Call Routing Hierarchy & Rings of Defense, Job Aid
Hierarchy Order
The phone system will go down a list of care team members looking for the person in the hierarchy who is both logged into the phone queue and available (meaning not on the phone.) 

	Order
	OPTION A
	OPTION B
	Hotline Skill
	Technical Rings of Defense (ROD)

	1
	Doctor (order in hierarchy is optional)
	Doctor (order in hierarchy is optional)
	1  Team LPN

1  Team RN

2  Flow Staff
	All hands on deck, include Flow Staff



	2
	PA/ARNP
	PA/ARNP
	
	

	3
	Team LPN
	Team LPN
	
	

	4
	Team RN
	Team LPN (from another care team)
	
	

	5
	Flow Staff (dyad first, then team flow staff)
	Team RN
	
	

	6
	Team LPN  (from another care team)
	Flow Staff (dyad first, then team flow staff)
	
	

	7
	PA/ARNP (from another team)
	PA/ARNP (from another team)
	
	

	8
	Team RN (from another team)
	Team RN (from another team)
	
	

	9
	Flow Staff (from another team)
	Flow Staff (from another team)
	
	


Depending on staffing, any staff may be filling in for one of the above roles. For example, the Team RN may serve as the Team LPN for a day.

Technical Rings of Defense

· Immediately, the queue light comes on with one patient in queue.

· Every minute, patients will hear a message while on hold that will give them the option to be routed to the appointing and messaging center, or to continue to hold for a member of their care team.

· After 3 minutes in queue, the queue lights begin to flash.

· After 5 minutes in queue, if none of the above staff are available, then the call routing will be automatically adjusted to include: 
· Any available clinical staff member who is logged in to the Rings of Defense skills

Note: Doctors will not receive ROD calls for other Doctors 

· After 10 minutes in queue, the patient will be automatically routed to the appointing center and will hear a message telling them what is happening. 

Manual Rings of Defense
· Any Team LPN is responsible for activating the manual Rings of Defense.  
· Established Thresholds for activating the Rings of Defense are:

# of Doctors
# of Queue Lights

4
≥ 2

6-10
≥ 3

11-30
≥ 5

· Each clinic will establish a way to “activate” manual Rings of Defense, such as:
· Overhead page, “Call Management”

· Verbal request to team members

· Visual signal displayed in work cell

Sample Skill Template
Example (using Option A above):
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Best Practice for Developing Skill Templates

1. Map the flow of the calls using the template

2. Walk the flow and see if skill agent routing and work cell coordinate for optimal call flow

3. Ideal to have another person walk this process with you (your AD or another COM)
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