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Morning Shift Supervisor (starting at either 5a/7a)

1) UPDATE PIN MESSAGE throughout the shift, as needed.
2) REVIEW the Pending Follow-up List sent by email from the Tox Team (M-F only). Reassign these follow-ups in TS. 
3) Sign off with Night SS to Morning SS starts around 7 am.  Alternatively, the Night SS can send case/ follow-up details to the Morning SS via TEAMS.
4) Make sure current staffers are INVITED everyone on the schedule into TEAMS.  Clean up TEAMs throughout the shift (remove staffers if necessary).
5) Follow-up with Tox person on call by 8am if follow-up list has not been emailed.  Tox team will help with follow-ups M-F/ non-holidays. 
6) REASSIGN all morning and early afternoon up to and including 1400 follow-ups in ToxSentry -  Morning SS should assign follow-ups to people working 5a to 1p, including the Afternoon SS.  The Afternoon SS will absorb or redistribute per discretion to the peoples working 4p-9p.

Note: M-F, tox fellow/ resident follow-ups are to be reassigned in ToxSentry as well.  “0:05 follow-ups” should not be counted in the follow-up distribution count.   “0:01” will remain an URGENCY and can be reassigned to other SPIs or absorbed by the SS.  “0:03 for psych placement. If there are changes to the tox team follow-up list, the morning SS will need to reassigned and redistributed to the rest of the morning team and communicated to the Afternoon SS. 

7) REMIND SPI staff often via TEAMS to RECOMMEND Customer Satisfaction Surveys, CONDUCT required QA, and to COMPLETE pending follow-ups.  
8) COORDINATE break times, as needed. Share this with the group.

9) At 1pm, hand over the follow-up responsibilities to Afternoon SS.  COMMUNICATE, COMMUNICATE, COMMUNICATE!  Have a “sign-out” discussion and update the Evening SS of any follow-ups/ difficult cases that are pending and scheduled for that evening.
10) ENCOURAGE communication with other SPI staff leaving shift. End of shift communication to the SS should happen every day – “CTD, for dispo, critical pt, for labs, etc”. SPI NOTES are important too.   Use DATE and TIME feature in the SPI note.

11) [image: ]Be an alternative specialist to HANDLE difficult callers, complaints, compliments.


Afternoon Shift Supervisor (starting at 1pm)

1) UPDATE TEAMS PIN MESSAGE / 6pm VN shift change likely to occur.
2) REVIEW the Pending Follow-up List from ToxSentry. Keep the PENDING FOLLOW UP LIST open most of the SS shift.  Compare this list with all OPEN cases.
3) Sign off with Morning SS to Afternoon SS starts around 1pm.  Alternatively, the morning SS can send case/ follow-up details to the Afternoon SS via TEAMS. 
4) Make sure current staffers are INVITED everyone on the schedule into TEAMS.  Clean up TEAMs throughout the shift (remove staffers if necessary). 
5) This SS shift likely to follow-up with the tox team the most...Follow-up with Tox person on call by 2pm if no follow-ups have been completed yet; remind them personally to complete their follow-ups. 

6) DIVIDE all newly follow-ups scheduled by the morning staffers between the other Afternoon/ Evening staffers if needed. Follow-ups scheduled from 1p-3p are often absorbed by the Afternoon SS.   Cases that are left by the morning staffers are reassigned by the Afternoon SS up until 10pm.  Assign everyone scheduled 4p-9p follow-ups except for the designated Night SS. It would be reasonable for a 4p-9p staffer to get follow-ups assigned from the Afternoon SS and then again from the Night SS.   Communicate to the Night SS how many follow-ups were already assigned to the current 4p-9p staffers .  Duties should end at 9p, even if the Afternoon SS is scheduled to end before 9p (i.e 11a-7p).   

7) REMIND SPI staff often via TEAMS to RECOMMEND Customer Satisfaction Surveys, CONDUCT required QA, and to COMPLETE pending follow-ups.  
8) COORDINATE break times. Share this with the group.
9) At 9pm, hand over the follow-up responsibilities to Night SS. COMMUNICATE, COMMUNICATE, COMMUNICATE!  Have a “sign-out” discussion and update the Night SS of any follow-ups/ difficult cases that are pending and scheduled for that night/ morning.    Send a private message in teams to the Night SS.   Communicate how many follow-ups were already assigned to the current evening/night staffers. 
10) ENCOURAGE communication with other SPI staff leaving shift. End of shift communication to the SS should happen every day – “CTD, for dispo, critical pt, for labs, etc.  SPI NOTES are important too.   Use DATE and TIME feature in the SPI note. 

11) Be an alternative specialist to HANDLE difficult callers, complaints, compliments.
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Night Shift Supervisor

1) UPDATE TEAMS PIN MESSAGE / VN shift change potentially to occur. REFRESH THE NAME OF THE CHAT including date after midnight. 
2) REVIEW the Pending Follow-up List from ToxSentry, if needed. Compare this list with all OPEN cases. Keep the PENDING FOLLOW UP LIST open most of the SS shift.
3) DIVIDE all newly follow-ups scheduled by the afternoon/evening staffers scheduled after 10p to yourself and the remaining 4p-9p staffers.  It would be reasonable for a 4p-9p staffer to get follow-ups assigned from the Afternoon SS and then again from the Night SS.   Make sure the Afternoon SS communicates to the Night SS how many follow-ups were already assigned to the current 4p-9p staffers. If there are follow-ups scheduled 5a-7a before the Morning SS starts, okay to schedule the follow-up to the ~5a staffer.  
4) REMIND SPI staff often via TEAMS to RECOMMEND Customer Satisfaction Surveys, CONDUCT required QA, and to COMPLETE pending follow-ups.  
5) COORDINATE break times, as needed, and share these times with the group.  Encourage the last break of the evening/night staffers to be no later than 1 hour before EOS vs their clock-out time. 
6) By ~5am, export into Excel a NEW Pending Follow-up List from ToxSentry.  Send this list to “Toxicologists@georgiapoisoncenter.org” AND MORNING SS via email for Tox Team follow-up assignment. 
7) COMMUNICATE, COMMUNICATE, COMMUNICATE! with the 5a/7a staffer any difficult cases that are pending and scheduled for early morning, even if they are not SS for the Day Shift. Communicate to the Morning SS how many follow-ups were assigned to any morning staffer by the Night SS. 
8) ENCOURAGE communication with other SPI staff leaving shift. End of shift communication to the SS should happen every day – “CTD, for dispo, critical pt, for labs, etc.  SPI NOTES are important too.   Use DATE and TIME feature in the SPI note.

9) Be an alternative specialist to HANDLE difficult callers, complaints, compliments.
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