
Customer Service Initiative

Office of Land Quality Process Mapping Meetings (09/13/07 & 09/27/07)

1. What are your core hours of phone coverage?

Phones are covered from 8:15-4:45. Outside of those hours, the reception phones have voice mail. The west end reception area is generally covered from 8-4:30.
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?)

A scheduling system is used to cover phones on lunch or other breaks. After/before hours, phones are forwarded to a single line.
3. Who are the typical external customers (e.g., permittees, citizens)?

In general most callers are contractors, consultants, complainants and county officials (e.g., health department). Calls to reception from media or legislators most often go to the 13th floor or Bruce Palin. Most of those types of calls don’t go to reception, but rather to the project manager.
4. How are you contacted by external customers (e.g., phone, email, mail, fax, in-person)?
During certain times of the year, there are many walk-ins but usually 3/week. Otherwise, there are occasional emails, letters, and faxes. Most walk-ins are consultants.
5. How often are you contacted by external customers in each of these ways?
3-5 calls on a slow day and 7-10 calls on a busy day. Approximately 25% ask for a specific person and 75% are general calls.
6. How long are you typically on the phone with an external customer?

Time on the phone with the customer varies depending on whether the answer is known right away or whether research is conducted. Reception generally spends <1 minute for each call. Others, or more complicated calls, on average, spend about 1-5 minutes.
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)?
Typically calls are just transferred to staff because most often the callers ask for a specific person.

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)?
Some staff forward the desk phone to their cell phone when out in the field. Sometimes transfer caller to staff cell phone when out in field. Sometimes will leave a message on staff cell phone to call somebody back. Direct cell phone numbers are not given out to external customers.
9. In what ways do you treat internal customers differently than external customers?

Calls are processed the same way, but are just treated more informally.

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

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

Generally transfer most often to Shadeland UST, LUST, and UST staff.

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)?
Some stay on the line prior to completing the transfer. That decision is usually influenced by whether the caller expresses frustration in trying to reach the correct person. It is typical to provide the caller with staff’s number before beginning the transfer.
13. Do you follow up with the IDEM staff member to whom you transferred a call?

Follow-up is done sporadically. But when it does occur it is usually to find out what happened so they know the next time a similar call is received. Some only begin to follow-up when they start getting calls indicating so-and-so did not call back.
14. Do external customers “zero out” to you? If so, what do they ask for when they “zero out”?
For some, zeroing out occurs frequently; for others, infrequently. Most callers just want to speak with a human.
15. If somebody “zeros out” to you, do you have access to staff’s calendars and/or know why they are not answering?

Access to staff’s whereabouts is inconsistent. Tools most often used to locate staff whereabouts include an in/out board, a printed schedule, and Outlook calendars. In general, the receptionists do not know if staff is in or out. Sometimes reception is notified if an entire section is unavailable. 
Sometimes staff is in the office, but not answering the phone. This is typical when staff is working on a big project.

Sometimes if staff is known to be on AWS, a message will be taken and other staff identified who can answer the question. 

16. What do you do if an external customer asks for something or someone not in your media area?
<contained in draft flowcharts>

Use a locator list or website to try to figure out how to direct caller or just send the caller back to the program’s main reception number.
17. How do you handle non-IDEM calls?

Look up and provide other agency main phone number. Rarely staff figures out the number the caller first dialed and then follow-up with that number. Staff’s ability to look up non-IDEM numbers is influenced by how busy staff is. 
18. What protocol is used if a previously transferred call returns to you with their question still un-answered?

Generally, by the time a call gets to OLQ, the caller has already been transferred once so try hard to find the correct staff before transferring again. Some will also take down the name and number of the person as well as stay on the line when transferring to make sure someone picks up. 

19. What would make it easier for you to do your job?
· Knowing when staff is out sick, teleworking, or in a meeting. Require use of Outlook Calendars
· Knowing the hot topics and how to handle them

· Having one staff member in the office or somebody who is ‘on call’ to receive calls/questions as they arise.
· Regular updates of the Outlook addresses and locator list

20. What is the hardest thing about your job?
· Dealing with difficult callers
· Knowing what to do when all staff are gone

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

· Caller ID (at least at reception) so can call people back if disconnected, etc.
· Voice mail for all technical staff and maybe admin staff

· Cordless headsets/phones

· Business phones that can show if a line is busy

· Multiple voice mail greetings so you don’t have to change your voice mail daily

· Different ring tones to differentiate between internal and external calls.

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.

· Locator list
· Old directory

· OLQ phone list

· Give caller to section chief

· www.in.gov
· Outlook addresses

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..)

· Connect all the floors together. <Can anybody elaborate on this suggestion?>
· Some areas might need to be rearranged to locate staff together.

· Additional signage to direct people to correct floor or area

· Update the main directory or information at IGCN, IGCS lobbies and also in the garages and tunnels.
· Helpful to participate in staff meetings to get an idea of what is going on in the program or to be provided with meeting minutes.

· Most opposed to auto-attendant phone system unless options are very general and still have ability to access a human. Need to consider maintenance for keeping the options accurate.
Other Suggestions for Improved Customer Service

1. Having a list of other state agencies that we commonly receive calls about.
2. Learn how to find different people and agencies on www.in.gov
3. Be sure Outlook Address feature has all the data fields filled-out including program area
4. Sharing information with other programs/cross-training.

5. Clarifying whether cells phone numbers can be given out and if so, under what circumstances.

6. Ensuring the numbers on the bottom of letters that go out are accurate and notifying the person that their name will be on the letter.

7. Electronic methods for locating people or topics is fine, but there needs to be some sort of back-up system in place for when the computers crash.

8. Emphasizing teleworking staff is, in fact, working and can take calls.
