Telephone Improvements Meeting

11/26/01

Present:  Wendell Followell, Bill Nowak, Vince, Dinoto, Mary Ann Hyland-Murr, Chris Carter, Dan Schwartz, and Mary Abrams 

Absent:  Harley Shelton and Rebecca Foley

An update on the Telephone Improvement Planning was provided.

Items Discussed

· A handout presented by Dan Schwartz on Telephone System Report for November 12th – 16th 2001.

· A handout presented by Vince Dinoto regarding Phone Survey

· A handout presented by Dan Schwartz on the various telephones that may be used for current phone system.  The phone that was suggested is the Power telephone – 2203 VBA 275 for $30.00 each.  Need to purchase 450 phones.

· Draft a memo on encouraging employees to return all phone calls and be friendly when return calls and send to Diane for her review and to implement.

· It was suggested that supervisors make the decision on their employees using there current personal phones   A memo will be drafted indicating certain conditions must be met in order to utilize the current phones.

· Customer Service training will start in January.

· Before deleting messages from the queue, a formal correspondence of communication will need to be sent to the immediate supervisors for offenders.  Supervisors will then address the situation to the employee.

· Train Switchboard Operators on the proper way to address callers when they have been re-routed back to the operator.

· Menu Tree to be redesigned.

· Suggested that Switchboard Operators do a tally of all incoming calls for the departments that get the most calls.  

· Dan Schwartz will do a Traffic Measurement Report to determine call volume and how long it takes for switchboard to answer a call.

· Employees will be trained on how to retrieve voice messages from home.  A cheat sheet cards  (wallet size) will be made and laminated for employees informing them on how to retrieve messages from the office and at home.

· No automated way to have the phone system to back-up automatically.

· A live database is being built for the directory and Human Resource will input/delete the information in the system as needed. 

· It was suggested that the Division Secretaries get the superset phones.  Approximately 15 supersets will be purchased.

· Dan is in the process of doing surveys on each department to determine their needs and will bring the reports back to the committee.  No processes will be implemented without approval from the committee.

· Pam to do a requisition to purchase 450 phones.

Action Items

· Draft a memo on encouraging employees to return all phone calls and be friendly when return calls and send to Diane for her review and to implement. (Chris/Dan) (Wendell will tweak).

· It was suggested that supervisors make the decision on their employees using there current personal phones   A memo will be drafted indicating certain conditions must be met in order to utilize the current phones.  (Chris) (Wendell to review)
· Customer Service training will start in January. (Mary Ann)

· Train Switchboard Operators on the proper way to address callers when they have been re-routed back to the operator. (Mary Ann)

· Suggested that Switchboard Operators do a tally of all incoming calls for the departments that get the most calls.  (Bill)

· Dan Schwartz will do a Traffic Measurement Report to determine call volume and how long it takes for switchboard to answer a call. (Dan)
· Menu Tree will be redesigned. (Wendell)

· Employees will be trained on how to retrieve voice messages from home.  A cheat sheet cards  (wallet size) will be made and laminated for employees informing them on how to retrieve messages from the office and at home. (Mary Ann)
· Purchase approximately 15 supersets (Dan)

· Surveys on each department to determine their needs are being done and a report will be brought back to the committee. (Dan)
· Pam to do a requisition to purchase 450 phones. (Bill)
· A live database is being built for the directory and Human Resource will input/delete the information in the system as needed. (Vince)
· Update the Web adding the college main phone number and address. (Vince)
· Invite Pam Besser to the next meeting (Cynthia)
The next meeting is scheduled for Monday, December 3 – 2:30 – 6th floor conference room.

Respectfully submitted:

Cynthia Graves

