
Surge Support Provider Checklist

Community Partner
Some possible community partner sources include: poison control center, crisis hotline, 2-1-1, or community services information line.

Consider these points when choosing a community partner(s) as surge support provider:
· Your respective systems (including phone numbers) are compatible, making rollover as seamless as possible for caller.
· Method of compensation (fee or in-kind service) is established.
· Number of agents and support staff and skill levels are established; required medical and/or non-medical certifications confirmed.
· Duration of support is clarified (number of days, shift hours, 24-hour option, holidays).
· Service level and handle times align with your key performance indicators; partner’s phone system  capacity is clarified; redundancies are planned (linking with call centers in other geographic locations if system malfunctions, for example).
· Method of data collection and reporting is established.
· If you’re not the only call center your community partner supports, the quality assurance process and level of attention you’ll receive are determined (Will you have dedicated agents, for example?).
· Ramp-up/ramp-down speed is established.
· Surge support provider has capacity to handle TTY and non-English speaking callers.
· Community partner will train to your material or allow you to train their staff (preferably prior to an activation).

Commercial Services
Commercial services include vendors ranging from answering services to non-medical contact centers to nurse line or medical advice phone services (hospital or stand-alone models).

Most checklist items for a commercial service are the same as those used for a community partner (see above). If you plan to contract with a nurse line service, clarify the entity having medical oversight (medical director). Medical triage by phone is regulated by state law, so be sure to consult your legal team.

A prospective vendor will want to know some of the following information to provide you with a bid:

·  What are the primary services you need the commercial service to perform?
· What amount of call volume do you anticipate, for how long? What times of day need coverage?
· Do you want outbound calls, email, live chat, and/or social media services?
· What are your system specifications (hardware, software)? Do you want to use your own phone number? 
· How much notice prior to activation can you give the commercial service? 
· How is training accomplished; how comprehensive?
· Do you want your knowledge base incorporated into the vendor’s system (including medical algorithms)?
· What caller data and patient intake information are required and in what form?
· What mechanism will be used during activation to quickly and accurately update scripts, knowledge base, and other information?
· Do you require home-based agents? Is the use of offshore agents acceptable?
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