PAGE  
9

INTERACTIVE VOICE RECOGNITION (IVR)

PROBLEM AREAS

AREA







PROBLEM
Albuquerque New Mexico
System inputting multiple days of leave 

              
System is inputting employees in for multiple days of leave when only one is requested.  For example, if I call in for sick leave for June 28th, the system is inputting me for 4 hours of s/l on June 28th and 4 hours of s/l on June 29th. The Local has found examples of 16 hours of sick leave being subtracted when only eight hours are requested.  Management has informed the Local that there is a ‘glitch’ in the software and states it is up to the employee to catch the error before they sign the 3971.  The Union finds out about it after the fact when the employee has been disciplined for attendance.  If the problem is in fact a software glitch, it may go beyond the Albuquerque District.
Austin, TX





Getting information and forms 







processed

In the Austin, Tx. Local - a union member recently died and his spouse is having problems with getting information or forms processed and she has run out or about to run out of money.  What should she do?  I gave her the number in Greensboro, N.C.

 

Boise Idaho
Problem with system recognizing    accents

Problems with the automated call-ins, not having a FMLA # in the system.  Employees are told to call their supervisor after getting through everything, difficulty in recognizing what you were saying (individuals with accents).

Local management did accept late calls without having to call the system.  If the system was malfunctioning, the employee would call their supervisor.  

One of the biggest complaints is the length of time it takes to get through. At certain times, employees have experienced long waits.  Local instructed them if they are on hold more than one minute to call their supervisor and have them input it manually on eRMS.  


In smaller offices in Idaho, the employees are still calling into their Postmaster/Supervisor because it is easier.

Charlotte P&DC
 System advising it can’t help


There are many problems with calling in. Local Officer personally called in with an FMLA covered condition (migraines). When called, the number went through all the questions and then it advised that it couldn't help. Another time after going through everything it advised that someone would there shortly. The officer had to recite everything to a human. She was in excruciating pain from the migraine and its effects at the same time.  

She has also timed her past call-ins and they averaged 8-10 minutes just to get through. It has taken up to 15 minutes and occasionally many of the employees in Charlotte have received busy signals for hours on end.  Many of the employees, especially clerks, can not reach their supervisors.

 

Also, the system seems to have difficulties understanding southern accents. The Local Officer had to repeat herself 4+ times before it either accepted or forced her to wait for a human. 

 

The other issues are with failure to recognize FMLA case numbers. The Local Officer contends that she has had the actual letter from the coordinator in her hand and it still couldn't recognize the number. 

 

Personally, a human, actually a PO employee, would be better.

Columbia Tennessee 
Computer sends you to a live person subjecting you to start all over again


I have had regular problems with calling in on Family Medical Leave.  Most of the time, the computer does not understand you.  After I have gone all the way through the questions, it will sometimes connect me to a live person, which you must then start all over answering the same questions again.  One time the computer started over after giving me a confirmation number and then gave me a second confirmation number.  My biggest concern is that when employees are sick and hurting, they do not feel like getting a run around on the U S Postal Service system.  We definitely need a system that works correctly and accurately at all times.   
Fort Myers P&DC 
No one answers the phone once transferred by system

You would be lucky if someone picks up the phone. The phone transfers to the floor after a few rings and then no one hears it. The phone then rings and rings and is never picked up. This occurred a few weeks ago during the last holiday. here at the BMC in Greensboro NC. Our employees have a problem getting through on the weekends. The IVR tells them to call their supervisor, whine they try to call their supervisor the phone rolls to Vehicle and they won't  accept the call, then they have to try to call back. We also have the problem with people that are going to be late, it sometimes takes you 15 minutes to get through to the computer, by that time you are now 15 minutes later.

 

 

Greensboro, NC 




Problems getting through on 







weekends

Here at the BMC in Greensboro NC. Our employees have a problem getting through on the weekends. The IVR tells them to call their supervisor, whine they try to call their supervisor the phone rolls to Vehicle and they won't accept the call, then they have to try to call back. We also have the problem with people that are going to be late, it sometimes takes you 15 minutes to get through to the computer, by that time you are now 15 minutes later.

 

 
Local 451




COP is not one of the IVR choices


Member had minor back pain on Saturday.  Didn't think it was serious so 
toughed it out.  By Monday knew that was a mistake.  She called the Supervisor, who of course dropped the ball & didn't bother writing down any of the info she gave him.  Her husband, also a member, picked up a CA-1 took it home, etc.  Her Dr. put her on bedrest for one week.  The point is, she requested COP, of course, and was told she also had to call IVR.  Apparently COP is not one of the IVR choices so her choice was the SL option.  Guess what...nobody saw to it that the conflict 
of requests was corrected & they used her SL.  It will get corrected, I'll see to that, but is it possible that COP, or any other missing options, should be added so no matter what the situation, it's covered?
 

Phoenix Metro
Employees are being AWOL’d and discipline for notifying management late

The ugliest result is that people are bounced from the call in system and then get marked as AWOL and disciplined for notifying management late

Philadelphia




Problems getting through








during weather conditions

The Philadelphia P&DC Employees can't get through when there are weather conditions in different areas of the country (like flooding) and supervisors won't take calls and AWOL employees that don't have confirmation number.  

Portland, Main
Retirement is a problem


Holding the hands of employees making the biggest decision of their life -retirement has become a nightmare.   They need the human contact. They need the exit interview face to face and a local contact person. They deserve this.
Disability retirement - I have an employee that is not capable of doing paperwork - she had a stroke in 2000 and has been working sporadically at best since - I did her paperwork - I went over to medical and retrieved all her paperwork to send to HR - I went to her Doctors with her on my day off, and I went to social security with her.  I have communicated with shared services via her case worker and e-mail - I was told that the file was complete and the case worker sent it to OPM - I was told 4-6 weeks - well it's been over two months - the employee is completely out of work and can't afford medicine She received a denial letter yesterday and I am back on line with her case worker this morning.  

Evidently something needs to be tweaked on her behalf - in the meantime management is sending her separation letters for not coming to work.  Obviously there is no communication.

Two months ago I had a disabled veteran trying to get out of here - I was back and forth with shared services - OPM and finally with our State Senators Susan Collins and Olympia Snowe I was able to get him out.  During this of course he was threatened with separation.

We are moving into a new facility July 8, 2006 next week.  This is a state of the art brand new facility all automated and we are excessing - at this time it will be internal into other crafts.  Because retirements have nothing to do with our personnel office we have no idea of who is leaving - word is 15 but we have nothing - this of course would reduce the impact to our employees -but we have no way to get that information. 

 

Portland Oregon Local 128

System malfunctions and supervisors 







can’t be reached

Maintenance employees tell me they have had the situation where the system malfunctions and they can't reach a supervisor.
 

Many have had the situation where he system takes so long they are very late before they get to work when they may only have been a minute or two late.   Others complain that they don't have a cell phone to call in when they are stuck in traffic.
 

I have had times when I was too sick to make it through all the confusing questions, or made mistakes and had to start all over again too many times to complete 
the call.  The system didn't work for me on occasions because I have to speak and couldn't be understood.
 

Another employee reports that the 
system hangs up on her when her dogs bark during a call.
 

Reno, Nevada
1.  The question referring to FMLA conditions, where they name every one of them, takes a ridiculous amount of time.  If we consider that many employees calling in have fevers and/or have such severe sore throats that they can hardly talk, the time it takes to call in is inappropriately long.


2.  As mentioned above, oftentimes the machine can't understand the sick employee.  The employee can barely talk and IVR can't understand the call.


3.  IVR does not like cell phones.  Many times the employee isn't doing anything wrong, but just the radio-type delay and talk over caused by the cell phone prevents IVR from recording the call.


4.  You can make a new call and if  you are very careful, it will take you through.  However, many employees think that they get one shot, and if the wench on the recording can't catch what they are saying, it's over.



5. Reno, has been successful in staving off discipline, if the call doesn't go thru, but the employees are good about at least leaving a message on someone's phone that the IVR didn't work and they would not be in.  Even if they leave a message on the Local President’s phone in the PEDC, local Mgt has resisted issuing discipline.  

Locally, Mgt recognizes that the system is not perfect, so even if they don't get a message until after the employee's tour, they acknowledge the attempt at a legitimate call in.  Reno has been pretty successful at avoiding discipline on APWU employees with regard to IVR.

Salt Lake City




Employees who call in are being 







AWOL’D

With in the last two weeks in Salt Lake city GMF one of our maintenance 
employees by the name of Richard Muse called in to the IVR system, he 
had his confirmation numbers for the week of call in. When he returned to work he was informed that he had been ran AWOL because they had no record of him calling in. The AWOL has been 
taken care of locally. If he had not written his confirmation numbers down and keep them we would have had a real mess trying to get this matter cleared up.

Salt Lake City Utah
Having problems with 3971's showing the wrong time you called in.  Sometimes they are showing EST instead of the MST they have in Salt Lake.
Maintenance Manager has told supervisors to refuse all calls, so people who have been referred to call a supervisor  are refused.

Other Issue is when calling in late, there is no real option so people mess up the call and told to call supervisor who then doesn't take or get the call.

Southeastern P&DC, Local 2233 

Getting the 3rd degree for being 







sick

The only problem I am aware of is that it is frustrating the way the questions are structured and it seems like your getting the third degree for being sick.  

Southern Region/ Capitol Metro (North Carolina)
Employees are told to call the 800 number and refused the call


Tacoima, Washington


System malfunction


When employee calls in the system is malfunction, and says to call your supervisor. Sometimes the employee is unable to get the supervisor because they won’t answer the phones until the start of tour and the phone rolls over to the Vehicle Operations Department. Employees are advised that call ins are not acceptable and they must call the 800 number. If they do get the supervisor they are again told they must call the 800 and refused the call.  
Employees are also complaining about spending a lot of wasted time trying to call back and forth in an attempt to call in for eight. We have had similar problems at the Plant in Tacoma

Employee complaints are as follows

1. Employees get no answer when calling the 800 number

2. System will not recognize employee ID number

3. Employee will enter FMLA case number and the system says it is not a valid number.

4.  Employee's will call in and there will be no record of the call transmitted to the supervisor.

5. System will not take information and will instruct employee to call the supervisor and no one will answer the calls directly to the plant.

 

We have addressed these issues at local L/M and management then set up and answering machine so employees who could not report in the system and could not get through to a supervisor could then leave a message.  This is now making it a 3 call requirement in these cases.

 

Tampa, Florida
Getting to disability retirement is a problem


Tampa now goes thru Greensborough NC and I can tell you it's pretty bad the computer system to get to disability retirement is all screwed up

 

There is no prompt for it unless you know ahead of time to bypass postal ease and go straight to 5 prompt

 

The only way to know this is to call local personnel and they tell you this on a recording.. but employees are not given the numbers to personnel since they are no longer supposed to exist locally..

 

Tyler, Texas




Issues with Shared Services and IVR:

 

1.  FMLA for dependent care is not listed.

2.  Work related illness is not listed.

3.  If a call in reason is not listed it is not possible to speak to a supervisor.

4.  How can an individual verify the confirmation information if a supervisor refuses to acknowledge the employee called in.

5.  When a problem occurs with the call in the system kicks you out and tells you to call your supervisor... which they can't do. 

6.  The time required to complete this process is excessive. When an employee is sick they don't need this added time on the phone jumping through hoops.

 

UNKNOWN
IVR has difficulty recognizes certain voices


Local Officer had laryngitis once and couldn't speak and it was extremely difficult for the IVR to recognize her voice. 

A dedicated phone number would be a good suggestion. Call Ins should be very simple... Under the present system you hear all the other options before you get to your request. 

Shared Services is very frustrating also. Local Officer contends that she changed her name over a year ago and her health insurance wouldn't change it without a form. However, the PO changed it, the union changed it and yet she had to call and repeat it again.

UNKNOWN 11
Numbers and passwords are problems

An Employee didn't have her employee identification number (eid #) and it was impossible to ask a question. There should be someway to be able to ask questions without the numbers and passwords. You have to enter all the info in, and then you have to repeat again when they finally come on. She was subjected to faxing a copy of her marriage license AGAIN (which she had already given to personnel when they were on site) The name was changed on all the other records except for health insurance. It took ten minutes just to ask a question.  One of the problems I am seeing is that supervisors are flagging employees and requiring documentation for an absence.  They are told at the time of call in and I personally feel that supervisors are abusing their "powers".
 
Another problem I see with the IVR system is when an employee calls in and requests FMLA Leave, all too often they are told that their case number is invalid and they are issued a new number.  A couple days later, the employee receives a packet from the Label Printing Center notifying them that they have 15 days (which I think is ridiculous) to provide updated information in order to receive protected leave. This type of game is extremely frustrating to a person who has a "Chronic Lifetime Condition" because they usually see a specialist, who is difficult to get into in a timely fashion and these specialists more often than not, charge a fee to complete the redundant paperwork for the patient.  To me, this borders on harassment, and abuse by the FMLA Coordinator.  I feel once a medical professional certifies a patient that should be the end of the hoops one should have to jump thru.  A definite abuse of power exists, and this is causing 

employees undue hardships.

UNKNOWN III




IVR does not notify FMLA 







coordinators

1-when it tells you to call your supervisor, how can you do that when you start work 1 or 2 hours before your supervisor does.

 

2-the IVR does not directly notify the FMLA coordinator of a request for FMLA protected leave, it notifies the employees supervisor then the supervisor puts it in the system and notifies the FMLA coordinator...if this is the case, the employee supervisor should approve the FMLA leave not the FMLA coordinator in accordance with all the rules and regs not to mention the national agreement.

 

3-or if the FMLA coordinator is to be involved in the approval, then the IVR should directly notify the FMLA coordinator and the FMLA coordinator should generate the PS Fm 3971 not the immediate supervisor.

 

4-the IVR should repeat back to you the type of leave you requested and the amount of hours you requested so the employee may make corrections if needed.

 

5-confirmation numbers and FMLA case numbers should be required to be on the PS Fm 3971 when it is generated by the supervisor

Wilmington, Delaware


System not user friendly

I can tell you from personal experience that using the IVR system is not user friendly.  

It takes way too long to let them know your sick or late. I have been disconnected.  I have been hung up on when the IVR could not understand my voice and forwarded me to an operator.  During several of these calls I have been over 3/4 of the way done when the system did not understand my voice (which I was loosing).  When the operator got on the line I gave them the necessary information only to be told that I had to answer each question in the order they asked me some questions can be avoid if you answered No to the first part.  One operator has hung up on me twice and refused to give me their ID number or a Manager, so I could report the problem.  

Where do we report problems with Shared Services?    I ask myself what type of customer service is Shared Services providing.

 

As a result of this wonderful service (ha ha) provided from Shared Services, I now call from  my cell phone; therefore, I have it documented when I called and how long the call takes......just in case, my boss tells me I did not call in.

 

 

