
 

Brief on WHP Call Centre 

This brief provides an overview of the Western Highlands Province Call Centre from its opening on 26 

January to 31 March 2015. 

During this period, the call centre received 463 calls with a rapid increase over the three months as SMS 

messages and promotional activities were undertaken. About a quarter of calls (24%) were from the public 

or a health worker seeking information on health-related questions. The remainder were either general 

enquiries (38%) –in which people called to confirm the call centre existed and to enquire about its services 

– or were prank or unrelated calls (38%). 

    

There were 113 health-related calls, with the majority being from Hagen Central and Dei districts (this is 

likely to be because SMS messages about the service have gone only to those two districts). Of these, there 

was a roughly even split between male and female callers (45% and 55% respectively). Most callers (87%) 

were from the general public rather than rural health workers (13%) and most enquiries were about 

medical (64%) or maternal conditions (27%). 

 

Table: Calls by type of caller and health topic (health-related) 

  Maternal (O&G) Child health ENT Medical Surgical Total 

Public 25 5 2 62 4 98 

Rural health workers 5 0 0 10 0 15 

Total 30 5 2 72 4 113 
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The call centre has five specific goals:  

1) Provide health advice and information to the general public;  

2) Be used as an emergency assistance or medical evacuation line (like 911 or triple-zero);  

3) Enable the public to call in and provide feedback on health facilities and workers (such as if aid posts are 

unattended);  

4) Provide advice and support to rural health workers; and  

5) As a means of recording maternal and neonatal deaths.  

As is shown in the table below, the call centre’s main use was for health advice to the general public (86%) 

and health workers (13%). In addition, one medical evacuation of a childbirth complication was requested. 

The other aims of accountability and reporting of deaths did not receive any calls and this may be a 

reflection of the need to broaden the education on the aims of the call centre to the public and health 

workers.  

Table: Health-related calls by area of assistance 

Purpose Total % 

Health advice and information 98 86% 

Emergency ambulance needs or medivac 1 1% 

Accountability and complaints 0 0% 

Advice to health workers 15 13% 

Reporting of maternal and neo-natal deaths 0 0% 

Total* 114 100% 

*The total includes the medivac double counted under health advice and information. 
The total of unique calls is 113. 

For health advice to the general public, this was mostly focused on providing basic treatment advice (such 

as what to do if your baby has diarrhoea) or general health information (such as breastfeeding advice), 

accounting for 71% of calls combined. Other services included advising to seek immediate medical help 

(13%) and other, unspecified, services (15%).  

Table: Health advice and information to the public 

Advice and information provided Total % 

Advised to seek immediate medical help 13 13% 

Organised medical evacuation 1 1% 

Advised basic treatment advice 44 45% 

Provided general health information 25 26% 

Advised nearest health clinic location 0 0% 

Other 15 15% 

Total 98 100% 

The call centre was also used by rural health workers from all districts. Most (60%) sought a second opinion 

regarding a medical or maternal case. 

Type of advice Total % 

Sought a second opinion regarding a case 9 60% 

Sought advice on health treatment protocols/methods 1 7% 

Sought additional medical supplies/drugs 1 7% 

Sought to arrange medical evacuation 1 7% 

Other 3 20% 

Total 15 100% 

 


