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PURPOSE:

To provide instructions for processing credit card requests.
GENERAL INFORMATION:
Pursuant to Arizona Supreme Court Rule 123 (a) through (h), this rule is adopted to govern public access to the records of all courts and administrative offices of the judicial department of the State of Arizona.
EVENT DRIVER:

A phone call is received by a clerk who processes credit card phone requests and the customer has been greeted appropriately.
PROCEDURES: 
1. Clerk will ascertain the type of service and obtain a case number or pertinent information to determine if the service can be accomplished using OnBase. 
a. If OnBase can be used to fill the request, the clerk will inform the customer the total cost for the services (copies, certifications, mailing, etc.) by accessing the electronic images in the appropriate application. 
b. The clerk will obtain information from the customer and complete the “customer service request form” available on the “S” drive at S:\Cust_Svc\CSC Public Records Forms\Support Service E-Request Form 2. pdf. 
c. If the customer wishes to proceed, the clerk will print the documents. 
d. The customer will be asked if the credit card is in their name. If not in their name, they will be asked if they are an authorized user on the account. 
e. If they indicate they are an “authorized user”, they will need to fax or scan and e-mail authorization to the Support Service Correspondence section at (602) 506-7619 for fax or e-mail address of supportservicecorrespondence@mail.maricopa.gov. The authorization must contain the following information: 
i. Name of the card holder. 
ii. Indicate whether it is a Visa, MasterCard or American Express card. 
iii. Expiration Date of the card. 
iv. Name of the person authorized to use the card. 
v. Must state the purpose of the request (for court copies). 
vi. Must be dated and signed by the card holder. 
f. The customer will be asked to call the Credit Card line back after the fax or e-mail has been sent and received.

g. The Clerk will place the request in a “tickler file” until the authorization is received and the customer has returned the call. 
h. Using the Clerk of Court’s receipting application, the clerk will generate a receipt by entering the appropriate service fee codes, requesting the customer’s credit card information and entering the information as it is being provided over the phone by the customer. 
i. Clerks will never write this sensitive financial information down or store it at any time. 
j. The clerk will create a receipt “note” during the receipting process and capture the name and address of the customer in order to mail the documents and to refer back to if necessary. 
k. The clerk will also indicate if the service was accomplished using electronic images, using the “note type” codes. 
l. The clerk will create an envelope, place the requested documents along with a printed receipt in the mail envelope, assuring the name and address is correct (refer to the request form or receipt note) and place it in the outgoing mail basket. 
m. The faxed “authorization” will be attached to the original request form, filed and maintained for 90 days. 
2. If the service cannot be accomplished using OnBase, the following steps need to be taken: 
a. If electronic images are not available to fill the request, the clerk will inform the customer that research will be necessary to ascertain costs associated with their request, and the customer will need to call back to obtain the total cost no sooner than 72 hours – between 8:00am – 4:00pm Monday thru Friday (holidays excluded).

b. The clerk will take their name and complete the “customer service request form” available on the “S” drive at S:\Cust_Svc\CSC Public Records Forms\Support Service E-Request Form 2.pdf. 
c. The clerk will provide information as in 1d through 1e above regarding authorization of an “authorized user” on the credit card. 
d. The customer will be asked to fax or e-mail the authorization and then call the Credit Card line back no sooner than 72 hours. 
e. The clerk will then obtain the roll and frame number using CARS. 
f. The clerk will then perform the research and obtain a page count. 
g. The total cost due will be listed on the “customer service request form” and placed in a “tickler file” in the Support Service area. The faxed or e-mailed authorization will be attached. 
h. When the customer calls back, the clerk will pull the customer’s request from the “tickler file” and either perform the receipting procedure above or destroy the request, depending on the needs of the customer. 
i. If the customer’s request is still valid, the clerk will print the requested documents from file or film and place them in a mail envelope along with the receipt, assuring the name and address is correct (refer to the request form or receipt note) in the outgoing mail basket. 
j. The original request form and authorization will be filed and maintained for 90 days. 
k. If the customer does not call back within 21 calendar days from the date of the request, the request will be destroyed. 

POLICIES / RELATED DOCUMENTS:
· N/A
OTHER PARTIES INVOLVED:
· The Public
TIME / VOLUME:
· Varied
FREQUENCY:
· Daily
PERFORMANCE MEASURE:
· N/A
SYSTEM ACCESS REQUIRED:
· OnBase
REPORTS / FORMS:
· N/A
APPLICABILITY:
This procedure applies to all employees of the Clerk of the Court.
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