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Stop Ticks.

Miceile Childhood

Adults® with fair or poor health,
by hearing status, 2000-2006

Health & Safety Topics
" Diseases & Conditions | , Healthy Living
653) ADHD, Birth Defects, Cancer, Bane Health, Physicel Activity,
Diabetes, Fetal Alcohol Syndrame, Flu, | Immunizaticns, Ganatics, Sexusl
Hepatitis, HIV/AI0S, §TDs.

*Age-adusted pertentage of adults in the
Uned States aged 18 yoars and oider

The CDC National Contact
Center:
Lessons Learned from
CDC-INFO

Digital Government Institute
Government Customer
Service Conference
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Launched in 2005

Delivers health information 24/7/365 via phone,
email, and postal mail
Audience: THE PUBLIC

/
e Consumers, healthcare providers and professionals ///
Eng I ISh/Span ISh 800-CDC-INFO(232-4636)

Rigorous third-party evaluation: QA, customer  eeno@cde.gov

TTY:888-232-6348

SeI’VICe, and health |mpaCt In English/en Espafiol-24/7

Publications warehouse: Distribution of CDC
health information materials
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 Budget
Do more with less $ - RIGHT NOW
 Prove ROI to Agency

e Collaboration

e Little collaboration with other CDC channels
(existing and emerging)

cdcinfo@cdc.gov
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e Guiding Principles:
« Evolution, not revolution
* Focus on the public

« Strategic Planning (YAWN):

« Don’t wait for someone to tell you what your program should do

« Remember what mom said: Just because everyone else is doing it
doesn’t mean you have to

e Research, research, research — what works?

Impact:

e Budget
 Demonstrated Agency savings of 7M+ per year due to consolidation
» Deep budget cuts — but we're still here

Collaboration

» Successful integration with eHealth channels: Web and social media
team at CDC

N v 800-CDC-INFO(232-4636)
' ’ cdcinfo@cdc.gov
,’ TTY:888-232-6348
In English/en Espafol-24/7
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eHealth Integration
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What We’ve Done So Far:

Data and metrics — looking at our response comprehensively across all
eHealth channels

Cross-promotion of INFO across social media channels and Web, and
vice versa

Web as INFO referral source for additional information on and vice versa

Much to Do:

Content development and response — How do we ensure accuracy and
consistency of message across eHealth channels? Where is the feedback
loop? How do we identify content gaps?

Social media - FB, YouTube, etc. — Is there a role for INFO in responding
t(%fpubl’l)c inquires on these channels? How does INFO support these
efforts”

Finding out more about our users — determine health information seeking
behavior and IMPACT across and among eHealth channels

State/local support and outreach for — what do they need, how can we
provide?

800-CDC-INFO(232-4636)
cdcinfo@cdc.gov
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« CDC National Contact Center
* http://www.cdc.gov/cdc-info/

e CDC eHealth Metrics
* http://www.cdc.gov/metrics

e CDC Social Media
http://www.cdc.gov/socialmedia/

e Federal Government Contact Center Councill
(G3C)

 http://www.usaservices.gov/communities/CouncilofGover
nmentContactCenterLeaders.php




