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The ideas presented in this deck reflect the latest public health thinking and scientific evidence as of December 
2020. However, the COVID-19 landscape is changing dramatically daily, and so must our recommendations over 
time.

Partners In Health does not provide medical advice, diagnosis or treatment in the United States. The information, 
including but not limited to, text, graphics, images and other material contained in this slide deck, are intended for 
informational purposes only.

Context for these materials
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Overview

Context surrounding KPI and dashboard 
development

Guiding questions for dashboard development

Key Performance Indicators

Types of dashboards

Measuring speed across cascade: Case example 
linking components for a faster response
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Context surrounding KPI and dashboard development: Performance 
management and results

Scale: 
Has the response built up the 

infrastructure to meet demand 
(e.g., sufficient tests, staffing 

capacity, social support resources)?

Speed: 
Is the response happening quickly 

enough to drive the rate of infection 
below 1: < 3 days for the full 

cascade?

Equity:
Are we responding to all unique 

needs with a social justice lens, and 
prioritizing the most vulnerable 

groups?

Retention:
Where is loss-to-follow-up occurring 

at each stage in the cascade, 
assuming we aim to retain 90% of 

identified cases and contacts?

Key question domains of Contact Tracing (CT) operations

Á Management of CT teams and processes requires a responsive measurement system

Á CT teams need timely, accessible data in order to drive continuous learning and quality 
improvement

1

Core assumptions for KPI and Dashboard development:
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How we think about building dashboards

Three Guiding Questions:

1. What audiences will use the dashboard, and what reporting needs do different audiences require (including 
data privacy issues)?
Å tƻǘŜƴǘƛŀƭ ŀǳŘƛŜƴŎŜǎ ŦƻǊ ǘƘƛǎ ǇǊƻƎǊŀƳ ƛƴŎƭǳŘŜΥ DƻǾŜǊƴƻǊΩǎ ƻŦŦƛŎŜΣ ŦƛŘŜƭƛǘȅ ǇŀǊǘƴŜǊκL5tIΣ [I5κ/¢ ǎǳǇŜǊǾƛǎƻǊ

2. What objectives does the program aim to achieve and what Key Performance Indicators (KPIs) measure those 
objectives?
Å In Newark, we have a 4-part framework for our program objectives, and our dashboard is built to align to 

that framework.

3. Where is the data sourced from?
Å Who is inputting the data? Can it be integrated to update the dashboard automatically? Are there 

permissions issues?

2
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Dashboard structure and content: tracking progress and 
productivity within each step of the response cascade

CT start-up and 
hiring

Testing
Case 

Investigation
Contact 
Tracing

Care 
Coordination

2

Scale: 
Has the response built up the 

infrastructure to meet demand 
(e.g., sufficient tests, staffing 

capacity, social support resources)?

Speed: 
Is the response happening quickly 

enough to drive the rate of infection 
below 1: < 3 days for the full 

cascade?

Equity:
Are we responding to all unique 

needs with a social justice lens, and 
prioritizing the most vulnerable 

groups?

Retention:
Where is loss-to-follow-up occurring 

at each stage in the cascade, 
assuming we aim to retain 90% of 

identified cases and contacts?

Key components of cascade:

Domains of inquiry:
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KPIs measure outputs that the program wants to monitor and
influence

Ç Total # of tests performed, 
disaggregated by testing site and  
by high-risk groups 

Ç Test positivity rate

Ç % of positive tests performed with 
correct patient contact 
information (name and phone 
number) linked

Ç Testing turnaround time (TAT), by 
laboratory 

Ç Case investigation completion rate

Ç Breakdown of investigations by 
case status: no number, no answer, 
declined to participate, pending or 
completed

Ç # contacts identified per case

Ç Case final outcomes: 
recoveries/deaths

Ç # and % positive cases admitted to 
hospital

Ç Average/median call time for 
completed disease investigations

Ç Daily # investigators on duty

Ç Daily time spent on investigations

Ç Average/median time from 
positive case entered in disease 
surveillance system to first 
investigation call attempted

Ç Contact tracing completion rate

Ç Breakdown of contacts identified 
by status: completed, pending, 
declined to participate, no/wrong 
number, etc.

Ç # and % contacts reporting 
symptoms

Ç # and % contacts who test positive 
and become cases

Ç Average/median call time for 
completed tracing calls

Ç Daily # tracers on duty

Ç Daily time spent on tracing

Ç Average/median time from contact 
entered in tracing system to first 
tracing call attempted

Ç # and % of positive cases able to 
self-isolate safely

Ç # and % of cases linked to social 
support services, disaggregated by 
service domain

Ç # and % of contacts able to 
quarantine safely

Ç # and % of contacts linked to social 
support services, disaggregated by 
domain

Testing Case Investigation Contact Tracing Care Coordination

3
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ÁKPI list should have indicators from each part of 
the Contact Tracing Cascade ςTest, Trace, Care 
coordination

Á5ŜǾŜƭƻǇƳŜƴǘ ƻŦ YtLΩǎ ǎƘƻǳƭŘ ƛƴŎƭǳŘŜ ŎƭŜŀǊ 
explanation of data type or format, how / when 
data is compiled, and from what source the data 
will be extracted

3

KPIs provide guidance and benchmarks, and serve as the 
foundation of the visualization that goes into the dashboard

KPI Category/Metric Type Compiled Data source

Contact Tracing

TracingςPersonnel & Time

Disease investigators on duty # Daily City

Hoursof disease investigations completed # Daily City

Contact tracers on duty # Daily External vendor

Hours of tracing calls  completed # Daily External vendor

Tracing - Productivity

Total investigations completed # Cumulative City

Daily tracing completionrate % Daily External vendor

Tracing - Timeliness

Casescontacted by investigator within 2 hrsof positive test # Daily External vendor

Contacts traced within 24 hrs.of identification % Daily External vendor

Tracing ςFollow-up

Cases called daily # Daily External vendor

Cases still open requiring follow-up # Daily External vendor

Isolation and social Supports (Equity)

Cases unable to safely isolate # Daily External vendor

Cases unable to safely isolate % Daily External vendor

Referrals madeto social programs, by domain # Daily External vendor

Note: Illustrative example table only
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Hiring 
Group

Training
Dates

Production 
Date

Target Addition 
to Workforce

Cumulative 
Target

Actual 
Addition to 
Production

Cumulative 
Actual in 

Production

% in 
Production

Status Notes

1 June 9-11 June 12 5 5 4 4 80% Complete

2 June 12-15 June 16 10 15 5 9 60% Complete

3 June 16-18 June 19 20 35 18 27 77% Complete

4 June 19-21 June 22 40 75 45 72 85% Complete

5 June 22-24 June 25 80 155 90 162 98% Complete

6 June 25-27 June 28 30 185 In-progress

7 June 28-30 July 1 12 197

Production dashboards: give a quick view to leadership as to how many 
CTs are coming online 

Mock-up dashboard, all figures are illustrative

Audience: Workforce Management and Leadership

4
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Hiring and training pipeline dashboards: highlight attrition and 
bottlenecks in onboarding and training

Hiring Pipeline
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In Production
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Production

Audience: Workforce Management

Contact
Tracer

Case
Investigator

Supervisor
Care

Resource
Coordinator

Translator

LDH 45 15 3 6 5

CBOs 35 11 3 4 3
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Program management dashboards: timeliness and speed

Audience: Program Management 
and State Leadership

The Timing Dashboard shows how long the 
entire cascade takes, with the goal of <3 
days to achieve R0 below 1. 

4
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Call center operations dashboard: show management quickly if 
targets are being hit and utilization rates

Audience: Quality and Program Management

4
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Program management dashboards: case investigation

Audience: Program Management and State Leadership

Provides a high-level overview into 
the scale of case investigation, as 
well as retention 

4

© 2020 Massachusetts Health Connector. This material was developed by Partners In Health for the 
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Program management dashboards: contact tracing

Audience: Program Management at State Leadership

Shows the scale and retention 
of contacts, as well as the rate 
of successful referral to testing.

4

© 2020 Massachusetts Health Connector. This material was developed by Partners In Health for the
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Program management dashboards: care resource coordination

Audience: Program Management and State Leadership 

Maps vulnerability and equity among 
contacts, particularly demonstrating 
those who need to support to 
quarantine

4
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Program management dashboards: demographics

Audience: Epidemiologists and Program Management

Provides an epidemiological 
profile of Covid-19, as well as 
heavily impacted communities

4
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Testing to Case Investigation

Measuring speed: how can we link all cross-pillar activities 
together for a faster response architecture?

Linkage step KPI

Ç Average/median time from test result available to test result upload into case investigation platform

Ç Average/median time from test result available to first investigation call attempted

Case Investigation to Contact Tracing
Ç Average/median time from case investigation completion to contact(s) assigned to contact tracers

Contact Tracing to Care Coordination

Ç Average/median time from case investigation to information shared with care resource coordinator

Ç Average/median time from contact traced to information shared with care resource coordinator

Overall Target:

Modelling indicates that response cascade 
Ƴǳǎǘ ǎǇŀƴ Җ о Řŀȅǎ ǘƻ ŘǊƛǾŜ ǘƘŜ ǊŀǘŜ ƻŦ 
reproduction (Rt) below 1 and control the 
epidemic

Source: Luca Ferretti et al. Science 2020;368:eabb6936
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