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PURPOSE:
To provide guidelines and expectations for coverage of the Interactive Voice Response (IVR) phone system for the Non-Criminal Operations staff.
OBJECTIVE:  
· This document contains guidance and expectations for IVR phone coverage, priority call practices and acceptable wait times, and the process of notification when assistance is needed.   

EVENT DRIVER:
· The Clerk’s Office receives incoming calls to one number: 602-37-CLERK (25375).   Filing counter and eFiling staff are assigned to answer incoming calls from this IVR system.  Supervisors and leads are responsible for coverage, monitoring wait times, and advising others when assistance is needed.

Filing counter and eFile staff will be available as agents to answer the following skills:

· 855 – CoC eFile, General

· 850 – CoC eFile, ECR
· 885 – CoC FileC, General

· 886 – CoC FileC, Registrar, PB, MH
· 880 – CoC FileC, Criminal (back-up)

· 854 – CoC eFile, Criminal (back-up)

Expectations:
I. Coverage: 
1. Multiple agents should be assigned to ensure appropriate coverage.
Agents assigned must be in an available Work State and log out for lunch, training and all other tasks.
2. An AUX Work State may be used only for breaks or quick (5 minutes or less) business related tasks. The AUX work State should not be used by staff for any other reason.
II. Phone Scripts: 
1. Standard file counter and eFile calls will be answered using the General       Incoming Phone Script: 
Greeting - Clerk of Court, this is [your first name].  How can I help you today?

Actively Listen 
Close – Have a nice day.
2. Transfers: 

*Blind transfers to direct numbers such as Supervisors, Leads or ITG should be avoided.
If you have clarified what the customer needs and you have determined that you must transfer them:

a. Inform the customer which department they are trying to reach and ask them to stay on the line while you transfer them.
b. Complete transfer process by connecting to correct area and releasing customer or if you do not connect to the transferred number, advise the customer that all agents on that extension are currently helping other callers and you will place them in the queue for the next available clerk to assist them.
c. If you transfer a call and it bounces back to you, offer to the options of taking a message and emailing the department to follow-up or the customer can call back.

III. Fee Collection:
*Fees paid by credit card can only be receipted by someone in the office.  Credit card information should never be written down and should only be entered directly into the Receipting system.

*Do not accept payment if the customer does not have a fee email.  Proceed to Step 2.
1. eFile calls taken by staff in office will be receipted through the cash management system followed by:

a. Search for the case number in the Clerk Review (Hold queue or regular queue) and complete the filing.

OR

b. Search for the case number in Clerk Review, Select Notes and add Receipt #1234567 
2. eFile calls answered from a remote location or when a customer has not received a fee email. 
a. Immediately email: COCPhonePayments@maricopa.gov enter Payment Waiting in the subject line and provide case #, phone # and party name in the body of the email.
b.  Advise the customer that calls are typically returned in approximately 30 minutes.

c. If call is received after 4:30pm, make a note in Clerk Review – do not reject, see COCPhonePayments mailbox.
IV. Phone Payment Mailbox:
1. The COCPhonePayments mailbox should always be monitored and calls should be returned within 30 minutes.  If you cannot reach the customer or receive a voicemail, proceed to step 4. 
2. Process payment through Cash Management System, followed by:
a. Search for the case number in the Clerk Review (Hold queue or regular queue) and complete the filing.

OR

b. Search for the case number in Clerk Review, Select Notes and add Receipt #1234567
3.  Immediately after fee collection, the email should be archived.
4.  If you cannot reach the customer or you receive a voicemail:

a. Voicemail: Leave a message: “We are calling to collect payment; we will attempt to call you again in approximately 30 minutes.
“

i. Open email, next to the subject line add time called/left message. Save.
Example: Payment waiting/3:30PM/left message

ii. Search for the case number in Clerk Review, select Notes and add: Left voicemail/3:30PM


 b.    No answer/no mailbox.

iii. Open email, next to the subject line add time called/no voicemail. Save.



Examples: Payment waiting/9:00AM/No voicemail option.

iv. Search for the case number in Clerk Review, select Notes and add: Attempt to call 9:00AM/no voicemail.

5.   Additional attempts to return calls should be made approximately every 30    minutes. Update the subject line with the time.
v. Open email, next to the subject line add the new time. Save.
Example: Payment waiting/9:00AM/left message/9:30AM

vi. Search for the case number in Clerk Review, select Notes and add: Left voicemail/3:30PM

POLICIES / RELATED DOCUMENTS:
AO2021-30
Avaya Tab- Quick Glance

PRO-DRMS-1012
OTHER PARTIES INVOLVED:

TIME / VOLUME:

· Varies
FREQUENCY:

· NA
PERFORMANCE MEASURE:

· To be determined.
SYSTEM ACCESS REQUIRED:

IVR Agent ID

S: Drive 

iCIS

Onbase 

Cash System (if applicable)

Avaya Tab (Quick Glance)

DEFINITIONS:

· IVR: Interactive Voice Response system
· Skill: A skill is a group designated to handle a certain type of call.
· CMS: Call Management System
· ACD: Automatic Call Distribution
· VDN: Vector Directory Number
· VoIP: Voice over Internet Protocol
APPLICABILITY:
This procedure applies to all employees of the Clerk of the Court.
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