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2023 Theme:

Strengthening Our Network and System of Care

FOUNDATIONAL REQUIREMENTS FOR QUALITY INITIATIVES
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Source: Foundational requirements and guiding principles informed by fmproving the quality of care for maternal, newbomn and child hesith; iImplementation guide for national, district and
facility levels (1)



2023 Preview

January

e Updated
Standards

February

e Language
Translation
Support

e Reporting System

March/April

e Quarterly Quality
Assurance
Process

® Logo and brand
guidelines

\YELW,

e Contact Center
Staff Training

Begin
Evaluation
Processes




2023 Year Long Support
for Contact Centers

Updated standards @ Accreditation

Communication ® New State-Specific
Channels (T Contact Centers



Data Dashboard Previews



Data Dashboard Preview

e Currently only includes historical data — 2016-2022

* Does NOT include reporting from contact centers (to begin in 2023)
* These versions are for internal NCPG use

 Public dashboards to launch in March

» State specifics can be requested



b‘ ‘ NCPG National Problem Gambling Helpline Data Start Date 1/1/2016 ®
) 12/31/2022

Natioml Council on Problem Gambling OVEI’VieW End Date

Originating State Originating City Contact Type

All All All

Calls @ Chats E]J Texts Ea

Total to 800-522-4700 to 1-800-GAMBLER Total Total to 800-522-4700 to 1-800-GAMBLER
1,510,105 1,475,000 35105 14,662 11,013 10,407 606
(97.7% of total) (2.3% of total) (94.5% of total) (5.5% of total)

Volume over Time

Total Volume

2016 2017 2018 2019 2020 2021 2022 2023

Month of Call Date



Top 10 Origin States

State

California [ 249,095
Texas [l 178,224
New York [} 91,108
Nevada [} 88,944
Illinois ] 54,331
Colorado [} 51,992
Pennsyl.. ] 51,342
Oklaho.. ] 47,652
Florida [ 40,449

Louisiana [} 37,605
0K 400K

Total Volume

Top 10 Origin Cities

City

GRANDPR.. I 29,621
VAN NUYS [ 43,754
LAS VEGAS [l 42,102
UPPERMU.. Il 35,850

BRENTWO.. ll 30,261
DENVER [l 27,620
PHILA B 22,587

HOUSTON [l 22,296
MEMPHIS [} 19,819
OKLACITY [} 18,947

OK 100K

Total Volume



Qlicecu L9 605

Hour of Day

Volume by Hour

Weekday
Sun Mon Tue Wed Thu Fri
12AM-4AM 10,982 8,023 8,229 8,311 8,827 9,474 10,967 64,813

4 AM -8 AM 8,159 8,775 8,918 8,711 9,390 9,460 8,963 62,376

Sat Total

8 AM - 12 PM 321,286
12PM-4 PM 69,479 70,537 473,986
4PM-8PM 59,777 61,161 401,188
8 PM -12 AM 2 31,584 31,530 28,998 212,131

Total 184,451 233,698 225,133 225,938 230,040 230,865 205,655 1,535,780



Number of Calls

Show Average Talk Time
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Average Talk Time (s)

Average Talk Time Distribution by Weekday
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Average Talk Time by Hour
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1-800-GAMBLER Logo
Preview



L800 .n  [1-800-GAMBLER

STRONG + BOLD + DIRECT




PALETTE RECOMMENDATION:

"BOLD HEALTH?T



















What are the most common
formats you use in helpline
advertising?




We're working on messaging. What
are the most common questions or

concerns you hear about
1-800-GAMBLER?






