

 _________________ County Health Department 

Public Information Call Center (PICC) 

Primary Agencies: 

· __________________

· __________________

· __________________

Purpose 

The purpose of the Public Information Call Center (PICC) is to provide the public with non-medical information and referrals during times of crisis or disaster by using live telephone operators. 

Scope 

The PICC will operate on a single phone number with roll-over capability. It will not have the capability to take messages. It will have the ability to use a recorded message after hours.  It will use live telephone operators. Callers will be immediately connected to a live operator and will not have to listen to a recording first or make menu selections to reach an operator. 

PICC staff will field any question from any caller, regardless of where the call originated. It will seek to provide information in a language most familiar to the caller. When answers to questions are unknown, PICC staff will either refer the caller to another source of information or will take a message and seek to find an answer to provide the caller by return call. 

The PICC will have at least ____ telephones and telephone lines with long distance service available. Wireless capability is present, but no computer hardware is available at the PICC. Staff may bring their own laptops with wireless capability to access the Internet during their shift in order to answer callers’ questions. 

Public Information Call Center (PICC) 

General 

During times of crisis or emergency, the demand for information is great.  In fact, it has been said that during a crisis, information is as important to people as food and water. 

The mission of the health department is to provide the public with accurate, concise, credible information in a timely fashion – information the public will use to make decisions about their health and safety. 

While the Internet and the traditional media are excellent outlets for information, the telephone remains key for the following reasons: 

• People may not have access to the Internet. 

• Traditional media may not be readily accessible or offer the information people need at the time they need it. 

• Information may not be in the language or format some people need. 

• Some people will prefer personal contact for information. 

• Answers to some questions may not be readily available through other outlets. 

Calls will come, so the health department must be prepared to provide callers with accurate, credible, concise information in order to help them make the best decision they can about their health and safety. 

Function 

The primary function of the PICC is to respond to specific questions from the public and provide approved information that will help the public make the best decision possible about their own health and safety. 
Location 

Provide phone bank physical location here and any special instructions for access, security, etc.
Activation 

1. Request: When the Director of Health deems it necessary, activation of the PICC will be requested through the Greene County Office of Emergency Management by calling (___)____________.
2. Justification: Potential reasons for PICC activation may include: 

· Phone system at the health department is overwhelmed 

· Phone staff at the health department are overwhelmed 

· A local public health emergency or issue results in a surge in phone calls to the health department 

· A state or national health emergency or issue results in a surge in phone calls to the health department 

· A crisis or disaster crosses disciplines and requires a multi-discipline or multi-jurisdictional response 

3. Process: Upon activation, the health department will work with other emergency response public information officers to coordinate messages. The health department will work with various agencies to staff the PICC and provide just in time training to spontaneous volunteers. 

4. Notification: When the PICC has been adequately staffed, staff  have been trained and oriented and initial messages have been created and approved, the PICC phone number will be provided to the public via media, the Internet and other communication methods. 

Organization 

The PICC will follow National Incident Management System (NIMS) guidelines, and will operate under the direction of the PICC Coordinator, to be designated by the Director of Health. 

The PICC Coordinator will report directly to the Director of Health and under NIMS, to the Communications Manager. 

The PICC will operate on __________ operational periods running from ______________ and _____________. During each operational period, the PICC will have a Room Lead who will oversee its operation.  Staff will be expected to report ___ minutes before their shift to allow for briefing. 

Staff 

Personnel pre-identified and pre-trained by the Volunteer Coordinator will initially staff the PICC. Additional volunteers will be recruited and trained to provide assistance as the PICC remains open for an extended period of time.  Staffing needs will vary throughout the day and throughout the incident as call volume increases and decreases in waves. Certain times of each day will be busier. Also the phones are likely to be busier whenever the situation changes or when media report significant news. 

Roles and Responsibilities 

Director of Health 

· Request the PICC be activated by contacting the _____________ County Office of Emergency Management 

· Appoint PICC Coordinator 

PICC Coordinator 

· Report directly to the Director of Health and, under NIMS, to the Communications Manager 

· Work with OEM to physically set up the PICC room (see Equipment and Setup Appendix) 

· Appoint a PICC Room Lead 

· Work with the Volunteer Coordinator to ensure PICC staffing and training 

· Work with the Public Health Information Specialist to ensure a flow of messages 

· Work with Logistics at the request of the PICC Room Lead to acquire necessary supplies and equipment to keep the PICC functioning 

· Provide updates via EOC briefings 

· Communicate pertinent information from EOC briefings to PICC Room Lead 

_________________ County Office of Emergency Management (OEM) 

· Provide a physical location for the PICC 

· Provide office supplies and equipment necessary to operate the PICC 

Public Health Information Specialist 

· Work with other local PIOs and the JIC to provide verified, credible, accurate, concise information to PICC staff 

· Work with Volunteer Coordinator to provide training in advance for PICC staff 

· Work with Volunteer Coordinator to provide just in time training for PICC spontaneous volunteers 

· Keep _______________ County Health Department staff informed on changing messages (see Message Update Form) 

Volunteer Coordinator 

· Provide staffing for the PICC 

· Work with PIOs to provide training in advance for PICC staff 

· Work with PIOs to provide just in time training for PICC spontaneous volunteers 

· Maintain time records of all personnel and hours worked in the PICC 

PICC Room Lead 

· Work with the PICC Coordinator to physically set up the PICC 

· Work with PIOs and Volunteer Coordinator to orient trained staff (see Orientation Script) 

· Work with PIOs and Volunteer Coordinator to ensure spontaneous volunteers are provided just in time training 

· Report directly to PICC Coordinator 

· Deliver incoming messages to appropriate response personnel in coordination with NIMS 

· Ensure that PICC staff and volunteers take adequate breaks and meals (see Staff Monitoring Form) 

· Step in when PICC staff and volunteers need assistance handling a difficult caller 

· Ensure staff and volunteers follow PICC operating procedures at all times (see PICC Operating Procedures) 

· Be aware of developing mental health needs for staff and volunteers 

· Maintain necessary documentation 

Training 

Whenever possible, staff should be trained in advance. The Public Health Information Specialist, the Volunteer Coordinator and other partners will work together to create an advance training for pre-identified staff.  Just in time training will also be available for spontaneous volunteers. 

Exercises 

The PICC plan should be exercised at least annually. The exercise should include activating the PICC for at least 30 minutes.  Volunteers should call in with pre-scripted scenarios. Enough calls should be generated to truly test the system. All participants should be asked to fill out a written evaluation after the exercise. Corrections or alterations to the PICC plan should be made based on issues identified in the exercise. 

Evaluation 

The PICC plan should be reviewed at least annually by the Public Health Information Specialist. If updates or changes are made, copies of the revised document should be sent to partners as identified on the distribution list. 
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