Georgia Poison Center Meeting Agenda

April 25th, 2023

April Staff Meeting
1:30pm-4:30pm

1:30 PM — Brief Meeting Introduction — GPL, SLH

- FMLA/ Resignations/ Terminations — DB, PK, ED

- Open Positions/New Hires/ Position Changes/ Recognition — AR, KN, MV, CF, BO
1:40 pm — Medical Director Update — Robert Geller, MD

2:00 PM — GPC Operations/ IT/ Education/ Stroke Service Update —GPL, RIG, SLH, PCF

- 2023 NACCT - Alternative NAC Dosing TS Reminders
- 2023 CSPI Exam - New Clinical Guideline
- 2022 Employee Evaluations - PH Events of Significance

- PH Updates

- Water Beads Management
- Coding Reminders

- New HR Guidelines

W2W Schedule Updates
NC PCC May Meeting
REAL TTIME Update

SPI CE/ SH GOAL Stats

3:00 pm — Education Department —BO, GPL
- 2023 Education Outreach Projects
- New CE Module

3:20 pm — Information Technology Update — GPL, SH, CNP IT

- IT Ticket Reminders - Password Audits
- Recent Telestrat Quality Issues - Virus updates
- Security Risk Assessment - 00S Instances

3:40 pm — GPC Stroke Service Update —Jason Tully, MD, CSPI

4:30 pm — Meeting Adjourned

k*kk* Next Meeting TUESDAY May 30, 2023 130p-430p *****




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

TO: Ashley Gresham, Vice - President of Clinical Operations
FROM: Gaylord P. Lopez, PharmD, DABAT, Executive Director, GaPC
RE: Monthly Report April 2023

P.0O. BOX: 26066

Service
Call volume stats for April 2022 - April 2023

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

April-22
5,616
4,854
4,658

196
662
301
16

19
5,405

114
6481
1.8%

229

DATE: April 25, 2023

April-23 % Change

5,075
4,514
4,496
18
561
213
15

35
4,727

72
5966
1.2%

130

-7.99%
-7.00%
-3.48%
-90.82%
-15.26%
-29.24%
-6.25%
84.21%
-12.54%



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



April Incentive Metrics

Must meet 4 out of the 5 metrics

1 2
Time - Max Wait to
Group Name  Abandon Time - Queued Max
E- GEN PUB 00:17:41 & 00:17:41 /00
E-HCP 00:04:53 00:13:53
Breaks Abandoned Surveys

April call rate (minimum of 5 and

T April no zeros)

( 2023 {\ \)

4 breaks were SPIs w/ zero surveys — 7/

longer than 20
minutes

1.2%

. '!

SPIs w/less than 5 surveys - 12
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Human Resource Guidelines

HUMAN RESOURCE
GUIDELINES
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