
Phone tree revisions result in 90% decrease in 

calls attempting to transfer to operator.

A Success 
Story

41%

13%

12%

12%

12%

10%

Zero out (transfer to operator)*

Caller Hung up

Public Health Services

Report a PH Emergency

Info about health care services

Other Options (3 or 5)

In Dec  2015 more than half of all calls did not use the phone tree.
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Applying the Pareto Principle to a sampling of ‘Zero out’ calls told us 

to focus revisions on making the options for STD/HIV, Environmental 

Services, Tuberculosis and Child Immunizations clear.
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Project Aim of 

<10% achieved

This represents 

a 14% increase 

over baseline

After revision, only 4% of May 2017 calls tried the ‘zero out’ 

option, although 27% of callers still did not use the phone tree.  

(besides food handlers card requests)
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