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FY 2002 4th Quarter FY 2003 1st Quarter Report

For the 4th quarter of FY 2002/1st quarter FY 2003 the Network 2 Virtual Help Desk (VHD) responded to 255 e-mail requests. These requests where broken down into the following eight categories Benefits, Employment, General Information, Medical/Physician, Enrollment, Complaints, Personal, and Other. When possible the VHD requests were also matched with the appropriate customer satisfaction standards Staff Courtesy, Timeliness, One Provider (continuity), Decisions, Physical Comfort, Patient Education, Family Involvement, and Transitions.

Web submitted VHD requests are received through the mail group VISN 2 VHD Team. Subject matter experts on the mail group VISN 2 Virtual Help Desk Team provide the appropriate response for the request.  

The average response time per VHD request during the 4th quarter FY 2002/1st quarter FY 2003 was 1.2 days. 

The VHD team will present this report to the Network Customer Service Committee at the January 16, 2003 “teleconference” meeting. The VHD management team will also address the reported concerns on the “Frequently Asked Questions” web page.  
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	1ST QRT.
	2ND QRT.
	3RD QRT.
	4TH QRT.
	TOTAL FY 2002
	AVERAGE

	BENEFITS
	8
	13
	14
	12
	47
	10%

	COMPLAINTS
	7
	9
	3
	15
	34
	7%

	EMPLOYMENT
	4
	17
	10
	10
	41
	8%

	ENROLLMENT
	5
	5
	4
	2
	16
	3%

	GENERAL INFORMATION
	40
	84
	72
	86
	282
	57%

	MEDICAL/PHYSICIAN
	8
	11
	12
	15
	46
	9%

	OTHER
	4
	8
	7
	7
	26
	5%

	PERSONAL
	1
	0
	0
	1
	2
	0%

	TOTAL
	77
	147
	122
	148
	494
	100%

	4TH QRT. FY 2002 1ST QRT. 2003 TOTALS
	
	
	
	

	
	4TH QRT.
	1ST QRT. FY 2003
	TOTAL
	AVERGAE

	BENEFITS
	12
	10
	22
	7%

	COMPLAINTS
	15
	14
	29
	9%

	EMPLOYMENT
	10
	6
	16
	5%

	ENROLLMENT
	2
	0
	2
	1%

	GENERAL INFORMATION
	86
	102
	188
	61%

	MEDICAL/PHYSICIAN
	15
	11
	26
	8%

	OTHER
	7
	15
	22
	7%

	PERSONAL
	1
	0
	1
	0%

	TOTAL
	148
	158
	306
	100%

	
	1ST QRT
	2ND QRT
	3RD QRT
	4TH QRT
	TOTAL
	AVERAGE

	STAFF COURTESY
	1
	0
	0
	1
	2
	1%

	TIMELINESS
	1
	2
	4
	3
	10
	4%

	ONE PROVIDER
	0
	0
	0
	0
	0
	0%

	DECISIONS
	0
	0
	0
	0
	0
	0%

	PHYSICAL COMFORT
	4
	10
	9
	6
	29
	13%

	EMOTIONAL NEEDS
	0
	3
	4
	4
	11
	5%

	COORDINATION OF CARE
	17
	38
	15
	34
	104
	47%

	PATIENT EDUCATION
	3
	2
	7
	24
	36
	16%

	FAMILY INVOLVEMENT
	6
	1
	9
	15
	31
	14%

	TRANSITION
	0
	0
	0
	0
	0
	0%

	TOTAL
	32
	56
	48
	87
	223
	100%
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	4TH QRT
	1ST FY 2003
	TOTAL
	AVERAGE

	COORDINATION OF CARE
	34
	29
	63
	34%

	FAMILY INVOLVMENT
	15
	20
	35
	19%

	PATIENT EDUCATION
	24
	35
	59
	32%

	PHYSICAL COMFORT
	6
	6
	12
	6%

	TIMELINESS
	3
	3
	6
	3%

	EMOTIONAL NEEDS
	4
	6
	10
	5%

	STAFF COURTESY
	1
	1
	2
	1%

	TOTAL
	87
	100
	187
	100%

	
	
	
	
	
	

	
	
	
	
	
	

	Since it’s inception the VHD has responded to over 1885 request.  
	 
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	VHD COMPLETE TOTAL
	
	AVERAGE

	BENEFITS
	239
	14%

	COMPLAINTS
	92
	5%

	EMPLOYMENT
	144
	8%

	ENROLLMENT
	123
	7%

	GENERAL INFORMATION
	683
	40%

	MEDICAL/PHYSICIAN
	160
	9%

	OTHER
	104
	6%

	PERSONAL
	153
	9%

	TOTAL
	1698
	100%

	
	
	

	VHD COMPLETE TOTAL

AVERAGE

 STAFF COURTESY

4

1%

TIMELINESS

14

4%

ONE PROVIDER

2

1%

DECISIONS

1

0%

PHYSICAL COMFORT

38

12%

EMOTIONAL NEEDS

19

6%

COORDINATION OF CARE

122

38%

PATIENT EDUCATION

70

22%

FAMILY INVOLVEMENT

50

16%

TRANSITION

0

0%

TOTAL

320

100%

 The VHD has received request from 41 states and 14 foreign countries.
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


