How To Setup And Run A
Call Center Event

1. Requirements for a Call Center Event:

a. There are no space requirements.
b. There are no minimum number of SMs required.
c. If you want the SMs to call the Call Center during a drill weekend a small office or place with some privacy and a telephone is required.

d. If you want the SMs to fill out the first three pages of the DD-2900 before they call the Call Center, you will need a few computers with internet connections.

2. Steps to setup Call Center Event:
a. Go to www.fedsheal.net  web site.

b. Click on Assessment Website link.

c. Click on the REQUEST EVENT button.
d. Under Branch click on the down arrow and select United States Marine Corp Reserves.
e. Select the start and end day of your event.  You can schedule your event for any amount of time that you want.  A Call Center Event can be from one day up to 30 days (recommend 15 days).  It is your choice!  Normally Call Center events are scheduled for the weekend that your SMs will be drilling, however you will see below (under suggestions) where this may not be the best for your SMs.

f. Click on the down arrow next to EVENT TYPE then select CALL CENTER.

g. Enter the RUC of the Unit that you are scheduling

h. Enter the number of SMs that you excepting to call. (Projected Count)
i. Enter the rank and name of the scheduling POC (Rank, first, last) in Contact Name.
j. Enter the POC’s telephone number and extension in PHONE.
k. Enter the POC’s E-mail address in EMAIL.
l. You can enter any notes that you want attached to your request in the NOTES box.
m. Check all the input information and click on the SUBMIT BUTTON.
n. Within 48 hours of completing the form and clicking the submit button you will receive an email from the contractor, Logistics Health , Inc (LHI) with an attached Excel spreadsheet.  You must fill in certain information in the spreadsheet and attached a spreadsheet that contains all the demographic data (Name, Address, City, State, Telephone number, and SSN) of the SMs that you are scheduling for the PDHRA process.  The best source of this data is an ODSE query, exported into an Excel spreadsheet (See how to get an ODSE query roster instructions.) 

o. Within 48 hours of sending the information back to LHI you will receive another email from the contractor with your confirmation number.  This confirmation number will be start with three letters PFC followed by 11 digits.

p. You have done everything that is required to schedule the event; however, there are several other items that must be accomplished to make the event a success.

i. First you must notify the SMs that an event has been set up for them to complete the PDHRA process.  Normally this is done at the drill prior to the scheduled event.  The notification process in most units consists of a Letter from the Commander, OIC, or I&I to the SM.  (I have several examples that you can provide the Commander.)  

ii. If your SMs are to fill out the first three pages of the DD-2900 prior to calling the Call Center event (recommended procedure) you must go through the NEHC WEB site and set up a pass-phrase for the SMs to use when they log onto the NEHC site to fill out the first three pages of the PDHRA Form (DD-2900).  (See Instructions to set up Pass-phrase.)

iii. If you want your SMs to fill out the DD-2900 as they are talking to the Call Center (only recommended if SM has no access to computer and internet) you do not need to issue a pass-phrase or do anything else with the NEHC site.  All you must do is notify your SMs of the dates that you want them to call the Call Center and the 800 number to call.  It may seem like a very easy way to accomplish the DD-2900 process, however there is one very large drawback!  The drawback is time!  It takes approximately 34 to 38 minutes for each SM to complete the DD-2900 form and another 10 to 15 minutes for the review and certification process!  You should only select this process if you have a very small number of SMs to accomplish the DD-2900 process and you have no computer equipment available.  If you have computers with internet access available either onsite or at the SM’s home you need to select another means to accomplish the DD-2900 process. The other alternative is for your SMs to fill out the first three pages of the DD-2900 prior to them calling the Call Center.  This alternative only takes about 10 to 15 minutes on the telephone for each SM.

q. Within seven to 10 days after the Call Center event is completed, LHI will send the Commander’s Report to you with a list of all the SMs who completed the PDHRA process and a list of all SMs who received a referral.

r. Seventy-two hours after the Call Center event is completed LHI will commence an outbound Call Center event.  This outbound Call Center event includes LHI making up to three telephone calls (48 hours apart) to each SM who did not call into the Call Center event to remind that SM to about the PDHRA.  If LHI reaches the SM they will complete the PDHRA process over the telephone with the SM.  After three unsuccessful attempts to reach the SM via telephone LHI will mail out a post card to the SM (24 hours after the last telephone attempt) telling them to contact the Call Center to complete PDHRA Process.  This Outcall event is done automatically and any additional SMs that complete the PDHRA process through this follow-up event will be reported on by the call center.

3. Suggestions for successful Call Center events:

a. Make sure you schedule a Call Center event far enough in the future to ensure the SMs get enough notice so that they can participate.

b. It is recommended that you schedule the Call Center event for 15 days or less.

c. Make sure the SMs know the dates that they should call the Call Center.
d. Make sure the SMs know exactly how the Call Center event works, especially that they will be contacted by telephone by the call center if they do not call in during the scheduled time.

e. Make sure that your Commander sends out a letter or email to each SM explaining the why and how of the PDHRA process.

f. Use the NEHC Tool to follow-up on completions (See instructions on using the NEHC Tool).

g. Do not start the calling at 0800 East Coast time.
h. Do not schedule the event for the first weekend of the month, if possible.
i. It is recommended that you DO NOT just tell the SMs in your unit to call the Call Center any time they want, and not have a scheduled event.  See priorities and possessing times listed below.
4. The priorities assigned by the Call Center and the associated wait times and process times are:

a. Priority I:  Highest priority (Little or no wait)

i. SM has a scheduled event.
ii. SM has completed DD-2900 prior to the call.
iii. Process time 10 to 15 minutes, Total time 10 to 15 minutes.
b. Priority II:  Second highest priority (Short wait time 5 to 10 minutes) 

i. SM has a scheduled event.
ii. SM has not completed DD-2900 prior to the call.
iii. Process time 30 to 50 minutes.  Total time 35 to 60 minutes.
c. Priority III:  Third highest priority (Medium to long wait time 45 to 60 minutes)

i. SM does not have a schedule event.
ii. SM has completed DD-2900 prior to the call.
iii. Process time 10 to 15 minutes.  Total time 55 to 75 minutes.
d. Priority IV:  Lowest priority (Long wait time 60 to 120 minutes)

i. SM Does not have a scheduled event

ii. SM has not completed DD-2900 prior to call

iii. Process time 30 to 50 minutes.  Total time 90 to 170 minutes

