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Highlights to this report include:
• Program Measures
• Enrollment Pilot Project
• Evaluation in Action

Improving the health of Arizonans

through technology based interventions.

ASHLine Annual Report

Fiscal Year 2013
(July 2012 through June 2013)
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Community Development Team

• Emphasized the development of sustainable 
referral systems by working with organizations 
serving a disproportionately high percentage of 
tobacco users 

• Partnered with the Arizona Department of 
Health Services Bureau of Tobacco and Chronic 
Disease to provide training and ongoing technical 
assistance to Community Engagement Staff 
within county health departments to expand 
their skill set in referral development

Fiscal year 2013 marked the transition of the 
Referral Development Team into the Community 
Development Team. 7KLV�FKDQJH�UHÀHFWV�D�VKLIW�LQ�
emphasis from working with healthcare providers 
industry-wide to develop sustainable referral 
systems. Our more strategic focus is now on 
partnering with organizations serving a disproportionately high percentage of tobacco users to promote tobacco-
UHODWHG�V\VWHPV�FKDQJH��6SHFL¿FDOO\��WKH�&RPPXQLW\�'HYHORSPHQW�7HDP�IRFXVHG�RQ�HQJDJLQJ�DQG�SDUWQHULQJ�
ZLWK�KRVSLWDOV��)HGHUDOO\�4XDOL¿HG�&RPPXQLW\�+HDOWK�&HQWHUV��)HGHUDOO\�4XDOL¿HG�&RPPXQLW\�+HDOWK�&HQWHUV�
/RRN�$OLNHV�� DQG� EHKDYLRUDO� KHDOWK� RUJDQL]DWLRQV� LQ� LPSOHPHQWLQJ� V\VWHPV� VWUDWHJLHV� WR� HQVXUH� FRQVLVWHQW�
assessment and intervention are provided to all tobacco users served.

Fiscal year 2013 was another strong year for 
ASHLine.�7KH�TXLWOLQH�UHFHLYHG�PRUH�WKDQ��������
FDOOV� DQG� HQUROOHG� DOPRVW� ������� $UL]RQDQV� LQ�
WKH� TXLW� WREDFFR�FRDFKLQJ� SURJUDP��$GGLWLRQDOO\��
$6+/LQH� SURYLGHG� PRUH� WKDQ� ������ FOLHQWV� ZLWK�
self-help information. The proactive referral 
SURJUDP� UHPDLQV�VWURQJ�DV�ZHOO��ZLWK�PRUH� WKDQ�
������ KHDOWKFDUH� SURIHVVLRQDOV� UHIHUULQJ� PRUH�
WKDQ��������LQGLYLGXDOV�WR�$6+/LQH�VHUYLFHV��7KLV�
year the Evaluation Team used ASHLine data 
collected at intake and during coaching calls to 
make programmatic changes to improve service 
delivery.

Summary of the Fiscal Year
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Number of Referrals 

FY 2012 FY 2013
Incoming Calls 27,606 26,469
# Referrals 12,550 10,518
# Enrolled 11,394 14,214
# Info Only 4,673 3,157

# Coaching Sessions 41,630 40,662
Quit Rate 33% 30%

ASHLine Core Measures
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In order to ensure that referral partners 
continue to receive quality support outside 
RI� WKH� WHDP¶V� WKUHH� WDUJHW� LQGXVWULHV�� WKH�
Community Development Team partnered with 
the Bureau of Tobacco and Chronic Disease to 
provide standard and customized training and 
ongoing technical assistance to Community 
Engagement Staff within county medical and 
behavioral health organizations to expand their 
VNLOO� VHW� LQ� UHIHUUDO� GHYHORSPHQW�� ,Q� )<��� WKH�
Community Development Team provided two 
WUDLQLQJ�VXPPLWV�WR�&RPPXQLW\�(QJDJHPHQW�6WDII�DGGUHVVLQJ�OHYHOV�RI�HQJDJHPHQW��DGYDQFHG�IXQGDPHQWDOV�
RI�UHIHUUDO�GHYHORSPHQW��HOHPHQWV�RI�DFDGHPLF�GHWDLOLQJ��DQG�UHWXUQ�RQ�LQYHVWPHQW��$GGLWLRQDOO\��WKH�&RPPXQLW\�
Development Team initiated the planning process for the next Community Engagement Staff summit to be held 
LQ�-XO\������IRFXVLQJ�RQ�SODQQLQJ��PRQLWRULQJ��DQG�RXWFRPHV�
 
)LQDOO\�� WKH�&RPPXQLW\�'HYHORSPHQW�7HDP�EXLOW� XSRQ� LWV� SUHYLRXV�ZRUN�E\�JURZLQJ�SDUWQHUVKLSV�� DGYDQFLQJ�
VWUDWHJLF�LQLWLDWLYHV��DQG�SDUWLFLSDWLQJ�LQ�SLORWV��.H\�SDUWQHUVKLSV�LQFOXGH�WKH�$UL]RQD�$OOLDQFH�RI�&RPPXQLW\�+HDOWK�
&HQWHUV��WKH�$UL]RQD�'HSDUWPHQW�RI�+HDOWK�6HUYLFHV�&KLOG�&DUH�/LFHQVLQJ�2I¿FH��DQG�SULYDWH�EXVLQHVVHV�DQG�
insurance companies.

FY 2012 FY 2013
# Referrals 12,550 10,793
% Reached 55% 53%
% Reached who Enrolled 46% 56%
# Unique Locations 784 715
# Unique Agents 1,704 1,269

Community Development and Referral Call Teams
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Referral Call Team

• 3URFHVVHG� RYHU� ������� ID[� DQG� ZHE�
referrals

• ���� RI� ¿UVW� FDOO� DWWHPSWV� WR� UHIHUUHG�
SDWLHQWV� ZHUH� PDGH� ZLWKLQ� ��� KRXUV� RI�
receipt of the referral

While the Community Development Team 
ensures strong connections between 
ASHLine, Arizona health providers, and 
other community organizations which 
refer clients to ASHLine for services, it is 
the Referral Call Team that does the work 
of contacting potential clients, informing 
them of ASHLine services, and enrolling 
them in the program. 7R� WKDW� HQG�� WKH�
Referral Call Team has processed more than 
�������ID[�DQG�ZHE�UHIHUUDOV�IURP�KHDOWKFDUH�
V\VWHPV�� FRXQW\� KHDOWK� SDUWQHUV� IXQGHG� E\�
WKH�%XUHDX�RI�7REDFFR�DQG�&KURQLF�'LVHDVH��
HPSOR\HUV�� DQG� FRPPXQLW\� RUJDQL]DWLRQV��
7KLV� WHDP�PDLQWDLQHG�D� ��FDOO� SURWRFRO� WR� HDFK� UHIHUUHG� SDWLHQW� WR� SURYLGH� LQIRUPDWLRQ� DQG�RU� HQUROO� WKHP� LQ�
$6+/LQH�VHUYLFHV��DQG�D�UHSRUW�RI�WKH�HQUROOPHQW�VWDWXV�RI�HDFK�UHIHUUHG�SDWLHQW�ZDV�SURYLGHG�WR�WKH�UHIHUULQJ�
ORFDWLRQ��3URWRFRO�DGKHUHQFH�IRU�WKH�5HIHUUDO�&DOO�7HDP�ZDV�KLJK������RI�¿UVW�FDOO�DWWHPSWV�ZHUH�PDGH�ZLWKLQ����
hours.

The Referral Call Team was also heavily involved with quality improvement efforts to increase enrollment of 
UHIHUUHG�FOLHQWV��/RRNLQJ�DW�ZD\V� WR�EHWWHU�VFKHGXOH�RXWJRLQJ�FDOOV� WR�UHIHUUHG�FOLHQWV�� WKH�5HIHUUDO�&DOO�7HDP�
LGHQWL¿HG�WZR�GLIIHUHQW�UHDVRQV�IRU�FOLHQWV�UHSRUWLQJ�WKDW�WKH\�GLG�QRW�KDYH�WLPH�WR�FRPSOHWH�WKH�HQUROOPHQW�IRUP�DW�
the time of the call. Different engagement strategies were developed to respond to these different reasons that 
clients are not able to complete an enrollment form during a call. 

Clients who are referred to ASHLine 

services are more likely to use a 

prescription tobacco cessation 

medication than other clients.
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Coaching Team

• Delivery of two major clinical training initiatives: 
D� WKUHH�ZHHN� )HHGEDFN� ,QIRUPHG� 7UHDWPHQW�
intensive and a one-week Motivational 
,QWHUYLHZLQJ�WUDLQLQJ��DLPHG�DW�LQFUHDVLQJ�FRUH�
clinical skills in clinical frameworks

• 'HVSLWH� VKDUSO\� LQFUHDVHG� FDVHORDG�� FOLHQWV�
FRQWLQXHG�WR�EH�KLJKO\�VDWLV¿HG�ZLWK�FRDFKLQJ�
services; 89% of clients reported their coaching 
experience was helpful

The core of ASHLine services are provided by 
the Coaching Team. This group of individuals is 
WUDLQHG� WR� UHVSRQG� WR� WKH� VSHFL¿F� QHHGV� RI� WKHLU�
FOLHQWV��,Q�DGGLWLRQ�WR�FRDFKLQJ��WKH�&RDFKLQJ�7HDP�
answers incoming calls and enrolls clients into 
FRDFKLQJ� VHUYLFHV�� 2YHU� WKH� FRXUVH� RI� WKH� ¿VFDO�
\HDU�� WKH�WHDP�LPSURYHG�LWV� LQFRPLQJ�FDOO�DQVZHU�UDWH�E\�XVLQJ�PRGHOLQJ�WR�SUHGLFW�FDOO�YROXPH�DQG�RSWLPL]H�
VWDI¿QJ�EHWZHHQ�&RDFKLQJ�DQG�5HIHUUDO�7HDPV��7KH�WZR�WHDPV�DFKLHYHG�D�������DQVZHU�UDWH�IRU�DOO�LQFRPLQJ�
calls during working hours during this past year.

7KH�WZR�PDMRU�FOLQLFDO�WUDLQLQJ�LQLWLDWLYHV�WKLV�\HDU�ZHUH�D�WKUHH�ZHHN�)HHGEDFN�,QIRUPHG�7UHDWPHQW�LQWHQVLYH�
DQG�RQH�ZHHN�0RWLYDWLRQDO�,QWHUYLHZLQJ�WUDLQLQJ��DLPHG�DW�LQFUHDVLQJ�FRUH�FOLQLFDO�VNLOOV�LQ�FOLQLFDO�IUDPHZRUNV��
These involved a combination of lecture and individual staff action plans which were based on call monitoring 
which occurred over a three month period and included feedback to the coaches.

A major challenge facing the 
coaching team was maintaining 
clinical outcomes and customer 
satisfaction in the face of sharply 
increased caseloads concurrent with 
the combined federal and state media 
campaigns. Caseloads increased 
�����IURP�D�ORZ�RI����FDOOV�SHU�ZHHN�
SHU� FRDFK� LQ� ODWH� 'HFHPEHU� WR� ����
calls per week per coach at the end 
RI�WKH�¿VFDO�\HDU�

Despite the challenges of an 
LQFUHDVHG�ZRUNORDG�IRU�WKH�FRDFKHV��
FOLHQW� VDWLVIDFWLRQ� UHPDLQHG� KLJK�� ������ RI� FOLHQWV�
responded “agree” or “strongly agree” to the statement 
³2YHUDOO��WKH�FRDFKLQJ�H[SHULHQFH�ZDV�KHOSIXO�IRU�PH�´�

FY 2012 FY 2013
New Episodes 11,381 14,300
% Receiving 1+ Coaching Calls 88% 82%
Avg # Coaching Sessions/Exited Episode 4.2 3.9
Avg # Coaching Sessions for Quit Clients 8.5 7.8
Avg Call Duration for Quit Clients (in mins) 10.6 9.6
% Using Meds 46% 52%
30-Days Quit 32% 38%
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Clients who are quit when they exit 

services are highly likely to feel that 

they worked well with their coach.

4XLW�UDWHV�ZHUH�PL[HG�GXULQJ�WKLV�\HDU��7KH�
7-month point prevalence quit rate dropped 
IURP� ���� WR� ����� +RZHYHU�� WKH� ���GD\�
TXLW�UDWH�LQFUHDVHG�E\����IURP�)<������WR�
�����LQGLFDWLQJ�FOLHQWV�ZHUH�DEOH�WR�UHDFK�
��� GD\V� TXLW� ZKLOH� UHFHLYLQJ� FRDFKLQJ�
VHUYLFHV��EXW�D�VPDOOHU�SURSRUWLRQ�RI�FOLHQWV�
were quit at their 7-months post enrollment 
follow-up.

We have found that the average length of 
a client’s coaching calls is related to their 
7-month quit rate. Calls that are too short 
probably do not provide enough support 
while those that are too long may not be 
IRFXVHG�HQRXJK��:H�¿QG�WKDW�FOLHQWV�ZKRVH�
FDOOV� DYHUDJH� EHWZHHQ� �� DQG� ���PLQXWHV�
have the highest quit rates.

Recent research has shown that harm 
UHGXFWLRQ�� WKDW� LV�� KHOSLQJ� FOLHQWV� UHGXFH�
WKH� DPRXQW� VPRNHG�� LV� QRW� HIIHFWLYH� LQ�
helping users extend their lifespan. ASHLine works with clients with the goal of achieving complete abstinence 
IURP�WREDFFR��+RZHYHU��FOLHQWV�GR�QRW�DOZD\V�DWWDLQ�WKDW�JRDO��2IWHQ�ZKHQ�WKH\�DUH�XQDEOH�WR�TXLW�FRPSOHWHO\��
ASHLine coaches were able to help clients reduce their reliance on tobacco as demonstrated by a decrease in 

number of cigarettes smoked among clients dropping out of the program. 
Clients who exited services while still smoking reported a decrease of 

���� LQ� QXPEHU� RI� FLJDUHWWHV� VPRNHG� SHU� GD\� ZKHQ� FRPSDUHG� WR�
the number of cigarettes they reported smoking daily at intake. 

This was a large drop compared to a 28% drop in similar clients 
LQ�������$OWKRXJK�WKHVH�FOLHQW�PD\�KDYH�FRQWLQXHG�VPRNLQJ��

by reducing the number of cigarettes they use on a daily 
basis they increase their chances of achieving complete 
abstinence on their next quit attempt.
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Enrollment Pilot Project

• 8VLQJ�D�VKRUWHU�YHUVLRQ�RI� WKH�&DOOHU� ,QIRUPDWLRQ�)RUP� OHG� WR�D� UHGXFWLRQ� LQ� WLPH�VSHQW�SHU�FOLHQW�RQ� WKH�
HQUROOPHQW�DQG�¿UVW�FRDFKLQJ�FDOOV

• The pilot project lead to changes in the internal structure of ASHLine which were aimed at maximizing the 
HI¿FLHQF\�RI�VHUYLFH�SURYLVLRQ

Previous evaluation projects have shown that the 
lengthy enrollment process was not viewed favorably 
by clients, especially since many of the questions on 
the enrollment survey were reviewed with the client’s 
FRDFK�RQ�WKH�¿UVW�FRDFKLQJ�FDOO� The Enrollment Pilot 
3URMHFW�XVHG�D�VKRUWHQHG�YHUVLRQ�RI�WKH�&DOOHU�,QIRUPDWLRQ�)RUP�ZKLFK�RQO\�FROOHFWV�EDVLF�FRQWDFW�DQG�GHPRJUDSKLF�
LQIRUPDWLRQ��OHDYLQJ�WKH�UHPDLQLQJ�WREDFFR�XVH�DQG�TXLW�KLVWRU\�LWHPV�WR�EH�FROOHFWHG�E\�WKH�FRDFK�RQ�WKH�¿UVW�
coaching call. This shortened intake form was piloted beginning in late December when ASHLine experienced 
KLJK�FDOO�WUDI¿F�GXH�WR�D�VLPXOWDQHRXV�QDWLRQDO�DQG�VWDWH�VPRNLQJ�FHVVDWLRQ�PHGLD�FDPSDLJQ��5HVXOWV�LQGLFDWHG�
WKDW�XVLQJ�WKH�VKRUWHG�LQWDNH�IRUP�OHVVHQHG�WKH�WLPH�VSHQW�RQ�ERWK�WKH�LQLWLDO�HQUROOPHQW�FDOO�DQG�WKH�¿UVW�FRDFKLQJ�
FDOO��%DVHG�RQ�WKH�VXEVWDQWLDO� WLPH�VDYLQJV��$6+/LQH�LV�FRQWLQXLQJ�WR�XVH�WKH�VKRUWHQHG�LQWDNH�IRUP�DQG�KDV�
PRGL¿HG�LWV�LQWHUQDO�RUJDQL]DWLRQ�WR�UHÀHFW�D�PRUH�HI¿FLHQW�SURFHVV�RI�HQUROOLQJ�DQG�FRDFKLQJ�FOLHQWV���

Callback Team

• Increased the proportion of clients re-
enrolling in coaching services 

• Implemented an improved version of 
the Client Satisfaction Survey that was 
GHYHORSHG�E\�D� GLYHUVH� WHDP�RI� FRDFKHV��
PDQDJHUV��DQG�LQWDNH�DQG�FDOOEDFN�VWDII

The Callback Team is largely responsible 
for collecting the data ASHLine uses to 
monitor its outcomes and program success. 
Although the primary focus of the Callback 
Team continues to be the administration of the 
FOLHQW� IROORZ�XS� VXUYH\V�� FURVV�WUDLQLQJ� ZDV�
successfully implemented that allows the team 
to assist the Coaching and Referral Call Teams 
with enrollment during media spikes and other 
times of high call volume. The Callback Team 
began working with other ASHLine teams 
to expand their job knowledge and enhance 
LQWUD�RI¿FH� FRPPXQLFDWLRQ�� LPSOHPHQWHG� D�
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Evaluation Team

• ,GHQWL¿HG�FOLHQWV�DW�KLJK�ULVN�IRU�WUHDWPHQW�IDLOXUH�
(such as clients with AHCCCS) and developed 
methods to tailor coaching services to enhance 
their program success

• Led the development of ASHLine’s new diabetes 
protocol for lifestyle coaching to be implemented 
LQ�)LVFDO�<HDU�����

Fiscal Year 2013 was especially busy for the 
Evaluation Team. A new approach was formulated 
to focus on methods to identify clients at high risk for treatment failure and tailor coaching services to enhance 
WKHLU�SURJUDP�VXFFHVV��)RFXV�JURXSV�DQG�RQH�RQ�RQH�LQWHUYLHZV�ZHUH�FRQGXFWHG�ZLWK�IRUPHU�$6+/LQH�FOLHQWV�
HQUROOHG�LQ�$+&&&6�WR�LQYHVWLJDWH�DQ\�SRVVLEOH�EDUULHUV�WR�VXFFHVVIXO�WUHDWPHQW�DPRQJ�WKLV�SRSXODWLRQ��DQG�KRZ�
ASHLine can tailor its services to reduce the disproportionate rate at which this population drops out of coaching 
services. 

This team also led the development of ASHLine’s new diabetes protocol for lifestyle coaching to be implemented 
LQ�)LVFDO�<HDU�������7KLV�SURWRFRO� LV�DQ�HVVHQWLDO�VWHS� LQ�PHHWLQJ� WKH�JRDOV�RI� LQFRUSRUDWLQJ�FKURQLF�GLVHDVH�
management into ASHLine’s standard services.

Also important for the Evaluation Team is data 
management. New processes were developed to 
monitor the databases and a correction project 
was initiated to identify and resolve any potential 
database issues. This new protocol greatly enhances 
the quality of all ASHLine data and analyses based 
RQ� WKHVH� GDWD�� ,Q� DGGLWLRQ�� ��PRQWK� FDOOEDFN� GDWD�
collected by RTI were integrated into ASHLine’s 
database to ensure data are complete. 

QHZ�WUDLQLQJ�SURJUDP�IRU�LWV�PHPEHUV��GHYHORSHG�QHZ�WHDP�FRPPXQLFDWLRQ�SURFHVVHV��DQG�EHJDQ�HPSOR\HH�
PRQLWRULQJ�DQG�ZRUN�LPSURYHPHQW�DFWLYLWLHV��)LVFDO�\HDU������DOVR�VDZ�WKH�LQLWLDWLRQ�RI�D�SURFHVV�IRU�SURIHVVLRQDO�
and job development. Accomplishments include an increase in the proportion of clients re-enrolling during 
&DOOEDFN�7HDP�IROORZ�XS�FDOOV�LQ�FRPSDULVRQ�WR�WKH�SURDFWLYH�UHIHUUDO�SURFHVV��DQG�WKH�HYDOXDWLRQ�RI�WKH�DFFXUDF\�
and manner in which the 13-month callback list is constructed. 

)LVFDO�\HDU������DOVR�VDZ�WKH�LQLWLDWLRQ�RI�D�SURFHVV�IRU�SURIHVVLRQDO�DQG�MRE�GHYHORSPHQW��$FFRPSOLVKPHQWV�
include the evaluation of the accuracy and manner in which the 13-month callback list is constructed. The 
Callback Team also substantially increased the proportion of clients who re-enrolled in the program after talking 
to a staff member during the callback survey. This increase in re-enrollments is attributed to the shortened version 
RI�WKH�&DOOHU�,QIRUPDWLRQ�)RUP��LQ�WKDW�&DOOEDFN�VWDII�FDQ�HDVLO\�UH�HQUROO�WKH�FOLHQW�ZKLOH�WKH\�DUH�FRPSOHWLQJ�WKH�
FDOOEDFN�VXUYH\��DV�RSSRVHG�WR�HQGLQJ�WKH�VXUYH\�FDOO�DQG�WKHQ�KDYLQJ�D�5HIHUUDO�7HDP�PHPEHU�UHFRQWDFW�WKH�
client to complete the re-enrollment process.
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7KLV�\HDU��WKUHH�QHZ�WHDP�PHPEHUV�ZHUH�
KLUHG�� D�ZULWHU�� D� IRFXV� JURXS� IDFLOLWDWRU��
DQG�D�JUDSKLF�ZHE�GHVLJQHU��7KLV�JURZWK�
enabled the team to diversify its activities 
to include collecting qualitative data 
through focus groups and one-on-one 
LQWHUYLHZV��2YHU� WKH�FRXUVH�RI� WKH�\HDU��
ASHLine submitted a paper focused on 
referrals by location types for a peer-
reviewed publication. Also submitted 
was a CDC registry development grant. 
Accomplishments include receipt of 
D� JUDQW� IURP� 3¿]HU� WR� LPSOHPHQW� D�
pharmacist led medication management 
program at ASHLine.

$� VLJQL¿FDQW� UHVSRQVLELOLW\� RI� WKH�
Evaluation Team is to keep ASHLine’s 
state and county partners apprised of 
ASHLine’s performance on a monthly 
DQG� TXDUWHUO\� EDVLV�� 7KHUHIRUH�� WKH�
Evaluation Team routinely provides reports including monthly reports to the county partners about referrals and 
HQUROOPHQWV��PRQWKO\�GDWD�EULHIV�WR�WKH�VWDWH�WKDW�DUH�XWLOL]HG�WR�JHQHUDWH�VXSSOHPHQWDO�HYDOXDWLRQV��DQG�PRQWKO\�
and quarterly state performance reports.

,Q� DGGLWLRQ�� VXPPDU\� UHSRUWV� RI� IHHGEDFN� IURP� WKH� &RXQW\�$6+/LQH� 6XPPLW� DQG� WKH� &RPPXQLW\� 3DUWQHU�
ASHLine training have been produced. Other activities the Evaluation Team participated in were the North 
$PHULFDQ�4XLWOLQH�&RQVRUWLXP��1$4&��$QQXDO�6XUYH\��DQG� WKH� UHYLVLRQ�RI� WKH�HYDOXDWLRQ�SODQ� WR� LQFRUSRUDWH�
a comprehensive evaluation of ASHLine’s external relationships. The Evaluation Team Manager also acted as 
Preceptor for a University of Arizona College of Public Health internship.

$V�PHQWLRQHG�DERYH��RQH�RI� WKH�KLJKOLJKWV�RI� WKH�(YDOXDWLRQ�7HDP� WKLV�\HDU�KDV�EHHQ� WKH�GHYHORSPHQW�DQG�
LPSOHPHQWDWLRQ�RI�SURWRFROV�WKDW�KDYH�EHHQ�JXLGHG�E\�ULJRURXV�DQDO\VLV�RI�$6+/LQH�GDWD��)RU�H[DPSOH��ZH�KDYH�
found that program engagement is a key to success. The seven month quit rate for clients who take at least 
one coaching call after enrollment is substantially higher (33.1%) than clients who never take a call after they 
HQUROO����������7KLV�GLVFUHSDQF\�LV�QRW�LQFRQVHTXHQWLDO��JLYHQ�WKDW�����RI�HQUROOHHV�DUH�LQ�WKLV�JURXS�RI�FOLHQWV�
who never take a coaching call. Understanding that engaging clients with coaching during the initial enrollment 
FDOO� LQFUHDVHV�WKH�SRWHQWLDO�IRU�VXFFHVV��$6+/LQH�FUHDWHG�WKH�(QJDJHPHQW�6SHFLDOLVW�SRVLWLRQ�WR�LQFUHDVH�WKH�
OLNHOLKRRG�WKDW�D�FOLHQW�ZLOO�WDNH�WKH�¿UVW�FRDFKLQJ�FDOO�DIWHU�HQUROOPHQW��7KH�(QJDJHPHQW�6SHFLDOLVW�LV�SDUW�RI�WKH�
Enrollment Team and is available to provide preliminary 
coaching to clients during the enrollment call. This 
service provides clients with the opportunity to speak 
with a trained staff member in detail about quitting 
tobacco (which hopefully engages them further) before 
having to wait to be formally assigned to an ASHLine 
coach.
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