
Public Health Phone Bank Room Lead

Overview

The Phone Bank Room Lead will provide supervision of the phone bank facility, staff and volunteers during an emergency situation.

Job Description

The Phone Bank Room Lead will ensure Phone Bank Operators receive proper training on messages and phone etiquette. The Phone Bank Room Lead will ensure the phone bank facility is set up and stocked with adequate supplies and materials at all times.  The Phone Bank Room Lead will ensure incoming messages are delivered to the appropriate personnel and will operate under the guidelines established in the emergency public information plan and NIMS. 

Command & Control

· Phone Bank Room Lead will report directly to the Phone Bank Coordinator.

Qualifications

· This person must understand the emergency public information plan and the role employees and volunteers play in that plan.  

· This person should have good communication skills and knowledge of proper phone etiquette.

· This person should be familiar with health and safety issues for staff and volunteers.

· This person should have good people management skills.

· This person should have good organization skills.

· This person should understand NIMS.

Specific Actions

· Work with the Phone Bank Coordinator to ensure proper training is available to Phone Bank Operators on messaging and procedures.
· Work with Volunteer Coordinator to coordinate Phone Bank Operator schedules and logging.
· Deliver incoming messages to the appropriate personnel based on NIMS.
· Ensure Phone Bank Operators take adequate breaks.
· Offer assistance to Phone Bank Operators when they are dealing with a difficult caller or offer guidance when operators are unable to answer a question.
· Follow PICC operating procedures at all times.
· Document:

· Phone calls

· Staff and volunteer time

· Staff and volunteer breaks

· Report any problems with to the Phone Bank Coordinator.
· Assist Phone Bank Coordinator with initial facility setup.
· Perform assessment of staff and supplies throughout the shift and identify need for additional supplies or manpower.
· Ensure Phone Bank Operators provide callers with only credible, accurate, timely information approved in advance by the Phone Bank Coordinator.
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