

Risk Communications / Education

PICC Team

	RISK COMMUNICATIONS / EDUCATION

	TEAM
	PUBLIC INFORMATION CALL CENTER (PICC)

	LEAD
	

	FTEs/TEAM
	(Minimum of 5 plus 3 Operators) (Full Event – 10 plus operators)

	SHIFT REQUIREMENTS
	Shifts may or may not be required and is dependent upon the scope of the event.

	Mission / Responsibilities
	Operated by the Communications Team of Public Health – Seattle & King County, the primary focus of the (PICC) Public Information Call Center is to provide general, non-medical information to the residents of King County during a crisis event. It is activated, when multiple divisions of Public Health are involved in responding to a specific event.

	Roles, as outlined below will be assigned at time of the declared event.  Please note that, depending on the scale of the event, resources will be scaled up or down.  Some roles my not be required.  Critical positions are highlighted.

	Sub-Teams / Roles
	Skills by Role
	# of FTEs / Shift
	Developed Job Cards (()

	PICC Supervisor
	Experience with an ICS

Experience with PICC Operations

Management skills
	1
	(

	External Liaison
	Facilitation status & conference calls & information between PICC & partners
	1
	(

	Administrative Lead
	Data entry, Staffing lists & planning resources
	1
	(

	Personnel Coordinator
	
	1
	(

	Personnel Needs Support
	
	1
	(

	PICC Operations Lead
	Experience with PICC Operations
Call volume analysis, status, messaging
	1
	(

	Operators
	Customer relations
Call Center operations

Foreign language proficiency (optional)
Verbal Communications

Positive, sympathetic response,

Reception, ability to work under stress, Call Triage
	3
	(

	Subject Matter Expert
	Event-driven expert to answer questions of operators (i.e. RN, EPI, EH, etc)
	1
	(

	PICC Logistics Lead
	PICC physical requirements

Knowledge of/or ability to broker technical support

Knowledge about how to obtain necessary supplies
	1
	(

	Facilities Support
	
	1
	(

	Supplies Support
	
	1
	(

	Required Skills / Certifications

	Phone Operators

Verbal Communications

Positive, sympathetic response,

Reception, ability to work under stress, Call Triage
	Knowledge of Public Health
ICS Knowledge

PICC Knowledge

Staffing/Shift Coordination
	

	Critical Applications/Software Knowledge

	


	Pre-Identified Staffing List

	Name
	Org
	Role
	Qualifications

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Survey-Identified Potential Staffing List

	Name
	Org
	Assigned Role
	Qualifications

	
	
	PICC Supervisor
	ICS Training/Mgmt Skills

	
	
	PICC Supervisor
	ICS Training/Mgmt Skills/FCC License/Shortwave Experience

	
	
	PICC Supervisor
	ICS Training/Mgmt Skills

	
	
	External Liaison
	Conference Calls and Information Communication

	
	
	External Liaison
	Conference Calls and Information Communication

	
	
	Administrative Lead
	Data Entry

	
	
	Administrative Lead
	Data Entry

	
	
	Operator
	Call Center Operations

	
	
	Operator
	Call Center Operations


	Transferable Skills

	Role
	Definition
	License / Certification
	Transferable Skills

	PICC Supervisor
	Reports to the PIO/Deputy PIO at Joint Information Center and supervises the PICC Logistics Lead, Operations Lead, External Liaison and Administrative Lead.  
· Receives Initial Briefing from PIO/Deputy PIO

· Conducts initial briefing with appropriate PICC staff

· Establishes and maintains Incident Command Structure (ICS)
· Oversees the proper set up, implementation and breakdown of PICC

· Conducts walk-through of PICC with Logistics Lead and Facilities Support and documents any and all facility issues.
· Maintains communications flow with PIO
· Maintains resources & requests (staffing logs, supplies, etc.)
· Monitors and provides current messages
	Experience with ICS

Experience with PICC Operations

Management skills
	ICS, Call Center and/or similar “health related” supervisory experience.

	External Liaison
	· Provide support as requested by PICC Supervisor in the Surge Support (Call Rollover) activation and de-activation processes

· Collect call data and caller reported information from Surge Support Provider (community partner or commercial service)

· Facilitate the exchange of information between PICC and Surge Support Provider
· Periodically report to PICC Supervisor the status of technical and informational systems used with Surge Support Provider; immediately report any problems
	Facilitation status & conference calls & information between PICC & partners
	

	Administrative Lead
	Reports to the PICC Supervisor and supervises the personnel coordinator and personnel needs support. In coordination with Operations Lead and Logistics Lead, ensure efficient set up of PICC.
· Ensures adequate staffing of designated functions

· Maintains constant communication with PICC Supervisor, Operations Lead and Logistics Lead

· In coordination with Operations Lead and Logistics Lead, maintain efficient operation of PICC

· Problem solve Call Center issues

· Check-in staff and okay them to work in PICC, maintain roster and check-in sheet of staff assigned to and working in PICC

· Ensure staff wear appropriate identification

· Ensure that Operator Guides are continually updated

· Maintain incident report paperwork (includes call data)

· Periodically collect and analyze PICC operations data provided by ITS and/or Surge Support Provider (community partner, commercial vendor)
· Maintain all personnel paperwork including employee health screening forms and timesheets

· Instruct staff on the appropriate process for submitting timesheets
	Data entry, Staffing lists & planning resources
	

	Personnel Coordinator
	· Support Administrative Lead by performing duties as assigned

· Take roll and collect timesheets

· Collect from Operators shift logs and call sheets

· Report additional staffing needs to Administrative Lead
	Data entry, Staffing lists & planning resources
	

	Personnel Needs Support
	· Support Administrative Lead by performing duties as assigned

· Assemble, distribute and update Operator Guides with information materials provided by PIO/Deputy PIO

· Ensure that all Operator and Subject Matter Expert stations are adequately supplied and equipped

· Maintain Break Room

· Receive and provide food/drink to PICC staff

· Report to Administrative Lead any personnel needs issues
	Data entry, Staffing lists & planning resources
	

	PICC Operations Lead
	In coordination with Logistics Lead and Administrative Lead, ensure efficient set up of PICC. Ensure adequate staffing of designated functions.
· Maintain constant communication with PICC Supervisor, Logistics Lead and Administrative Lead
· Maintain efficient operation of PICC

· In coordination with Administrative Lead identify and request additional staff if needed
· Receive briefings & provide training

· Problem solve Call Center issues

· Ensure the efficient exchange of information between Operators, Subject Matter Experts and callers
	Incident Command Structure (ICS)
Experience with PICC Operations
Call volume analysis, status, messaging
	

	Operators
	· Review all materials in the Operator Guide (and Web site if computers are supplied) at the beginning of shift

· Provide up-to-date information and resource referrals to callers, using approved messages and scripts

· Refer callers requesting medical or diagnostic information to the resources listed on Referral Guide

· Refer media calls to the Joint Information Center (JIC)

· Document significant caller-reported information; immediately alert Operations Lead regarding time-sensitive or emergency information

· Document other required information

· Carefully follow all instructions regarding the proper use and operation of phone equipment
	
	Customer relations
Call Center operations

Foreign language proficiency (optional)
Verbal Communications

Positive, sympathetic response,

Reception, ability to work under stress, Call Triage

	Subject Matter Expert
	· Review all related materials in the Operator Guide (and Web site if computers are supplied) at the beginning of shift

· Provide up-to-date information and resource referrals to callers, using approved messages and scripts

· Answer specific questions from callers or Operators, and consult with peers when needed

· When unable to provide adequate information, refer Operators or callers requesting medical, diagnostic or technical information to other resources (see Referral Guide)

· Document significant caller-reported information; immediately alert Operations Lead regarding time-sensitive or emergency information

· Document other required information
	Event-driven expert to answer questions of operators (i.e. RN, EPI, EH, etc)
	

	PICC Logistics Lead
	Reports to the PICC Supervisor and supervises Facilities & Supplies Support.
· Oversee access to Call Center site, maintain operations of equipment and furniture

· In coordination with Operations Lead and Administrative Lead, ensure efficient set up of PICC

· Ensure that PICC phone line is forwarded to the proper Menu System, UCD and Surge Capacity Provider (use identified phone in Communications, Wells Fargo Center, floor 12)

· Ensure that all “old” greetings/messages are removed from Menu System (6-1500) and Call Rollover (5-5339)

· Make contacts with support services as needed (Public Health Logistics, Public Health Facilities, ITS, MIS)

· Coordinate with the PICC Supervisor and External Liaison regarding surge capacity support (community partner, commercial service)
	ICS & Call Center Operation
	PICC physical requirements

Knowledge of/or ability to broker technical support

Knowledge about how to obtain necessary supplies

	Facilities Support
	· Provide access to all areas of the facility to support PICC operations

· Carry out security measures as directed by Logistics Lead, prior, during and after PICC operation

· Set up/break down furniture in PICC and advise Logistics Lead as needs arise during PICC operation

· Arrange for proper storage of equipment, furniture and supplies when PICC ceases operation

· Carry out technical connectivity/de-activation and maintenance tasks as directed by Logistics Lead and in conjunction with other technical support providers (ITS, MIS, Preparedness, commercial vendors)
· Facilitate the removal of garbage from all areas inside and outside the PICC, (with the exception of Medical Waste, which will be handled by PHSKC)
	
	

	Supplies Support
	· Ensure that all supplies (other than equipment, furniture and food) required to set up and operate the PICC have been received

· Maintain inventory control, periodically checking needs of PICC staff

· Request, receive and distribute additional and approved supplies as needed, in a timely manner

· Report to Logistics Lead any inventory issues
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