
Customer Service Initiative

Shadeland Process Mapping Meetings (10/04/07)

1. What are your core hours of phone coverage?

Phones are covered from 8:15-4:45 however sometimes they may be answered earlier or later depending on whether staff is in the office. Outside of core hours depending on which phone is called, it may roll to voice mail of somebody’s phone or just ring.
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?)

There is a schedule for phone duty. Administrative Assistants generally forward their phones to somebody else in program or sometimes to somebody outside of their program.
3. Who are the typical external customers (e.g., permittees, citizens)?

· Many businesses/permittees
· Consultants
· general citizens
· some media
4. How are you contacted by external customers (e.g., phone, email, mail, fax, in-person)?
Some programs receive faxes. Some walk-ins to drop off reports or check on permits. Calls.
5. How often are you contacted by external customers in each of these ways?
Some programs receive a lot of faxes. There are some walk-ins
6. How long are you typically on the phone with an external customer?

Most phone calls are 2-3 minutes and can be much longer depending on complexity of call. Most spend about 50-90% on the phone depending on the season and whether staff is readily available.
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)?
<see draft flowchart> 

In general, try to figure out what the caller wants and where the issue is located.
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)?
If they are very busy and they know it will take some time to track somebody down, they will just take a message, figure out where to route call, and then phone the caller back. Also, sometimes if they know an inspector is in the field, they will take a message then call the inspector on the cell phone with the message. If somebody indicates it is an ‘emergency’ or want to talk to supervisor, staff with headsets will track technical 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?

· Old locator list
· OLQ list
· post-it-notes/customized lists
· Outlook
· Yellow Pages

· Ask other staff if they know

· Rarely the state information center number or IN.gov

**these numbers are only updated when somebody tells them a number/person has changed.

*** most calls are by topic rather than by specific staff person

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)?
Most give the phone number before transferring the call. Some programs rarely remain on the line to introduce the caller or to see if staff is there to answer phone whereas other programs mostly do. Although sometimes the technical staff is so busy that they can’t take every call and it rolls to voicemail even though technical staff is in the office. Some staff with headsets have ability to walk over to technical staff’s office.
13. Do you follow up with the IDEM staff member to whom you transferred a call?

Some give their number to the caller and ask them to call back if they are having difficulty reaching staff; if so, then they’ll inquire with the technical staff. Some will follow-up via post-it-note or via e-mail.
14. Do external customers “zero out” to you? If so, what do they ask for when they “zero out”?
· To speak to 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?

In general they have access to their own program’s calendars. Some programs use an in/out board.
16. What do you do if an external customer asks for something or someone not in your media area?
<contained in draft flowcharts>

17. How do you handle non-IDEM calls?

· Most will try to find the number
18. What protocol is used if a previously transfer call returns to you with their question still un-answered?

· Try to find another person for the caller to talk to, find the supervisor, encourage them to leave a voice message, or take a message and call the staff on their cell in the field.
19. What would make it easier for you to do your job?
· Faxes received to go straight to the VFC rather than having to scan them in.

· Faster network connection so they can use tools such as IN.gov and IDEM’s website to locate information.

· A cheat sheet or summary of applicable forms for their program and exactly where to find them on IDEM’s website.

· The main Shadeland receptionist needs access to all Shadeland staff calendars.

20. What is the hardest thing about your job?
· Receiving calls that are ‘dumped’ on them because other staff don’t know where to send caller and don’t want to deal with it.
21. Is your phone system adequate for your job? What would make it better?

· Caller ID
· More compact/smaller business set so it doesn’t take up entire desk space

· Phones that are not broken (cords that stay plugged in, numbers that don’t stick)

· Voice mail that delivers messages promptly, not days later.

· Voicemail for AAs & secretaries

· Access to multiple voice mail boxes

· Cordless headsets available to all who want it

· Headsets with multiple lines

· Additional phone lines because sometimes all lines are going at once

22. Are you aware of other phone technology you would like investigated to help you?

· Would like a recording played to let the caller know all lines are busy and to remain on the line

· Would like to be able to forward voice messages outside of building to regional offices and IGCN

23. What tools are you provided to assist you in interaction with external customers, ie locator lists, job cross training, department/branch information sessions?
· There is little opportunity for cross program training. 

· Some participate in staff meetings or are debriefed.
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..)

· All are opposed to automated phone systems because they are confusing and impersonal.
· Improved physical appearance of offices, such as new carpet and additional storage space.

· More or better signage to locate elevators.

Other Suggestions for Improved Customer Service

1. To be included in IGCN events or at least informed of things. There is a general feeling of not knowing what is going on. It might be helpful if meetings were held at Shadeland rather than always at IGCN because usually have to take personal vehicle and do not receive mileage reimbursement. Not all staff are on travel status.
2. Make sure outgoing greetings are updated

3. Upgrade secretary positions to AA positions because they do the same tasks

4. Empowering the AA’s

5. Ensure the IDEM main receptionist knows where to transfer calls. Sometimes Shadeland receives calls for IGCN. 

6. Would like a clear policy on when to transfer calls to teleworking or field staff
7. Identify a method to ensure the contact information in Outlook is regularly updated

8. Identify a way to ensure the locator list is regularly updated and disbursed to staff

9. Identify a process for handling anonymous callers

10. Identify a process for when to elevate to supervisors that calls are going unreturned by staff

11. Identify a policy for dealing with difficult/abusive callers
