HOTLINE OPERATOR BRANCH DIRECTOR
	Group:
	OPERATIONS SECTION-General Staff

	Reports to:
	Operations Section Chief

	

	Duties:
· Manage all hotline operators. 
· Assign hotline operators to positions.
· Hand out Job Action Sheets to Hotline Operators.
· Determine number of hotline operators per position based on work load.
· Ensure hotline operators receive adequate relief and breaks.
· Assist with any questions operators may be unable to answer.
· [bookmark: _GoBack]This position requires a medical professional.
· Fills in for hotline operators as needed. 
· Gives instructions on how to handle difficult people.
· Handles difficult callers when requested by a hotline operator.
· If problem is considered serious (such as running out of medical supplies within a few hours) forward information immediately to Operations Section Chief. 
· Maintain communications with POD Division Supervisors, POD Branch Director, and Operations Section Chief.
· Needs to be familiar with POD and DOC Incident Command Structures.
· Supplies Hotline Operators with current lists on Open and Closed PODs as needed.
· Supplies Special Needs operator on contacts and drive through locations for special needs clients.
· Ensures medical credentials acceptable for POD Medical Question Operator (s) and Client Hotline Operator (s).
· Document all important actions and decisions in the Hotline Operator Activity Log.
· Establish and maintain a Hotline Operator Unit Activity Log to record important Hotline Operator information.
· Instruct Hotline Operators on how to properly record notable actions in the Hotline Operator Unit Activity Log.
· Gives instructions to operators on what to do in the event of a phone threat (i.e. bomb or personal threat). 
Start-of-Shift Responsibilities:
· Check in/Sign in
· Obtain a DOC badge and display at all times.
· Show medical qualifications for this position.
· Report to the current POD Operations Section Chief and receive briefing and training.
· Attend Incident Command and any other required briefings as directed by Operations Section Chief.
· Establish a Hotline Operator Activity Log. Use FEMA Activity Log Form (ICS 214).
· Request current list of active Open and Closed PODs from Operations Section Chief.
· Distribute pertinent information and POD site lists to Hotline Operators.
· It is recommended a Hotline Operator Branch Director pass-along-book be used to forward pertinent information from shift to shift not recorded in Hotline Operator Activity Log.
End-of-Shift Responsibilities:
· When the Operations Section Chief informs you that you have completed your shift and the replacement Hotline Operator Branch Director has arrived, brief the new Hotline Operator Branch Director and answer any questions.
· Review the Operations Section Activity Log, Hotline Operator Activity Log, Hotline Operator Branch Director pass-along-book, and any other applicable reports or documents with your replacement and record turnover in Hotline Operator Activity Log.
· Participate in debriefing session and report any relevant concerns or suggestions for improving the POD operations.
· Turn in DOC badge.
· Check out/Sign out



