Hello All,
Here are the notes from today's Hotline All-Hands Zoom. I thought that was a great meeting, and thank you all for supporting it. Let's see how good my notes were.
 
What we did:
1) discussed what to do if signups fall short of Hotline slots. We had two ideas a) to ignore email vs phone characterization and simply take the queue, in time order. If you can't get it all done or don't want to work extra to get it all done, the remainder falls to the next day. And then we see how well that works.
b) Pay attention to email vs. phone characterization, do your assigned shift, then if there's time take on the other type of querry. And again, see how well it works.
I took a straw poll and the first pulled slightly ahead of the second, but we were pretty evenly split. There were some other thoughts on the problem:
 
- it's tough to plan ahead more than a couple of weeks, which keeps some folks from signing up when our month opens (two months ahead). It's easier if, for instance, Linda sends out a plea at the first of the month FOR THAT MONTH to fill open slots. It's not that we're not willing, it's more that we cannot accurately forecast far ahead. Alternately, we could each look ahead ourselves at the schedule on the first of the month, and take open slots then.
-there is a reticence about phones that isn't the case with emails. Notice right now 16 open May slots and 15 of them are phones. There's more to do to process phone tickets, and people can be more challenging face to face (mouth to ear?). Plus the problem of merging tickets, something we didn't need to address early on.
-maybe we could have some additional training or tutorial about phones. And maybe include a poll to see how people are feeling about phone/email in a non-threatening way (anonymous). 
At the end I asked David Petit for any new problems or solutions etc, and he went over a reminder about where to find stored cases within Freshdesk. Everybody liked the idea of more tutorials, and Georgia suggested even at every all-hands. Thanks David!
 
2)  We addressed the prophylactic use of horticultural oil per our last Gen Meeting talk from Walter Andersen Nursery. I had chatted with Leah at some length yesterday about this, and she reminds us that our charter, our job, is to help folks with the available UC IPM guidelines and materials. There is nothing in said materials about prophylactic use of any chemicals. In addition, I noted this flies in the face of our basic IPM approach as Lynn presented in part of the Insect Master Class last year: always use the least toxic, least strong, least harm-causing product possible if you have to use one at all for the pest you have identified. Better to use mechanical and cultural practices which have no ill effect on our insect populations, especially beneficials. To use horticultural oil on a schedule with no pest in the garden would be to harm any number of larval beneficials and other critters as well. It's just not what we are supposed to be recommending, especially when there is no pest present. (It does sell more product, though, and we noted WAN is currently at the edge of the ACP quarantine area, so they are understandably concerned.)
 
3)  The question of mold and mildew in the home: Susan Lenz has already given us a good written explanation (thank you Susan) which basically says there are lots of molds out there, but they are not like the garden Sooty Mold and we should not be dispensing recommendations in this area, it borders on medicine and we don't want a liability issue. (I hope I depicted that accurately). See the UT article in today's paper about misconceptions about mold.
 
Last, we had one instance of mixing a phone message with an (incoming) text. I have had that happen a total of once in real life (but not on hotline). So that's a total of two occurrences. I suggested we keep an eye out for this happening again, and maybe we can better characterize it and what to do with it.
 
I hope I captured everything accurately. Please, Leah, Linda has asked that you add these minutes to the Guide website. And I will send an update on ACP after I attend tomorrow afternoon's UC IPM session on same. Thanks to you all for your support, and for what you do for our public outreach. I noted I just put in a Speakers B report listing over 1500 "heads" of outreach, and Hotline is generally in the same ballpark as Speakers, so we are doing a very important job and our reach is broad. And it is thanks to you.
 
Your humble stand-in scribe --Cindy


