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PURPOSE:
· To provide instructions on how to obtain technical assistance with the Clerk of Court (COC) IVR telephone system.  
SCOPE:
· This procedure applies to all functional areas that are a part of the IVR system that handles external public telephone calls.  
· This instruction includes all equipment, software and the IVR system utilized by customers that call the Clerk’s office.  

RESPONSIBILITIES:
All COC staff are to report issues with the IVR phone system to the designated members of COC Management.  Management of an area answering IVR calls is responsible for reporting issues to the appropriate technical group (if needed) as described in this procedure.
Installations of equipment and software are shared by ITG and OET (Maricopa County Office of Enterprise Technology).  ITG installs the One-x and CMS supervisor software provided by OET on the COC computers.  OET handles the installation of the equipment and the modifications to the Avaya IVR programming. 
EVENT DRIVER:
Technical problems with existing equipment/software when it is not functioning as expected are to be reported directly to OET by the designated members of COC Management.  All other new requests for equipment or software changes will be reported by a COC Administrator to ITG for a work order to be generated for OET. Technical problems and new requests are defined below:

PROCEDURES:
1. Technical Problems:

All problems with existing equipment/software are to be reported to the OET Help Desk by designated COC Management (i.e. Supervisor, Manager, Lead, etc.). Problems affecting these areas include but are not limited to: Headsets, One-x softphone, Desk telephone, Avaya CMS supervisor software, IVR call routing, etc.  COC Management will contact the OET Help Desk as follows:

· Urgent IVR problems: Call 602-506-HELP(4357)
· Non-urgent IVR problems:  Email helpdesk@mail.maricopa.gov 
(Note: OET Help Desk email requests require additional time for processing.  If the issue necessitates quick resolution, call the OET Help Desk rather than sending an email.)
2. New Requests:
A. New requests are to be submitted by a COC Administrator to the ITG Help Desk via email to itgdesk@COSC.maricopa.gov.  Requests are defined as follows but not limited to:  Order new/replacement equipment, Set up/Remove IVR workstations, New/Replacement headsets or Telephones, Agent IDs, CMS Supervisor login IDs, CMS password resets, Accessories for headsets, etc.
B. ITG will submit a work order to OET to have the work completed.  
C. All new workstation requests to ITG must include the approval of the Deputy Director of the affected IVR area as there are ongoing costs involved with adding new workstations.    
Note:  When setting up new agents, there are existing agent IDs assigned to each group (including extra IDs for future use).  Once there are no vacant existing IDs, new ones may be requested.  Update the names of the existing IDs by following the “IVR Agent ID Reassignment” work instruction (PRO-ODIR-1009: IVR Agent ID Reassignment) in the Document Control folder in the S drive.  

POLICIES / RELATED DOCUMENTS:

· PRO-ODIR-1009: IVR Agent ID Reassignment
OTHER PARTIES INVOLVED:
· ITG

· OET

TIME / VOLUME:
· N/A
FREQUENCY:
· As Needed
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. 
· Avaya CMS Supervisor:  A computer application that supervisors login to in order to manage calls that are delivered to the agents.

· Agents:  Staff from one of the thirteen areas in the Clerk’s office that are designated to answer public telephone calls.  
· Agent ID: Unique number assigned to an employee that is designated to answer calls that are delivered to them through the Clerk’s office IVR telephone system.
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.
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