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PURPOSE:
To provide instruction on how and when to activate and deactivate the IVR emergency messaging that notifies external customers that staff are unable to answer calls due to unforeseen circumstances (an evacuation).
OBJECTIVE:
· To provide the necessary direction to activate the emergency message notifying customers that staff are unable to answer calls due to an evacuation.
EVENT DRIVER:

· An evacuation of staff that answers the IVR telephone calls.
RESPONSIBILITIES:

1. The Management from each IVR area is responsible for managing the activation and deactivation of the emergency message.  When a group taking calls on the IVR system must evacuate and leave their designated work area due to unforeseen circumstances, the emergency message must be activated (if applicable) by the assigned staff.  

2. Management must assign and train a primary staff as well as two back-ups that are responsible to perform the emergency activation/deactivation process in the event of an evacuation. 

3. Form F-ODIR-1012: Emergency IVR Activation Card must be completed and updated regularly.  The card must be displayed in a visible and easily accessible area (laminated) so that the assigned staff can take the card with them when evacuating the work area to activate the emergency message.  Complete the following columns on the card:
A. Other locations internal contacts to call to notify of emergency activation – List the name and the phone number of the areas that need to be notified of the evacuation of your group (i.e. staff at SEA File Counter will need to be called to login to answer calls since the DT file counter has been evacuated).

B. Primary Staff Assigned to Activate/Deactivate – List the name of the primary staff assigned to activate/deactivate emergency message.

C. #1 Back-up Staff, #2 Back-up Staff – List the names of the first and second back-up assigned in these columns that will activate/deactivate the emergency message in the primary assigned staff’s absence.  
DETAILS: 
1. Assigned staff must make the determination if it is applicable to activate the emergency message.  If there are groups at other facilities taking calls for the evacuated group or a voicemail, it may not be necessary to activate the emergency message since the calls will be handled in the evacuated group’s absence.  
2. The emergency message will be activated at the earliest possible time once the staff activating the message is safely away from the affected area.  The emergency message will be deactivated immediately upon staff’s return to the work area and the group will resume answering IVR calls.
3. The emergency message can be activated on any type of telephone (county/non-county phone, cell phone, etc.).

4. If an area is relying upon a voicemail to handle the calls in an emergency evacuation, all staff must be logged off of the IVR system in order for the voicemail to be active.  If staff did not logoff the IVR system prior to evacuating, the emergency message should be activated.  

PROCEDURE: 

1. Activation/Deactivation Process
a. Call 602-506-1020
b. Enter assigned security code (see last page)

c. To activate, press 1

d. To deactivate, press 2
POLICIES / RELATED DOCUMENTS:
· N/A
OTHER PARTIES INVOLVED:
· N/A
TIME / VOLUME:
· As needed
FREQUENCY:
· As needed
PERFORMANCE MEASURE:
· N/A
SYSTEM ACCESS REQUIRED:
· N/A
REPORTS / FORMS:
· F-ODIR-1012: Emergency IVR Activation Card
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 areas that answer calls on the IVR system.
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