
Public Health Phone Bank Operator

Overview

The Phone Bank Operator will answer phones in the Emergency Operations Center during an emergency situation. The Phone Bank Operator will provide callers with credible, accurate, timely information that has been approved by the Phone Bank Coordinator. 
Job Description

The Phone Bank Operator will receive training from the Phone Bank Room Lead on messages and phone etiquette. He/she will operate under the guidelines established in the emergency public information plan. 

Command & Control

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

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.

Specific Actions

· Receive training from the Phone Bank Room Lead on messaging and procedures

· Work with Volunteer Coordinator on individual schedule

· Deliver incoming messages to the Phone Bank Room Lead (who will deliver to the appropriate personnel as according to NIMS)

· Take adequate breaks as instructed by Phone Bank Room Lead

· Enlist the help of the Phone Bank Room Lead when dealing with a difficult caller or a question that the operator may not know how to answer

· Follow PICC operating procedures at all times

· Update individual information by documentation including, but not limited to:

· Phone calls

· Staff and volunteer time

· Staff and volunteer breaks

· Report any problems with to the Phone Bank Room Lead
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