
X County Health Department

Phone Operator Policy and Procedure

General

In the event of a public health emergency the X County Health Department will provide a 24-hour hotline for information dissemination. The operators staffing this phone line will be responsible for tracking all incoming calls on the Call Tracking Sheet found in the Public Information & Communication Standard Operating Guide. A pre-scripted message for operator use will be prepared by the (insert title here). The hotline operator will only provide information as provided on the pre-scripted message. Any questions that cannot be answered by the operator will be referred to one of the agencies listed on the script as a referral agency. The operator is not permitted to provide any information other what is provided on the script any attempt to do so will result in disciplinary action. 

Phone Operators will:

· Answer phones promptly

· Identify themselves as a health department volunteer phone operator

· Listen carefully and record all information on the Call Tracking Sheet

· Follow the prescripted information given to you by the health department

· Use simple language

· Speak clearly

· Repeat critical information if needed

· If you do not have the answer to a callers question say “I don’t know” and refer them to the proper agency.

· Let the caller hang up first

Phone Operators will not:

· Give medial advice or offer diagnosis

· Share confidential information

· Give callers your personal information including phone numbers

· Take personal calls on the health department line

· Give information to the media (Refer all media calls to the PIO)


Sample


