Standard Operating Procedure for Handling Inquiries

Prepared: December 31, 2001

By Susan Herbert

This SOP will be used to track the activities of the DLA Headquarters Safety and Health Office (DSS-EH) relative to the assistance provided to the DLA field activities. Therefore, we need field activity personnel to send their requests for assistance to us via email. A special address will be developed (see below) so we can track both the number of requests, and the number of responses. 

1. An email address (share@hq.dla.mil) that can be found on the Global Email for all safety, health and radiation inquiries from the field has been established. The email address will be called Safety, Health and Radiation Email (SHARE). The SHARE Mail will come to all DSS-EH staff. 

2. Any field activity person who wants to request information or assistance from DSS-EH will generate a request for help on the SHARE Mail address unless this is not possible. If it is not possible for them to email DSS-EH and the request is handled over the telephone, then after receiving the request, the DSS-EH staff member answering the request will write the request and response and mail it to the SHARE Mail address. Field activity personnel should call only with information that must reach DSS-EH immediately – injuries, sitreps etc. 

3. When the email is received, the DSS-EH Chief will assign the person responsible for answering the email. If he is not here, either the Safety Branch Chief or the Health Branch Chief (whichever is available) will review the email and assign someone responsible to answer it. If neither of them is here, then the next senior person in DSS-EH should decide who would answer the email. 

4. The person assigning the email must cc the DSS-EH secretary for tracking purposes. 

5. Each email request must be answered with at least an interim response within 24 hours (that is, by the next business day) from the time it was received. The answer must be provided to the originator and the SHARE Mail address list (HQ). The answer must be categorized to allow proper posting on the web site as “safety,” “health,” or “radiation.” 

6. Monthly the Safety and Health branch chiefs will review the questions to identify Frequently Asked Questions (FAQs). 

7. FAQs and answers will be posted on the DSS-EH web site under the FAQ section for safety, health, or radiation.  

8. The DSS-EH secretary will track the questions and answers. She will keep a log and assign the question a number using FY, number and letter designating Safety (S), Health (H), Radiation ®, and SH (SHIRS). (Example 2002-1-S or 2002-2-H.) She will record the number, date received, person assigned to answer, date of interim answer, date of final answer. The DSS-EH secretary will also prepare a monthly report showing the number of inquiries answered within 24 hours (1 business day) and the total number of questions. This information will be sent to the DSS-EH Management Analyst and will be entered in the Action Plan tracking software. 

9. SHIRS Help Desk email (SHIRS_Helpdesk@hq.dla.mil) will be handled the same way as SHARE Mail. 
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Safety and Health Action Plan. This SOP will be used to track DSS-E’s activities relative to these parts of the safety and health action plan:

Action 5 DSS-EH SOH Framework:

DLA HQ DSS-EH Safety & Occupational Health program managers are held accountable for achieving goals and objectives identified in the Strategic Plan (i.e., performance data are collected and compared to the goals & objectives, and a determination is made that goals are met or not met).

Activity 2: Provide ongoing support to plans, programs, and policies

INDICATOR 2: DSS-EH provides support information to field activities: right item, right place, and right time

Objective 2: Answer 100% of functional field questions within 24 hours (does not include questions regarding operation of SHIRS)

Metric 1: No. of answers to functional field questions within 24 hours / No. of functional field questions

Activity 2: Provide ongoing support to plans, programs, and policies

INDICATOR 5: DSS-EH supports field activities with emergency action expertise

Objective 1: DSS-EH adequately responds to 100% of emergency inquiries from field activities

Metric 1: No. of times DSS-EH responds to field inquiries / total No. of field inquiries

Activity 5: Improve the use of information systems to aid in delivering information to the right customers in the right form at the right time.

INDICATOR 1: Provide users with seamless information system that enables effective communication, sharing, and analysis of SOH information.

Objective 6: 100% of activity questions on the use of the SHIRS are answered within 24 hours

Metric 1: No. of questions answered within 24 hours / No. of questions.
