INTRASTAFF

Service Standards

Hours of Operations:  24 hours
Office Hours: 8:00 a.m. - 5:00 p.m. (Green Spring)
· Coordinators are available 90% of time to take your call directly between 8:00 - 5:00.

· If it is an immediate need and the coordinator is not available, the coordinator will either be beeped by the receptionist or the designated back up coordinator will handle the request.  If the coordinator is on another call, the caller may be put on hold.

· If not a same day need and the coordinator is unavailable, a message will be taken by the receptionist and the call will be returned within 1 hour from the time received.  The caller will also be asked if they would like to speak to someone else who can assist them until the coordinator is available.

· Coordinator notifies caller of potential availability and confirms within 2 hours, if immediate need, or within 24 hours, if a longer term need.

· Follow-up calls will be made to the original caller (nurse manager, unit scheduler, charge nurse within 1 hour of request receipt.  If returning a Nurse Manager call, a voice mail message will be left if she is unavailable.
· Areas are notified no later than 2 hours for all cancellations.

· E-mails are advisable for longer term staffing needs; daily needs should be called or faxed into the office.  E-mail needs to:  “IntrastaffStaffing@jhmi.edu”.

On-Call Hours: Monday - Friday, 5:00 p.m. - 8:00 a.m. / Saturday and Sunday all day

Voice Mail midnight to 5:00 a.m.

· On-Call Coordinator receives calls directly


-
information taken


-
Coordinator notifies caller of availability

· While on-call, voice mail calls are returned as soon as received between 5:00 p.m. - 12 midnight.

· Calls between midnight and 5:00 a.m. are returned by 5:15 a.m.


-
call outs and cancellations are handled first


-
other calls are handled in the order received

To reach the On-Call Coordinator, call (410) 583-2950.  
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