
More is being asked of federal, state and local agencies to significantly increase contact 
tracing efforts around COVID-19. How can your organization get ready fast? This 
checklist offers 3 tips and key insights for creating an effective contact tracing program.

1. Combine humans and technology to move fast at scale
Traditional efforts to interview patients, track down their contacts, and inform those 
people of potential exposure take about three days per case, plus a typical 14-day daily 
monitoring period of exposed contacts. This is far too arduous and slow to keep up with 
the current COVID-19 outbreak. The old ways of contact tracing will not be sufficient. It’s 
going to take something fundamentally different than what it’s been historically done 
for contact tracing: A technology-enabled, empathetic approach. Besides GPS trackers 
and other big data tools, give human tracers tools to work quickly and effectively,  
such automatic dialers, intelligent call routing, and an AI knowledgebase. 

Key insight: A centralized tracing effort at the state level works the most effectively, 
rather than a patchwork of local health departments with their own small programs. 
Coordination with local communities is critical, however. Understand the needs of  
the community before deciding on how to balance technology with humans, such  
as languages spoken, technology access, and other unique community factors.

2.  Get tracers in the field
People are the backbone of any contact tracing operation. And the need is enormous. 
Guidelines call for 30 tracers per 100,000 residents, who can average about 16 calls a 
day. On top of that, speed is essential to recruit, hire, equip, and train folks so they can 
start working. For contact tracing, look for candidates who know their local community 
and can serve their neighbors.  

Key insight: Training is an often overlooked but critical piece of staffing large 
deployments. In this case, traditional classroom training is not possible. Instead,  
leverage digital tools such as gamified learning to engage and improve knowledge 
retention, AI-driven practice scenarios, and immediate feedback on individual  
strengths and weaknesses.  

How Contact  
Tracing works

1 Trained staff interview people 
who have been diagnosed with 
a contagious disease to figure 
out who they may have recently 
been in contact with.

2 Those people are notified to 
determine if they have been 
infected. They are encouraged 
to quarantine to prevent further 
spread of the disease

3 Tracers monitor those  
exposed to track if they also 
develop symptoms.
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Want to learn more?

TTEC: Your partner in contact tracing at scale 
When lives are at stake, working with a sophisticated partner who has the technology infrastructure, security certifications, training curriculum, 
operations experience, and trained staff at-the-ready gives agencies the ability to act fast and be flexible as situations change.  

Contact us today at www.ttec.com/government-solutions to learn more about how we can help accelerate your contact tracing programs.  

 3.  Harness the power of messaging and automation
Mobile messaging and automation can be applied right now to quickly make contact tracing more efficient.  Messaging allows for 4 times 
as many contacts as a voice call, which improves the productivity of tracers immensely. It can be scaled with agent-assisting and consumer-
facing automation, enabling a reduced or newly trained workforce to reach more consumers easier than voice only. 

Automation, meanwhile, optimizes time and energy by eliminating the need for people to do redundant, simple tasks. Internally, robotic 
process automation (RPA) can alleviate back-office and case management backlogs with streamlined processes and automated functions, 
while Robotic Desktop Automation (RDA) can improve the speed at which employees can serve the public.  

Key insight: Simplify the employee experience by using bots to automate parts of their job that cause friction, such as completing forms, 
logging into multiple systems, or finding answers to questions while interacting with the public.  
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