
Responsible Entity 
Accountability



Topics

• Accountability flow chart 

• Vaccine availability

• Vaccine viability

• Customer service

• Data collection

• Service with a smile

Information Source: 

2019 TVFC & ASN Operations Manual



The Evolution of the Accountability Flow Chart

2018 
Operations 
Manual



The Evolution of the Accountability Flow Chart

2019 
Operations 
Manual



Category 1. Ensure Vaccine 
Availability

• Review and approve orders on time.
• Recruitment to increase access to 

vaccines.
• TVFC/ASN clinic retention to ensure 

children can remain in their medical 
home.

• Ensure responsible entity (RE) staff 
are well versed in MSL calculations.

𝑀𝑆𝐿 =
ሻ12 𝑚𝑜𝑛𝑡ℎ𝑠 𝐷𝑜𝑠𝑒𝑠 𝐴𝑑𝑚𝑖𝑛𝑖𝑠𝑡𝑒𝑟𝑒𝑑 𝐷𝑎𝑡𝑎 (𝑡𝑜𝑡𝑎𝑙

ሻ12 (𝑡𝑜 𝑓𝑖𝑛𝑑 𝑚𝑜𝑛𝑡ℎ 𝑎𝑣𝑒𝑟𝑎𝑔𝑒
(2.5ሻ
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Category 2. Ensure Vaccine Viability 

• Review submitted temperature 
recording logs thoroughly.
• No out-of-range temperatures
• Correct documentation

• Ensure RE staff are well versed in 
vaccine storage and handling 
procedures.
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Category 3. Customer Service

• Uniform policies and clear direction.
• Provide timely customer service and 

accurate education.
• TVFC/ASN Programs
• ImmTrac2

• Provide technical assistance.
• Ensure RE staff are abiding by the 

program requirements.
• Ensure RE staff are well educated on 

the program requirements.
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Category 3. Customer Service

• RE staff attend DSHS meetings and 
actively participate.

• RE staff provide information to 
enrolled clinics as soon as released.

• RE staff are well versed in Perinatal 
Hepatitis B Program.

• RE staff are well versed in ASN 
Program.
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Category 4. Data Collection for Action and 
System Improvements

• Document USH, site visits, and AFIX 
visits accurately and on-time in PEAR 
and AFIX.

• Conduct USH, site visit, and AFIX visit 
follow-ups on-time in PEAR and AFIX

• Ensure RE staff are actively registering 
sites in the Texas Immunization 
Registry.

Pg.116



Category 4. Data Collection for Action and 
System Improvements

• Ensure RE staff are conducting Perinatal 
Hepatitis B case management.

• RE staff conduct and complete school 
and daycare:

• Audits
• Validations
• Assessments

• Ensure RE staff are conducting VPD 
surveillance in accordance with program 
requirements.

Pg.116



Service With a Smile!





15 Customer Service Skills

• Patience

• Attentiveness

• Clear communication 
skills

• Knowledge of the 
product

• Positive language

• Acting skills

• Time management skills

• Ability to ‘read’ 
customers



15 Customer Service Skills

• A calming presence

• Goal-oriented focus

• Ability to handle 
surprises

• Tenacity

• Closing ability

• Empathy

• Willingness to learn



Patience

Great service beats fast service!

• Facility personnel

• Medical personnel

• Patients

• PHRs

• Immunization Team Members



Patience

Strategies for patience:

• Breathe

• Focus

• Listen

• Deliver



Patience

Remember without patience:

• You won’t smile at customers. 

• You won’t listen carefully. 

• You won’t be courteous, polite or respectful.

• You won’t offer the best solutions. 

• You won’t deliver even the bare minimum of good 
customer service. 

Patience IS the foundation to exceptional customer 

service.



Attentiveness

The ability to really listen to customers is 
crucial for providing great service for a 
number of reasons.

• Pay attention to individual customer 
interactions:
• Tone of voice

• Delivery pace

• Mood

• Body language

• Eye contact



Clear Communication Skills

Communication is everything!

• Personalize interactions

• Avoid negative phrases

• Use positive language with a touch of empathy

• Listen closely and avoid interrupting

• Use consistent program vocabulary

• Give thorough answers to technical questions

• Make communication clear and concise



Knowledge of the Program

Knowledge is power!

• Have solid knowledge of the program

• Ensures you have the best tricks up your sleeve to 
navigate even the most complex situations.

• Builds understanding to become the strongest 
advocate of the programs.

• Read/Use the TVFC and ASN Provider Manual

• Read/use the TVFC and ASN Operations Manual



Positive Language

Language is important!

• “Happy to help!”

• “I understand how [blank] that must be.”

• “Great question, I’ll find that out for you!”

• "Nice to meet you.“

• “May I ask why that is?”

• “Thanks for bringing this to our attention / for the 
heads up!”

• “I've passed this on to our team”

• “Thank you for being our customer”



Positive Language

Example:

1.Without positive language: “I can’t get you that 

product until next month; it is back-ordered and 

unavailable at this time.”

2.With positive language: “That product will be 

available next month. I can place the order for you 

right now and make sure that it is sent to you as 

soon as it reaches our warehouse.”



Acting Skills

Great customer service will have those basic acting 
skills necessary to maintain their usual cheery 
persona in spite of dealing with people who may be 
just plain grumpy.
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Time Management

Employees who manage their time well are 
more productive, more efficient, and more 
likely to meet deadlines.

• Prioritize

• Schedule

• Keeping a To-Do List

• Rest



Ability to “Read” Customers

Be careful not to mis-read a customer and 
end up losing them due to confusion and 
miscommunication.

• Listen to the customer, even when communication 
is through email

• Clear and concise communication

• Know your audience



Ability to “Read” Customers

Example:

“I rarely use a smiley face in a support email when 
the customer’s signature includes “PhD,” for example 
— not that academics are humorless, just that “:)” 
isn’t likely to get you taken seriously by someone 
who spent five years deconstructing utopian 
undertones in nineteenth-century fictional 
autobiography.”



A Calming Presence

The best customer service knows that they 
can’t let a heated customer force them to 
lose their cool.

• It is their job to try to be the “rock” for a 
customer who thinks the world is falling down due 
to their current problem.



Goal-Oriented Focus

Strong goal orientation advocates:

• A focus on the ends that the tasks are made for 
instead of the tasks themselves and how those 
ends will affect either the person or the entire 
organization.

• What are the goals?

• How are you progressing towards them?



Ability to Handle Surprises

It’s best to be able to think on your feet ... 
but it’s even better to create guidelines for 
yourself in these sorts of situations.

• Who you should consider your “go-to” person 
when you don’t know what to do?

• What are you going to send to the people above? 

• How are you going to contact them?



Tenacity

Great 
Work Ethic

Willingness 
to do what 
needs to 
be done

Service 
that 

people talk 
about.



Tenacity

Memorable customer service stories –

• Created by a single employee who refused to just 
do the “status quo” when it came to helping 
someone out.

Remember:

Customers are people too, and knowing that putting 
in the extra effort will come back to you ten-fold 

should be your driving motivation to never “cheat” 
your customers with lazy service.



Closing Ability

Close with a customer = 
• End the conversation with confirmed customer 

satisfaction

• The customers feels that everything has been 
taking care of (or will be)

Shows the customer three very important 
things:
1.That you care about getting it right

2.That you're willing to keep going until you get it 
right

3.That the customer is the one who determines what 
“right” is.



Empathy

Definition: The ability to understand and 
share the feelings of another.

• Even when you can’t tell the customer exactly 
what they want to hear, a dose of care, concern 
and understanding will go a long way.  



Willingness to Learn

Those who don’t seek to improve what they do, 
whether it’s building products, marketing 
businesses, or helping customers, will get left behind 
by the people willing to invest in their skills.



Email Etiquette

DO:
1. Have a clear subject line

2. Use a professional salutation

3. Proofread your message

4. Reply to all emails

5. Keep private material confidential

DON’T:
1. Forget your signature

2. Use humor

3. Assume the recipient knows what you are talking about

4. Shoot from the lip

5. Overuse bold, underline, and exclamation points





Thank you!
Trish Stowe, MHA

Trish.Stowe@dshs.texas.gov

Denise Starkey, MPH, MA

Denise.Starkey@dshs.texas.gov
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