La Leche League Breastfeeding Helpline — US
Year End Report 2007

Year in Overview:

I 14,960 total callers have been helped since June.

Call Trends for 2007
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Number of Callers

(December 2,311; November 2,311; October 2,525; September 2,273; August 2,232; July 1,455;
June 1,864)

I The Helpline started taking calls on June 1, 2007

I 152 callers were helped in Spanish since the inclusion of Spanish speaking Leaders in
September.

I Calls are triaged for severity. Any calls that need the additional assistance of a medical
or legal nature are escalated. There were 329 escalated calls since mid August when the
escalation system was created.

Setting up the new phone system:

I A new phone system was built from scratch

I The system allows up to 3 Leaders to be answering the pheset the same time.

I Leaders can log into the phone system via secure logins and passwords on any
computer that has internet access. This allows the Leaders the ultimate freedom to be
able to make taking helping calls convenient for them. No spe®akghor software
is required. The Leaders route the calls to the personal phone of their choice.

I The phone system also allows mothers to leave a voicemail if they canOt wait to speak
to a Leader.

Setting up a call logging system:
I A new system was desigheo that all Leaders who work on the Helpline can share
logs and so that calls can be tracked and reported.



Leaders fill out an online version of a Leader log for each call that they take. This is a
secure, welbased tool without software to download stall. 100 user licenses were
donated to the Helpline for each Helpline Leader to have her own login.

The program also has helpful links for Leaders to take them to tear sheets, and
information or resources that they need, primarily from lalecheleaguéncluding

links to find a local Leader for each caller. Helpline volunteer Leaders also have access
to Medications and MotherOs Milk online.

Setting up Leader communication:

A chat in the CN was set up for all of the Helpline Leaders to commneamiath each

other, ask questions and share their helpful hints and tips for taking calls.

Leaders can also email and call each other directly as we find that there is quite a bit of
knowledge inside this group and Leaders help other Leaders as needed.

Setting up a schedule:

Scheduling has to be a very delicate balance between finding a job that is mother sized
and appropriate staffing so that the phone gets answered. Shifts are broken down into
2-hour segments and busy times of day are shared by3upeaders at one time.

A full time scheduler has taken on the job of coordinating the availability of each of the
Leaders.

Another Leader has taken the responsibility of giving reminders to Leaders about their
scheduled shift.

Where do calls come from?

We have received calls from all across the US as well as some from as far away as

China via VOIP technology.
The following chart (see next page) shows the distribution of calls by state of origin.
This data is from a random sampling of 6404 calls.
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Organizational Structure:

' Thegoverning board (Helpline

Advisory Council) is made up of representatives from the

two United States Divisions of La Leche League. The La Leche League Divisions support
and educate volunteer Leaders in seven departmengstet,d eader Accreditation,

Professional Liaison, Communication Skills, Finance, Publications and Continuing
Education/Events. The Divisions were incorporated in 1989 and represent more than 4,660

La Leche League Leaders.
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Amazing, talented, and dedicated Leaders!

The Helpline has amazing Leaders. We have brand new Leaders who are learning as they go

and have the enthusiasm and ene

rgy of youth. We have experienced Leaders who are always

available to offer advice and wisdorWe have IBCLCs and an MD. We have Leaders who

speak other languages, and know

the most interesting facts. Together this groupaifers

is the most diverse and the most amazing anywhere.



Moving into 2008:

2008 promises growth. There are alwengy's to reach more mothers, and help mothers in
different ways to help them where they are, when they need help, 24 hours a day-tdAother
mother helping has come a long way since 1956 because of advances in technology and
knowledge about breastfeedingowever, the idea of talking to an experienced breastfeeding
mother is still the same: comforting. The Helpline strives to meet the number one mission of
La Leche League through mothtermother helping each and every day.
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