Cabinet for Health and Family Services (CHFS)
Office of Administrative & Technology Services (OATS) Standards:

Category: 7000 Access/Communications Domain

7410 - Network Services - Voice Mail (formerly CHFS #030.006)

Definition: 
As per COT #7410:
A relational database is a computer database that is organized and accessed according to relationships between data items.  In a relational database, files are referred to as “tables,” records are called “rows,” and fields or data elements are called “columns.”  In its simplest form, a relational database is a collection of data files or tables that “relate” to each other through at least one common field, such as “social security number.”  Relational databases are typically packaged and sold by software vendors as relational database management systems (RDBMS).  Relational database technology has several inherent advantages over the previous hierarchical and proprietary platforms.

Rationale: 
As per COT #7410:
The intent of voice mail implementation is to enhance the agency’s service delivery by facilitating business communication.  As agency VM devices are acquired and configured, an enterprise standard is necessary so that a common “look and feel” is presented to the public.  From a customer service perspective, VM may be the first contact a citizen has with a state employee or with a state agency.  These systems are implemented independently by various units, so it is important that installation and training is carried out in a similar fashion.  Many of the systems, while simple in concept, can become very complicated to implement, especially when used in conjunction with other systems.  This standard is intended to highlight some of the appropriate ways to configure and use voice mail so that its benefits can be fully realized.  When correctly installed and used, voice mail can substantially reduce expenses, improve employee productivity and provide better services to the public.

Approved Standard(s): 
As per COT #7410:
Compliance with this standard is required six months from approval.  All implementation and usage of Voice Mail systems must adhere to the following minimum acceptable standard.  This standard represents acceptable usage and should not adversely affect technology costs.  Adherence to this standard is expected regardless of the specific product installed. 

Effective with issuance of this standard, a moratorium on any new VM implementation or upgrade that does not follow this standard will be imposed. Existing applications must be modified within six months of issuance of this standard.  
VM equipment currently in place may continue to be used and maintained. When it has reached the end of its useful life and the cost of repair or upgrade exceeds its value, replacement should be considered. 

Employees with Voice Mail must leave a consistent, agency-defined greeting. This greeting must include instructions regarding the procedures to reach an operator or attendant, i.e., “Press zero.”  An attendant should always be available to respond to these calls. For example; “Hello. This is John Doe of the State Cabinet, I am unable to take your call at this time, but you can press zero for an attendant or leave a message at the tone. I will return your call just as soon as possible. Thank you.” 
Long agency names and obscure acronyms are to be avoided. Greetings and options should be short and to the point. All greetings must be businesslike. Avoid attempts at humor and seasonal greetings that some individuals might find offensive.  
When recording messages, speak slowly and distinctly, especially if you leave instructions or the phone number of someone else to call. Repeat the number at the conclusion of your message to give callers a chance to verify it. 

Unlimited message storage is impractical. Played and saved or unplayed messages should normally not be stored for longer than TWENTY-NINE days. Users should be aware, however, that message content may dictate longer retention if subject matter relates to an official transaction of agency business.  Users with concerns about the records retention status of messages should consult with legal staff and/or records staff of the Kentucky Department for Libraries and Archives.  

Staff must be instructed in the proper use of Voice Mail vs. e-mail. VM is best used for short messages that do not require much more than a “Yes” or “No” answer. Lengthy messages, especially ones containing a lot of detail or numeric data should normally be sent by e-mail. 

Staff should also receive training on the proper way to leave greetings and messages in voice mail.

Approved Product(s): 
As per COT #7410:
Approved products are Norstar Application Module (Northern Telecom) / Call Pilot, Octel, and Key Voice / Vertical, depending upon the currently installed PBX vendor.  These systems are currently bundled with both Voice Mail and Auto Attendant.

For best results, the Voice Mail product must be compatible with the currently installed voice system.

Justification: 
As per COT #7410:
The adoption of standards in this area is necessary to improve employee productivity, reduce expenses and improve service.  However, it must be noted that citizens have expressed dissatisfaction with the VM systems in state agencies and have registered these complaints with their state legislators.  In some cases citizens find it very frustrating to negotiate the various automated telephone options to get their issue resolved. It is feared that many may give up in frustration instead of getting the help that they may need.  Long-term expenses under these standards are not expected to be any greater than today.  However, there may be labor costs to reprogram the systems.  It will be important to measure state agency progress toward compliance with these standards.

Technical and Implementation Considerations: 
In addition to the required standards, there are a number of considerations that must be reviewed for use with each VM system. Although these are very desirable, it is impractical to monitor their use and measure progress toward implementing them. Therefore, it is difficult to adopt these as ‘standards’.  It is, however, very important to give consideration to these items.

For those individuals who frequently receive customer/client calls, it is recommended that greetings be changed frequently. That is especially true if you are out of the office for more than a day. For example, if you are going on vacation, a message could be; “Hello. This is John Doe and I will be out of the office on vacation the week of 00/00/00. During this time, I will not be able to listen to voice mail. So, if you have an urgent issue, please feel free to call XXX-XXXX for service. Thanks and have a good day.” This message will convey quickly that you are out of the office and will alert the caller to pay attention to further instructions for service if needed. 

Voice Mail should not be used for call screening. If you are in a meeting, it is permissible to use the ‘Do not disturb’ feature on your phone. However, you should remember to turn that off when your meeting is concluded. 

Every effort should be made to respond to VM messages within a 24 hour period. If a call will take time to research and answer, a call to acknowledge receipt is appropriate. 

Publicly accessed numbers (lines) can be segregated from employee numbers in larger offices. These unique phone numbers can be publicized to allow the public direct access to an attendant while employee lines can have voice mail. 

As with any standard, measuring progress toward enterprise adoption and compliance is important.  Every agency should establish expectations by publishing service levels that all employees will be asked to meet.  It is not expected that agencies will be able to comply with these service levels initially. However, it is expected that decisions regarding equipment and staffing must be made with these service levels in mind and steps taken to ensure future compliance. The ultimate objective is to offer improved service to state customers. 

Emerging Trends and Architectural Directions: 
With unified messaging & soft-phone technology, OATS / Telecommunications Branch will continue to investigate this option and similar products which may impact the VM standard.  

[bookmark: _GoBack]Exceptions:
Any exceptions to this standard must follow the procedures established in CHFS IT Policy #070.203.
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