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Abstract

Scientific Background: The Public Health Nurses Call Center is an
innovative country-wide pilot, targeting parents of 0-6 years old children.
The Center provides information, counseling and guidance regarding topics
of preventative health and medicine and is open when the Parent-Child
Centers are closed.

Objectives: Examination of the Call Center pilot’s suitability to the target
population needs, and evaluation of its efficiency in identifying situations
necessitating intervention, improvement of user experience and promotion
of children and parents’ health.

Methodology: Three sub-studies were carried out: (1) a descriptive study
using initial analysis of 6,000 calls made to the Center, as well as in-depth
analysis of a randomly selected 1,500 of these; (2) a comparative cross-
sectional study among 201 parents who called the Center and 232 parents
who did not; and (3) a qualitative study which included in-depth interviews
with 20 parents who called the Center and six nurses working there.

Findings: The Call Center provides a fast, professional, and accessible
response. The parents who called reported a high level of satisfaction, as
did the nurses. The population of parents calling the Center comprises of
mostly young parents to first-born children, as well as parents characterized
by high levels of parental efficacy, social support and health literacy,
compared to the population of parents who did not call. There is a direct
connection between user satisfaction with the Center and trust in the
Center nurses.

Conclusions: Study results paint a picture of excellent, efficient service
provided to the target population. Making this accessible to further
populations and narrowing the gaps is essential.

Policy Implications/Recommendations: It is necessary to publicize the
service and make it accessible to additional population groups.
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Executive Summary- English :'a g'7n
(1) Scientific Background: Medical-nursing service provided through a call center
has become common in many countries, following evidence of its advantages as an
efficient tool for guidance in varied health-related topics (Souza-Junior et al., 2016).
This type of call center is part of tele-nursing services, providing professional,
accessible health and nursing services, economical in both time and resources, to
people in need in any geographical location (Gustafson et al., 2016). This service,
provided with no eye contact with the caller, necessitates high-level clinical skills,
efficient communication, and active listening in order to construct a ‘picture’ of the
caller and find a suitable response (Purc-Stephenson & Thrasher, 2010). In January
2020, the Israeli Ministry of Health (MOH) launched a pilot call center during the
afternoon and evening hours, which provided parents with answers from public health

nurses.

(2) Objectives: Examination of the Call Center pilot's suitability to the target
population needs, and evaluation of its efficiency in identification of situations
necessitating intervention, improvement of user experience and promotion of children
and parents’ health. Specifically, the present study’s objectives were: (1)
characterizing the reasons for calling the Center; (2) Assessing the caller's
perception of professional assistance quality, trust, and satisfaction; and (3)
examining the differences in parental efficacy, health literacy levels, social support,
parental stress levels and trust among parents who called the Center and those who

did not call.

(3) Methodology: The present study included three sub-studies: (1) a descriptive
study comprising of an initial retrospective analysis of all 6,000 calls received at the
center between October 15t 2020 and July 30" 2021. Of these calls, 1,500 were
randomly selected for in-depth analysis through examination of the caller's medical
file; (2) a comparative study which included data collection among 201 parents who
called the Center and 232 parents of children aged 0-6 who did not; and (3) a
qualitative study among 20 parents who called the Center and six nurses working

there.

(4) Findings: More than half of the calls were about children’s nutrition. The reasons
for the calls were categorized into 24 topics. Including nutrition, newborn care and
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sleep disorders etc. Most of the callers were mothers (approx. 96%), married
(approx. 92%), and Jewish (approx. 88%). Close to 70% of the calls were made by
young mothers of a single child. The mothers’ average age was 30.7. The average
age of the child who was the reason for the call was 6.6 months, with half the children
under four months. Close to 70% of the callers were referred to professional
counseling or continued care.

Multivariate analysis for prediction of the probability of calling the center,
demonstrates that the parents who called the Center have higher levels of parental
efficacy perception, social support and health literacy as compared with people who
did not call. In addition, the people calling the Center reported a smaller number of
children. Trust level was the most significant variable in predicting caller satisfaction.
The higher the trust level, the higher the satisfaction level. In addition, the higher the

parental efficacy perception, the higher caller satisfaction is.

The qualitative study findings demonstrate that nutrition, changes in routine and
uncertainty are some of the challenges facing new parents. Physical difficulties for
both babies and mothers also present a challenge in raising children and
understanding their needs. Many parents search for information from different
sources, to help them understand what the best care for their baby is. As expected,
the challenges new parents encounter served as most of the reasons for calling the
Center. Most parents report that they implemented the information they received on
the call, as well as high levels of satisfaction with the call and a feeling of
improvement in infant care. The parents mentioned that the nurses were
professional, pleasant, and calm. They felt they were ‘seen’ and reported that the
nurse was patient throughout the call. Upon examination of points for improvement,
only technical issues were raised such as switching to digital service (whatsapp,
apps, video conferencing), opening the Center during the morning hours as well, and
disseminating the information about the Center and separating it from the *5400
Center.

A summary of the qualitative study among the Center nurses shows that they feel ‘at
home’ there. They report that the Center manager has an extremely central and
meaningful place in running both it and the staff, and believe this is the best service
provided by the MOH. However, they also feel that not every nurse can work at the
call Center, as qualities such as concentration, humanism, patience, and
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professionalism are required, in light of the great challenge the Center presents, as
they are unable to visualize the callers. The Center nurses feel that they are
developing personally and professionally, and that they are provided with support
and guidance throughout. As for points for improvement, the nurses recommended
disseminating the information about the Center, switching to a digital service, opening

the Center for longer hours during the day and recruiting more personnel.

(5) Conclusions: The Public Health Nurses Call Center pilot was successful,
providing an optimal response to the purpose it was intended for. Both parents and
nurses describe an accessible, professional Center and high levels of satisfaction.
However, the study’s findings point at the need to minimize health-related gaps and
make the Center accessible to additional populations, such as parents with lower

health literacy.

(6) Policy Implications and Recommendations: The Public Health Nurses Call
Center is a service with great implementation potential for promoting public health. It
should be budgeted accordingly and made accessible to the various populations of

Israeli society.
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