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Subject:  Telephone Customer Service Standards
Purpose

Set the standard for acceptable telephone customer service 
Background

We must provide our customers good service when they come to our offices, when they contact us through email or other electronic media, and when they call us on the telephone.

Telephone customer service remains a challenge for us as the majority of customer service complaints we receive relate to telephone contacts. 
We believe that standardizing telephone-answering messages and setting expectations for answering and returning calls will: 
· Help the staff provide a higher level of service for customers;

· Improve response time for customers;

· Allow staff more time with customers who need or prefer face-to-face contact;

· Help staff  members prioritize their work; and

· Reduce the number of bad service complaints.
Telephone Customer Service Standards 
We require that any location with an electronic answering system or IVR (interactive voice response), including all career offices, the Employer Service Central Office, and FAPO, use the telephone options and scripts attached to this issuance. 
1. Between the hours 8:00 am and 5:00 pm, Monday through Friday, all locations must have an operator answering telephone calls.

2. Telephone operators will answer all calls to the office main number.  Callers to the office main number, including those who chose “0” for the operator, will not go to voice mail.  
3. Every staff member is responsible for returning all her/his telephone messages the same workday she/he receives the call.  

4. Each staff member must keep her/his voice mail current.  Voice mail for staff who are not absent from the office must inform callers the hours of the day the caller can expect to receive a return call.  

· For example, “I am currently with another customer.  Please leave your name and telephone number and I will return your call between 3:30 and 5:00 today.  If you are not available during those hours please tell me in your message when I can reach you.  Thank you for calling.”   

· “I am away from the office and will return on [date and time].  If you need immediate assistance please press #.”

5. Management is responsible for training and monitoring telephone operators.  

6. Supervisors are responsible for assuring that staff returns all calls each day.  This responsibility includes providing staff the time necessary to return calls. 

7. Supervisors must check at the end of each day to assure that no calls remain on any employee’s voice email.    

8. Managers and supervisors must make clear to staff that Workforce Solutions telephones are for business use.  Management will have access to each employee’s voice mail to assure that someone returns calls left for an absent employee.

9. Supervisors are responsible for assuring that voice mail is disconnected when a person is no longer employed at the location.  Until the time that the voice mail is disconnected, supervisors are responsible for assuring that someone at the location answers calls each day as promised on the voice mail. 
Action
1. All telephones must have the required messages by Friday, June 15, 2012.

2. You must have all telephones programmed to direct callers to the appropriate employee, or groups of employees, by Friday, June 15, 2012. 

3. Management must monitor staff return calls as soon as the telephones are programmed with the required messages.

Attachment

· Telephone Scripts 

Questions

Staff should ask questions of their supervisors and managers first.  Direct questions for Board staff through the electronic Q&A available for new issuances on http://wrksolutions.com.
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