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CDC INFO System

Records of captured phone calls and email inquiries made/sent to the CDC
INFO call centers, including data on the type of questions asked, content
used to answer the questions, actions taken by the call agent, and how the
contact was resolved. Also includes requests for publications from the
CDC'’s publications distribution function.

a. Recordings of routine phone inquiries and electronic mail
messages which are responded to with general automated
information, forwarded to CDC offices/programs for general
handling, or not escalated for further action. Includes publication
fulfillment requests.

Authorized Disposition: TEMPORARY. Cut off files 120 days from
response. Destroy/delete records 30 days after cutoff. DO NOT transfer to
the FRC.

b. Substantive recorded phone inquiries elevated for further actions
and associated tracking and indexing system. Messages resulting
in action taken by centers/programs that are of such a nature that
protocols require notification to CDC leadership. Excluded are copies
maintained by centers/programs responsible for follow-up.

Authorized Disposition: TEMPORARY. Cut off files and move recorded
messages to storage device on a monthly basis. Destroy/delete 2 years after
cutoff. DO NOT transfer to FRC.

c. Sample calls captured for audit/quality control purposes.

Authorized Disposition: TEMPORARY. Cut off files and move recorded
messages to storage device 120 days from month of recording.
Destroy/delete 1 year after cutoff. DO NOT transfer to FRC.
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