Utilities Call Center Process AS IS

Process Owner: Tony Gipe/Katrina Coomer/Brandy Kell

This phone
number is
posted in
field locations  Call 861-0573
(lift stations) After Hours
(5pm until
8am)

Answering Service

Ask caller to call
during normal
Business Hours
or visit us on
the web or will
report to the office
next business day

Manually
forwarded to

Answering Service

(957-7832)

Call 957-7832

Hours of Operation
Monday - Friday

System automatically goes to
After Hours Message (If this is
an Emergency, hang up and dial
957-7832 or call during normal

Business Hours)

9:00 am - 5:00 pm

Customer Greeting
with Option 1 for
IVR or Option 2 to —Option 2=

9:00-5:00
M-F?

speak to a
Main representative
Customer |
Service 861-
6790 Option 1 - IVR
payments
Customer accesses
account and/or
processes payment
through the IVR, can opt
outto CSR
Note:

Answering Service

Answering Service

Verifies call is for
Sarasota County
Utilities

—»

Notifies On Call
personnel

Note:

. If current Answer Delay is 120
seconds or longer new callers
hear customer message stating
longer hold time

. Call Center has caller ID on all
phones

Call into queue
including custom

message of event

if needed

e Caller may be given the direct number of call taker if follow up to call is needed.
* A call may be escalated to Call Center Manager/Supervisor at any time.
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