Georgia Poison Center Meeting Agenda

September 28th, 2021
1:30pm-4:30pm

1:30 PM - Meeting Introduction — GPL, SLH
- STROKE AVAYA ANNOUCEMENT **must be made in the beginning of the meeting**
- FMLA/ Resignations/ Terminations — none
- Open Positions/New Hires/ Position Changes/ Recognition — 1 SPI position open, ES, CH

1:40pm — Education Department — BO, KT
- 2021 Education Outreach Projects
- 2021 Webinar Series - 2" and 37 Qtr EOQ Award Reminder

1:45 pm — GPC Stroke Service Update, Jason Tully, MD, CSPI

2:15 pm — Information Technology Update — GPL, CNP IT, RIG

- TS Email Issues - Fresh Desk

- Chat Ring Notifications - Telstrat Phone Recording System
- Call Quality Issues - Microsoft Suite Upgrades

- Avaya Softphone Bridge Updates - Mitel/ Avaya Phone Updates

- Microsoft Suite
2:45 pm — Introduction- Ashley Gresham MSN, RN, CCRN- VP, Emergency Services

3:00 pm — GPC Operations — GPL, RJG, SLH

- Grady AMT Modules 21 - EKG Recs/ TCA and alike

- 2021 NACCT - Documentation Reminder

- 2021 CSPI Exam - Grady Annual Screening

- Covid Updates - W2W Schedule

- Coding Webinar - September Pharmacy Students (4)
- W2W Contact Info - SH Team Goal

4:00 pm — CCB/BB Review — Andres Guzman-Soto, MD, Med Tox Fellow

4:30 pm — Meeting Adjourned

kkkxk Naxt Meeting TUESDAY October 26", 2021 *****

Confidentiality Statement: “All proceedings, records, and reports of this meeting, pursuant to its purpose to reduce
the morbidity and mortality of our patient population and to enhance patient care, is considered strictly
confidential and entitled to all protections provided by law.”



INTER-OFFICE COMMUNICATION
The Fuiton DeKalb Hospital Authority
ATLANTA, GEORGIA

TO: Dr. Michelle Wallace, DNP,RN,TCRN,NEA-BC,FACHE, Chief Clinical Officer

FROM: Gaylord P. Lopez, PharmD, DABAT, Executive Director, GaPC
RE: Monthly Report August 2021
P.O. BOX: 26066

Service
Call volume stats for August 2020 - August 2021

Total Calls (Incoming)

Exposure Cases*
Human
Animal

Information Request

Public Health Situation

Pill Identification

Other

Follow-ups

Customer Satisfaction
Calls Abandoned

Calls Accepted
Abandoned Call Rate

Customer Service Survey Completed
Live Agent

August-20
9,357

6,428

6,140

288

2,929

2,472

27

79

6,607

70
6423
1.1%

212

DATE: September 28, 2021

August-21 % Change

10,489
6,544
6,302

242
3,945
3,399

27
35
8,033

109
8216
1.3%

238

12.10%
1.80%
2.64%

-15.97%

34.69%

37.50%
0.00%

-55.70%

21.58%



New Incentive Metrics — Beginning February 2020

e Must meet all 4/5 metrics PLUS all of Stephanie’s goals by the end of
the month for an extra TW day
o Surveys
»  Minimum of 5 surveys
= No zeroes allowed
o Breaks
= The longest break cannot exceed 20 min
o Max wait to abandon*
» Not to exceed 10 min for a single person in either the HCP or
Gen Pub groups
o Abandoned calls
» Must meet or exceed the lowest abandoned call we have had
(0.6)
o Longest wait times before answered (time-queued max)*
» Not to exceed 10 min for a single person in either the HCP or
Gen Pub Groups

Time - Max Wait to Abandon - The maximum wait time (queue + ring) of any abandoned call
during the reporting period.

Time - Queued Max — The maximum time any call spent in queue during the interval covered
by the report.

* The goal is no longer than 7 min for either group
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September Incentive Metrics

Must meet 4 out of the 5 metrics

1 2
Time - Max Wait to
Group Name | Abandon Time - Queued Max
E-GENPUB | 00:11:15 () OAGETT /o o
E - HCP 00:05:43 (V) 00:15:11 fj)
TOTAL 00:11:15 00:16:11
3 4 5
Breaks Abandoned Surveys
September 2021 call rate (minimum of 5 and
= September no zeros)
@ 2021 Q\)
1.0% SPIs w/ zero surveys — 2
4 breaks were " SPIs w/less than 5 surveys - 6
longer than 20 Q )
minutes -




