Call Poison Control Center 12 10 11 19 23        75


See in ED Immediately 722 502 631 499 540        2894


Activate EMS/911 57 51 67 62 56        293


Other (pharmacy, lab, etc.) 27 30 29 30 35        151
      


Health/Drug Information Provided 304 262 277 273 243        1359
    


Information Provided 547 183 319 489 512        2050
    


Referred to Member Services/Other# 253 166 382 132 146        1079


% of Triage ER/911 Calls 38% 35% 43% 37% 40%        39%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2144 1648 1684 1563 1555        8594


          


V.  CALLER STATISTICS


# Repeat Callers 1741 1383 1386 1351 1304        7165


% Repeat Callers 55% 55% 53% 56% 54%        54%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 121 2 119 1.7%
2nd 67 3 64 4.5%
3rd 82 1 81 1.2%
4th 76 2 74 2.6%
5th 94 2 92 2.1%
6th 82 8 74 9.8%
7th 128 3 125 2.3%
8th 120 3 117 2.5%
9th 64 3 61 4.7%


10th 62 3 59 4.8%
11th 64 1 63 1.6%
12th 82 2 80 2.4%
13th 79 0 79 0.0%
14th 123 2 121 1.6%
15th 142 2 140 1.4%
16th 72 0 72 0.0%
17th 79 2 77 2.5%
18th 68 1 67 1.5%
19th 61 0 61 0.0%
20th 60 2 58 3.3%
21st 142 5 137 3.5%
22nd 104 4 100 3.8%
23rd 70 0 70 0.0%
24th 59 13 46 22.0%
25th 89 1 88 1.1%
26th 70 2 68 2.9%
27th 78 3 75 3.8%
28th 124 2 122 1.6%
29th 113 2 111 1.8%


30th* 139 3 136 2.2%
31st 77 1 76 1.3%


 2791 78 2713 2.8%
 


 


YEAR-TO-DATE 2011  


Month Offered Abandoned Handled Abandonment %
JAN 4236 186 4050 4.4%
FEB 3242 174 3068 5.4%


MAR 3038 90 2948 3.0%
APR 2785 67 2718 2.4%
MAY 2791 78 2713 2.8%
JUN   
JUL   


AUG   
SEP   
OCT   
NOV   
DEC   


16092 595 15497 3.7%


*Memorial Day 5/30/11


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


MyLanguageLinetm 2.1
 


LIFECARE HEALTH SERVICES INC 


www.LanguageLine.com


awaltrip@vha.com | Log Out


News Reports Invoices Account My Profile Help Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 05/01/2011, End Date = 05/31/2011


Client 
ID 


Access 
Code Time Ref. 


Number Language Interpreter Duration Charges  Data 1 Data 2 Data 3 Data 4 


861359 53510 05/02/2011 115230613 SPANISH 2989 11


861359 53510 05/02/2011 250544396 SPANISH 10540 6


861359 53510 05/02/2011 452747214 SPANISH 6624 9


861359 53510 05/03/2011 470929269 SPANISH 7690 10


861359 53510 05/03/2011 482429661 SPANISH 9073 3


861359 53510 05/04/2011 356239534 SPANISH 4175 4


861359 53510 05/04/2011 114448526 SPANISH 11852 12


861359 53510 05/05/2011 346926778 SPANISH 12154 4


861359 53510 05/06/2011 116429376 SPANISH 10500 5


861359 53510 05/06/2011 251644728 SPANISH 12266 5


861359 53510 05/06/2011 250749183 SPANISH 11169 6


861359 53510 05/09/2011 357029211 SPANISH 1022 6 4


861359 53510 05/09/2011 505933505 SPANISH 10411 15


861359 53510 05/09/2011 116042383 SPANISH 10848 18


861359 53510 05/09/2011 346046170 SPANISH 11853 5


861359 53510 05/11/2011 384832356 SPANISH 6754 15







861359 53510 05/12/2011 114545528 SPANISH 12601 12


861359 53510 05/12/2011 484147217 SPANISH 11124 6


861359 53510 05/13/2011 350750707 SPANISH 11168 11


861359 53510 05/16/2011 175225296 SPANISH 10157 7


861359 53510 05/16/2011 484030838 SPANISH 10822 7


861359 53510 05/16/2011 114851420 VIETNAMESE 6650 4


861359 53510 05/16/2011 447552619 SPANISH 10963 6


861359 53510 05/16/2011 343152628 SPANISH 11028 5


861359 53510 05/17/2011 255634464 SPANISH 4523 11


861359 53510 05/17/2011 475449995 SPANISH 10634 10


861359 53510 05/17/2011 506553238 SPANISH 10686 5


861359 53510 05/18/2011 175130079 SPANISH 12437 19


861359 53510 05/19/2011 505933576 SPANISH 10567 5


861359 53510 05/19/2011 356434144 SPANISH 12244 18


861359 53510 05/20/2011 114136112 SPANISH 9708 15


861359 53510 05/20/2011 344141505 SPANISH 12686 7


861359 53510 05/23/2011 476027579 SPANISH 4586 5


861359 53510 05/23/2011 114634317 SPANISH 3418 8


861359 53510 05/23/2011 116753171 SPANISH 9395 10


861359 53510 05/26/2011 384626225 SPANISH 935 5


861359 53510 05/26/2011 175126928 SPANISH 1436 7


861359 53510 05/27/2011 250943487 SPANISH 8572 8







 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


Data 
 


 







1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31


Offered 121 67 82 76 94 82 128 120 64 62 64 82 79 123 142 72 79 68 61 60 142 104 70 59 89 70 78 124 113 139 77


Abandoned 2 3 1 2 2 8 3 3 3 3 1 2 0 2 2 0 2 1 0 2 5 4 0 13 1 2 3 2 2 3 1


Handled 119 64 81 74 92 74 125 117 61 59 63 80 79 121 140 72 77 67 61 58 137 100 70 46 88 68 75 122 111 136 76
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Calls by Day
Soonercare Patient Advice Line







Symptoms/Triage, 1490


Health/Drug Information, 
249 General Information, 693


Reason of Call
Soonercare Patient Advice Line







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 5/1/2011


End Date: 5/31/2011


Facility Type: Hospital service


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0CMG Urgent Care  1  1  4.5%


 0Family Medical & Urgent Care Center  1  1  4.5%


 0Mercy - NW Expressway  5  5  22.7%


 0Mercy Care - Edmond  1  1  4.5%


 0Mercy Care- Quail Brook  2  2  9.1%


 0Moore Primary Care  1  1  4.5%


 0Tulsa Pediatric Urgent Care  6  6  27.3%


 0Urgent Care Center of Ardmore  2  2  9.1%


 0Urgent Care of Green Country - Bixby  1  1  4.5%


 0Urgent MedCare Clinic  1  1  4.5%


 0Your Care Clinic - N. May  1  1  4.5%


 0 22  22Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 22  22  100.0% of Grand Total


 0 22  22Grand Totals: 


6/9/2011 Page 1 of 1 3:18:07PM REF003
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Triage Dispositions
Soonercare Patient Advice Line







 Triage Calls  
 
 Guidelines Used by Contract 
 5/1/2011 to 5/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Soonercare PAL 
 Abdominal Pain (Female) (Pediatric) 14 
 Abdominal Pain (Male) (Pediatric) 16 
 Abdominal Pain / Discomfort 50 
 Abdominal Pain, Pregnant 18 
 Abdominal Swelling, Bloating 1 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 8 
 Abrasions/Lacerations/Puncture Wounds 1 
 Allergic Reaction; Known / Suspected 6 
 Allergies / Hay Fever Symptoms 6 
 Amenorrhea 2 
 Anaphylaxis (Pediatric) 2 
 Animal or Human Bite (Pediatric) 6 
 Ankle Injury 1 
 Ankle Non-Injury 2 
 Anxiety 2 
 Anxiety: Severe / Panic 1 
 Arm Joint Swelling (Pediatric) 3 
 Asthma - Adult 2 
 Asthma Attack (Pediatric) 8 
 Back Pain (Pediatric) 6 
 Back Symptoms 21 
 Back Symptoms, Pregnant 6 
 Bee or Yellow Jacket Sting (Pediatric) 7 
 Bites - Animal / Human 1 
 Bites and Stings - Insects / Spiders 11 
 Blisters - Foot or Hand (Pediatric) 1 
 Bloody Urine 2 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 1 
 Boil or Abscess (Pediatric) 1 
 Bottle-feeding Questions (Pediatric) 3 
 Breast Symptoms - Female 6 
 Breast Symptoms - Postpartum 1 
 Breast-feeding Questions (Pediatric) 4 
 Breathing Difficulty Severe (Pediatric) 14 
 Breathing Problems 7 
 Bronchiolitis Follow-up Call (Pediatric) 2 
 Burns (Pediatric) 6 
 Carbon Monoxide Exposure; Kn./Susp. 1 
 Cast Symptoms And Questions (Pediatric) 2 
 Chest Injury 3 
 Chest Pain (Pediatric) 12 
 Chest Pain / Discomfort 19 
 Chickenpox (Pediatric) 1 
 Chronic Diseases (Pediatric) 2 
 Cold Injuries (Hypothermia) (Pediatric) 1 
 Colds (Pediatric) 22 
 Conduct Disorders: Diagnosed 1 
 Confusion / Disorientation / Agitation 1 
 Congestion - Guideline Selection (Pediatric) 2 
 Constipation 10 
 Constipation (Pediatric) 27 
 Cough (Pediatric) 53 
 Cough - Adult 9 







 Triage Calls  
 
 Guidelines Used by Contract 
 5/1/2011 to 5/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Croup (Pediatric) 4 
 Crying Baby 3 Months or Less (Pediatric) 7 
 Crying Child More Than 3 Months (Pediatric) 5 
 Cuts And Lacerations (Pediatric) 2 
 Depression / Mood Disorders 1 
 Diabetes - High Blood Sugar (Pediatric) 3 
 Diabetes: Diagnosed, Pregnant 2 
 Diabetes: Foot Problems 2 
 Diabetes: Out of Control 5 
 Diaper Rash (Pediatric) 14 
 Diarrhea (Pediatric) 19 
 Diarrhea / Change in Bowel Habits 13 
 Diarrhea On Antibiotics (Pediatric) 1 
 Difficult Caller (Pediatric) 1 
 Dizziness (Pediatric) 1 
 Dizziness / Vertigo 5 
 Domestic Violence; Dx/Suspected 1 
 Ear - Discharge (Pediatric) 2 
 Ear - Foreign Body (Pediatric) 1 
 Ear - Hearing Symptoms 1 
 Ear - Otitis Externa Follow-Up Call (Pediatric) 2 
 Ear - Pain/Injury/Foreign Body 14 
 Ear - Pierced Problems (Pediatric) 1 
 Ear - Pulling At or Itchy (Pediatric) 3 
 Ear Infection Follow-up Call (Pediatric) 3 
 Earache (Pediatric) 21 
 Eating Disorders: Anorexia/Bulimia: Dx 1 
 Edema, Generalized Atraumatic 4 
 Edema, Pregnant 5 
 Electrical Injury 1 
 Eye - Allergy (Pediatric) 2 
 Eye - Chemical In (Pediatric) 1 
 Eye - Pus Or Discharge (Pediatric) 19 
 Eye - Red Without Pus (Pediatric) 2 
 Eye - Swelling (Pediatric) 2 
 Eye: Infection / Irritation 2 
 Eye: Injury / UV Light Exposure 3 
 Eye: Pain or Vision Change - No Injury 2 
 Face Injury 3 
 Face Pain / Swelling - No Injury 1 
 Face Swelling (Pediatric) 2 
 Fainting 1 
 Fainting (Pediatric) 1 
 Falls 1 
 Fatigue 1 
 Fetal Movement - Decreased, Pregnant 6 
 Fever - Adult 1 
 Fever After 3 Months Old (Pediatric) 95 
 Fever Before 3 Months Old (Pediatric) 10 
 Fever Blisters (Cold Sores) (Pediatric) 1 
 Finger / Fingernail Injury 3 
 Finger / Fingernail Non-Injury 1 
 Flank Pain 22 
 Flu-Like Symptoms; Known/Suspected Influenza 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 5/1/2011 to 5/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Fluid Intake Decreased (Pediatric) 16 
 Fontanel Bulging (Soft Spot) (Pediatric) 1 
 Food Poisoning (Pediatric) 2 
 Food Reactions (Pediatric) 2 
 Foot Injury 6 
 Foot Non-Injury 9 
 Forearm Non-Injury 1 
 Genital Lesions - Female 2 
 GI Bleeding 7 
 Hand Injury 2 
 Hand Non-Injury 1 
 Hand-Foot-Mouth Disease (Pediatric) 1 
 Hay Fever (Pediatric) 1 
 Head Injury 5 
 Headache 20 
 Headache (Pediatric) 12 
 Hip Injury 2 
 Hip Non-Injury 5 
 Hives (Pediatric) 12 
 Hormonal Contraceptives; Symptoms/Info 1 
 Hypertension; Known / Suspected 8 
 Immunization Reactions (Pediatric) 15 
 Impetigo (Infected Sores) (Pediatric) 1 
 Infection Exposure (Contact) Questions (Pediatric) 1 
 Infection On Antibiotic Follow-up Call (Pediatric) 8 
 Influenza (Pediatric) 1 
 Information Only Call - No Triage (Pediatric) 1 
 Insect Bite (Pediatric) 6 
 Irregular Heartbeat 3 
 Itching Localized And Cause Unknown (Pediatric) 2 
 Itching Widespread And Cause Unknown (Pediatric) 2 
 IUD; Symptoms 5 
 Jaundice - Child or Teenager (Pediatric) 1 
 Knee Injury 1 
 Knee Non-Injury 3 
 Leg Joint Swelling (Pediatric) 4 
 Leg Pain (Pediatric) 3 
 Lower Leg Non-Injury 7 
 Lymph Nodes Swollen (Pediatric) 5 
 Medication Question Call (Pediatric) 1 
 Menopause; Known / Suspected 1 
 Mosquito Bite (Pediatric) 4 
 Mouth / Lip / Teeth Injury 6 
 Mouth Pain And Symptoms (Pediatric) 4 
 Mouth Ulcers (Pediatric) 3 
 MRSA Exposure (Pediatric) 2 
 Nausea (Pediatric) 3 
 Nausea / Vomiting 15 
 Nausea / Vomiting, Pregnant 9 
 Neck Pain Or Stiffness (Pediatric) 5 
 Neurologic Deficit (Pediatric) 1 
 Neurological Deficits 3 
 No Guideline Available - Advice Per Reference (Pediatric) 2 
 No Guideline Or Reference Available (Pediatric) 3 







 Triage Calls  
 
 Guidelines Used by Contract 
 5/1/2011 to 5/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 No Guideline/Advice Per Reference (Adult) 3 
 Nose -  Foreign Body (Pediatric) 1 
 Nosebleed (Pediatric) 9 
 Nosebleed - With and Without Injury 1 
 Numbness / Tingling 2 
 Pelvic Pain / Dyspareunia 2 
 Pelvic Relaxation; Diagnosed/Info 1 
 Penis-Scrotum Symptoms (Pediatric) 1 
 Pinworms (Pediatric) 1 
 Poison Ivy - Oak - Sumac (Pediatric) 8 
 Poison Ivy / Oak / Sumac Exposure 3 
 Poisoning 1 
 Poisoning (Pediatric) 12 
 Post-op Symptoms And Questions (Pediatric) 8 
 Postoperative Problems 9 
 Postoperative Wound Care 12 
 Postpartum Problems 6 
 Preterm Labor: 20 to 37 Weeks Gestation 12 
 Puncture Wound (Pediatric) 6 
 Rash - Amoxicillin (Pediatric) 5 
 Rash - Guideline Selection (Pediatric) 8 
 Rash - Localized And Cause Unknown (Pediatric) 10 
 Rash - Widespread And Cause Unknown (Pediatric) 30 
 Rash - Widespread On Drugs (Pediatric) 6 
 Rash / Hives / Eruptions 7 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 1 
 Rectal Symptoms 1 
 Respiratory Multiple Symptoms - Guideline Selection (Pediatric) 1 
 Ringworm (Pediatric) 1 
 Ruptured Membranes, Pregnant 1 
 Scorpion Sting - North America (Pediatric) 2 
 Scrotum / Testicles Symptoms 1 
 Scrotum Swelling Or Pain (Pediatric) 1 
 Seizure 1 
 Seizure With Fever (Pediatric) 2 
 Seizure Without Fever (Pediatric) 3 
 Shoulder Injury 1 
 Shoulder Non-Injury 4 
 Signs of Labor, Pregnant 3 
 Sinus Pain Or Congestion (Pediatric) 3 
 Skin Foreign Body (Pediatric) 1 
 Skin Lesions / Skin Irritation 12 
 Skin Swelling Or Lump (Pediatric) 2 
 Smoke and Fume Inhalation (Pediatric) 1 
 Sore Throat (Pediatric) 25 
 Sore Throat / Hoarseness 10 
 Sore Throat / Hoarseness, Pregnant 1 
 Sores (Pediatric) 2 
 Spells - Guideline Selection (Pediatric) 2 
 Spider Bite - North America (Pediatric) 5 
 Spitting Up (Reflux) (Pediatric) 3 
 Stools - Blood In (Pediatric) 8 
 Stools - Unusual Color (Pediatric) 2 
 Strep Throat Exposure (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 5/1/2011 to 5/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Strep Throat Infection Follow-up Call (Pediatric) 1 
 Stress Response 1 
 Sty (Pediatric) 1 
 Substance Abuse (Pediatric) 1 
 Suicidal, Homicidal, or Harmful Behavior 2 
 Suicide Concerns Or Depression (Pediatric) 2 
 Sunburn 2 
 Sunburn (Pediatric) 7 
 Suture Questions (Pediatric) 2 
 Swallowed Foreign Body (Pediatric) 10 
 Swallowed Harmless Substance (Pediatric) 1 
 Swallowing Difficulty 2 
 Teething (Pediatric) 1 
 Thigh Non-Injury 1 
 Thrush (Pediatric) 6 
 Tick Bite (Pediatric) 12 
 Toe / Toenail Injury 2 
 Tooth, Gum and Jaw Symptoms 17 
 Toothache (Pediatric) 6 
 Trauma - Abdominal (Pediatric) 3 
 Trauma - Arm (Pediatric) 10 
 Trauma - Back (Pediatric) 4 
 Trauma - Chest (Pediatric) 1 
 Trauma - Ear (Pediatric) 1 
 Trauma - Eye (Pediatric) 1 
 Trauma - Face (Pediatric) 1 
 Trauma - Finger (Pediatric) 6 
 Trauma - Genital (Male) (Pediatric) 2 
 Trauma - Head (Pediatric) 34 
 Trauma - Leg (Pediatric) 11 
 Trauma - Mouth (Pediatric) 3 
 Trauma - Neck (Pediatric) 2 
 Trauma - Nose (Pediatric) 3 
 Trauma - Toe (Pediatric) 2 
 Trauma - Tooth (Pediatric) 5 
 Trauma, Pregnant 1 
 Umbilical Cord - Bleeding (Pediatric) 3 
 Umbilical Cord - Delayed or Early Separation (Pediatric) 1 
 Umbilical Cord - Oozing or Infected (Pediatric) 1 
 Upper Respiratory Infections / Colds 1 
 Upper Respiratory Infections/Colds: Pregnant 1 
 Urinary Symptoms - Female 9 
 Urinary Symptoms / Prostate Problems 1 
 Urinary Tract Infection Follow-Up Call (Pediatric) 1 
 Urination - All Other Symptoms (Pediatric) 5 
 Urination Pain (Female) (Pediatric) 3 
 Urination Pain (Male) (Pediatric) 4 
 Vaginal Bleeding (Premenopausal) -- Abnormal 14 
 Vaginal Bleeding - More Than 20 Weeks Gestation 5 
 Vaginal Discharge / Irritation 6 
 Vaginal Foreign Body; Known / Suspected 1 
 Vaginal Itching (Irritation) - Before Puberty (Pediatric) 2 
 Vaginal Symptoms or Discharge - After Puberty (Pediatric) 1 
 Vaginal Symptoms or Discharge - Before Puberty (Pediatric) 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 5/1/2011 to 5/31/2011 
 
 Contract Guideline Name Times Used 
 


 


 Vomiting (Pediatric) 49 
 Vomiting Blood (Pediatric) 2 
 Vomiting On Meds (Pediatric) 2 
 Weakness (Pediatric) 1 
 Weakness / Paralysis 2 
 Wheezing - Other Than Asthma (Pediatric) 8 
 Withdrawal Symptoms 1 
 Worms - Other Than Pinworms (Pediatric) 1 
 Wound Infection (Pediatric) 5 
 Wrist Injury 1 
 
 Total for Contract : Soonercare PAL 1,555 







2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 0 0 0 0 0 0 0 0 0 0 0 0 0
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 1 1 0 0 0 0 0 0 0 0 0 3
Cambodian 0 0 0 0 0 0 0 0 0 0 0 0 0
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Farsi 1 0 0 0 0 0 0 0 0 0 0 0 1
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 1 0 0 0 0 0 0 0 1
Hmong 0 0 0 0 0 0 0 0 0 0 0 0 0
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 0 0
Korean 0 0 0 1 0 0 0 0 0 0 0 0 1
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 0 0 0 0 0 0 0 0 0 0 0 0 0
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 0 0 4 0 0 0 0 0 0 0 0 4
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 1 0 0 0 0 0 0 0 0 1
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 57 20 28 27 16 0 0 0 0 0 0 0 148
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 3 3 1 4 2 0 0 0 0 0 0 0 13
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 62 24 30 37 19 0 0 0 0 0 0 0 172


Translation Services by Language
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Definitions 
 


 
Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Soonercare Patient Advice Line
Executive Overview


2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4236 3242 3038 2785 2791 2502       18594


Calls Handled 4050 3068 2948 2718 2713 2440       17937


Calls Processed 3193 2503 2610 2429 2432 2135       15302


Calls Abandoned 186 174 90 67 78 62       657


% Abandoned 4.4% 5.4% 3.0% 2.4% 2.8% 2.5%       3.5%


Average Speed Answered 19s 21s 11s 9s 13s 11s       14s


 


Translation Service 62 24 30 37 19 21       193
 


         


II.  REASON OF CALL


Symptoms/Triage 2051 1569 1611 1513 1490 1279       9513


Health/Drug Information 318 255 284 306 249 248       1660  


           


824 679 715 610 693 608       4129


       


III.  CALL DISPOSITIONS


Homecare 603 476 365 403 377 325       2549


Place Call to PCP 39 26 41 43 32 20       201


See PCP Within 2 Weeks 17 24 25 31 28 22       147


See PCP within 72 Hours 108 112 126 94 117 93       650


See PCP Within 24 Hours 413 311 274 255 232 221       1706


Contact PCP Within 4 Hours 91 61 63 99 91 78       483


Call Poison Control Center 12 10 11 19 23 14       89


See in ED Immediately 722 502 631 499 540 450       3344


Activate EMS/911 57 51 67 62 56 56       349


Other (pharmacy, lab, etc.) 27 30 29 30 35 16       167
      


Health/Drug Information Provided 304 262 277 273 243 245       1604
    


Information Provided 547 183 319 489 512 467       2517
    


Referred to Member Services/Other# 253 166 382 132 146 128       1207


% of Triage ER/911 Calls 38% 35% 43% 37% 40% 40%       39%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2144 1648 1684 1563 1555 1328       9922


          


V.  CALLER STATISTICS


# Repeat Callers 1741 1383 1386 1351 1304 1160       8325


% Repeat Callers 55% 55% 53% 56% 54% 54%       54%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 76 1 75 1.3%
2nd 71 0 71 0.0%
3rd 81 3 78 3.7%
4th 128 1 127 0.8%
5th 93 2 91 2.2%
6th 90 0 90 0.0%
7th 83 4 79 4.8%
8th 72 1 71 1.4%
9th 65 5 60 7.7%


10th 73 4 69 5.5%
11th 132 2 130 1.5%
12th 101 2 99 2.0%
13th 73 0 73 0.0%
14th 67 1 66 1.5%
15th 80 1 79 1.3%
16th 76 3 73 3.9%
17th 65 1 64 1.5%
18th 126 3 123 2.4%
19th 94 2 92 2.1%
20th 62 4 58 6.5%
21st 58 4 54 6.9%
22nd 66 1 65 1.5%
23rd 90 2 88 2.2%
24th 85 6 79 7.1%
25th 111 2 109 1.8%
26th 110 3 107 2.7%
27th 80 2 78 2.5%
28th 73 2 71 2.7%
29th 67 0 67 0.0%
30th 54 0 54 0.0%
31st 0 0 0 0.0%


 2502 62 2440 2.5%
 


 


YEAR-TO-DATE 2011  


Month Offered Abandoned Handled Abandonment %
JAN 4236 186 4050 4.4%
FEB 3242 174 3068 5.4%


MAR 3038 90 2948 3.0%
APR 2785 67 2718 2.4%
MAY 2791 78 2713 2.8%
JUN 2502 62 2440 2.5%
JUL   


AUG   
SEP   
OCT   
NOV   
DEC   


18594 657 17937 3.5%


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


awaltrip@vha.com | My Profile | Help | Log OutLIFECARE HEALTH 
SERVICES INC


News Reports Invoices Account Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 06/01/2011, End Date = 06/30/2011


Client 
ID 


Access 
Code Time Ref. 


Number Language Interpreter Duration Charges ANI Data 1 Data 2 Data 3 Data 4 


861359 53510 06/03/2011 356652413 SPANISH 8576 5


861359 53510 06/06/2011 483826801 SPANISH 11591 9


861359 53510 06/06/2011 440727551 VIETNAMESE 12102 13  


861359 53510 06/06/2011 354532866 SPANISH 9790 18


861359 53510 06/08/2011 475823672 SPANISH 10500 28


861359 53510 06/09/2011 262026017 SPANISH 12327 13


861359 53510 06/09/2011 347332400 SPANISH 3628 14


861359 53510 06/09/2011 343240987 BURMESE 5661 20


861359 53510 06/10/2011 250849648 SPANISH 6537 7


861359 53510 06/13/2011 354924540 SPANISH 6983 9


861359 53510 06/13/2011 346832280 SPANISH 11361 5







© 2011 Language Line Services Requirements: Mozilla Firefox 3.5+, Internet Explorer 8+, Google Chrome or Apple Safari 4+  


861359 53510 06/16/2011 353647065 SPANISH 5178 4


861359 53510 06/16/2011 261950585 SPANISH 1907 5


861359 53510 06/17/2011 255648604 KOREAN 2309 27


861359 53510 06/22/2011 345322337 SPANISH 6906 11


861359 53510 06/27/2011 250523450 SPANISH 10978 15


861359 53510 06/27/2011 359051701 SPANISH 11409 6


861359 53510 06/28/2011 114150144 SPANISH 11372 7







 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


Data 
 


 







1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30


Offered 76 71 81 128 93 90 83 72 65 73 132 101 73 67 80 76 65 126 94 62 58 66 90 85 111 110 80 73 67 54


Abandoned 1 0 3 1 2 0 4 1 5 4 2 2 0 1 1 3 1 3 2 4 4 1 2 6 2 3 2 2 0 0


Handled 75 71 78 127 91 90 79 71 60 69 130 99 73 66 79 73 64 123 92 58 54 65 88 79 109 107 78 71 67 54
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Calls by Day
Soonercare Patient Advice Line







Symptoms/Triage, 1279


Health/Drug Information, 
248


General Information, 608


Reason of Call
Soonercare Patient Advice Line







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 6/1/2011


End Date: 6/30/2011


Facility Type: Hospital service


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0Family Medical & Urgent Care Center  1  1  4.3%


 0Gemini After Hours Clinic  1  1  4.3%


 0MedNow Urgent Care Center  1  1  4.3%


 0Mercy - NW Expressway  3  3  13.0%


 0Providence Family Practice  1  1  4.3%


 0River Valley Urgent Care  2  2  8.7%


 0Today Clinic  3  3  13.0%


 0Tulsa Pediatric Urgent Care  4  4  17.4%


 0Urgent Care Center at Unity Health Center  1  1  4.3%


 0Urgent Care of Green Country - Bixby  1  1  4.3%


 0Urgent Care of Green Country - Claremore  2  2  8.7%


 0Urgent Care of Green Country - Pryor  1  1  4.3%


 0Wellfast Urgent Care Center  1  1  4.3%


 0Your Care Clinic - N. May  1  1  4.3%


 0 23  23Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 23  23  100.0% of Grand Total


 0 23  23Grand Totals: 


7/12/2011 Page 1 of 110:45:16AM REF003
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Triage Dispositions
Soonercare Patient Advice Line







 Triage Calls  
 
 Guidelines Used by Contract 
 6/1/2011 to 6/30/2011 
 
 Contract Guideline Name Times Used 
 


 


 Soonercare PAL 
 Abdominal Injury 2 
 Abdominal Pain (Female) (Pediatric) 15 
 Abdominal Pain (Male) (Pediatric) 16 
 Abdominal Pain / Discomfort 55 
 Abdominal Pain, Pregnant 19 
 Abdominal Swelling, Bloating 1 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 20 
 Abrasions/Lacerations/Puncture Wounds 4 
 Allergic Reaction; Known / Suspected 6 
 Animal or Human Bite (Pediatric) 2 
 Ankle Injury 1 
 Anxiety: Severe / Panic 1 
 Asthma - Adult 1 
 Asthma Attack (Pediatric) 8 
 Back Pain (Pediatric) 3 
 Back Symptoms 16 
 Back Symptoms, Pregnant 7 
 Bee or Yellow Jacket Sting (Pediatric) 10 
 Bites - Animal / Human 3 
 Bites and Stings - Insects / Spiders 12 
 Blisters - Foot or Hand (Pediatric) 2 
 Bloody Urine 3 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 1 
 Boil or Abscess (Pediatric) 3 
 Bottle-feeding Questions (Pediatric) 4 
 Breast Symptoms - Female 2 
 Breast Symptoms - Postpartum 3 
 Breast-feeding Questions (Pediatric) 2 
 Breathing Difficulty Severe (Pediatric) 5 
 Breathing Problems 6 
 Burns 1 
 Burns (Pediatric) 1 
 Cast Symptoms And Questions (Pediatric) 1 
 Chest Injury 1 
 Chest Pain (Pediatric) 7 
 Chest Pain / Discomfort 17 
 Chickenpox (Pediatric) 2 
 Choking - Inhaled Foreign Body (Pediatric) 2 
 Circumcision Problems (Pediatric) 2 
 Cold Injuries (Hypothermia) (Pediatric) 1 
 Colds (Pediatric) 11 
 Confusion - Delirium (Pediatric) 1 
 Confusion / Disorientation / Agitation 1 
 Constipation 2 
 Constipation (Pediatric) 18 
 Cough (Pediatric) 26 
 Cough - Adult 2 
 Cracked or Dry Skin (Pediatric) 1 
 Crying Baby 3 Months or Less (Pediatric) 7 
 Crying Child More Than 3 Months (Pediatric) 4 
 Cuts And Lacerations (Pediatric) 2 
 Dehydration 1 
 Depression / Mood Disorders 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 6/1/2011 to 6/30/2011 
 
 Contract Guideline Name Times Used 
 


 


 Developmental Disorders (Pervasive): Dx 1 
 Diabetes: Foot Problems 1 
 Diabetes: GI Problems 2 
 Diabetes: Out of Control 4 
 Diaper Rash (Pediatric) 5 
 Diarrhea (Pediatric) 32 
 Diarrhea / Change in Bowel Habits 10 
 Dizziness / Vertigo 2 
 Domestic Violence: Child Abuse, Known / Suspected 1 
 Ear - Discharge (Pediatric) 3 
 Ear - Hearing Symptoms 1 
 Ear - Otitis Externa Follow-Up Call (Pediatric) 3 
 Ear - Pain/Injury/Foreign Body 6 
 Ear - Pierced Problems (Pediatric) 1 
 Ear - Pulling At or Itchy (Pediatric) 2 
 Ear - Swimmer's (Pediatric) 6 
 Ear Infection Follow-up Call (Pediatric) 9 
 Earache (Pediatric) 35 
 Eating Disorders: Anorexia/Bulimia: Dx 1 
 Edema, Generalized Atraumatic 6 
 Edema, Pregnant 2 
 Electrical Injury 2 
 Eye - Chemical In (Pediatric) 1 
 Eye - Foreign Body (Pediatric) 2 
 Eye - Pus Or Discharge (Pediatric) 11 
 Eye - Red Without Pus (Pediatric) 3 
 Eye - Swelling (Pediatric) 1 
 Eye: Infection / Irritation 3 
 Eye: Injury / UV Light Exposure 3 
 Eye: Pain or Vision Change - No Injury 4 
 Face Pain / Swelling - No Injury 1 
 Face Swelling (Pediatric) 1 
 Fainting 1 
 Falls 1 
 Fatigue 2 
 Fetal Movement - Decreased, Pregnant 5 
 Fever - Adult 4 
 Fever After 3 Months Old (Pediatric) 92 
 Fever Before 3 Months Old (Pediatric) 5 
 Fever Blisters (Cold Sores) (Pediatric) 1 
 Fifth Disease (Pediatric) 1 
 Finger / Fingernail Injury 2 
 Finger / Fingernail Non-Injury 2 
 Fingernail Infection (Pediatric) 1 
 Flank Pain 2 
 Fluid Intake Decreased (Pediatric) 7 
 Food Reactions (Pediatric) 3 
 Foot Injury 5 
 Foot Non-Injury 4 
 Foot Or Ankle Swelling (Pediatric) 4 
 Forearm Injury 1 
 Genital Lesions - Female 1 
 GI Bleeding 8 
 GI Symptoms Multiple - Guideline Selection (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 6/1/2011 to 6/30/2011 
 
 Contract Guideline Name Times Used 
 


 


 Hand Injury 1 
 Head Injury 5 
 Headache 46 
 Headache (Pediatric) 12 
 Hearing Loss or Change (Pediatric) 1 
 Heat Exposure 2 
 Heat Injuries (Pediatric) 4 
 Hernia - Inguinal (Pediatric) 1 
 Hip Injury 1 
 Hip Non-Injury 3 
 Hives (Pediatric) 6 
 Hypertension; Diagnosed, Pregnant 3 
 Hypertension; Known / Suspected 6 
 Immunization Reactions (Pediatric) 19 
 Infection On Antibiotic Follow-up Call (Pediatric) 5 
 Information Only Call - No Triage (Pediatric) 4 
 Insect Bite (Pediatric) 10 
 Irregular Heartbeat 1 
 Itching / No Rash, Pregnant 1 
 Itching Localized And Cause Unknown (Pediatric) 3 
 Itching Widespread And Cause Unknown (Pediatric) 3 
 Jaundice - Newborn (Pediatric) 1 
 Knee Injury 4 
 Knee Non-Injury 1 
 Leg Joint Swelling (Pediatric) 2 
 Leg Pain (Pediatric) 3 
 Lice (Pediatric) 2 
 Lower Leg Injury 1 
 Lower Leg Non-Injury 12 
 Lymph Nodes Swollen (Pediatric) 2 
 Medication Question Call (Pediatric) 2 
 Mosquito Bite (Pediatric) 5 
 Mouth / Lip / Teeth Injury 1 
 Mouth / Lip / Tongue Lesions 2 
 Mouth Pain And Symptoms (Pediatric) 2 
 Mouth Ulcers (Pediatric) 4 
 Muscle Ache / Pain 3 
 Muscle Jerks - Tics - Shudders (Pediatric) 2 
 Nausea / Vomiting 11 
 Nausea / Vomiting, Pregnant 5 
 Neck Lump / Swelling 2 
 Neck Pain or Injury 1 
 Neurological Deficits 1 
 Newborn Appearance (Pediatric) 2 
 Newborn Rashes And Birthmarks (Pediatric) 1 
 Newborn Reflexes And Behavior (Pediatric) 1 
 Newborn Urine - Pink Or Brick-dust (Pediatric) 1 
 No Guideline Available - Advice Per Reference (Pediatric) 1 
 No Guideline Or Reference Available (Pediatric) 3 
 No Guideline/Advice Per Reference (Adult) 1 
 Nose -  Foreign Body (Pediatric) 1 
 Nosebleed (Pediatric) 7 
 Numbness / Tingling 7 
 Penis-Scrotum Symptoms (Pediatric) 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 6/1/2011 to 6/30/2011 
 
 Contract Guideline Name Times Used 
 


 


 Pneumonia Follow-up Call (Pediatric) 1 
 Poison Ivy - Oak - Sumac (Pediatric) 4 
 Poison Ivy / Oak / Sumac Exposure 3 
 Poisoning (Pediatric) 10 
 Post-op Incision Symptoms (Pediatric) 1 
 Post-op Symptoms And Questions (Pediatric) 6 
 Postoperative Problems 16 
 Postoperative Wound Care 5 
 Postpartum Problems 6 
 Preterm Labor: 20 to 37 Weeks Gestation 15 
 Puncture Wound (Pediatric) 6 
 Rash - Amoxicillin (Pediatric) 3 
 Rash - Guideline Selection (Pediatric) 4 
 Rash - Localized And Cause Unknown (Pediatric) 6 
 Rash - Purple Spots Or Dots (Pediatric) 1 
 Rash - Widespread And Cause Unknown (Pediatric) 20 
 Rash - Widespread On Drugs (Pediatric) 4 
 Rash / Hives / Eruptions 10 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 4 
 Rectal Symptoms 2 
 Ringworm (Pediatric) 1 
 Ruptured Membranes, Pregnant 1 
 Scorpion Sting - North America (Pediatric) 1 
 Seizure 2 
 Sexual Abuse Suspected (Pediatric) 1 
 Sexual Assault / Rape 1 
 Shoulder Injury 3 
 Shoulder Non-Injury 3 
 Signs of Labor, Pregnant 4 
 Sinus Infection Follow-up Call (Pediatric) 2 
 Skin / Rash, Pregnant 2 
 Skin Foreign Body (Pediatric) 2 
 Skin Glue Questions (Pediatric) 1 
 Skin Lesions / Skin Irritation 11 
 Skin Swelling Or Lump (Pediatric) 3 
 Sleep Increased (Pediatric) 1 
 Sore Throat (Pediatric) 7 
 Sore Throat / Hoarseness 7 
 Sores (Pediatric) 3 
 Spider Bite - North America (Pediatric) 9 
 Spitting Up (Reflux) (Pediatric) 3 
 Stools - Blood In (Pediatric) 2 
 Stools - Unusual Color (Pediatric) 1 
 Strep Throat Exposure (Pediatric) 2 
 Strep Throat Infection Follow-up Call (Pediatric) 5 
 Strep Throat Test Follow-Up Call (Pediatric) 1 
 Sty (Pediatric) 1 
 Substance Abuse (Pediatric) 1 
 Substance Abuse: Diagnosed / Suspected 2 
 Suicidal, Homicidal, or Harmful Behavior 2 
 Sunburn 3 
 Sunburn (Pediatric) 6 
 Swallowed Foreign Body (Pediatric) 8 
 Swallowing Difficulty 2 







 Triage Calls  
 
 Guidelines Used by Contract 
 6/1/2011 to 6/30/2011 
 
 Contract Guideline Name Times Used 
 


 


 Teething (Pediatric) 3 
 Thigh Non-Injury 1 
 Thrush (Pediatric) 5 
 Tick Bite (Pediatric) 8 
 Toe / Toenail Injury 1 
 Toe / Toenail Non-Injury 1 
 Tooth, Gum and Jaw Symptoms 10 
 Toothache (Pediatric) 3 
 Trauma - Abdominal (Pediatric) 2 
 Trauma - Arm (Pediatric) 5 
 Trauma - Back (Pediatric) 3 
 Trauma - Chest (Pediatric) 1 
 Trauma - Eye (Pediatric) 4 
 Trauma - Face (Pediatric) 1 
 Trauma - Finger (Pediatric) 2 
 Trauma - Genital (Male) (Pediatric) 2 
 Trauma - Head (Pediatric) 28 
 Trauma - Leg (Pediatric) 6 
 Trauma - Mouth (Pediatric) 4 
 Trauma - Nose (Pediatric) 3 
 Trauma - Skin (Pediatric) 1 
 Trauma - Tailbone (Pediatric) 1 
 Trauma - Toe (Pediatric) 5 
 Trauma, Pregnant 1 
 Upper Arm Injury 3 
 Upper Respiratory Infections / Colds 4 
 Upper Respiratory Infections/Colds: Pregnant 2 
 Urinary Symptoms - Female 7 
 Urinary Tract Infection Follow-Up Call (Pediatric) 1 
 Urination - All Other Symptoms (Pediatric) 7 
 Urination Pain (Female) (Pediatric) 5 
 Vaginal Bleeding (Premenopausal) -- Abnormal 12 
 Vaginal Bleeding - After Puberty (Pediatric) 2 
 Vaginal Bleeding - Before Puberty (Pediatric) 1 
 Vaginal Bleeding - More Than 20 Weeks Gestation 1 
 Vaginal Discharge / Irritation 8 
 Vaginal Foreign Body; Known / Suspected 1 
 Vaginal Itching (Irritation) - Before Puberty (Pediatric) 2 
 Vaginal Symptoms or Discharge - After Puberty (Pediatric) 2 
 Vision Loss Or Change (Pediatric) 1 
 Vomiting (Pediatric) 32 
 Weakness / Paralysis 1 
 Withdrawal Symptoms 3 
 Wound Infection (Pediatric) 5 
 
 Total for Contract : Soonercare PAL 1,328 







2011 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 0 0 0 0 0 0 0 0 0 0 0 0 0
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 1 1 0 0 0 0 0 0 0 0 0 3
Cambodian 0 0 0 0 0 0 0 0 0 0 0 0 0
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Farsi 1 0 0 0 0 0 0 0 0 0 0 0 1
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 1 0 0 0 0 0 0 0 1
Hmong 0 0 0 0 0 0 0 0 0 0 0 0 0
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 0 0
Korean 0 0 0 1 0 0 0 0 0 0 0 0 1
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 0 0 0 0 0 0 0 0 0 0 0 0 0
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 0 0 4 0 1 0 0 0 0 0 0 5
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 1 0 0 0 0 0 0 0 0 1
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 57 20 28 27 16 17 0 0 0 0 0 0 165
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 3 3 1 4 2 3 0 0 0 0 0 0 16
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 62 24 30 37 19 21 0 0 0 0 0 0 193


Translation Services by Language







 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


Data 
 


 







Definitions 
 


 
Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Soonercare Patient Advice Line
Executive Overview


2010 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC YTD


I.  CALL SUMMARY 


Calls Offered 4078 3531 3830 3402 3695 3330 3406 3202 3152 3103 3285 3398 41412


Calls Handled 3969 3405 3727 3310 3575 3218 3275 3115 3033 2990 3164 3268 40049


Calls Processed 3317 2816 3158 2862 3023 2866 2834 2658 2579 2607 2536 2751 34007


Calls Abandoned 109 126 103 92 120 112 131 87 119 113 121 130 1363


% Abandoned 2.7% 3.6% 2.7% 2.7% 3.2% 3.4% 3.4% 3.8% 2.7% 3.8% 3.6% 3.7% 3.3%


Average Speed Answered 14s 14s 15s 13s 13s 13s 14s 12s 13s 14s 12s 18s 14s


 


Translation Service 44 43 31 26 32 22 20 24 27 32 31 36 368
 


         


II.  REASON OF CALL


Symptoms/Triage 1948 1672 1795 1588 1713 1640 1521 1422 1496 1559 1554 1631 19539


Health/Drug Information 378 322 336 361 365 326 371 338 262 264 296 358 3977  


           


991 822 1027 913 945 900 942 898 821 784 686 762 10491


       


III.  CALL DISPOSITIONS


Homecare 509 494 457 403 460 422 387 375 391 410 474 481 5263


Place Call to PCP 60 43 53 42 43 41 51 43 40 38 41 42 537


See PCP Within 2 Weeks 26 23 31 17 20 20 23 15 24 23 22 21 265


See PCP within 72 Hours 118 126 140 125 118 120 101 110 105 122 110 106 1401


See PCP Within 24 Hours 387 297 374 321 285 292 281 255 277 309 260 312 3650


Contact PCP Within 4 Hours 57 44 64 67 83 67 48 43 42 63 53 64 695


Call Poison Control Center 23 18 19 24 17 15 22 15 24 15 12 12 216


See in ED Immediately 743 602 627 558 665 613 590 546 564 545 545 577 7175


Activate EMS/911 64 40 53 52 51 64 63 41 45 53 50 36 612


Other (pharmacy, lab, etc.) 29 26 36 26 30 48 32 34 23 24 21 32 361
      


Health/Drug Information Provided 352 304 318 336 334 301 343 305 235 248 265 342 3683
    


Information Provided 687 616 717 638 665 473 691 630 600 559 506 197 6979
    


Referred to Member Services/Other# 262 183 269 253 252 390 202 246 209 198 177 170 2811


% of Triage ER/911 Calls 41% 38% 38% 38% 42% 41% 43% 41% 41% 38% 38% 38% 40%


       


IV.  TRIAGE ASSESSMENT GUIDELINES USED


# of Triage Guidelines Used 2043 1737 1896 1645 1812 1719 1606 1481 1559 1650 1644 1729 20521


          


V.  CALLER STATISTICS


# Repeat Callers 1609 1314 1381 1452 1557 1574 1554 1344 1381 1410 1361 1545 17482


% Repeat Callers 49% 47% 44% 51% 52% 55% 55% 51% 54% 54% 54% 56% 51%


General Information 
(feedback, redirected Mem 
Srvs calls, holiday call, etc.)







CALLS BY DAY   


Day Offered Abandoned Handled Abandonment %
1st 100 1 99 1.0%
2nd 94 2 92 2.1%
3rd 92 4 88 4.3%
4th 120 5 115 4.2%
5th 129 1 128 0.8%
6th 75 2 73 2.7%
7th 66 1 65 1.5%
8th 69 2 67 2.9%
9th 82 4 78 4.9%


10th 89 6 83 6.7%
11th 162 5 157 3.1%
12th 117 1 116 0.9%
13th 82 2 80 2.4%
14th 90 3 87 3.3%
15th 101 5 96 5.0%
16th 87 2 85 2.3%
17th 74 7 67 9.5%
18th 174 4 170 2.3%
19th 144 5 139 3.5%
20th 105 4 101 3.8%
21st 103 2 101 1.9%
22nd 71 5 66 7.0%
23rd 216 14 202 6.5%
24th 145 4 141 2.8%
25th 86 5 81 5.8%
26th 141 2 139 1.4%
27th 91 2 89 2.2%
28th 90 1 89 1.1%
29th 95 4 91 4.2%
30th 79 1 78 1.3%
31st* 229 24 205 10.5%


 3398 130 3268 3.8%
 


 


YEAR‐TO‐DATE 2010  


Month Offered Abandoned Handled Abandonment %
JAN 4078 109 3969 2.7%
FEB 3531 126 3405 3.6%


MAR 3830 103 3727 2.7%
APR 3402 92 3310 2.7%
MAY 3695 120 3575 3.2%
JUN 3330 112 3218 3.4%
JUL 3406 131 3275 3.8%


AUG 3202 87 3115 2.7%
SEP 3152 119 3033 3.8%
OCT 3103 113 2990 3.6%
NOV 3285 121 3164 3.7%
DEC 3398 130 3268 3.8%


41412 1363 40049 3.3%


* 12/31 New Year's Eve


Soonercare Patient Advice Line







Report: Call detail by Bill Account and Clientid / Access code          


© 2010 Language Line Services Requirements: Mozilla Firefox 3+, Internet Explorer 7+, Google Chrome or Apple Safari 3+  


MyLanguageLinetm 2.0
 


LIFECARE HEALTH SERVICES INC 


www.LanguageLine.com


awaltrip@vha.com | Log Out


News Reports Invoices Account My Profile Help Support


Account: 9020861359 LIFECARE HEALTH SERVICES INC Parameters: Start Date = 12/01/2010, End Date = 12/31/2010


Client ID Access Code Time Ref. Number Language Interpreter Duration Charges ANI Data 1 Data 2 Data 3 Data 4 


861359 53510 12/01/2010 343134304 SPANISH 1542 12


861359 53510 12/02/2010 342533775 SPANISH 11564 35


861359 53510 12/03/2010 355138690 BURMESE 6806 14


861359 53510 12/06/2010 473835674 SPANISH 10056 11


861359 53510 12/07/2010 115532392 SPANISH 10667 22


861359 53510 12/08/2010 356138719 SPANISH 10897 7


861359 53510 12/10/2010 530652780 SPANISH 9129 9


861359 53510 12/15/2010 485832734 SPANISH 5549 6


861359 53510 12/15/2010 485150200 SPANISH 4538 11


861359 53510 12/16/2010 350633813 SPANISH 11428 4


861359 53510 12/20/2010 481045628 SPANISH 5780 6


861359 53510 12/20/2010 344447528 SPANISH 3618 10


861359 53510 12/22/2010 251021974 SPANISH 8212 10


861359 53510 12/22/2010 530238907 SPANISH 11528 6


861359 53510 12/28/2010 354142928 SPANISH 11038 12


861359 53510 12/29/2010 537152663 SPANISH 10460 15 3


861359 53510 12/30/2010 483932818 SPANISH 11027 6
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Calls by Day
Soonercare Patient Advice Line


1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 25 26 27 28 29 30 31


Offered 100 94 92 120 129 75 66 69 82 89 162 117 82 90 101 87 74 174 144 105 103 71 216 145 86 141 91 90 95 79 229


Abandoned 1 2 4 5 1 2 1 2 4 6 5 1 2 3 5 2 7 4 5 4 2 5 14 4 5 2 2 1 4 1 24


Handled 99 92 88 115 128 73 65 67 78 83 157 116 80 87 96 85 67 170 139 101 101 66 202 141 81 139 89 89 91 78 205
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Health/Drug Information, 
358


General Information, 762


Reason of Call
Soonercare Patient Advice Line


Symptoms/Triage, 1631







Referrals by Provider Name 


by Facility Type by Contract


Start Date: 12/1/2010


End Date: 12/31/2010


Facility Type: Hospital


Contract: SOONERCARE PAL


Contract


Facility Type


 Provider Name Referrals Appointments Total Percent


Soonercare PAL


Hospital Service


 0Integris Urgent Care  1  1  6.7%


 0MedNow Urgent Care Center  1  1  6.7%


 0Mercy - NW Expressway  1  1  6.7%


 0Mercy Care - Edmond  1  1  6.7%


 0Mercy Care- Quail Brook  1  1  6.7%


 0Tulsa Pediatric Urgent Care  5  5  33.3%


 0Urgent Care Center at Unity Health Center  1  1  6.7%


 0Urgent Care Center of Ardmore  1  1  6.7%


 0Urgent Care of Green Country - Owasso  1  1  6.7%


 0Wellfast Urgent Care Center  1  1  6.7%


 0Your Care Clinic - S. Penn  1  1  6.7%


 0 15  15Total for Hospital Service  100.0% of Contract Total


Total for Contract Soonercare PAL  0 15  15  100.0% of Grand Total


 0 15  15Grand Totals: 


1/18/2011 Page 1 of 1 4:48:28PM REF003
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 Triage Calls  
 
 Guidelines Used by Contract 
 12/1/2010 to 12/31/2010 
 
 Contract Guideline Name Times Used 
 


 


 Soonercare PAL 
 Abdominal Pain (Female) (Pediatric) 19 
 Abdominal Pain (Male) (Pediatric) 18 
 Abdominal Pain / Discomfort 34 
 Abdominal Pain, Pregnant 24 
 Abdominal Swelling, Bloating 1 
 Abortion: Less Than 20 Weeks, Threatened/Spontaneous 16 
 Abrasions/Lacerations/Puncture Wounds 5 
 Allergic Reaction; Known / Suspected 3 
 Amenorrhea 1 
 Anaphylaxis (Pediatric) 1 
 Animal or Human Bite (Pediatric) 3 
 Ankle Injury 3 
 Ankle Non-Injury 1 
 Anxiety 3 
 Anxiety: Severe / Panic 1 
 Arm Joint Swelling (Pediatric) 2 
 Arm Pain (Pediatric) 1 
 Asthma Attack (Pediatric) 26 
 Back Pain (Pediatric) 2 
 Back Symptoms 21 
 Back Symptoms, Pregnant 6 
 Bee or Yellow Jacket Sting (Pediatric) 1 
 Bites - Animal / Human 2 
 Bites and Stings - Insects / Spiders 1 
 Bloody Urine 1 
 Bluish Skin Or Body Part (Cyanosis) (Pediatric) 6 
 Boil or Abscess (Pediatric) 10 
 Bottle-feeding Questions (Pediatric) 2 
 Breast Disorders - Male 1 
 Breast Symptoms - Female 4 
 Breast Symptoms - Postpartum 6 
 Breast-feeding Questions (Pediatric) 2 
 Breathing Difficulty Severe (Pediatric) 16 
 Breathing Noisy - Guideline Selection (Pediatric) 2 
 Breathing Problems 9 
 Bronchiolitis Follow-up Call (Pediatric) 1 
 Burns 4 
 Burns (Pediatric) 2 
 Chest Injury 2 
 Chest Pain (Pediatric) 6 
 Chest Pain / Discomfort 15 
 Chickenpox (Pediatric) 1 
 Chronic Diseases (Pediatric) 2 
 Cold Injuries (Hypothermia) (Pediatric) 1 
 Colds (Pediatric) 53 
 Confusion - Delirium (Pediatric) 3 
 Congestion - Guideline Selection (Pediatric) 4 
 Constipation 4 
 Constipation (Pediatric) 25 
 Cough (Pediatric) 131 
 Cough - Adult 14 
 Croup (Pediatric) 19 
 Crying Baby 3 Months or Less (Pediatric) 6 







 Triage Calls  
 
 Guidelines Used by Contract 
 12/1/2010 to 12/31/2010 
 
 Contract Guideline Name Times Used 
 


 


 Crying Child More Than 3 Months (Pediatric) 8 
 Cuts And Lacerations (Pediatric) 5 
 Dehydration 2 
 Depression / Mood Disorders 3 
 Diabetes - High Blood Sugar (Pediatric) 1 
 Diabetes - Low Blood Sugar (Pediatric) 1 
 Diabetes: Foot Problems 1 
 Diabetes: GI Problems 1 
 Diabetes: Out of Control 8 
 Diabetes: Respiratory Problems 1 
 Diaper Rash (Pediatric) 4 
 Diarrhea (Pediatric) 51 
 Diarrhea / Change in Bowel Habits 4 
 Diarrhea On Antibiotics (Pediatric) 9 
 Difficult Caller (Pediatric) 2 
 Dizziness (Pediatric) 1 
 Dizziness / Vertigo 3 
 Domestic Violence: Child Abuse, Known / Suspected 1 
 Ear - Discharge (Pediatric) 5 
 Ear - Foreign Body (Pediatric) 1 
 Ear - Hearing Symptoms 2 
 Ear - Pain/Injury/Foreign Body 13 
 Ear Infection Follow-up Call (Pediatric) 17 
 Earache (Pediatric) 36 
 Eating Disorders: Anorexia/Bulimia: Dx 1 
 Edema, Generalized Atraumatic 1 
 Endometriosis; Known / Suspected 1 
 Eye - Allergy (Pediatric) 1 
 Eye - Foreign Body (Pediatric) 1 
 Eye - Pus Or Discharge (Pediatric) 23 
 Eye - Red Without Pus (Pediatric) 7 
 Eye - Swelling (Pediatric) 1 
 Eye: Infection / Irritation 1 
 Eye: Injury / UV Light Exposure 1 
 Eye: Pain or Vision Change - No Injury 2 
 Face Injury 1 
 Face Pain / Swelling - No Injury 6 
 Face Swelling (Pediatric) 1 
 Fainting (Pediatric) 1 
 Feeding Tube Questions (Pediatric) 1 
 Fetal Movement - Decreased, Pregnant 4 
 Fever - Adult 4 
 Fever After 3 Months Old (Pediatric) 84 
 Fever Before 3 Months Old (Pediatric) 8 
 Fifth Disease (Pediatric) 3 
 Finger / Fingernail Injury 3 
 Flank Pain 2 
 Flu-Like Symptoms; Known/Suspected Influenza 6 
 Flu-Like Symptoms; Known/Suspected Influenza, Pregnant 5 
 Fluid Intake Decreased (Pediatric) 9 
 Food Reactions (Pediatric) 3 
 Foot Injury 2 
 Foot Non-Injury 2 
 Foot Or Ankle Swelling (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 12/1/2010 to 12/31/2010 
 
 Contract Guideline Name Times Used 
 


 


 Forearm Injury 1 
 Forearm Non-Injury 1 
 GI Bleeding 6 
 Hair Loss 2 
 Hand Non-Injury 3 
 Head Injury 2 
 Headache 20 
 Headache (Pediatric) 11 
 Hernia - Umbilical (Pediatric) 1 
 Hip Injury 1 
 Hip Non-Injury 2 
 Hives (Pediatric) 10 
 Hoarseness (Pediatric) 1 
 Hypertension; Diagnosed, Pregnant 2 
 Hypertension; Known / Suspected 5 
 Immunization Reactions (Pediatric) 15 
 Infection On Antibiotic Follow-up Call (Pediatric) 9 
 Influenza (Pediatric) 6 
 Information Only Call - No Triage (Pediatric) 2 
 Insect Bite (Pediatric) 1 
 Irregular Heartbeat 2 
 Itching Localized And Cause Unknown (Pediatric) 3 
 Itching Widespread And Cause Unknown (Pediatric) 3 
 IUD; Symptoms 2 
 Knee Injury 2 
 Knee Non-Injury 1 
 Leg Pain (Pediatric) 2 
 Lower Leg Injury 4 
 Lower Leg Non-Injury 6 
 Lymph Nodes Swollen (Pediatric) 7 
 Mouth Pain And Symptoms (Pediatric) 3 
 Mouth Ulcers (Pediatric) 1 
 MRSA Exposure (Pediatric) 2 
 Muscle Ache / Pain 2 
 Muscle Jerks - Tics - Shudders (Pediatric) 1 
 Nausea (Pediatric) 1 
 Nausea / Vomiting 12 
 Nausea / Vomiting, Pregnant 9 
 Neck Lump / Swelling 1 
 Neck Pain or Injury 1 
 Neck Pain Or Stiffness (Pediatric) 1 
 Newborn Appearance (Pediatric) 5 
 Newborn Rashes And Birthmarks (Pediatric) 1 
 Newborn Reflexes And Behavior (Pediatric) 1 
 No Guideline Or Reference Available (Pediatric) 1 
 No Guideline/Advice Per Reference (Adult) 3 
 Nose -  Foreign Body (Pediatric) 3 
 Nosebleed (Pediatric) 5 
 Numbness / Tingling 9 
 Pale Skin (Pediatric) 1 
 Pelvic Pain / Dyspareunia 2 
 Pelvic Relaxation; Diagnosed/Info 1 
 Penis-Scrotum Symptoms (Pediatric) 4 
 Pinworms (Pediatric) 1 







 Triage Calls  
 
 Guidelines Used by Contract 
 12/1/2010 to 12/31/2010 
 
 Contract Guideline Name Times Used 
 


 


 Pneumonia Follow-up Call (Pediatric) 2 
 Poison Ivy - Oak - Sumac (Pediatric) 1 
 Poisoning 1 
 Poisoning (Pediatric) 9 
 Post-op Symptoms And Questions (Pediatric) 4 
 Postoperative Problems 12 
 Postoperative Wound Care 10 
 Postpartum Problems 2 
 Preterm Labor: 20 to 37 Weeks Gestation 15 
 Progestin; Symptoms / Information 1 
 Rash - Amoxicillin (Pediatric) 5 
 Rash - Guideline Selection (Pediatric) 7 
 Rash - Localized And Cause Unknown (Pediatric) 8 
 Rash - Widespread And Cause Unknown (Pediatric) 20 
 Rash - Widespread On Drugs (Pediatric) 9 
 Rash / Hives / Eruptions 9 
 Recent Medical Visit For Illness: Follow-up Call (Pediatric) 10 
 Recent Medical Visit For Injury: Follow-up Call (Pediatric) 1 
 Rectal Symptoms 1 
 Respiratory Multiple Symptoms - Guideline Selection (Pediatric) 2 
 Ringworm (Pediatric) 2 
 Ruptured Membranes, Pregnant 1 
 Scrapes (Pediatric) 1 
 Scrotum / Testicles Symptoms 1 
 Scrotum Swelling Or Pain (Pediatric) 3 
 Seizure 1 
 Seizure With Fever (Pediatric) 1 
 Seizure Without Fever (Pediatric) 1 
 Shoulder Injury 3 
 Shoulder Non-Injury 16 
 Signs of Labor, Pregnant 2 
 Sinus Infection Follow-up Call (Pediatric) 2 
 Sinus Pain Or Congestion (Pediatric) 3 
 Skin Foreign Body (Pediatric) 1 
 Skin Lesions / Skin Irritation 12 
 Skin Swelling Or Lump (Pediatric) 1 
 Sleep Increased (Pediatric) 3 
 Sore Throat (Pediatric) 39 
 Sore Throat / Hoarseness 9 
 Sore Throat / Hoarseness, Pregnant 4 
 Sores (Pediatric) 2 
 Spells - Guideline Selection (Pediatric) 1 
 Spider Bite - North America (Pediatric) 1 
 Spitting Up (Reflux) (Pediatric) 5 
 Stools - Blood In (Pediatric) 5 
 Stools - Unusual Color (Pediatric) 6 
 Strep Throat Exposure (Pediatric) 4 
 Strep Throat Infection Follow-up Call (Pediatric) 11 
 Suicidal, Homicidal, or Harmful Behavior 2 
 Suicide Concerns Or Depression (Pediatric) 1 
 Swallowed Foreign Body (Pediatric) 8 
 Swallowing Difficulty 3 
 Swollen Glands 2 
 Teething (Pediatric) 6 







 Triage Calls  
 
 Guidelines Used by Contract 
 12/1/2010 to 12/31/2010 
 
 Contract Guideline Name Times Used 
 


 


 Thigh Injury 1 
 Thigh Non-Injury 2 
 Thrush (Pediatric) 4 
 Toe / Toenail Injury 1 
 Toe / Toenail Non-Injury 1 
 Toenail - Ingrown (Pediatric) 1 
 Tooth, Gum and Jaw Symptoms 14 
 Toothache (Pediatric) 1 
 Trauma - Arm (Pediatric) 5 
 Trauma - Back (Pediatric) 1 
 Trauma - Chest (Pediatric) 2 
 Trauma - Ear (Pediatric) 1 
 Trauma - Eye (Pediatric) 1 
 Trauma - Finger (Pediatric) 2 
 Trauma - Genital (Male) (Pediatric) 1 
 Trauma - Head (Pediatric) 24 
 Trauma - Leg (Pediatric) 7 
 Trauma - Mouth (Pediatric) 6 
 Trauma - Neck (Pediatric) 1 
 Trauma - Nose (Pediatric) 3 
 Trauma - Skin (Pediatric) 1 
 Trauma - Tailbone (Pediatric) 2 
 Trauma - Toe (Pediatric) 3 
 Trauma - Tooth (Pediatric) 1 
 Trauma, Pregnant 1 
 Umbilical Cord - Bleeding (Pediatric) 3 
 Umbilical Cord - Delayed or Early Separation (Pediatric) 2 
 Umbilical Cord - Oozing or Infected (Pediatric) 3 
 Upper Arm Non-Injury 2 
 Upper Respiratory Infections / Colds 13 
 Upper Respiratory Infections/Colds: Pregnant 11 
 Urinary Symptoms - Female 11 
 Urinary Symptoms / Prostate Problems 3 
 Urinary Tract Infection Follow-Up Call (Pediatric) 1 
 Urination - All Other Symptoms (Pediatric) 6 
 Urination Pain (Female) (Pediatric) 2 
 Urination Pain (Male) (Pediatric) 2 
 Urine - Blood In (Pediatric) 1 
 Urine - Unusual Color or Odor (Pediatric) 1 
 Vaginal Bleeding (Premenopausal) -- Abnormal 13 
 Vaginal Bleeding - Menopausal, no HRT 1 
 Vaginal Bleeding - More Than 20 Weeks Gestation 1 
 Vaginal Discharge / Irritation 3 
 Vaginal Symptoms or Discharge - Before Puberty (Pediatric) 4 
 Vision Loss Or Change (Pediatric) 1 
 Vomiting (Pediatric) 126 
 Vomiting Blood (Pediatric) 2 
 Vomiting On Meds (Pediatric) 2 
 Weakness (Pediatric) 1 
 Wheezing - Other Than Asthma (Pediatric) 12 
 Withdrawal Symptoms 2 
 Wound Infection (Pediatric) 2 
 Wrist Injury 2 
 







 Triage Calls  
 
 Guidelines Used by Contract 
 12/1/2010 to 12/31/2010 
 
 Contract Guideline Name Times Used 
 


 


 Total for Contract : Soonercare PAL 1,729 







2010 JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC TOTAL


Albanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Amharic 0 0 0 0 0 0 0 0 0 0 0 0 0
Arabic 1 0 0 0 0 0 0 0 0 0 0 0 1
Aragonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Armenian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bosnian 0 0 0 0 0 0 0 0 0 0 0 0 0
Bulgarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Burmese 1 0 0 1 1 0 0 0 0 0 0 1 4
Cambodian 0 0 0 0 0 1 0 0 0 0 0 0 1
Cantonese 0 0 0 0 0 0 0 0 0 0 0 0 0
Chinese 0 0 0 0 0 0 0 0 0 0 0 0 0
Cornish 0 0 0 0 0 0 0 0 0 0 0 0 0
Corsican 0 0 0 0 0 0 0 0 0 0 0 0 0
Croatian 0 0 0 0 0 0 0 0 0 0 0 0 0
Czech 0 0 0 0 0 0 0 0 0 0 0 0 0
Danish 0 0 0 0 0 0 0 0 0 0 0 0 0
Dutch 0 0 0 0 0 0 0 0 0 0 0 0 0
Estonian 0 0 0 0 0 0 0 0 0 0 0 0 0
Filipino 0 0 0 0 0 0 0 0 0 0 0 0 0
Finnish 0 0 0 0 0 0 0 0 0 0 0 0 0
French 0 0 0 0 0 0 0 0 0 0 0 0 0
German 0 0 0 0 0 0 0 0 0 0 0 0 0
Haitian 0 0 0 0 0 0 0 0 0 0 0 0 0
Hebrew 0 0 0 0 0 0 0 0 0 0 0 0 0
Hindi 0 0 0 0 0 0 0 0 0 0 0 1 1
Hmong 1 1 0 0 0 0 0 0 1 0 0 0 3
Hungarian 0 0 0 0 0 0 0 0 0 0 0 0 0
Indonesian 0 0 0 0 0 0 0 0 0 0 0 0 0
Irish 0 0 0 0 0 0 0 0 0 0 0 0 0
Italian 0 0 0 0 0 0 0 0 0 0 0 0 0
Japanese 0 0 0 0 0 0 0 0 0 0 0 0 0
Karen 0 0 0 0 0 0 0 0 0 0 0 1 1
Korean 0 0 0 0 0 0 0 1 0 0 0 1 2
Kurdish 0 0 0 0 0 0 0 0 0 0 0 0 0
Laotian 1 0 0 0 0 0 0 0 0 0 0 0 1
Manchu 0 0 0 0 0 0 0 0 0 0 0 0 0
Mandarin 0 1 3 0 0 0 1 0 0 0 0 0 5
Marshallese 0 0 0 0 0 0 0 0 0 0 0 0 0
Norwegian 0 0 0 0 0 0 0 0 0 0 0 0 0
Persian 0 0 0 0 0 0 0 0 0 0 0 0 0
Polish 0 0 0 0 0 0 0 0 0 0 0 0 0
Portuguese 0 0 0 0 0 0 0 0 0 0 0 0 0
Q'anjob'al 0 0 0 0 0 0 0 0 0 0 0 0 0
Romanian 0 0 0 0 0 0 0 0 0 0 0 0 0
Russian 0 0 0 0 0 0 0 0 0 0 0 0 0
Scottish 0 0 0 0 0 0 0 0 0 0 0 0 0
Serbian 0 0 0 0 0 0 0 0 0 0 0 0 0
Spanish 40 41 27 24 29 21 17 23 26 32 31 31 342
Swahili 0 0 0 0 0 0 0 0 0 0 0 0 0
Swedish 0 0 0 0 0 0 0 0 0 0 0 0 0
Thai 0 0 0 0 0 0 0 0 0 0 0 0 0
Turkish 0 0 0 0 0 0 0 0 0 0 0 0 0
Ukrainian 0 0 0 0 0 0 0 0 0 0 0 0 0
Vietnamese 0 0 1 1 2 0 2 0 0 0 0 1 7
Welsh 0 0 0 0 0 0 0 0 0 0 0 0 0
Yiddish 0 0 0 0 0 0 0 0 0 0 0 0 0


TOTAL 44 43 31 26 32 22 20 24 27 32 31 36 368


Translation Services by Language
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Definitions 
 


 
Call Summary Definitions: 
Calls Offered:   The total number of calls attempted. 
Calls Handled:   The number of calls attempted that reached a representative. 
Calls Processed: The number of calls handled by a representative that were 


entered into the database.   
Calls Abandoned:   The number of calls attempted but did not reach a representative. 
% Abandoned:    The percentage of calls offered that were not handled. 
Average Speed Answered: The average time in seconds, for the month, that calls handled 


waited to be answered. 
 
Reason of Call Definitions: 
Symptoms/Triage: The number of symptom based calls processed that resulted in 


nurse triage. 
Health/Drug Information: The number of non-symptom based calls processed by a nurse 


concerning a health or drug related topic. 
General information: The number of calls processed that were handled but not 


symptom or health/drug related. 
 
Call Dispositions Definitions: 
Homecare:  Symptoms can be treated at home, homecare instructions given. 
Place Call to PCP:  Consult healthcare provider regarding symptom(s). 
See PCP within 2 Weeks: Symptoms need to be assessed by a healthcare provider within 2 


weeks. 
See PCP within 72 Hours: Symptoms need to be assessed by a healthcare provider within 72 


hours. 
See PCP within 24 hours: Symptoms need to be assessed by a healthcare provider within 24 


hours. 
Contact PCP within 4 hours: Symptoms need to be assessed by a healthcare provider within 4 


hours. 
Call Poison Control Center: Consult Poison Control Center for determination of the 


appropriate level of care needed. 
See in Office Immediately: Symptoms needs to be assessed by a healthcare provider as soon 


as possible. 
See in ED Immediately: Symptoms need to be assessed by a healthcare provider now. 
Activate EMS/911: Symptoms need to be assessed by a healthcare provider now and 


EMS dispatched. 
Health/Drug Information: No symptoms present, no triage needed and health/drug 


information provided. 
Information Provided: No symptoms present, no triage needed, no health/drug topics 


discussed, only general information provided.  (Referred to lab, 
pharmacy, or general question answered.) 


Referred to Member Services  
Or Other #: No triage, no health/drug information provided.  Referred to 


another department and telephone number given. 
 
Triage Assessment Guidelines Accessed Definitions: 
# of Guidelines Used: The total number of guidelines accessed based on symptoms.  


(Multiple guidelines can be accessed per call.) 
 
Caller Statistics Definitions: 
# Repeat Callers: Number of callers that were all ready in the system at time of 


call.  
% Repeat Callers: Percentage of callers that were all ready in the system at time 


of call. 
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Peak Hours with Volume
HP Call Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
HP Call Center 200 3-4pm 204 10-11am 209 3-4pm 214 10-11am
Insure Oklahoma 98 11-12pm 117 1-2pm 87 2-3pm 72 2-3pm
Spanish Assistance 5 2-3pm N/A N/A 6 2-3pm 3 2-3pm
Life Care Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
SoonerCare Help Line 466 3-4pm 397 11am-12pm 416 3-4pm 370 3-4pm
Online Enrollment Helpdesk 71 10-11am 54 11am-12pm 69 3-4pm 61 4-5pm
Online Enrollment Spanish 2 2-3pm 2 10-11am 3 2-3pm 2 4-5pm
Patient Advice Line 13 5-6am 16 5-6am 19 5-6am 13 7-8am
SoonerCare Spanish 44 3-4pm 34 10-11am 33 2-3pm 34 4-5pm
OHCA Call Units Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr Call Vol Peak Hr
OHCA DHS 2 9-10am 3 11am-12pm 2 9-10am 2 2-3pm
Online Enrollment Applications 141 3-4pm 105 11-12pm 125 11 - 12pm 87 4-5pm
Online Enrollment Applications Spanish 13 12-1pm 13 10-11am 8 3-4pm 9 10-11am


July 11 July 19 July 27 August 4
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Premium Asst. Unit (Insure Oklahoma/O-EPIC) Performance Dashboard (June 2009 


through May 2010) 


 
Calls were impacted by inclement weather closures Dec. 24, 2009,  and Jan. 28 and 29, 2010. 


iCE CTI/Call Tracking was implemented Mar. 26, 2010. 


 


*Insure OK has been directed to take time necessary to answer questions, rather than focusing on 


call answer rate. 


 


 


Calls Answered – The number of ACD calls queued to this unit and answered 


Insure OK Calls Answered
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Answer rate average – Compilation of answered calls/offered calls for the month* 


Insure OK Answer Rate
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Answer speed average – Answer speed average for month* 


Insure OK Answer Speed/Seconds
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Max. Delay - Identifies calls each month with longest wait or abandon time* 


Insure OK Longest Wait/Seconds
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June July Aug. Sept. Oct. Nov. Dec. Jan.  Feb. Mar. Apr. May 
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Volumetrics


Area / Subarea Total Calls
Calls 


Answered


Avg Call 
Length 
(Secs)


After Call 
Work (:ss)


Average Time 
to Abandon 


(mm:ss)


% Escalated 
to Tier 2


 OHCA Call Units
Beneficiary Services  
Insure Oklahoma Employer 2,943              2,881              237                  :06 1:52 0.07%
Member Services Spanish
OHCA DHS 444                  322                  388                  :10 7:02 5.26%
Online Enrollment Applications 16,326            12,856            435                  :10 11:09 2.55%
Online Enrollment Applications Spanish 1,013              972                  435                  :05 7:14 0.76%
Provider Enrollment 
Provider Services 3,919              3,787              354                  1:16 1:08 5.11%
HP Call Units
HP Call Center 34,684            33,379            194                  :49 1:02 16.08%
Insure Oklahoma 12,571            12,383            202                  :39 1:04 8.31%
Spanish Assistance 556                  462                  282                  :48 2:25 20.10%
LifeCare Call Units
SoonerCare Help Line 66,574            52,419            158                  :09 2:40 33.73%
Online Enrollment Help Line 7,908              6,358              134                  :08 2:55 42.54%
Online Enrollment Spanish 122                  113                  167                  :10 3:32 43.65%
Patient Advice Line 3,139              3,028              67                    :00 1:20 N/A
SoonerCare Behavioral Health   
SoonerCare Spanish 3,929              3,472              179                  :10 3:38 32.05%
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Question Submitted by: Director John S. Richard, Department of Central 
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¶0 This office has received your request for an official Attorney General Opinion in which you ask, in effect, the 
following questions: 
1. Previous Attorney General Opinions have found that state contracts may not contain clauses that limit 
a private vendor's liability to the State. Does the prohibition on limitation of liability clauses apply only to 
contracts for goods, only to contracts for services, or to all state contracts? 
2. Does the prohibition on limitation of liability clauses apply only to clauses that limit direct damages, or 
are state agencies also prohibited from entering into contracts that limit a private vendor's liability for 
indirect, incidental, special, punitive or consequential damages? 
3. Are state agencies also prohibited from entering into contracts that limit a private vendor's liability for 
loss of profits, revenue, data or data use? 
4. May a state agency enter into a contract whereby a private vendor accepts unlimited liability for 
damages caused by the vendor's negligent or intentionally wrongful acts only if the State agrees that the 
vendor will have sole control of the defense of any claims? 
5. Does the prohibition on limitation of liability clauses apply to license agreements (also known as 
"shrink wrap licenses") enclosed with off-the-shelf computer software products? (This question relates to 
boxed, off-the-shelf software products that come with packaged warranties.) 
6. May a state agency enter into a contract limiting a private vendor's liability for damages resulting from 
advice and/or assistance the private vendor provided to the agency in implementing software 
applications? 
7. May a state agency enter into a contract that clearly limits a vendor's liability if the contract also 
includes the language, "To the extent that the limitation of liability contained herein is construed by a 
court of competent jurisdiction to be a limitation of liability in violation of Oklahoma law, such limitation 
of liability shall be void"? 
8. May a state agency enter into a contract containing language in the clause proposed in Attachment "A" 
to this question? 
9. May a state agency enter into a contract containing language in the clauses proposed in Attachment 
"B" to this question?  


Background 


¶1 Before addressing your questions specifically, we think it advisable to review the issues which led to your 
request. Your questions stem from previous Attorney General Opinions concluding that state contracts may not 
contain clauses which: limit private vendors' liability and hold them harmless for their own negligence or 
intentionally wrongful acts (A.G. Opins. 01-2, 78-256); indemnify a non-state party (A.G. Opin. 96-7); and waive 
the State's legal rights and defenses in advance of an action (A.G. Opin. 78-256). A "hold harmless" clause, for 
example, is one "whereby one party assumes the liability inherent in the undertaking, thereby relieving the other 
party of responsibility" - i.e., the State agrees to assume whatever liability would otherwise be borne by the 
vendor. 17A Am. Jur. 2d Contracts § 280 (West, WESTLAW through 2005). An "indemnity" clause "holds the 
indemnitee [vendor] harmless from liability by requiring the indemnitor [the State] to bear the cost of any damages 
for which the indemnitee is held liable." Id. An "exculpatory" clause is "[a] contractual provision relieving a party 
from any liability resulting from a negligent or wrongful act." Black's Law Dictionary 588 (7th ed. 1999). All such 
contract clauses, however they are labeled, have essentially the same general effect - to impose an actual or 
contingent obligation on the State for the benefit of the vendor.  


¶2 You indicate that some vendors, particularly information technology vendors, object to contracts assigning 
them "unlimited liability." As we understand it, vendors' liability is not unlimited; rather, state contracts provide that 
each party, the State and the vendor, is responsible for its own intentionally wrongful acts or negligence. 1 "There 
is no impropriety in a contractual provision or stipulation making the contractor liable for the consequences of the 
contractor's own negligence." 64 Am. Jur. 2d Public Works and Contracts § 130 (2001).  
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¶3 In contrast, the contract provisions you have provided require the State to bear the risk of the vendors' 
intentionally wrongful acts or negligence in addition to the State's own. The obligations thereby assumed by the 
State may be substantial if injured third parties assert claims against the State, because the limitation of liability 
clauses would foreclose the State from being awarded damages in a breach of contract suit against the vendor 
whose acts or omissions actually caused the injury. 2 Attorney General Opinion 01-2 determined that such a 
contract provision creates a "debt or obligation" prohibited by Article X, Section 23 of the Oklahoma Constitution 
unless funds have been appropriated to cover the resulting obligation at the time the contract is executed. Id. at 
12. The Opinion noted that such clauses were prohibited since the obligation created is contingent upon a future 
event which may or may not occur and therefore indeterminate as to both amount and the time payable, making 
appropriation impracticable. Id. 


¶4 In response to Opinion 01-2, the Legislature in 2002 introduced State Question 703, which proposed to amend 
Article V, Section 53 of the Constitution to allow the Legislature to "enact laws to permit state entities to limit the 
contractual liability of persons contracting to provide information technology goods or services to the state, but in 
no event shall liability be limited to less than the amount of the contract." H.J. Res. 1051, 48th Leg., 2d Sess. 
(Okla. 2002). When State Question 703 was submitted to a vote of the people in the November 5, 2002 general 
election, it was defeated, with 55.74% of voters against the proposal. See Okla. State Election Bd., Gen. Election 
Nov. 5, 2002, Summary Results, available at http://www.state.ok.us/~elections/02gen.html.  


¶5 The contract issues you raise are not peculiar to Oklahoma. Other states have determined that limitation of 
liability, hold harmless, and indemnification clauses favoring vendors are void under the states' Constitutions, 
statutes, or public policy unless means for paying any contingent liabilities are provided for at the time of 
executing the contract.  


¶6 Attorney General Opinion 01-2 was based on the principles articulated by the Oklahoma Supreme Court in 
Wyatt-Doyle & Butler Engineers, Inc. v. City of Eufaula, 13 P.3d 474 (Okla. 2000), where the court regarded 
contingent liabilities as debts or obligations prohibited under the Oklahoma Constitution Article X, Section 26 
(Article X, Section 26 is similar to Article X, Section 23 but applies to political subdivisions rather than the State.) 
A.G. Opin. 01-2, at 10-12. Wyatt-Doyle involved an indemnification clause in which a city agreed to pay funds 
owed by a public trust if the trust defaulted on its obligation. Wyatt-Doyle, 13 P.3d at 475. The court found the 
clause void, saying it created a contingent liability prohibited by Okla. Const. art. X, § 26. Id. at 479. The kind of 
contract clause in Wyatt-Doyle is different from the limitation of liability clauses about which you ask, in that the 
latter do not require the State to become a surety and pay the balance of a debt owed to a third party. These 
clauses do, nonetheless, create a contingent obligation. Other states with similar constitutional provisions have 
come to the same conclusion.  


¶7 In a provision similar to Oklahoma's Article X, Section 26, Texas's Constitution prohibits a city or county from 
creating a debt unless at the time it is created a tax and sinking fund are instituted to pay for it. Tex. Const. art. XI, 
§ 7. 3 The Texas Supreme Court said such a debt was created pursuant to that constitutional provision when a 
county agreed to indemnify private railway companies for their liability for damages incurred from the public's use 
of a causeway and drawbridge built jointly by the county and the railway companies. Tex. & New Orleans R.R. 
Co. v. Galveston County, 169 S.W.2d 713, 715 (Tex. 1943). The court noted that when the parties made the 
agreement they could not determine when such liability might arise or what its extent would be, and thus a debt 
was created. Id. at 715. Because the county had not, at the time it made the agreement, provided for levying and 
collecting a sufficient tax or created a sinking fund to pay the debt, the indemnity agreement was invalid. Id.; see 
also Brown v. Jefferson County, 406 S.W.2d 185, 189-90 (Tex. 1966) (finding that although a "hold harmless" 
provision created an indeterminate future liability, the county could agree to it if it levied the tax and established 
the sinking fund required by the Constitution).  


¶8 In summarizing these and other cases, Texas's Attorney General stated, "[A] county's agreement to indemnify 
a third party for damages arising from the third party's acts creates a debt within [the Constitution]." Tex. Op. Att'y 
Gen. GA-1076 (2004), 2004 WL 763182, at * 3; see also Idaho Op. Att'y Gen. 79-13 (1979), 1979 WL 29534, at 
*3 (construing a similar constitutional provision and stating that a contract in which a public entity assumes liability 
for its own fault or negligence is permissible, but warning that any contract provision that imposes on the state an 
assumption of existing or contingent liability on behalf of a third party may violate the Constitution); N.M. Op. Att'y 
Gen. 00-04 (2000), 2000 WL 1833589, at *4 (finding that an indemnification provision created a debt under the 
state Constitution, which "preclude[s] a government from entering into an agreement subjecting it to contingent 
liability, the amount of which is uncertain at the time of the agreement"); N.D. Op. Att'y Gen. 2002-L-21 (2002), 
2002 WL 562587, at *2 (deciding that although a particular state entity had authority to indemnify a contractor or 
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third party, it must include a non-appropriation clause as well as identify the funds it would use to fulfill its 
obligations if a claim arose under the indemnity provision).  


¶9 Even without such a constitutional provision, states have prohibited limitation of liability clauses in state 
contracts for reasons of public policy. For example, Maryland's Attorney General was informed that "requiring 
contractors to assume unlimited liability on State contracts will both drive up the cost to the State of doing 
business (. . . by requiring prospective vendors to increase the cost of their proposals so as to compensate for the 
potential unlimited liability) and reduce the pool of potential contractors, by eliminating those who refuse to 
assume unlimited liability." Md. Op. Att'y Gen. 97-029 (1997), 1997 WL 819842, at *2. These same points were 
made in the Opinion request which resulted in Okla. A.G. Opin. 01-2. See A.G. Opin. 01-2, at 8. Responding to 
these issues, Maryland's Attorney General replied, "[A] provision requiring the State to bear indeterminate risk for 
another's negligence is beyond the authority of a contract officer unless insurance or another source of funds was 
available to underwrite the risk, or the agreement itself expressly conditioned the obligation on the availability of 
appropriations." Md. Op. Att'y Gen. 97-029, 1997 WL 819842, at *4.  


¶10 In this and other opinions, Maryland's Attorney General relied not on any constitutional or statutory 
provisions, but on public policy grounds. See, e.g., Md. Op. Att'y Gen. 86-064 (1986), 1986 WL 287651, at *3 
(finding that a proposed indemnity clause in a contract for the State Department of Agriculture to purchase a 
vaccine was "flatly inconsistent" with the state's public policy because it "expose[d] the [State] to potentially 
unlimited liability under circumstances in which no funds are appropriated to fund that potential liability, the risk is 
uninsured, and the indemnity clause itself does not condition the [State's] obligation on future appropriations 
having been made available.")  


¶11 At least one state, Louisiana, has codified this public policy against the state assuming liability for others' 
actions:  


A. It is hereby declared that any provision contained in a public contract . . . which requires a public 
entity to assume liability for damages arising out of injuries or property damage to the contracting 
parties or to third parties caused by the negligence of anyone other than the public body, its 
employees, or agents, is contrary to the public policy of the state of Louisiana. Any and all such 
provisions in any and all public contracts issued on or after October 1, 1988, are null and void.  


La. Rev. Stat. Ann. § 38:2195 (West 2005).  


¶12 State entities are entrusted with public funds and spending those funds must serve the public interest. Article 
X, Sections 23 and 26 were enacted "as a protection of the people from the excesses of governmental entities." 
Wyatt-Doyle, 13 P.3d, at 477. The Oklahoma Supreme Court recognized this public policy in examining the 
competitive bidding requirements which accompany the award of most state contracts, finding as follows:  


The provisions of statutes , charters and ordinances requiring competitive bidding in the 
letting of . . . contracts are for the purpose of inviting competition, to guard against favoritism, 
improvidence, extravagance, fraud and corruption, and to secure the best work or supplies at the 
lowest price practicable, and they are enacted for the benefit of property holders and taxpayers,
and not for the benefit or enrichment of bidders, and should be so construed and administered 
as to accomplish such purpose fairly and reasonably with sole reference to the public interest. 


Rollings Const., Inc., v. Tulsa Metro. Water Auth. , 745 P.2d 1176, 1177-78 (Okla. 1987) (emphasis added) 
(citation omitted).  


¶13 Oklahoma's Constitution reserves to the people the power to act in a legislative capacity and set public policy 
by referendum. "[T]he people reserve to themselves the power to propose laws and amendments to the 
Constitution and to enact or reject the same at the polls independent of the Legislature, and also reserve power at 
their own option to approve or reject at the polls any act of the Legislature." Okla. Const. art. V, § 1. In the 2002 
referendum concerning public contracts, Oklahoma's electorate indicated that limiting vendors' liability is not in the 
public interest. See Okla. State Election Bd., Gen. Election Nov. 5, 2002, Summary Results, available at 
http://www.state.ok.us/~elections/02gen.html. A limitation of liability provision which releases a vendor from 
responsibility for damages caused by its own negligence or intentionally wrongful acts puts the vendor's interest 
above that of the public. Such a clause is, therefore, not only constitutionally suspect but void as against public 
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policy.  


¶14 This office recognizes that the provisions of Article X, Sections 23 and 26, create problems when contracting 
with vendors who ask the State to assume their potential liability, especially when a vendor is the sole source for 
a particular good or service, or when the state's operations are so dependent on a particular vendor's product that 
the State effectively loses its bargaining power. There is no easy answer to this issue, but we believe there is at 
least one possibility, albeit with its own problems, that would satisfy the constitutional debt provisions and public 
policy considerations. That approach is to ensure that no obligation is created under the constitutional provisions 
by eliminating the uncertainty associated with contingent liabilities.  


¶15 Attorney General Opinion 01-2 determined that a contract provision limiting a vendor's liability created a 
contingent obligation because the proposed indemnity was "indefinite in term and uncertain in amount." Id. at 12 
(quoting A.G. Opin. 96-7, at 18). Therefore, if the State could make certain the time and amount of payment and 
encumber funds sufficient to pay the amount when the contract was executed, no "obligation" in the constitutional 
sense would be created. This approach has been advocated by Ohio's Attorney General in several opinions 
addressing debt creation under that state's Constitution. See, e.g., Ohio Ops. Att'y Gen. 96-060 (1996), 1996 WL 
708356; 99-049 (1999), 1999 WL 756681; 2003-035 (2003), 2003 WL 22720012; 2005-007 (2005) 2005 WL 
526809.  


¶16 Based on state case law, Ohio's Attorney General determined that a hold harmless or indemnification clause 
in a state contract could comply with the state's constitutional debt and appropriation provisions 4 as long as it met 
the following criteria: (1) "the clause may obligate the state only for the duration of the [fiscal year] in which the 
contract is executed" and cannot "bind the state for any length of time beyond that [period]"; (2) "the clause must 
specify a maximum dollar amount for which the state is obligated"; and (3) the amount specified must be 
appropriated to the contracting state agency and encumbered as available for payment prior to the contract's 
execution. Ohio Op. Att'y Gen. 96-060 (1996), 1996 WL 708356, at *9 (interpreting State v. Medbery, 7 Ohio St. 
522 (1857)). The Attorney General cautioned that even if these three criteria were met, however, "a state agency 
also should consider whether agreeing to include such clauses in its contracts is prudent or advisable as a matter 
of public fiscal policy." Id. at *11. 


¶17 This approach, although perhaps difficult to implement, would satisfy the legal requirements of Okla. Const. 
art. X, § 23 (for state agencies) and Section 26 (for municipalities and other political subdivisions of the state). A 
state entity and a vendor could negotiate and incorporate into a contract the amount of contingent liability the 
State would bear for a certain contract period, with the vendor being liable for any damages exceeding the 
agreed-upon amount. The state entity would then ensure that sufficient funds were appropriated and encumbered 
to cover the amount before the contract was executed. The extent to which the State should protect itself in a 
procurement contract against risk associated with a vendor's intentionally wrongful acts or negligence is a policy 
question for the procuring agency and perhaps the State Purchasing Director, not a question of law this office can 
answer. 74 O.S. 2001, § 18b(A)(5).  


¶18 We affirm the conclusions of Attorney General Opinions 78-256, 96-7, and 01-2. With those Opinions and the 
requirements of Okla. Const. art. X, §§ 23 and 26 in mind, we turn to your specific questions. The answers given 
assume that any contract containing a limitation of liability clause must incorporate some means to fund the 
potential liability, as mentioned previously.  


¶19 1. Does the prohibition on limitation of liability clauses apply only to contracts for goods, 
only to contracts for services, or to all state contracts? 


¶20 The prohibition applies to all state contracts. The constitutional provisions apply regardless of the subject 
matter of a contract and include contracts for both goods and services.  


¶21 2. Does the prohibition on limitation of liability clauses apply only to clauses that limit 
direct damages, or are state agencies also prohibited from entering into contracts that limit a 
private vendor's liability for indirect, incidental, special, punitive, or consequential damages?


¶22 The prohibition applies to clauses that limit any damages, regardless of type, that the State could collect from 
a vendor in a contract action. 5  
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¶23 3. Are state agencies also prohibited from entering into contracts that limit a private 
vendor's liability for loss of profits, revenue, data, or data use? 


¶24 Yes, if the loss of profits, revenue, data, or data use results from the vendor's, rather than the state's, 
negligence or intentionally wrongful acts.  


¶25 4. May a state agency enter into a contract whereby a private vendor accepts unlimited 
liability for damages caused by the vendor's negligent or intentionally wrongful acts only if 
the State agrees that the vendor will have sole control of the defense of any claims? 


¶26 You indicate that some vendors submit contract clauses which state that the vendor will pay the cost of the 
state's defense if a third party sues the State alleging damages arising from a state contract with the vendor; in 
return for this promise, the vendor demands sole control over defending the case. Such a contract clause 
attempts to waive the State's legal rights and defenses before a lawsuit ever arises. No purchasing officer has the 
authority to agree to such a clause; State law provides that this authority belongs only to the Attorney General. 
Title 74, Section 18b(A)(3) reads as follows:  


A. The duties of the Attorney General as the chief law officer of the state shall be:  


. . . .  


3. To initiate or appear in any action in which the interests of the state or the people of the state are 
at issue, . . . and prosecute and defend in any court or before any commission, board or officers any 
cause or proceeding, civil or criminal, in which the state may be a party or interested; and when so 
appearing in any such cause or proceeding, the Attorney General may, if the Attorney General 
deems it advisable and to the best interest of the state, take and assume control of the prosecution 
or defense of the state's interest therein[.]  


Id.  


¶27 The Attorney General is the only person who could agree with a vendor to allow it to have sole control over 
the state's defense, and then only once a lawsuit had actually arisen. "In the absence of explicit legislative or 
constitutional expression to the contrary, the attorney general possesses complete dominion over every litigation 
in which he properly appears in the interest of the state whether or not there is a relator or some other nominal 
party." State ex rel. Nesbitt v. Dist. Court, 440 P.2d 700, 707 (Okla. 1967), overruled on other grounds by 
Beidleman v. Belford, 525 P.2d 649 (Okla. 1974); see also A.G. Opin. 78-256 at 597-98 (concluding that such a 
clause is "unenforceable as being illegal in that the State Board of Public Affairs is not the proper state agency to 
make such a decision and cannot do so under the guise of negotiating and performing a contract with a private 
entity"). Because both the Oklahoma Supreme Court and the Legislature have granted to the Attorney General 
control over litigation in which the State has an interest, no other person can cede control of a lawsuit to a vendor 
or waive in advance the state's defenses. Therefore, such a contract clause is prohibited. 


¶28 5. Does the prohibition on limitation of liability clauses apply to license agreements (also 
known as "shrinkwrap licenses") enclosed with off-the-shelf computer software products? 
(This question relates to boxed, off-the-shelf software products that come with packaged 
warranties.) 


¶29 Mass software licenses such as shrinkwrap, clickwrap, and browsewrap 6 (collectively, quickwraps) are unlike 
conventional contracts in that: (1) the buyer indicates acceptance by some act other than a signature on a writing; 
(2) they are not negotiated, but are a "take it or leave it" type of agreement; and (3) they are intended for use by a 
large group of end-users "for which negotiated licenses would be financially, administratively or otherwise 
infeasible." Terry J. Ilardi, Mass Licensing - Part 1: Shrinkwraps, Clickwraps and Browsewraps, 831 PLI/Pat. 251, 
255 ( 2005). Typically, quickwrap licenses contain limitation of liability clauses with language similar to that cited 
in your questions. You ask specifically about such clauses contained in shrinkwrap licenses. 7  


¶30 With shrinkwrap agreements, the packaged software is technically an offer which a buyer is free to accept or 
reject ("pay now, terms later"). The buyer triggers the agreement by opening the package and indicates 
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acceptance of the license terms contained therein by failing to return the software within a specified period of 
time. Id. at 256. Thus, the contract is formed not when an order is placed or the software is purchased, but after 
the buyer has had a chance to inspect both the software and the terms accompanying it. ProCD, Inc. v. 
Zeidenberg, 86 F.3d 1447, 1452-53 (7th Cir. 1996). While a few courts have found shrinkwrap agreements to be 
unenforceable, most courts have held them to be valid. 8  


¶31 For courts that have found shrinkwrap agreements enforceable, such agreements do not raise any new legal 
issues, but are merely another form of transaction, common in the sale of consumer goods, that requires payment 
before the buyer knows all the terms of the agreement. See, e.g., ProCD, 86 F.3d at 1451 (comparing purchasing 
boxed software to buying consumer goods whose warranties are viewable only after the sale). In ProCD, the court 
analyzed the shrinkwrap agreement as a sale of goods under Article 2 of the UCC (enacted in Oklahoma as 12A 
O.S. 2001 & Supp.2005, §§ 2-101 - 2-725). Id. at 1452. Section 2-204(1) of the UCC (12A O.S. 2001, § 2-204(1)) 
states that agreement may be shown by the conduct of the parties. The court found the defendant was bound by 
the license agreement because his failure to return the software for a refund indicated acceptance of the license 
terms contained within the box. Id.  


¶32 In the question you raise, under the reasoning of ProCD and similar cases, a limitation of liability clause 
contained in a shrinkwrap agreement is part of the contract if the State keeps the software. A buyer may still, 
however, reject certain terms in such an agreement and propose different terms, either before the purchase (by 
obtaining a copy of the shrinkwrap agreement before placing an order) or before the post-sale acceptance-or-
refund period expires. The Oklahoma version of the UCC allows a party, like the State, to attempt to modify the 
terms of a sale of goods, including a shrinkwrap agreement. Title 12A, Section 2-207 provides as follows:  


(1) A definite and seasonable expression of acceptance or a written confirmation which is sent 
within a reasonable time operates as an acceptance even though it states terms additional to or 
different from those offered or agreed upon, unless acceptance is expressly made conditional 
on assent to the additional or different terms. 


(2) The additional terms are to be construed as proposals for addition to the contract. 
Between merchants such terms become part of the contract unless:  


(a) the offer expressly limits acceptance to the term of the offer;  


(b) they materially alter it; or  


(c) notification of objection to them has already been given or is given within a reasonable time after 
notice of them is received.  


(3) Conduct by both parties which recognizes the existence of a contract is sufficient to establish a 
contract for sale although the writings of the parties do not otherwise establish a contract. In such 
case the terms of the particular contract consist of those terms on which the writings of the parties 
agree, together with any supplementary terms incorporated under any other provisions of this act.  


Id. (emphasis added).  


¶33 A "merchant" is a person who either deals in goods of the kind being offered or someone who "by his 
occupation holds himself out as having knowledge or skill peculiar to the practices or goods involved in the 
transaction." 12A O.S. Supp.2005, § 2-104(1). "'Between merchants' means in any transaction with respect to 
which both parties are chargeable with the knowledge or skill of merchants." Id. § 2-104(3). Under these 
definitions, a state purchasing officer or other employee involved in a shrinkwrap license transaction who is 
knowledgeable about the offered goods would qualify as a merchant. See, e.g., Miss. Op. Att'y Gen. 98-0288 
(1998), 1998 WL 304154, at *3 (finding that that State Department of Information Technology Services, as well as 
other state entities and employees with sufficient knowledge or skill, qualified as merchants under the state 
version of the UCC). 


¶34 If the State initiates a purchase order for boxed software indicating terms such as quantity, price, etc. and the 
vendor ships the software with a license agreement which includes a limitation of liability clause not previously 
agreed upon, courts disagree whether the license is a proposal to add additional or different terms to the contract 
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under Section 2-207. See, e.g., M.A. Mortenson Co. v. Timberline Software Corp., 998 P.2d 305, 311-12 (Wash. 
2000), but contra, 316-17 (Sanders and Alexander, JJ., dissenting). In any case, the State may negotiate the 
limitation of liability clause in a shrinkwrap license (either before or after purchase) and seek to make it conform to 
the constitutional requirements cited above by conditioning the State's acceptance upon the vendor's agreement 
to alter the limitation of liability clause.  


¶35 6. May a state agency enter into a contract limiting a private vendor's liability for 
damages resulting from advice and/or assistance the private vendor provided to the agency 
in implementing software applications? 


¶36 See the answer to Question 1. The constitutional requirements apply to contracts for both goods and 
services. Rendering advice and/or assistance in implementing software applications pursuant to a contract 
constitutes providing services.  


¶37 7. May a state agency enter into a contract that clearly limits a vendor's liability if the 
contract also includes the language, "To the extent that the limitation of liability contained 
herein is construed by a court of competent jurisdiction to be a limitation of liability in 
violation of Oklahoma law, such limitation of liability shall be void"? 


¶38 See the answer to Question 1. Regarding the quoted language, it essentially says the limitation of liability 
clause is valid unless or until a court finds otherwise, and is similar to a clause that says liability is limited "to the 
extent allowed by Oklahoma law." This statement is not prohibited in state contracts, but is superfluous. If the 
State cannot under the Constitution agree to a particular limitation of liability clause, the clause is void and the 
quoted language has no legal effect. If, on the other hand, the clause specifies a maximum dollar amount and 
time period for which the State is obligated and funds are appropriated and encumbered for the contingent 
obligation, the clause is valid and enforceable. Inserting "to the extent allowed by law" or similar language does 
not change this result. See, e.g., Ohio Op. Att'y Gen. 2005-007 (2005), 2005 WL 526809, at *6; Miss. Op. Att'y 
Gen. 2002-0488 (2002), 2002 WL 31663364, at *1.  


¶39 8. May a state agency enter into a contract containing language in the clause proposed in 
Attachment "A" to this question? 


¶40 9. May a state agency enter into a contract containing language in the clauses proposed 
in Attachment "B" to this question? 


¶41 This office does not generally construe contracts in Attorney General Opinions, but will address a public 
entity's authority to agree to a particular contract term if the question can be answered as a matter of law. 74 O.S. 
2001, § 18b(A)(5). You have submitted with your questions two attachments containing proposed contract 
language. Attachment "A" states as follows: 


Unlimited liability will apply only to direct damages incurred by the State for death, physical 
injury or damage to real or tangible personal property of the State , except to the extent caused 
by the negligence or willful misconduct of the State, its employees, agents, contractors, 
representatives or third parties. In no event will VENDOR be liable for indirect, incidental, 
special, consequential damages, or damages resulting from lost data or lost profits, or costs 
of procuring substitute goods, software or services, however arising, even if it has been 
advised of the possibility of such damages. For all other direct damages, VENDOR'S liability 
for such damages arising out of, relating to or in any way connected with the relationship of the 
parties, the agreement, or the provision or non-provision of software or services (whether in 
contract, tort, or otherwise) shall in no event exceed the amount received by VENDOR from the 
State under this agreement, and if such damages result from specific services, such liability 
shall be limited to two times the fees paid for the service giving rise to the liability from which the 
claim arose. 


¶42 Letter from John S. Richard, Director, Department of Central Services, to W.A. Drew Edmondson, Attorney 
General of Oklahoma (Jan. 24, 2006) (on file with the Oklahoma Attorney General's Office) (emphasis added). 
This clause disclaims vendor liability for any damages other than direct damages, and limits direct damages to the 
amount of the contract or, in certain circumstances, to twice the contract amount. Regarding damages other than 
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direct damages, see the answer to Question 2. As for limiting the vendor's liability to the contract amount, or twice 
that amount, a state purchasing officer is not authorized to agree to this clause if it creates an obligation for which 
no appropriation has been made, as addressed above.  


¶43 You also attached a second sample limitation of liability clause labeled "Attachment B." It reads as follows:  


a) NEITHER PARTY SHALL BE LIABLE FOR ANY INDIRECT, INCIDENTAL, SPECIAL, PUNITIVE, 
OR CONSEQUENTIAL DAMAGES, OR ANY LOSS OF PROFITS, REVENUE, DATA, OR DATA 
USE. VENDOR'S MAXIMUM LIABILITY FOR ANY DAMAGES ARISING OUT OF OR RELATED 
TO THIS AGREEMENT OR YOUR ORDER, IN CONTRACT OR TORT, SHALL BE LIMITED TO 
THE AMOUNT OF THE FEES YOU PAID VENDOR UNDER THIS AGREEMENT, AND IF SUCH 
DAMAGES RESULT FROM YOUR USE OF PROGRAMS OR SERVICES, SUCH LIABILITY 
SHALL BE LIMITED TO THE FEES YOU PAID VENDOR FOR THE DEFICIENT PROGRAM OR 
SERVICES GIVING RISE TO THE LIABILITY.  


b) Notwithstanding the limitation on direct damages stated in a) above, VENDOR shall indemnify 
Customer for claims of bodily injury and/or tangible personal property damage resulting from 
negligent or intentionally wrongful actions or omissions of an [sic] VENDOR employee in the 
performance of obligations under this agreement to the extent such actions or omissions were not 
caused by Customer or any third party; provided, however, that (i) Customer notifies VENDOR 
within thirty (30) days of Customer's receipt of a claim; (ii) VENDOR has sole control of the defense 
and all related settlement negotiations, to the extent permitted by law (provided, however, without 
Customer's written consent, VENDOR may not admit that Customer has any liability, obligate 
Customer to pay any non-reimburseable sum or make any admission of a wrongdoing by Customer 
in conjunction with the defense or as a result of the settlement of the claim); and (ii) [sic] Customer 
provides VENDOR with the assistance, information and authority reasonably necessary to perform 
the above; reasonable out-of-pocket expenses incurred by Customer in providing such assistance 
will be reimbursed by VENDOR.  


As used in this section b), the term "tangible personal property" shall not include software, 
documentation, data or data files. VENDOR'S liability shall not apply to damages incurred from use 
of any software.  


c) This agreement applies only to the license of commercially available VENDOR software and 
standard technical support for such software. This agreement does not apply to any VENDOR 
consulting services that you may order. In the event you wish to order VENDOR consulting services, 
that order will be under a separate written agreement containing the terms of such order, including 
the terms for any limitations of liability.  


To the extent that the limitation of liability contained herein is construed by a court of competent 
jurisdiction to be a limitation of liability in violation of Oklahoma law, such limitation of liability shall 
be void.  


Id. This clause poses several issues, some of which have already been addressed above in the answers to 
Questions 2 (excluding all but direct damages), 3 (excluding damages for loss of profits, revenue, data, or data 
use), 4 (granting the vendor sole control over defense of claims), and 7 (including an inoffensive, but legally 
ineffective, clause). 


¶44 Some language at first glance appears unobjectionable, such as, "VENDOR shall indemnify Customer for 
claims of bodily injury and/or tangible personal property damage resulting from negligent or intentionally wrongful 
actions or omissions of an [sic] VENDOR employee." Id. ¶ b). "Tangible personal property," however, is then 
defined to exclude "software, documentation, data or data files," the very things that the vendor apparently 
intends to provide to the State in this contract. Id. Thus, the vendor is not liable if its employee negligently or 
intentionally destroys, corrupts, or fails to properly maintain software, documentation, data or data files, which 
could potentially cost the State as much as a claim for bodily injury or injury to tangible personal property arising 
from conduct of the vendor's employee. This clause is a tacit limitation of liability in favor of the vendor and should 
be treated as if it were clearly labeled as such.
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¶45 It is, therefore, the official Opinion of the Attorney General that:  


1. In accordance with the principles articulated in Wyatt-Doyle & Butler Engineers v. City of 
Eufaula, 13 P.3d 474 (Okla. 2000), Article X, Section 26 (and by extension, Article X, Section 
23) of the Oklahoma Constitution prohibits limitation of liability clauses in all state contracts, 
whether for goods or services, unless at the time the contract is executed funds have been 
appropriated and encumbered to pay for any contingent liability which might arise. 9 Further, 
a limitation of liability clause which creates an unfunded contingent liability is void as 
against public policy. 


2. Absent an appropriation as described in Answer 1, limitation of liability clauses that limit 
any damages, regardless of type, that the State could collect from a vendor in a contract 
action are prohibited.  


3. Absent an appropriation as described in Answer 1, limitation of liability clauses that limit a 
vendor's damages for loss of profits, revenue, data, or data use are prohibited.  


4. The Attorney General is the only person who can agree to grant a vendor sole control over 
the state's defense of any claim arising from a contract with the vendor. State ex rel. Nesbitt 
v. Dist. Court, 440 P.2d 700, 707 (Okla. 1967); 74 O.S. 2001, § 18b(A)(3). See also A.G. Opin. 
78-256, at 597-98. Therefore, a contract clause granting a vendor control over the state's 
defense in a lawsuit before a claim ever arises is prohibited. 


5. Absent an appropriation as described in Answer 1, limitation of liability clauses contained 
in shrinkwrap agreements for packaged off-the-shelf software which limit a vendor's 
damages as in Answers 2 and 3 above, are prohibited.  


6. Absent an appropriation as described in Answer 1, limitation of liability clauses in 
contracts for a vendor to provide advice and/or assistance in implementing software 
applications are prohibited.  


7. Although contract language which states a vendor's liability is limited to the extent 
allowed by law is not prohibited, such language has no legal effect if the State cannot under 
the Constitution agree to a particular limitation of liability clause.  


8. Regarding the proposed language in your Attachment "A," reproduced in full in the text 
above, see Answers 1 and 2.  


9. Regarding the proposed language in your "Attachment B," reproduced in full in the text 
above, see Answers 1, 2, 3, 4, and 7.  


W.A. DREW EDMONDSON 
Attorney General of Oklahoma  


DEBRA SCHWARTZ 
Assistant Attorney General  


FOOTNOTES 


1 Oklahoma's Governmental Tort Claims Act ("GTCA") provides that governmental entities, officers, and 
employees shall only be liable in tort to the extent specified in the GTCA. 51 O.S. 2001, § 153. Thus, the State 
has no authority to assume liability by contract for its own wrongful or negligent acts beyond that allowed under 
the GTCA.  


2 Under some such clauses, the State essentially would assume a risk of exposure to potential damages 
originating in tortious conduct beyond that contemplated by the GTCA, 51 O.S. 2001 & Supp.2005, §§ 151 - 200. 
In the GTCA the State adopted the doctrine of sovereign immunity for itself, its political subdivisions and all of 
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their employees acting within the scope of their employment. 51 O.S. 2001, § 152.1(A). Some limitation of liability 
clauses would require the State in effect to extend its immunity to the vendor and its employees, who are not 
personnel the Legislature intended to protect under the GTCA. Such clauses thus essentially attempt to waive, by 
contract, the sovereign immunity of the State. Nevertheless, the GTCA does not directly apply to the proposed 
clauses because the state's liability, though directly traceable to tortious acts by the vendor and its employees, 
would arise as a matter of contractual obligation. A person injured by the tortious act or omission would sue the 
State in tort, but the State would in turn sue the vendor in contract.  


3 Like Oklahoma, Texas has a similar constitutional provision which applies to state entities. See Tex. Const. art. 
III, § 49.  


4 Ohio Op. Att'y Gen. 96-060 also addressed whether such contract clauses violated the state Constitution's 
prohibition on lending the credit of the state to a private entity, a provision similar to Okla. Const. art. X, § 15. Id. 
at *9. The Attorney General determined that as long as the state received consideration equal to the value of its 
assumption of the contractor's liability there was no violation. Our Opinion does not address this issue.  


5 "Direct" (or general) damages are "[d]amages that the law presumes follow from the type of wrong complained 
of." Black's Law Dictionary 394 (7th ed. 1999). "Consequential" damages are "[l]osses that do not flow directly 
and immediately from an injurious act, but that result indirectly from the act." Id. "Incidental" damages are "[l]osses 
reasonably associated with or related to actual damages." Id. at 395. "Punitive" damages are "[d]amages 
awarded in addition to actual damages when the defendant acted with recklessness, malice, or deceit . . . and . . . 
are generally not recoverable for breach of contract." Id. at 396. "Special" damages are "[d]amages that are 
alleged to have been sustained in the circumstances of a particular wrong." Id. We found no definition for 
"indirect" damages.  


6 "Shrinkwrap" refers to a license contained within a physical package; "clickwrap" refers to licenses in which a 
computer user must assent to certain conditions before being allowed to download or install software; 
"browsewrap" refers to licenses which are available only by clicking on an Internet link. Ilardi, 831 PLI/Pat. at 256-
57.  


7 In referring to shrinkwraps, this Opinion uses the terms "license," "contract," and "agreement" interchangeably 
and does not consider any legal differences in the terms which may matter under the copyright doctrine of first 
sale. ProCD, Inc. v. Zeidenberg, 86 F.3d 1447, 1450 (7th Cir. 1996).  


8 The law in this area is still unsettled, with courts using varied rationales to find shrinkwrap agreements either 
enforceable or unenforceable. See Kevin W. Grierson, Annotation, Enforceability of "Clickwrap" or "Shrinkwrap" 
Agreements Common in Computer Software, Hardware, and Internet Transactions, 106 A.L.R.5th 309, 319 
(2003).  


9 A vendor remains liable for any damages exceeding the amount the State has by contract agreed to assume.
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OHCA DHS(Eligibility, family Planning & BBC Unit, DHS) Performance Dashboard 


(June 2009 through May 2010) 
 


 


 All OSF phone lines were down at OHCA Oct. 9, 2009. 


 DHS unit did not log on Dec. 24, 2009. 


 Calls were impacted by inclement weather closures Jan. 28 and 29, 2010. 


 iCE CTI/Call Tracking was implemented Mar. 26, 2010. 
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Answer rate average – Compilation of answered calls/offered calls for the month 
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Answer speed average – Answer speed average for month 
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Identified calls each month with longest wait or abandon time… 


OHCA DHS Longest Wait/Seconds
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May’s longest wait was 11 minutes, 21 seconds. 








Patient Advice Line Performance Dashboard (June 2009 through May 2010) 
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Answer rate average – Compilation of answered calls/offered calls for the month 
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Answer speed average – Average each day added to obtain average for month 


PAL Avg Answer Speed/Seconds
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Identified calls each month with longest wait or abandon time… 


 


PAL Longest Wait/Seconds


606


623
792


534
691


713
933


709
423


1236
812


784


0 200 400 600 800 1000 1200 1400


JUN


AUG


OCT


DEC


FEB


APR


 
 


 


 
June July Aug Sept Oct Nov Dec Jan Feb Mar Apr May 


10:06


m 


10:23


m 


13:12


m 


8:54


m 


11:31


m 


11:53


m 


15:33


m 


11:49


m 


7:03


m 


20:36


m 


13:32


m 


13:04


m 


 








 


SonnerCare Help Line Performance Dashboard (June 2009 through May 2010) 


 
 


 Calls were impacted by inclement weather closures Dec. 24, 2009, and Jan. 28 and 29, 2010. 


 iCE CTI/Call Tracking was implemented Mar. 26, 2010. 
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Answer rate average – Compilation of answered calls/offered calls for the month 
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Answer speed average – Answer speed average for month 
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Identified calls each month with longest wait or abandon time… 
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SoonerCare Spanish Performance Dashboard (June 2009 through May 2010) 


 
 


 Calls were impacted by inclement weather closures Dec. 24, 2009, and Jan. 28 and 29, 2010. 


 iCE CTI/Call Tracking was implemented Mar. 26, 2010. 
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Answer rate average – Compilation of answered calls/offered calls for the month 
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Answer speed average – Answer speed average for month 
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Identified calls each month with longest wait or abandon time… 
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OHCA CC @ HP Performance Dashboard (June 2009 through May 2010)) 


 
iCE CTI/Call Tracking was implemented Mar. 26, 2010. 


 
Calls Answered – The number of ACD calls queued to this unit and answered 
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Answer rate average – Compilation of answered calls/offered calls for the month 
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Answer speed average – Answer speed average for month 
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Spanish @ HP Performance Dashboard (June 2009 through May 2010) 


 
iCE CTI/Call Tracking was implemented Mar. 26, 2010. 


 
Calls Answered – The number of ACD calls queued to this unit and answered 
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Answer speed average – Answer speed average for month 


47
56
60
64


83
156


105
134


233
226


283
255


0 50 100 150 200 250 300


JUN


SEPT


DEC


MAR


Spanish @ HP Avg Answer Speed/Seconds


 
  


 
 








Insure Oklahoma/O-EPIC Performance Dashboard (June 2010 through May 2011)) 


 
 June 2010: Call unit impacted by OHCA move. 


 July 2010: Call units impacted by continuing OHCA move 


 Sept 2010: OE goes live  


 Feb 2 & 3 2011: Call units were down due to inclement weather. 


 May 24: All call units closed at 3:30pm due to inclement weather. 


 


*Insure OK has been directed to take time necessary to answer questions, rather than focusing on 


call answer rate. 


 


 


Calls Answered – The number of ACD calls queued to this unit and answered 


Insure OK Calls Answered


12478 12923 12606 12438
13370


11931 11669
12787


10066


13907


12023
13259


0


2000


4000


6000


8000


10000


12000


14000


16000


JUNE JUL AUG SEP OCT NOV DEC JAN FEB MAR APR MAY


 
 
Answer rate average – Compilation of answered calls/offered calls for the month* 
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Answer speed average – Answer speed average for month* 
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Max. Delay - Identifies calls each month with longest wait or abandon time* 
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OHCA DHS Performance Dashboard (June 2010 through May 2011) 
 


 


 June 2010: Call unit impacted by OHCA move. 


 July 2010: Call units impacted by continuing OHCA move 


 Sept 2010: OE GOES LIVE; Busy signals.  


 Feb 2 & 3 2011: Call units were down due to inclement weather. 


 May 24: All call units closed at 3:30pm due to inclement weather. 
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Answer rate average – Compilation of answered calls/offered calls for the month 
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Answer speed average – Answer speed average for month 
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Identified calls each month with longest wait or abandon time… 
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