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OVERVIEW 
 

Purpose 
This document serves to provide procedural guidance and resources for staff who serve as case investigators (CI), 

contact tracers (CT), outbreaks investigation (OB) or supervisor in the Howard County Health Department (HCHD) the 

Case , Contact, and Outbreak Investigation COVID Operation.   

 

Locations 
HCHD CI, CT, OB investigation work will occur primarily virtually through remote work at employee home sites and as 

necessary onsite at identified locations.    

 

Software and Technology 

• HCHD will be utilizing Salesforce software to conduct CI/CT/OB investigations 

• To request new Salesforce License:  reach out to Contact Tracing or Outbreak supervisors .     

• Tech support for Salesforce:   tracing.md@enovational.com 

• HCHD Information Technology (IT) will assist with HCHD provided equipment and services (such as: WebEx, 

Microsoft Outlook, Word, and Teams, skype, one-drive, Workday etc.) 

 

Training Resources 

It is expected that new hires will complete the training program for their positions (see Attachment A) and then submit 

completion checklist to the HCHD COVID Training Coordinator, Amy Skaggs (askaggs@howardcountymd.gov).   

 

Equipment 
Upon hire, CI/CT/OB employees will be issued necessary equipment to conduct work.  This is property of HCHD and 

should be used solely for work assignments as per  HCHD confidentiality and employment policies (employee 

handbook).  New employees will sign documentation to indicate receipt of equipment. All equipment will  be returned 

at the end of employment with HCHD. Equipment received by new hire will include: 

 HCHD Laptop 

 HCHD headset 

 Badge  

 Keycard (for supervisors only) 

 

 

Time keeping: 

All employees will be expected to log in hours worked using Workday platform. Instructions and guidance for using 

Workday will be provided by HR during orientation. Weekly timekeeping should be completed and submitted to 

supervisor by identified  weekly day/time. 

mailto:askaggs@howardcountymd.gov
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STANDARD OPERATING PROCEDURES 
 

The following are the scope of responsibilities in each of the position in the case investigation and contact tracing 

operation.   

 

1. Covid Operations Chief shall: 

a. Supervise staff in accordance to MDH policies, addressing unresolved issues/problems by end of 

shift, elevating identified issues/problems to leadership team as needed. Provide feedback to staff 

on issue/problem resolution within a timely manner.  

b. Meet regularly with Supervisor to communicate progress, challenges, anticipated needs to 

adequately perform contact tracing 

c. Provide new supervisors with training as to what to expect and what is expected of them within 

the first week of training. Communicate updates and changes to expectations and job requirements 

as soon as possible. Provide assessment and evaluation of supervisor’s management of 

expectations.  

d. Assist in management of issues/problems brought forward by supervisors  

e. Conduct weekly update meeting with supervisors\ 

f. Ensures all data reporting is completed and submitted as expected 

 

  2. Outbreak Manager  shall: 

a. Supervise Outbreak (OB) staff in accordance to MDH policies, addressing unresolved 

issues/problems by end of shift, elevating identified issues/problems to leadership team as 

needed. Provide feedback to staff on issue/problem resolution within a timely manner.   

b. Meet regularly with Supervisor to communicate progress, challenges, anticipated needs to 

adequately perform outbreak investigations 

c. Provide CD Nurse leads training for COVID outbreak management 

d. Communicate CDC and MDH updates on COVID, as shared by MDH 

e. Update staff on changes to expectations and job requirements as soon as possible 

f. Assist in management of issues/problems brought forward by Outbreak staff. 

g. Ensure outbreak staff coverage weekdays and weekends as needed 

h. Ensure medical consultant is designated daily for Outbreak team questions 

i. Coordinate testing supplies, courier, collection procedures with outbreak teams and facilities. 

j. Conduct weekly update meeting with teams as needed. 

k. Ensures all data reporting is completed and submitted as expected 

 

3. CT Nurse Supervisor  shall: 

a. Supervise staff in accordance to MDH policies, addressing unresolved issues/problems by end of shift, 

elevating identified issues/problems to leadership team as needed. Provide feedback to staff on 

issue/problem resolution within a timely manner.  

b. Meet regularly with Supervisor to communicate progress, challenges, anticipated needs to adequately 

perform contact tracing 

c. Ensure the primary hours of operations for the CT (9a-7p) are adequately staffed every day. Determine the 
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minimal acceptable staffing for a shift. 

d. Ensure a designated Nurse Supervisor is available to staff daily during 9a-7pm shift. 

e. Ensure a designated Medical Consultant is available to Nurse Supervisor daily.  

f. Ensure staff are accurately submitting work hours in Workday and approval is completed by designated 

deadlines 

g. Monitor master schedule and staff compliance with daily coverage 9am-7pm, including holidays and weekends 

and minimizing overtime unless necessary. 

h. Develop, assemble, and maintain necessary resources for CT staff within Covid Link file in OneDrive.   

i. Maintain updated contacts for staff  

ii. Maintain training resources  

iii. Maintain Careapp training materials/community resources 

iv. Develop and maintain meeting minutes/ FAQs pertinent to contact tracing  

i. Educate new staff with what to expect and what is expected of them within the first week of training.  

Provide expectation reminders and updates/changes to role and responsibilities during team huddles, 

team meetings, team emails and/or individual emails, individual meetings, and/or individual counseling.  

j. Provide initial and continued training for using salesforce software. Provide mentors for initial training in 

CI/CT/OB. (Make sure all new staff have sandbox, amazon connect(AWS dialer), and salesforce live 

access. 

k. Develop and implement daily, weekly, monthly measures to monitor each CT staff caseload and 

completion of assignments. Complete daily reports of contact tracing efforts as requested by Supervisor, 

Medical Director, Health Officer. Plan and Lead teams meetings as needed. 

l. Manage and monitor inquiries from other HCHD Divisions related to COVID contact tracing, including but 

not limited to phonebank calls/messages. Suggest and/or develop FAQs, internal processes, public 

communications to address process improvements  

m. Manage and monitor contact tracing procedures to address process improvements, such as certified letter 

process for cases, bilingual message, CovidLink templates, etc. 

 

4.Nurse Case Investigator and/or Contact Tracer shall: 

a. Work in accordance with MDH policies, identifying issues/problems and discussing with 

supervisor before end of shift. 

b. Follow current established processes for contact tracing. 

c. Meet regularly with Supervisor to communicate progress, challenges, anticipated needs to 

adequately perform contact tracing 

d. Maintain work schedule in Master schedule, including assigned weekend shifts. Any change to 

assigned weekend must be approved by supervisor 

e. Submit time regularly to Workday and Covid time tracker by set deadlines. Notify supervisor 

before incurring any overtime, any needed time off, any change in schedule. 

f. Maintain and use HCHD equipment for contact tracing. 

g. Work with Team within Covidlink system using established processes, elevating identified 

issues/problems to supervisor as needed. 

h. Attend regularly scheduled team meetings and huddles 

i. Review new updates and processes, incorporate into daily work. 
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j. Completes daily work assignment in a timely manner. 

k. Identify areas of need for cases and contacts, provide referrals as needed 

l. Mentor new hires 
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JOB ACTION SHEET 
 

JOB TITLE:   Case / Contact Nurse Supervisor  

SUPERVISOR: Director – Public Health Preparedness and Response   

PRIMARY OBJECTIVE:  Coordinates and oversees operation of the case investigators/contact tracers.  Ensures all 

case/contact investigations and calls are completed.  Completes daily report.  

 

DAILY DUTIES: 

• Provide any updated guidance or information as needed via email, Microsoft teams huddle, CovidLink file.  

• Conducts a team huddle via Microsoft Teams as needed in order share any updates or new processes, 

discusses any trends in cases or contacts, and provide any team building activities 

• Trouble shoot issues for staff 

• Escalate/refer any issues/questions identified as beyond the scope or capabilities of supervisor to the    

               leadership team 

• Assign contacts /cases to CI/CT.   

• Manage phone calls/emails/Covidlink when not providing guidance to staff 

• Collects daily summary for each CI/CT on shift.  Collates data on spreadsheet daily.  Report provided weekly to 

Maura, Elizabeth, and Renee. 

 

 

OTHER DUTIES 

• Establishes shift schedule ensuring 6 staff members are covering hours from 9a-7p Monday – Friday and 4 staff 

members 9a-7p Saturday and Sunday.  Staff members are expected to work at least every third weekend. At 

least one supervisor will be scheduled every day of the week. 

• Supervisors will work to make updates to CI/CT/OB operating procedures with the goal of streamlining 

processes and improving efficiencies and productivity. Routinely discuss any policy or procedures updates with 

operations director.  Update manual as needed; announce updates to staff.   

• Meet any new hires in person and participates in orientation.    (Note:  any in person meetings should be pre-

approved) 

• Develop and implement proficiency checklist to staff (attachment A) 

• Participate in performance reviews as outlined in proficiency checklist 

• Develop performance improvement plan (PIP) for any staff falling below proficiency standards.  

• Counsel any staff falling below the proficiency expectation. Provide copy of PIP via email and discuss with staff 

during video chat. Ensure deadlines for improvement are clearly defined and understood by staff member. 

Include Elizabeth, Renee, and Human Resources in any emails sent to staff defining PIPs.  
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JOB ACTION SHEET 
 

JOB TITLE:   Case Investigators and Contact Tracers  

SUPERVISOR:   Case Investigator Nurse Supervisor  

PRIMARY OBJECTIVE: Attempts to reach and complete all case/contact records assigned within 24 hours of                  

assignment 

 DUTIES: 

 

• Attend and participate in team huddles and meetings.   Share trends seen in calls with cases and contacts, 

describe challenges or issues that can benefit from the group discussion, offer suggestions or ideas to improve 

current processes.   

• Review CovidLink Folder in OneDrive routinely for any new updates or changes. 

• Identify and prioritize newly assigned cases and contacts for the shift. 

• Remain Logged in to COVID-Link for entire shift 

• Maintain and manage follow-up cases and contacts assigned. 

• Complete cases and contacts assigned using COVID-LINK software system and AWS dialer system. 

• Identify issues/problems/concerns and refer to supervisor on duty or team supervisor via email or Microsoft 

Teams chat. Any Case or contact problems, software or hardware issues, questions about processes, etc. all 

should be brought to the supervisor for assistance and further direction 

• Identify as soon as possible if unable to complete assigned cases/contacts for shift, notify supervisor    

               immediately. 

• Make referrals and provide resources appropriately to cases and contacts using Careapp and other resources 

provided in CovidLink folder 

• Complete daily summary at end of shift 

• If not scheduled for next shift, transfer all cases/contacts requiring follow-up to team member assigned by 

supervisor. Send summary email to team member and supervisor.  

• Meet with supervisor to review case and contact queue via Microsoft teams as requested by supervisor. 

Share screen with case and contact queues. Address any challenges.  Supervisor will discuss monitored phone 

interview. 
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NEW HIRE ORIENTATION  
In Person 

Human Resources Information 
• Mission, Vision, Core Values 

• Overview of HCHD organizational structure 
• Leadership 

• Essential Functions 
• Howard County demographics 

• Overview of policies and handbook (have 30 days to review and acknowledge after start) 
• Workday overview 

• Health Benefits 
• Leave Information 

• Payroll / paystubs 
• Timekeeping 

• HR Required Paperwork 
 

1. Introduction to Management Team 
 

2. Overview of HCHD and HCHD’s COVID Operations (Bureau Chief) 
 

3. General daily protocols/remote working/accessing information (Supervisors) 
 

4. Contact information and daily schedule- update CT/OB Team Master Schedule 
 

5. Training Process and Timeline (see attachment A) – Supervisor and Amy Skaggs (via conference) 
 ASTHO Training (pre-interview) 
 COVID-19 All-You-Need-to Know  
 CDC’s Seven (7) Contact Tracing Competencies 
 Training video COVID-Link boot camp 
 Technology Orientation (Skype, MS Teams, Microsoft 365, WebEx with Technology Solutions staff) 
 Mentors/shadowing/go live  
 Careapp orientation 

Teleconferencing 
 
6. Basics Operational Issues (with supervisors) 

 
➢ Mastering the sandbox 

 
➢ Navigating the live system 

 
➢ Reviewing processes and expectations 

 
➢ Contact information, confirming master schedule 

 
➢ Review training materials/finding resources 
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➢ Mentor program and assignments 
 
Proficiency Checklist/Assessment @ 2-week and then monthly thereafter 
 

 
1. Technology proficiency: 

a. Cares for and maintains HCHD-supplied equipment in working condition 
b. Uses HCHD-issued equipment for all COVID work tasks 
c. Able to log into web-based meetings consistently 
d. Able to log into COVID Link/Salesforce and navigate accurately within the systems 

to successfully complete assigned tasks 
e. Able to use headset 
f. Completes training, obtains access and navigates independently Careapp system 
g. Able to appropriately search Internet/HCHD files and folders/ Careapp system for resources for 

cases and contacts 
h. Able to access and use appropriately One-Drive 
i. Identify and report systems problems immediately to appropriate tech support resource 
j. Able to access Workday and enter time accurately and by pay period deadline 

 
 

2. Performance: 
a. Reports for work hours on-time and as scheduled; provides notice when unable to work 
b. Requests leave in advance 
c. Responds to emails and/or phone calls by end of work shift consistently 
d. Maintains professional working relationships with co-workers and clients 
e. Joins web-based meetings on-time consistently 
f. Demonstrates working knowledge of information required to provide  education for client’s 

health 
g. Consistently provides requested feedback/reporting outcomes by deadline. 
h. Completes assigned daily case/contact interviews consistently and reports any barriers to 

completion to supervisor as soon as possible. 
i. Completes any needed transfer of cases/contacts to another team member by end of shift using 

proper process.  
j. Completes timely follow up to ongoing case and contacts and reports any barriers to completion 

to supervisor as soon as possible. 
k. Consistently and accurately completes daily summary and outcomes report by the end of shift. 
l. Demonstrates adequate skill in obtaining case interview information when shadowed on 1 

random call weekly by Supervisor and compliance with scripted protocols.   
 
 

 
 
 
 
 
 
 
 



12   Howard County Health Department  

 
 

Tips and Suggestions from Mentor 
 

 
Things To Do That Will be Helpful  

 
 
  
  
  
  
 
 
 
  
  
  
Things to Avoid 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Suggested quick links/toolbar additions 
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Suggestions When Calling Non-English Speakers 
 
Many of our non-English speakers fall into the vulnerable and hard-to-reach populations. We recognize there are 
many barriers to reaching these populations.  Speaking comfortably to this population without or without an 
interpreter is paramount to this position.   
 

1. Understand your own comfort level and hesitations. Practice overcoming these obstacles with role-playing, 
discussions with bilingual staff, utilizing language line  

2. Recognize that the non-English speaking case or contact may have their own fears (i.e. job situation, etc.). It is 
important to find a real balance that not only allows us to gather the data but also maintain the public’s trust.  

3. Know your resources and have them readily on hand, especially if you are going to need them in another 
language. 

4. Understand that many may not answer the phone on the first contact.  Leave a message as indicated on the 
script and the majority will call back after they screen their call.    

5. If there is any indication of the language spoken in the household prior to the call, engage the language line 
prior to connecting with the case or contact 
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TIP SHEET: HOW TO HANDLE DIFFICULT CALLERS 

 

I. Quick Dos & Don’ts 

 

DOs 

 

• Start the call friendly, upbeat and cordial. 

• Empathize with caller – Try and put yourself in the caller’s situation. 

• Let the customer vent. 

• Remember not to take it personally. 

• Pay attention to the caller. 

• Speak in low calm voice. 

• Try to defuse the anger by asking questions – “How may I help you? Is there anything else I can do for you?”. 

• Try determining what the customer wants/needs. 

• Restate the callers request to ensure you have the correct information. 

• Offer Solutions - compromises and/or referrals to other resources. 

• Pass the call to a supervisor or technical professional if you are unable to assist the caller. 

 

 

DON’Ts 

 

• Hang up on the caller. 

• Interrupt the caller. 

• Get angry. 

• Argue with the customer. 

• Discount the caller’s statements. 

• Take it personally. 

 

 

Sources: 

Brower, C. (n.d.). How to Answer an Angry Caller. Retrieved August 28, 2012, from eHow: 

http://ww w.ehow .com / how _8756258_answer-caller.html 

 

Gleek, F. (2009, December 20). The Spout. 

 

Gunelius. (n.d.). Tips for Handling Angry Callers as a Virtual Call Center Agent. Retrieved August 28, 2012, from Hub 

Pages: http://susangunelius.hudpages.com/hub/Work_from_Home_Call_Center_Tips_For_Handl... 

 

Telephone Etiquette. (n.d.). Retrieved August 28, 2012, from Office Skills: 

http;//officeskills.org/telphone_etiquette.html 

 

 

http://www.ehow.com/how
http://susangunelius.hudpages.com/hub/Work_from_Home_Call_Center_Tips_For_Handl
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II. Handling Angry Callers: Utilize the 4-step HEAT technique to turn that call around * 

 

 

The four steps of the HEAT technique are Hear, Empathize, Apologize and Take Action. 

 

1. Hear: The first step in handling angry callers is just to be quiet and hear what they have to say. Many simply want to 

tell their story and feel like someone is listening to them. Just let them vent. Don’t interrupt their story and don’t add 

too many additional questions or comments at this point.  Just use some “verbal nods of the head” to show you are 

paying attention and getting all the details. Sometimes this step alone will make the caller feel better just by having a 

chance to get their story told. 

 

2.  Empathize. The next step is to show concern and empathy for their situation. If may be that your company is not 

actually at fault, but the customer may still be in an undesirable situation. Use this time to empathize with the caller, 

using phrases like “That must have been frustrating for you” or “I can see why you’re upset” along with a genuine 

empathetic tone of voice. 

 

3. Apologize. The third step involves an apology. Use “I” instead of “we” at this point to show concern and apologize 

for the situation. Again, you may have done nothing wrong, but you can still apologize for the customer’s situation and 

inconvenience. Use phrases like, “I apologize for the inconvenience” or “I am so sorry you’ve had to wait three days for 

a solution.” 

 

4. Take action. Finally, do what you can do to solve the problem. You may not have the power to give the customer 

exactly what he wants, but you should strive to do the best possible thing in your control. Giving customers a choice will 

make them feel more in control, and even if the choices are not the most desirable solution, at least they’ll have a 

choice and some control over the matter at hand. 

 

 

 

 

Source: http://www.thecallcenterschool.com/tips/handling-angry-callers/  (Accessed 9/27/12) 

 

 

http://www.thecallcenterschool.com/tips/handling-angry-callers/
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Language Line Information 
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Other Health Department Contact Information for Infectious Disease Reporting 
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Public Resources for Nonmedical Coronavirus Questions 
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