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7425 – Automated Call Distribution Systems (ACD)
Definition: 
As per COT #7425:

Automatic Call Distribution (ACD) is an application in which in-coming calls can be directed to operators depending upon availability, number of calls taken during a given period of time, etc. ACD is used to direct calls to a group of operators evenly, so that one person in a help desk or call center does not receive all the calls. Newer ACD systems offer some measure of data access with call routing taking place based upon that data.
This standard deals with the implementation and configuration of ACD devices. In some cases, they may share features with, and be used in conjunction with other voice products to further automate functions.

Rationale: 
As per COT #7425:

ACD systems were introduced to help reduce the burden upon operators and call center staff by rotating calls to alternating people, based upon changeable criteria. This helps to hold the line on or reduce the impact of high labor costs. Unfortunately, if the systems are not installed properly, they can become an impediment to the caller.
This standard is intended to highlight some of the appropriate ways to set up these systems so that the caller’s experience will be positive.  

Approved Standards: 
As per COT #7425:

All implementation and usage of an ACD system 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 specific products installed.
· Equipment currently in place can 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.

· An ACD should only be placed upon incoming customer lines. These lines frequently come into a call center or help desk environment.

· If the ACD is used in conjunction with an Automated Attendant, all standards for that product must also be followed.
Network Event Analysis:

The following is the standard for VoIP Network Event Analysis on switching gear with COT control. Any agency of the Commonwealth may use this procedure as a model. This standard covers four executable procedures, Log Utilization, Storage of snap shots, Procedure of Root Cause Analysis (RCA), and Historical retention / housekeeping. The initiator for execution of this policy resides solely with the Director of Communications.
Log Utilization: No log file should ever be erased or emptied and should never be modified. All logs are built to rolling archives, with the oldest data erased by the system once the log file fills up with data.
Storage of Snap shots: Every event shall be handled in the same manner. As soon as practical after a VoIP Network Event a new folders should be created in location got_commerce1 and named to the following standard. “mm.dd.yyyy.hh.mm.phone-unreachable”. An example would be “05.29.2008.14.12.phone-unreachable”. All logs are to be copied to the newly created folder and labeled appropriately.
Procedure of Root Cause Analysis: COT communications management team shall name a team of individuals to perform the Root Cause Analysis (RCA) for this event. This team will be allowed to view all of the data in the event folder. Should a non-consolidated agency request an RCA for one of their events, they may be charged at the then current VC-40 rate. An RCA team shall consist of no more than 3 COT staff.
Historical Retention / Housekeeping: The RCA team shall have read only access to the event folder. The COT management team of Assistant Director of Communications or above is the only staff that will be granted the ability to delete data stored in the VoIP Event Data Folder. Housekeeping for the Service Events folder: All COT management shall make a log entry in the retention log as to what data they are deleting and date of deletion.

Approved Product(s):
· Avaya Contact Center 6.0 (CC6) or higher 

Justification/Comments:
As per COT #7425:

The adoption of standards in this area is necessary to reduce expenses and improve service.  However, it must be noted that citizens have expressed dissatisfaction with the automated telephone 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 progress toward compliance to these standards.

Technical and Implementation Considerations:

As per COT #7425:

In addition to the required standards there are a number of considerations that must be reviewed for use with your system. Although these are very desirable there is no way to monitor their use.  Therefore, it is difficult to make them ‘standards.’ It is, however, very important to give consideration to these items.

1. If used in conjunction with an Auto Attendant, calls could be given to a particular individual or group of individuals for answers, based upon the caller’s needs. For example if a caller is asking for something quick and easy, the call could be directed to an attendant who could handle high volume but short duration calls. Calls requiring greater activity or research could be directed to a larger group who handle fewer calls that take longer to resolve. In this way people with simple needs can be handled faster and moved through the system so that others can get the attention they need. 

2. ACD systems generally do not interact with a caller so they are not recognized as an interference to the call process. However, they can be programmed with wait messages, expected delay timings, and other messages that can be both entertaining and informative. Many of the systems, while simple in concept, still need to be carefully implemented, especially when used in conjunction with other systems.

3. A review should take place of existing systems to obtain available management reports so that service level information can be generated. 

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. Please reference, “3415 Network Services – Enterprise & Desktop Voice Services” at (http://www.state.ky.us/kirm/it_toc.htm) for the currently defined service levels. The continued recording, review and research generated by performance monitoring will help to ensure better understanding, awareness and expertise.

The Governors Office for Technology, Office of Infrastructure Services, Division of Communication Services, Consulting and Special Projects Branch; the Office of Policy and Customer Relations, Division of Relationship Management; and the Office of Consulting and project Management, Division of Centers of Expertise, are available to assist with analysis and review of existing and future installations, as appropriate. 

Emerging Trends and Architectural Directions:

Exceptions:

Any exceptions to this standard must follow the procedures established in CHFS IT Policy #070.203.

Review Cycle:

Annually

Timeline:

Last reviewed:

8/15/15
Next review:  

8/15/16
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· COT Standard #7425 – Automated Call Distribution Systems (ACD)
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https://gotsource.ky.gov/docushare/dsweb/Get/Document-301114/
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