Helpline Co-Management Model
The LSE Helpline is under the co-management of the Deputy Director and Executive Director.  The management duties are divided as follows:

Operational Issues:  Primary responsibility Jaye
HL schedule and individual staff schedules, including all time off requests, decisions about how to cover scheduled and unscheduled absences, and fielding any other questions related to scheduling/coverage
Decisions regarding the approach to intake if the Intake Paralegal is out

Decisions regarding whether to accept messages when intake is closed

Responding to situations involving call overload in the Helpline
Client or referral source complaints of any kind

Requests involving expenditures of any kind

Any phone, equipment or building issues

Any requested/suggested changes to the written HL procedures 
Any variations from any written policies or procedures including the Client Service Guidelines
Questions about MSHA billing, call logs, SHIP services, etc.
Covering the Deputy Director’s Helpline duties in her absence

Client Service and Quality Issues:  Primary Responsibility Kate

Contact for client emergency calls when there is not a Helpline Attorney in the Helpline 
Contact when the appropriate Area Office staff attorney can’t be reached about a new or ongoing client matter
Consult on conflict questions
Respond to questions on whether a referral to an Area Office is appropriate
Overall monitoring/improving of quality of client service

Respond to questions regarding the scope of Helpline and/or LSE client services (consulting with Jaye as needed)

Inquiries from Helpline Attorneys regarding Helpline cases taking more than 4 hours

Consult with Helpline Attorneys on difficult or unusual cases

Staff training and professional development
Covering the Executive Director’s Helpline duties in her absence

Staff Evaluations/Performance Issues

These will be handled jointly by Jaye and Kate, but initiated by Kate on the employee anniversary date.
