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Using the Operations Guide 

The Guide is intended to be used as a reference tool that can be used for assistance by call 

centers as needed. Subjects can be identified and accessed by referring to the Table of Contents. 

Each chapter contains one or more “BASICS” that are intended to highlight the information 

helpful for those planning or operating a basic center. Chapter 9, “Checklist for Planning and 

Operations,” provides a summary of this guidance. 

“Bright Ideas” appear periodically throughout the Guide and provide a helpful tip to consider in 

operating a One-Call/One-Click Center. 

The Guide chapters should be viewed as interconnecting. The chapters and sections do not 

stand alone but intertwine and relate to each other through the planning, development and 

operation of a One-Call/One-Click Center. For example, implementing and developing an 

Operations Plan (Chapter 2) requires developing protocols and standards (addressed in Chapter 

3). Also, the chapter on reporting relates to other chapters in the Guide as well. Although we 

used terms and labels throughout this Guide, the content and not the labels is what we wish to 

stress to assist One-Call/One-Click Centers as a resource tool.    

 

Planning is a key component to the successful development or enhancement of an existing 

center, and the Community Transportation Association of America (CTAA) One Call-One Click 

Tool Kit provides information that will be helpful throughout the planning phase of a One-

Call/One-Click Center project. The Tool Kit is available online at 

http://web1.ctaa.org/webmodules/webarticles/anmviewer.asp?a=2428&z=101 and can be used 

in addition to information in the One-Call/One-Click Operations Guide. 
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Chapter 2 Planning and Implementation Essentials 
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Chapter 3. Standards and Protocols 

 Person-Centered Focus 

 Developing Standards and Protocols 
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 Staff Management Plan  
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 Sample Call Center Manager Job Description 
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Chapter 5. Quality Assurance 

 Quality Assurance Plan 
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 Sample Call Monitoring Form 
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Chapter 7. Reporting 

  Reporting Key Information 

 Analyzing Reports 

 Analyzing Gaps in Service 

 

Chapter 8. Outreach and Marketing 

 Outreach and Marketing Plan 

 Population Targets 

 Veterans and Military Families 

 Types of Marketing and Outreach Activities 

 Projecting Volumes and Evaluating Marketing and Outreach Activities  

 

Chapter 9. Checklist for Planning and Operations 

Appendices – Resources from the Field: Examples and Suggestions 

 Appendix A:  Mission and Vision Statements (Alzheimer’s Association) 

 Appendix B:  Operations Plan (Key Component Outline) 

 Appendix C:  Memorandum of Agreement (Veterans Affairs, Office of  

Mental Health Operations, Veterans Crisis Line) 

 Appendix D:  Call Center Agent Job Description (Suggestion) 

 Appendix E:  Call Center Manager Job Description (Suggestion) 

 Appendix F:  Basic Response Skills (Eldercare Locator) 

 Appendix G:  Emergency Phone Skills Recording (Alzheimer’s Association) 

 Appendix H:  Information and Referral/Assistance Protocols 

   (Atlanta Regional Commission, Area Agency on Aging) 

 Appendix I:  Call Monitoring Form (Suggestion) 

 Appendix J:  Call Monitoring Form (Alzheimer’s Association) 

 Appendix K:  Satisfaction Survey (Eldercare Locator) 

 Appendix L:  Helpline Survey (Alzheimer’s Association) 

 

 


