Capital Consortium
Serving Adams, Columbia, Dane, Dodge, Juneau, Richland, Sauk, and Sheboygan Counties
CALL CENTER “ON QUEUE” AND “OFF QUEUE” STATUS DESCRIPTIONS


ON QUEUE 
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In order to receive calls from the call center, an agent must go “on queue.” The “on queue” toggle is located in the upper right corner of the workspace.

The system will automatically move an agent to After Call Work (“Wrap-up”) once the caller disconnects. Agents should complete as much work as possible during the call with the client on the phone. After Call Work should be minimal, primarily reserved for case commenting.

Once After Call Work is complete, click DONE, located in the bottom-right of the After Call Work menu, allowing the next call to come in. All of these actions are completed while an agent is “on queue.”
OFF QUEUE 
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To stop receiving inbound calls, staff will move “off queue.” Staff should select the most appropriate off queue status when not assigned to the call center, based on the consortium’s approved use (see description table on page 2).

It is important to select the correct status throughout the work day as it will assist monitor team and workload team understand who is available to support consortium needs (ex. FSOD project work).

Note: CC Monitoring Team or your supervisor may email you are in any status for too long. 
ALERTS
Four statuses have system-generated alerts: After Call Work (ACW), Away, Break, and Meal.  You will receive an automated email if you are in one of these statuses for more than the allowable time.
· ACW – 10 minutes
· Away – 10 minutes
· Break – follow your county-specific instructions
· Meal – follow your county-specific instructions

	Primary Status
	Secondary Status
	Approved Use?
	Consortium Use/Definition

	Available
	
	Rare
	Default status once signed in, promptly move into the appropriate status. Occasionally used for rare project work, such as overtime.

	Busy
	Case Processing
	Daily
	Exclusive to Protected Time. 

	
	Customer Appointment Face to Face*
	County Specific
	Dane Staff - Use when assigned to OCL and actively helping a customer face-to-face (Ex. OCL). Partner Staff - follow your local procedures.

	
	Customer Appointment Phone 
	As Assigned
	Exclusive to Workload Management assignments or county-specific projects. Examples include FSOD and Consortium Projects. Also used for time completing work as assigned by your supervisor.

	
	Customer Walk In*
	County Specific
	Dane Staff - Use this status when asked to help with lobby traffic as a non-OCL assignment. Partner Staff - follow your local procedures.

	
	Extended After Call Work
	No Approved Use
	No Approved Use - no exceptions. 

	
	Lobby/Front Desk*
	County Specific
	Dane Staff - Use when working the Front Desk and while on standby for OCL customers. Partner Staff - follow your local procedures.

	
	Outbound Call
	As Assigned
	Use when instructed by Capital Leads to call back customers (ex. bilingual EBD, county-specific Child Care)

	
	Supervising
	No Approved Use
	No Approved Use, outside of leads and supervisors

	
	Technical Issues
	Rare
	Rarely used, limited to Hardware/Software issues and as directed by supervisor

	Away
	
	Daily
	Daily, but limited use. Examples are bathroom breaks and for the transition off call center (10 minutes prior to lunch and end of day).

	Break
	
	Daily
	Use when taking your county approved breaks

	Meal
	
	Daily
	Use when taking your county approved lunch

	Meeting
	
	Limited
	Use when attending approved meetings, including Thursday AM/PM meetings, meeting with your supervisor, and workgroup meetings.

	Training
	New worker training
	Limited
	New workers that have not completed training

	
	On Going Training 
	Limited
	Training outside the all staff or morning meetings

	
	Peer Mentoring/Training
	Limited
	At direction of trainers or supervisors, use if you are listening to or asked to help a new worker. 
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