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INTRODUCTION.

With the introduction of the new Telephone switch and related technology it now seems the best time to formulate and implement a formal Telecommunications policy and plan for the future. 

Whilst this is not an exhaustive document it aims to set out the basic policies and Strategies to be put into place and at the same time being a living document that will evolve as we become smarter in the way we work both with the existing features of the Switch and with any additional functionality we require later.
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SERVICE LEVELS.

Service Levels are defined as the minimum commitment of service we make both to ourselves and our customers as a level of performance and to make sure we are performing on the same level other departments leading to a unified view of the Company by our customers. (All figures are based on the 2000/2001 contact centre survey )

In the case of (Company XXXX) it makes sense to split the incoming calls into 4 separate areas.

1) Main Reception

2) Ticket Office

3) Finance / Marketing

4) Others (Stadium Management, Catering etc…)

These areas we will look at one at a time.

MAIN RECEPTION

ABANDONED: Less than 2% of calls to be Abandoned during Office hours.

                          (This is to include breaks and lunch.)

ANSWERED:  90% of Calls to be Answered within 10 Seconds.

VOICEMAIL: Less than 2% of calls to go to Voicemail / IVR. 

CALLBACKS: All Voicemail messages to be called back within 30 Minutes where a

                       number has been left.

TICKET OFFICE

ABANDONED: Less than 5% of calls to be Abandoned during Office hours.

                          (This is to include breaks and lunch.)

ANSWERED:  90% of Calls to be Answered within 16 Seconds.

VOICEMAIL: Less than 5% of calls to go to Voicemail / IVR. 

CALLBACKS: All Voicemail messages to be called back within 30 Minutes where a

                       number has been left.

Finance / Marketing

ABANDONED: Less than 5% of calls to be Abandoned during Office hours.

                          (This is to include breaks and lunch.)

ANSWERED:  90% of Calls to be Answered within 20 Seconds.

VOICEMAIL: Less than 5% of calls to go to Voicemail / IVR. 

CALLBACKS: All Voicemail messages to be called back within 45 Minutes where a

                       number has been left.

STADIUM MANAGEMENT, Catering Etc..

ABANDONED: Less than 15% of calls to be Abandoned during Office hours.

                          (This is to include breaks and lunch.)

ANSWERED:  90% of Calls to be Answered within 20 Seconds.

VOICEMAIL: Less than 15% of calls to go to Voicemail. 

CALLBACKS: All Voicemail messages to be called back within 1 Hour where a

                       number has been left.

With the Stadium Management team and associated parties it is known that it is not always possible to cover offices throughout the working day. Methods for controlling call loss  can include. Call forwarding to mobile, remote voicemail access etc..

CORPORATE IMAGE.

We all appreciate the importance of  giving a consistent greeting to a customer and the allied goodwill and identity it gives us. We need to define a standard method for answering the telephone, along the lines of. “Thank you for calling (Company XXXX). My name is xxxxx how may I help.”

At the same time Voicemail greetings need to be standardised to “You have reached the extension of xxxxx at (Company XXXX), unfortunately I’m either away from my desk or on another call at the moment. If you would like to leave a message please do so or alternatively press X to return to Reception.”

VOICEMAIL POLICY

Voicemail is for the convenience of the caller, it is not to be used to ‘screen’ calls.

In addition to the Standard greeting above if anyone with voicemail access is out of  the office for more than 24hrs an ‘Out of Office Greeting’ needs to be recorded

stating when you will be back and an alternative point of contact.

In the case of holidays / long absences you should arrange for someone to clear your Voicemail every 48 Hrs and make any urgent Callbacks on your behalf. At the same time a note should be made for whoever’s voicemail has been cleared stating the Date, Time, Caller, Brief Message and if it’s been called back.

STAFF USAGE POLICY

All Staff are reminded that Telephones are for company use only. Whilst some personal use is tolerated frequent checks for abuse will be carried out.

TECHNOLOGY AND CALL ROUTING (Reporting)

At the moment very little reporting is done on the telecoms system. Proposals at the moment include.

Answered, Abandoned and Calls to voicemail reports for each department.

Outbound Dialled Number Reports for each department.

Setting up of an ACD for the Ticket Office to improve distribution of calls.

Remote error messaging.

0845 Linkline set up for Ticket Sales

0800 Linkline set up for Marketing Sales

DISASTER RECOVERY

At the moment the warning alarm on the main switch panel needs to be moved to a public area rather than in the frame room.

0845 Linkline for staff to call in the event of denial of access to the ground for any reason.

Switch recovery agreements with suppliers and Hot Site backup?

ADDITIONAL

Switch access needs to be checked for extension out dialling. This is as a fraud prevention mechanism.

GLOSSARY

ACD: Automatic Call Distribution.

          This is the method used to distribute calls on an even basis to agents waiting 

           (eg: The ticket office.) Calls on arrival are sent to either the Agent who has 

           been waiting the longest or if all agents are busy to the next available agent.

ACD Time:  

             The amount of time an Agent actually spends on the ACD Call

             (See also NACD, NACD Time and Wrap Time)

DTN: Delivery Telephone Number

              This is the number a Linkline delivers the call to. In our case an 01923

               Number.

Extension out dialling:


   A fault / loophole in a switch system whereby a malicious caller can dial 

               in from outside. Then whilst in voicemail instead of the option to go 

               back  to reception it is also possible to dial out. The costs of such an 

               intrusion can be extremely high.

IVR: Interactive Voice Response.

              This is a modified Voicemail system that allows various ‘treatments’ to

               Be applied to the call. These include leaving name and number for 

               Season ticket info to be sent, On hold music, Menu options etc…

Linkline:

               Sometimes referred to as a virtual number. These are numbers that just 

               route a call to a DTN. The most commonly used are


    0800 : Free Phone.

 
    0845 : Local Call Rate


    0870 : National Rate


    0898 : Premium Rate.

NACD : Non ACD Call.

          This is a call that has either been dialled to a DTN directly to an extension 

           Bypassing the ACD or an outbound call from a phone logged into an ACD.

NACD Time:


Time spent on a non ACD Call.

Ready Time:


Time spent waiting for a call to arrive.

Wrap Time:


Time spent completing related work after a call has finished.
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