
Customer Service Initiative

Office of Water Quality & Air Quality Process Mapping Meetings (09/20/07)

1. What are your core hours of phone coverage?

· OAQ is 8:15-4:45
· OWQ is 8-4:30 due to early SRF meetings.
2. What happens when you are away from your desk at a meeting? on lunch? on break? before/after your work day starts? (i.e., Does somebody cover your job? Under what circumstances is it vacant? Is there always a human during business hours?)

· OAQ main desk is covered during lunch and breaks. After hours it goes to voicemail. Some of OAQ’s phones are not covered during breaks but rather goes to voicemail.
· OWQ phone rolls to AC Admin Assistant after hours because she works later than 4:45pm. Breaks are covered by a rotating schedule.

3. Who are the typical external customers (e.g., permittees, citizens)?

External customers run the gamut including legislators, law firms, local government, operators/licensees, and students.  Most callers are: 
· Complainants
· Permittees/Responsible Parties

· consultants
4. How are you contacted by external customers (e.g., phone, email, mail, fax, in-person)?
Most staff are contacted via phone however there are instances of some walk-in contact based on geographical location of where they sit (i.e., close to an aisle, near a door, etc.). Some are contacted via email or fax.
5. How often are you contacted by external customers in each of these ways?
It varies greatly depending on job responsibility and “season”. Some spend approximately 5% or less of their day on the phone with external customers, others approximately 10-20%, and others spend nearly 40-100% of their day on the phone.

6. How long are you typically on the phone with an external customer?

It varies greatly depending on job responsibility and “season”. Some spend 1 minute or less per call. Most spend 1-5 minutes per call. Some spend greater than 5 minutes per call. Complication of the call, or inability to locate technical staff, influence call duration.
7. What do you do when you are contacted by external customers (e.g, take a message, provide answers, conduct research, transfer, hang-up, track down staff)?
In general, callers have option to leave a message, to be transferred, or to leave a voice message.

8. What factors influence how you respond to external customers (i.e., what makes you decide to take a message rather than track staff down)?
9. In what ways do you treat internal customers differently than external customers?

10. How do you determine to whom to transfer external customers?

11. To whom or what telephone numbers do you most often transfer?

12. Do you remain on the line when transferring a call (to see if it goes to voice mail, is answered, or to introduce caller)?
Occasionally some remain on the line. It general, most provide phone number of where caller will be transferred or their own number to call back if the caller is not satisfied.
13. Do you follow up with the IDEM staff member to whom you transferred a call?

Very few follow-up consistently. Those that do, generally follow-up with staff (usually field staff) via email.
14. Do external customers “zero out” to you? If so, what do they ask for when they “zero out”?
Customers want a human to talk to. 
15. If somebody “zeros out” to you, do you have access to staff’s calendars and/or know why they are not answering?

Only sporadically know whether staff is in the office or not. Some staff sends an email with the schedule.
16. What do you do if an external customer asks for something or someone not in your media area?
<contained in draft flowcharts>

Typically try to figure out to whom to send caller. If unable to do so, then usually transfer to the program’s main phone line. Very few obtain the caller’s contact information, figure out who the caller should speak to, and then contact the caller with that info.

17. How do you handle non-IDEM calls?

The process is generally the same as above. Oftentimes, the agency IDEM suggested contacting kicks the call back to IDEM.
18. What protocol is used if a previously transfer call returns to you with their question still un-answered?

Most staff tries to find another person for them to talk to; otherwise they encourage the caller to leave a voice message. Rarely are calls transferred to a cell phone.
19. What would make it easier for you to do your job?
· To be made aware of hot topics and what to do.
· Easier access to tools that provide information on topics or where to direct calls/locations of applicable forms
· Staff would consistently update voice mail or calendar

· To be aware of new employees.

20. What is the hardest thing about your job?
· Downtime/No downtime
· Trying to find staff after-hours, after 3:30, or on a Friday

· “Feeling Stupid” because don’t know how to answer callers especially when no technical staff is available.

· Not knowing what questions to ask to figure out what the caller really wants.

21. Is your phone system adequate for your job? What would make it better?

· Longer phone cords or cords that do not easily unplug
· Caller ID

· Buttons labeled on phone system so can figure out how to use the phone

· Headsets or cordless phones; headsets that allow you to access more than one line
· Voice mail or phones that you can forward to other phones
22. Are you aware of other phone technology you would like investigated to help you?

23. What tools are you provided to assist you in interaction with external customers, ie locator lists, job cross training, department/branch information sessions?
Most do not attend staff meetings nor are de-briefed. OWQ have bi-weekly progress reports but are not consistent in format or level of detail.
· OAQ has a list of people in area who can talk about certain topics
· Some use locator list

24. Can you think of any technology or physical arrangement that would make it easier to provide customer service? (auto-transfer system, arrangement of reception cubes in context of area served, number of reception areas per office, in/out board to know who is available, etc..)

· Electronic messaging system similar to the way it was with Groupwise.
· Most adamantly opposed to auto-attendant phone system unless options are very general and still have ability to access a human.

· Increased or more easily-understood signage

· Some feel they are not geographically located near the staff they serve.

· Locate reception areas on both ends of the floor near the elevators and lock the other doors. (Non-IDEM employees are found wandering the floors after hours creating potential safety issues.)
Other Suggestions for Improved Customer Service

1. New employee training.
2. Ensuring the correct points of contact are on IDEM’s website
3. Using consistently clear communication, enunciation, and tone when dealing with callers

4. Verifying/correcting yellow pages/director assistance listings.
