
	Clerk of the Court 
Internal Operating DOCUMENT
	Approved BY:  
becky steele         
	

	
	Area:  CLERK OF THE SUPERIOR COURT
Document Number: PRO-ODIR-1007
Subject:  Transferring Conference Calls with Language Line
Page: 1  of 3
	Effective Date: 09/25/2017

	
	
	Revision Level:

L.R.D.:



PURPOSE:

· To provide instructions on how to transfer conference calls in the Clerk of Court (COC) IVR telephone system when the call involves the Language Line.  
OBJECTIVE:
· To ensure that staff that receive a phone call that requires Language Line assistance properly handle forwarding the call to a different department once it has been determined that the customer was directed to the wrong phone queue.  The end goal is getting that customer to someone in the correct department who can continue the call with Language Line.
EVENT DRIVER:
A phone call requiring Language Line assistance is received, and only at that point staff determines that the customer needs help from a different department.
PROCEDURES:
1. A phone call requiring Language Line assistance is received.
2. The Language Line is contacted.  Ask your supervisor for the Language Line phone number and the Clerk’s access code if needed.
3. It is determined that the customer needs help from a different department.
4. Ask the Language Line operator to advise the customer that they need to be, and will be, transferred to a different department and to please hold.  Also ask the Language Line operator to advise the customer of the name of the department they are being transferred to and for the customer to call back for that department if they get disconnected.
5. Confirm with the Language Line operator that the customer understands and ask the Language Line operator to hang up.
6. Forward the customer call to the proper IVR group.  See TABLE-ODIR-1005: IVR Groups for the Clerk of the Superior Court.
7. The call will be placed in the proper queue to help the customer where the new department will contact the Language Line to resume the call.
POLICIES / RELATED DOCUMENTS:

· POL-ODIR-1012: Language Services policy
· TABLE-ODIR-1005: IVR Groups for the Clerk of the Superior Court
OTHER PARTIES INVOLVED:
· Public
· Language Line
TIME / VOLUME:
· N/A
FREQUENCY:
· As Needed
PERFORMANCE MEASURE:

· N/A
SYSTEM ACCESS REQUIRED:
· This instruction includes all equipment, software and the IVR system utilized by customers that call the Clerk’s office.  

REPORTS / FORMS:
· N/A
DEFINITIONS:
· IVR:  Interactive voice response system utilized by the Clerk of the Court’s office to handle the distribution and answering of external customer telephone calls.  Calls are delivered to departmental queues when customers dial the main telephone number (602)37-CLERK. 
APPLICABILITY:
This procedure applies to all management and staff that are responsible for answering calls in the IVR system in the Clerk of the Court.  This procedure applies to all functional areas that are a part of the IVR system that handles external public telephone calls.
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