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NDOC Y-T-D 2009 811 ANALYSIS
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811 calling patterns are consistent with those observed last year. The number of calls that actually select to
speak to a CSR account for about 1/3 of the overall volume. This is a higher percentage than we have observed
in some states. In some locations, the percentage of calls that are routed to a CSR are as low as ten-percent

As a reminder, all callers to 811 receive a recorded message that explains they have not reached 911 and
directs them to hang-up and dial again if they need this service. Callers are then directed to choose between
submitting a locate request in North Dakota or one of the surrounding states. Callers who choose “North
Dakota” are counted in the “Selected to Speak with a CSR” category in the above graph.

Callers choosing the “surrounding states” option are presented with a menu of the direct-dial phone numbers
for other one-call centers. Callers who obtained information in this way are counted in the “Chose a Menu
Option category.

"Voluntary Abandons” are those callers who terminated the call before choosing a menu option or selecting
to speak with a CSR.

Finally, “Forced Abandons” are callers that the phone system had to terminate because they did not make any
choice.




