CURRENT IVR PROBLEMS 11/17/09

USPS RESPONSES / APWU RESPONSE TO PS RESPONSE/ 4/6/2010

 USPS Responses @ 4/20/10 Meeting

PROBLEM #1:

4/20/10 Meeting- This is not an IVR problem, it is an issue that needs to be addressed with the Local Area People

Every time the employee calls in for the same FMLA condition, a new FMLA number is assigned.

Response to #1:

This statement is not accurate. If an employee keys in or states they already have been assigned a Case Number for an approved or pending approval FMLA condition and provide the number associated with the active case, a new number will not be assigned. However, if the employee fails to provide the case number or enters an inappropriate case number or indicates they do not know the case number, IVR will perform FMLA due diligence which may result in the creation of a new FMLA case.

It is the employee’s responsibility to use the appropriate case number. The case number is provided upon completion of the initial request for leave protection associated with a FMLA covered condition and employees are instructed to write the case number down. The case number is also imprinted on the cover letter within the FMLA packet mailed to the employee’s home of record. 

Problem #1: I don't yet have an FMLA number myself, but I know people cannot call in with the FMLA case number given to them by the FMLA coordinator and confirmed in the ERMS system.

These are the comments on the USPS responses to the IVR questions from the New Jersey NDC.  (Note: We are part of NY Metro Area Postal Union, which encompasses NYC, the Bronx, the NJ NDC and NJ DVD.  They may have additional or different comments.)
#1 They say that if you have a current FMLA case on file, all you have to do is put in the number.  However, employees tell us that the system sometimes fails to recognize the number.  Sometimes we can have the supervisor correct this after the fact by e-mailing the FMLA Coordinator with the FMLA Case number.  Most times, they are sent new FMLA paperwork and a new case number and it becomes very confused

Problem 1- true Gerald M. Havens

Springfield, MO T-3 Steward
PROBLEM #2:

4/20/10 Meeting-This is a Local Labor Management issue, not an IVR issue. The system only states: 1) You may be required or 2) You will be required. Only the supervisor makes that decision. 

Employees, whether they are on restricted sick leave or not, are generically being advised that their supervisor MAY be requesting documentation.  Then if the employee comes in, they are being told that they were advised at the time of the call to provide documentation.

Response to #2a:

This statement is not accurate.  IVR advises employees “Please be aware that upon your return to work, you may be required to explain your unscheduled absence.” Except when the Supervisor has instructed the system to advise the employee; 

Acceptable documentation is required because you are on restricted sick leave.

Acceptable documentation is required because your total leave request exceeds three scheduled work days.

Acceptable documentation is required because your supervisor deems it desirable.

Problem # 2, Response 2a:  The quote by the postal service is at the beginning of the process.  Near the end of the call, the system says "You may be required to provide documentation as deemed appropriate by your supervisor."

From the New Jersey NDC.  (Note: We are part of NY Metro Area Postal Union, which encompasses NYC, the Bronx, the NJ NDC and NJ DVD.  They may have additional or different comments.) 

#2 There is widespread improper use of the DEEMS desirable option in eRMS.This is used instead of going through the process of Restricted Sick Leave.  In many cases, all employees who call in get the recording that “The supervisor deems it desirable. . .”  We had made a packet for the stewards based on Greg Bell’s correspondence to management, an article in our Local NYMAPU “Union Mail,” and a Mail Handlers Union pre-arb in this installation.  It stopped for a short while, but now is surfacing again, especially in certain departments.  Since there is no “Deems Desirable list” similar to the “Sick Leave Restriction list,” it varies from supervisor to supervisor. 

Problem 2 and 2b- true 

Gerald M. Havens
Springfield, MO T-3 Steward
There appears to be no distinction from an employee who was flagged in the system.  For example, if an employee was flagged in the system because he/she asked for annual leave on Superbowl Sunday and was denied, then they would be flagged.  How is an employee to know if the same generic message is on the computer?

Response to #2b:

4/20/10 Meeting -The system is only stating that you ‘MAY’ be required to document.

This statement is not accurate. There is no programmed relationship within IVR or eRMS which associates denied leave and statements made by IVR to employees. However, Supervisors may use eRMS to enable IVR to notify the employee:

· Acceptable documentation is required because you are on restricted sick leave.

· Acceptable documentation is required because your total leave request exceeds three scheduled work days.

Acceptable documentation is required because your supervisor deems it desirable.

 Question # 2 is not accurate in the postal service’s response.  The response does not say anything about restricted sick leave.  The response is. ( I am paraphrasing the exact language. )  Upon your return to work you are required to bring medical documentation to support this absence.   There is not anything said about because you are on restricted sick leave. All a manager has to do is check a box under your name on the program and it tells you to bring that information in. Managers have done it to me just to make me bring in documentation because they were mad at me. I have never been on restricted sick leave my entire postal career.  

 

Management in Fort Smith, Arkansas orders employees to call in to the IVR program for everything. We had one employee that was injured on the job. Management told her that they did not have any work for her and then made her call in to the IVR every week. We had to grieve that and finally got them to stop in a pre- arb settlement.

 

 

I am a maintenance advocate.  I have a case in Oklahoma City May 11, 2010 the grievant received a letter of warning because he called in the IVR program and was told he might have to bring documentation had did not go to the doctor for his illness. Management told him to bring documentation and when he did not bring it they charged him with AWOL.

 

Problem 2 and 2b- true Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #3:

4/20/10 Meeting, Barry will check to see if the system shows partial responses, or if it maintains records of all call ins.

NBA Vance Zimmerman has a situation with an employee who was injured on duty.  The employee’s name is William Jackson out of Dayton, Ohio.  The Postal Service sent him for a fitness-for-duty and their doctor contends that he is fit-for-duty.  Under the IVR when he calls in the system asks if this is an injury-on-duty.  It tells him to call his supervisor.  The supervisor says it’s not an injury-on-duty per the Postal Service doctor, and he is unable to secure proof that he calls in. 

Response to #3:

4/20/10 Meeting- The system is not set up for injury request, employees will have to go through supervisor

The contention as to whether the employee is in an injured on duty status or not must be resolved at the local level. However, IVR was designed to process leave requests associated with non-job illness or injury, or emergency. At the beginning of each call, IVR states, “This is the unscheduled leave request system for non-job related illness or emergencies.  For other leave requests, call your supervisor….” 

While IVR does accept leave requests associated with a FMLA protected condition, at this time IVR should not be used to request leave related to a job-related illness or injury.

Problem #3:  

4/20/10 Meeting- This is a Local Labor Management issue, not IVR

The postal doctor does not get to decide whether an injury is or is not job related.  That determination is for OWCP and OWCP alone.
From the New Jersey NDC.  (Note: We are part of NY Metro Area Postal Union, which encompasses NYC, the Bronx, the NJ NDC and NJ DVD.  They may have additional or different comments.) 

#3 In this facility, the instruction to “call your supervisor” is useless. There is no phone number to call other than the 800 number.  Some people call the union and ask us to give a message.  Some call friends on a cell phone.  Some call the manager’s office and the clerks in there tell them that they can’t take an attendance message, etc.   This is especially a problem for Injury Comp cases.  The system will not accept calls regarding IODs.  However, there is no way to call the supervisor. The protocol was that injured employees were given the number of the District Postal Injury Compensation Office.  The person there would act as the liason between OWCP and the post office.  They would e-mail the injured employee’s supervisor as to whether the absence was covered by COP, LWOP Code 49, SL, AL, etc.  However, some employees (especially on the night tours, in transportation, etc.) were never given this information and their leave was messed up.  (This is getting worse not better as the supervisors are now supposed to handle a lot of this stuff on line and don’t know what they are doing.)  But as far as the call-in system goes, the only instruction remains to “call your supervisor.”

Problem 3- I don't know Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #4:

4/20/10 Meeting- Barry stated that he ran two (2) tests with HQ & Minnesota and the system worked without any problems. If the system hangs up even with the key pad, it is apparently picking up on some background noise which cannot be prevented. There are only two options at this time: Key pad or voice activated which both can pick up on background noise.

According to:

Jon Grumet

Maintenance Craft Director, Denver, CO NDC

Since the inception of IVR the system it has been riddled with problems.  The most current malfunctions are when you prompt the system for the date of call in by saying “today” it doesn’t understand and hangs up on you causing the employee to restart the whole call in process.

Response to #4:

This statement is not accurate. IVR prompts the user, “…say Today if your leave starts today, or the begin date of your leave” then repeats the caller’s response

Problem #4:  It is true that the system says, “…say Today if your leave starts today, or the begin date of your leave.”  The problem is that a response of "Today" is usually not accepted.  Then, even after using the keypad to input the date, the system hangs up.  This happened to me twice in a row about 6 weeks ago.

4/20/10 Meeting- Correct, managers do have access via the Lite Blue (web site) The Union can request this access which may be possible.

From the New Jersey NDC.  (Note: We are part of NY Metro Area Postal Union, which encompasses NYC, the Bronx, the NJ NDC and NJ DVD.  They may have additional or different comments.) 

#4 We have received complaints that the system does not work at all on the off tours, on holidays, on Sundays, etc.  One Labor Relations Specialist informed the steward that absences can be reported on line if you have a computer and know how to do that.  Apparently managers use this all the time, but we have never been informed of this officially and there is no requirement that people have access to the internet at home. 

Problem 4- true Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #5:

4/20/10 Meeting- The Project Manager is aware of some complaints and has done some modifications. If there is a problem with dialect the system will send you to a live person. The system is capable of understanding various dialects, however.

According to:

Jon Grumet

Maintenance Craft Director, Denver, CO NDC

The system also has problems comprehending basic language and delays the process as well.

Response to #5:

This statement is not accurate. IVR successfully addresses over 3 million requests for unscheduled leave per year. 

Problem #5:  The system does not recognize common language.  It does not generally recognize "Transportation problem", "My own condition", and almost never recognizes, "Today".  It does not matter whether I use a land line or my cell phone.  The problems are extra bad on Sundays.

From the New Jersey NDC.  (Note: We are part of NY Metro Area Postal Union, which encompasses NYC, the Bronx, the NJ NDC and NJ DVD.  They may have additional or different comments.) 
#5 If you have any type of accent, the system often misunderstands or hangs up.  The response that background noise confuses the system means that you can’t call from a hospital, doctor’s office, home with small children, etc.  This is absurd. 
Problem 5- The system has MANY problems understanding speech. Their response doesn't address the question. I have had to call more than once on several occasions because it doesn't understand or understands something you didn't say. I have also been charged A\L when I said sick.

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #6:

According to:

John Grumet

Maintenance Craft Director, Denver, CO NDC

The system is down for maintenance during tour change hours.  This task would be better scheduled during work hours and not during common start times.

Response to #6:

This statement is not accurate. IVR uses a redundant system.  Should the primary IVR sever go down, the back-up service immediately begins to respond to calls. However, IVR does use down scripting, informing employees to contact their supervisor, when it is unable to communication with eRMS. Although this rarely occurs, through the 24 hour per day 7 days per week operating period, beginning October 1, 2009 through March 30, 2010, IVR has incurred 37 minutes of downtime. These system outages were the result of scheduled eRMS maintenance. 

Problem 6- I don't know
In regards to the following:
PROBLEM #6:
According to:

John Grumet

Maintenance Craft Director, Denver, CO NDC

The system is down for maintenance during tour change hours.  This task would be better scheduled during work hours and not during common start times.

 

Response to #6:

This statement is not accurate. IVR uses a redundant system.  Should the primary IVR sever go down, the back-up service immediately begins to respond to calls. However, IVR does use down scripting, informing employees to contact their supervisor, when it is unable to communication with eRMS. Although this rarely occurs, through the 24 hour per day 7 days per week operating period, beginning October 1, 2009 through March 30, 2010, IVR has incurred 37 minutes of downtime. These system outages were the result of scheduled eRMS maintenance. 

In regards to the following:
PROBLEM #6:
According to:

John Grumet

Maintenance Craft Director, Denver, CO NDC

The system is down for maintenance during tour change hours.  This task would be better scheduled during work hours and not during common start times.

 

Response to #6:

This statement is not accurate. IVR uses a redundant system.  Should the primary IVR sever go down, the back-up service immediately begins to respond to calls. However, IVR does use down scripting, informing employees to contact their supervisor, when it is unable to communication with eRMS. Although this rarely occurs, through the 24 hour per day 7 days per week operating period, beginning October 1, 2009 through March 30, 2010, IVR has incurred 37 minutes of downtime. These system outages were the result of scheduled eRMS maintenance. 
 

* I have, on a couple of occasions, had the IVR system tell me the system was down ( I think it said it was undergoing maintenance) and to call my supervisor.  These events only happened on a Saturday night, no other time.
Joe Ramey, Maintenance Steward Louisville Local 4.

Problem #6:  I must have called only during those 37 minutes.  I have called many times and been told to call my supervisor.  The problem is, I know my supervisor is not there when I am calling. 

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #7:

According to:

Bob Patterson

President

Salem Area Local #604

The entire Portland District is under eRMS and IVR, except for Level-18 offices and below, so I am told.  That said, the system itself is frequently down, callers get dropped and have to make redundant calls, it is time consuming (which is aggravating for those employees who are quite ill and don’t feel up to the 20-question barrage of questions), and the IVR is not well tuned to those employees who have pronounced accents, such as the many Hispanics, Russians, Slavs, and Asian-Americans that work for the Postal Service in the NW region.  God forbid that you be hard-of-hearing, but not necessarily deaf or hearing-impaired.

Response to #7a:

This statement is not accurate. IVR can process calls for over 10,000 employees simultaneously. IVR is also capable of understanding regional dialects. IVR allows callers to respond to prompts by using the key pad on their telephone. Hearing impaired employees are provided with a separate toll free number, where a call center agent responds using a TTY machine. Hearing impaired employees are asked similar questions to those existing in IVR.

The most significant problem with the IVR system, however, which leads to the most grievance entanglements (the ones that I most often deal with and which I’m currently involved with), is the fact that local postmasters, managers, and supervisors have reporting procedures.  In short, these local PMs and managers require to the point of discipline that employees make as many as two or three calls when calling in for each sick leave instance, FMLA absences and/or emergency annual leave.

Problem 7- I don't know. Local issue 

Gerald M. Havens Springfield, MO T-3 Steward

Response to #7b:

While IVR is cited, this issue must be addressed locally. 

It’s not enough that the ill or injured employee follow the IVR procedures and call in to IVR, consistent with the eRMS/RMD system.  Once the employee has accomplished that process, the employee is then required to phone their immediate supervisor (postmaster or station manager) with a “follow up” phone call to replicate the procedure.  This is so the PM/Manager/Supervisor will also have “timely” notification of the call in and can then subject the employee to yet another round of questioning.  This follow-up phone call quite often is required to be made on the manager’s personal or USPS cell phone within moments of the employee having called the IVR.

Problem #7:  Addressed elsewhere.
Response to #7c:

While IVR is cited, this issue must be addressed locally. 

Ostensibly this is “operationally necessary” as one of the many flaws of the eRMS/IVR system is that it didn’t make allowances for early report times and for various PMs and managers to respond to back-staffing for those employees who would call in sick.  As an example: An employee is to report to work at 0600.  Calls IVR at 0500, but now has to call her station manager (who normally wouldn’t report until 0700), so the Manager can make arrangements for a replacement employee.  But, if the employee can’t contact the station manager, he now has to call yet another supervisor in hopes of letting that supervisor know the problem --- and so forth.

Response to #7d:

While IVR is cited, this issue must be addressed locally. 

If, however, the manager (or other supervisor) is not available and the employee made the “courtesy call” to the post office, station or unit and provided the follow-up call to another craft employee; the employee calling in will regularly and routinely receive a return call from the unit manager to either confirm the employee’s illness and/or to press the issue and yet again engage the employee in the redundant round of questioning.  It’s usually at this point that the employee is “instructed” to bring in medical documentation, which if it were a righteous request, could have been made during the IVR prompt.

Response to #7e:

While IVR is cited, this issue must be addressed locally. 
The “personal policies”, of course, run afoul of established USPS policy and are a direct concession by local PMs and managers that both eRMS and IVR is a flawed system, does not work, and more importantly inhibits local operations, especially as it relates to staffing early AM opening units.  If and when employees either fail to or refuse to produce the “follow-up” phone call to their managers consistent with the local or personal policy, discipline inevitably follows.  Presently as I write this, I’m working on a L. O. W. and a 14-Day Suspension base on that very allegation.

Response to #7f:

The statement “IVR is a flawed system, does not work, and more importantly inhibits local operations, especially as it relates to staffing early AM opening units” is not accurate. While IVR is cited, this issue must be addressed locally. 

The ELM, the F-401, F-21, and F-22 all echo the same language: “Local management must designate a person to whom employees are to “call in” notice of an unscheduled absence.”

Response to #7g:

This statement is not accurate. The ELM indicates employees must notify appropriate postal authorities. Local management has designated IVR as the means to provide this notification

ELM 512.412 Emergencies

An exception to the advance approval requirement is made for emergencies; however, in these situations, the employee must notify appropriate postal authorities of the emergency and the expected duration of the absence as soon as possible.

ELM 513.332 Unexpected Illness or Injury 

An exception to the advance approval requirement is made for unexpected illness or injuries; however, in this situation the employee must notify appropriate postal authorities of his or her illness or injury and expected duration of the absence as soon as possible.

When the USPS introduced RMD, eRMS, and the IVR, particularly the latter, IVR became “that person” to whom the employees were to call in.  I see nowhere in USPS policy where any local manager may require any employee to make multiple call-ins to satisfy this requirement, nor do I see where management has any right to pester employees at home, either by return phone calls or showing up on the employee’s door step to check on their physical status.  If I am wrong, Sister Williams, please correct me.  Otherwise, I shall grieve management accordingly.

Response to #7h:

While IVR is cited, this issue must be addressed locally. 
Where does it say that our employees have to call in more than once a day, whether it’s to IVR or to John Potter?

Response to #7i:

While IVR is cited, this issue must be addressed locally. 
PROBLEM #8

According to:

Janalee Banks

Provo, UT - Eastbay

I have had times when the system spreads my eight hours of sick leave requested over several days.  I am in Provo, Utah Eastbay.  I have not had more leave taken than I asked for.  I have not been disciplined because my supervisor recognized the “glitch” when he called me in to talk to me about attendance after I was red-flagged by the system.

Response to #8:

This is not an IVR issue. There are two inaccuracies in the last statement. Neither IVR nor eRMS automatically flags employees nor is there a glitch in either system.  When the employee states the day the leave is to begin and the date the leave is to end is equal to three scheduled work days, and also states the amount of leave requested is eight hours, eRMS will reflect the leave requested as eight hours distributed over three days.  If the employee states correctly that they are requesting 24 hours of leave, the leave will be distributed correctly at eight hours per day.  Procedures exist in eRMS to allow supervisors to indicate how leave hours should be distributed across multiple leave days. 

Problem #8:  eRMS does automatically flag employees.  My supervisor showed mr where it flagged an employee he subsequently "due processed", to convince me how badly the employee needed to be disciplined.  I have the screen shots.

Problem 8- I have seen this before and their response is basically true. They should provide training to employees on how to use their system and program it better.
Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #9

According to:

Pensacola, FL

System will randomly say “Goodbye” and hang up; has happened quite a few times out of this office.

Response to #9:

This statement is inaccurate. IVR does not randomly “say “Goodbye” and hang up”.   However, IVR is very sensitive to background noise. It is possible for IVR to interpret background noise as the caller saying Good Bye or Bye then respond with Good Bye and disconnect.

Problem #9:  The system does just say, "Goodbye" and hangup, although it does not always hang up.  Sometimes the system just stops responding.  Why would an employee say, "Goodbye" or, "By" before the end of the call?  I have never said, "Goodbye" or "Bye" to the system.  But, it has prematurely terminited my call many times.  Why would I say, "Goodbye" or "Bye" to a computer anyway?  That response is just stupid.

Problem 9- I used to be in Pensacola and never had this problem, but if the system is that sensitive, then they should fix it. It is not our responsibility to try to deal with a flawed system when we are not feeling good.
Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #10

According to:

Bryan Embry, Local 66 Chief Steward, Tour 1
Sacramento, CA (Sacramento P&DC)

IVR system inadvertently hangs up on you during the call.  Call back and it may happen again and again.  This has happened to me several times.

Response to #10:

This statement is inaccurate. There have been no reports of IVR arbitrarily disconnecting callers. 

Problem #10:  The Union just reported the problem.

Problem 10- Never had it happen to me, but again their system is rife with problems whether they admit to it or not. See number 5.

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #11

According to:
Bryan Embry, Local 66 Chief Steward, Tour 1
Sacramento, CA (Sacramento P&DC)

Management continues to refuse to post an official alternative number for employees to call to speak to a supervisor.  Manager Karen Padden told [the] Union President during the last L/M meeting that management was reluctant to post an official telephone number because they believed that employee’s would call that number instead of the IVR.  Management’s other complaint was the problem of staffing a telephone for the sole purpose of taking call-ins.  To this day, management has yet to provide an alternative official phone number for employees to use for contacting their supervisor.  Currently employees just call the General Clerks office, but usually no one answers, or they tell the employee they must call the 1-877 number.

Response to #11:

While IVR is cited, this issue must be addressed locally.

Problem 11- We do not have an alternate number or I don't know what it is
Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #12

According to:
Bryan Embry, Local 66 Chief Steward, Tour 1
Sacramento, CA (Sacramento P&DC)

I was very, very ill at one time, in serious pain.  On my way to the Veterans Hospital for treatment I called the IVR and it eventually connected me to a live representative after having answered all the questions required by the IVR.  When the live representative answered, and attempted to force me to answer the same questions the IVR system had already asked, and had been answered, I explained my situation and told her I could not go on with the call much longer due to the severe pain I was suffering, and therefore requested that she just put me down for sick leave – non work-related.  In the end, the live representative stated she couldn’t help me if I refused to answer ALL the questions ALL OVER again, and eventually hung up the phone on me.  Who do you lodge a complaint with when the HRSSC representative is not professional?
Response to #12:

IVR prompts callers with a series of questions in order to obtain the information necessary to complete a PS Form 3971. If the caller does not provide an appropriate response or IVR is unable to interpret the caller’s response, the question is rephrased and asked two additional times. If IVR is still unable to interpret the caller’s response, the caller is transferred to a call center agent. The agent will ask the caller questions, similar to those presented by IVR, to obtain enough information to complete the PS Form 3971. Call Center Agents are not allowed to deviate from their call in script. This ensures standardization of the call in process.  

Problem #12: I believe I have never been transferred to a person in over 4 years.

Problem 12- Never happened to me but it sounds like they have a problem with their call center employees 

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #13

According to:
Joanne Sullivan

Clerk Craft Director, Springfield, MA Local 497

Problems in Springfield, Massachusetts are pretty much the same as the sampling I’ve read online.  I will just elaborate a little.  We had a case here a year ago.  It was a 14-day suspension for four instances of AWOL.  During the investigation of the grievance for arbitration, one of our stewards discovered a report called a “leave deletion” report.  The grievant had, in fact, called in for each of the four absences (Sick-FMLA).  She had a live FMLA condition.  These deletions did not show up on any of management’s other paperwork and we couldn’t tell from their reports who had deleted and then altered her rings.  If the steward hadn’t found out about that report, we may have failed at arbitration and the grievant’s subsequent discipline (removal) may also have been upheld.

Response to #13a:

IVR maintains no information following the conclusion of the call. All information is transferred to the eRMS application. eRMS does not have a “leave deletion” report. However, the application does provide a Removed Leave Log. This report is available to the Supervisor and other eRMS roles. eRMS also provides a Leave Audit Log. This report lists all leave and changes made to this leave (including removal) entered for an employee over an indicated time period.

Problem #13:  "Delete" or "Remove".  Wow, what a difference!


Problem 13- Never heard of this. Gerald M. Havens
Springfield, MO T-3 Steward
We have requested and not been furnished daily call-in logs, so we can maintain a book of the calls as originally requested.  Bottom line is management can and will manipulate the calls as originally requested.

Response to #13b:

This is not an IVR issue and must be addressed locally.

Employees are not given 3971’s daily, but sporadically and in large quantities.  The employees, although urged by the Union to make out their own 3971’s, end up signing them.

Response to #13c:

This is not an IVR issue and must be addressed locally.

PROBLEM #14

According to:
We have had several instances of the IVR system hanging up on employees without accepting their calls.

The IVR system will ask if “you have your FMLA case handy”.  A lot of employees do not have it readily available at the time of call.  This in turn generates a “new” FMLA number, new request for FMLA certification, a subsequent denial of FMLA when the employee does not run back to the doctor for a new certification, and a new case file number.   Discipline is subsequently issued and it’s all the employees fault for not having their case file handy.

Response to #14:

Postal policy requires employee to use their FMLA Case number when requesting leave associated with an approved FMLA condition. While IVR is cited, this issue must be addressed locally.

Problem 14- true. Don't call in unless you have your stuff ready
Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #15

According to:
Timothy Northern

President, Western New York Area Local (716) 462-7221

Many of the issues already addressed in the data previously provided have also been problems within our Local.  The following additional issues have occurred within the Western New York Area Local as experienced by our members:

A request for 16 hours was charged 16 days.

On or about 2/25/2008, the system would not recognize the members personal ID number as a valid number.  The system transferred the member to a “live person” who informed the member they could not help them, that they had apparently called the wrong number.

Response #15

Procedures exist in eRMS to allow supervisors to indicate how leave hours should be distributed across multiple leave days. However, the statement relating to being transferred to a “live person” is inaccurate. Callers must provide their EIN at the start of the call-in process, if IVR does not validate the provided EIN; the caller is instructed to contact their Supervisor.

Problem 15- basically true. Know your EIN. It's on your paycheck

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #16

According to:

Janet Gross

Lafayette, IN

When I call in with a migraine, it takes my call without a problem on the first day.  I ask for one day at a time, in case it gets better.  Whenever I have to call in a second and/or third day, it will get about half way through and then say “Goodbye” and hang up.  It does not notify the supervisor on those days.  I received LWOP twice now.  I have started calling in on my cell phone, so there is a record of my dialing the number.  As I have to be at work several hours before my supervisor, I can’t call them.

Response to #16:

IVR does not randomly “say “Goodbye” and hang up”.  However, IVR is very sensitive to back ground noise. It is possible for IVR to interpret back ground noise as the caller saying Good Bye or Bye then respond with Good Bye and disconnect.

Problem #16:  Yes it does, see above.

Problem 16- Again, it sounds like they need to fix the problems with their system. Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #17

According to:
James  Patarini/Denise Hernandez

Alaska

We are having these same issues, especially the inputting of incorrect dates and hours, and the FMLA numbers not being in the system.

We had one person that was at work and showed up in ETC as calling in sick.

Response to #17:

Employees must provide an EIN when requesting leave using IVR. IVR will repeat the entered EIN and ask the employee to confirm the number entered. However, if the employee makes a mistake entering their EIN and confirms the inaccurate EIN, it is possible for the leave to be associated with another employee, although, the inappropriate leave can be removed from the system.

Problem 17- I don't know

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #18

According to:
Pensacola, Florida

System will randomly say “Goodbye” and hang up; has happened quite a few times out of this office.

Response to #18:

IVR does not randomly “say “Goodbye” and hang up”.  However, IVR is very sensitive to back ground noise. It is possible for IVR to interpret back ground noise as the caller saying Good Bye or Bye then respond with Good Bye and disconnect.

Problem 18- see 9

Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #19

According to:
Brenda Cronin, President

Greater East Texas Area Local 0826

Longview, Texas

How do we find out if our area is included in the IVR system?  As you can imagine, communication from management doesn’t exist.  I noticed that Tyler, Texas has experienced problems and they are near us, but to my knowledge our office has never used IVR.  Longview, Texas is in the Dallas District.  Primary zip is 75601.  Can you tell me if we should be using IVR?

Response to #19:

IVR usage is at the discretion of local management.

Problem 19- I don't know
Gerald M. Havens
Springfield, MO T-3 Steward
PROBLEM #20

According to:
Detroit, Michigan P&DC

Attendance system does not accept calls from Canada.  I spend weekends there and the system says it is an invalid number.

Response to #20:

The toll free IVR telephone number will accept calls from all Postal Service delivery areas.

Is this, by itself, a violation?  
Are there other Districts within the USPS that do not use the IVR? 
My initial concern is that this opens the door for additional harassment.  We just had a member that hasn't called in sick for over 3 years, and has a s/l balance of 1700+ hours, get a discussion for one absence.
 
Thanks for any advice you could give.
 
In solidarity,

Wayne Parker, Local President
Palm Beach Area Local, APWU
1957 10th Avenue North
Lake Worth, FL  33461

Problem 19- I don't know

Gerald M. Havens
Springfield, MO T-3 Steward
Problem 20- does not apply

There is no doubt that this system has been screwed up since it's roll-out years ago and you still hear the same basic complaints that you hear now. It boils down to a faulty voice recognition software and employee error. Employee error could be reduced with proper training. Their software needs to be corrected or replaced with current vr software.
 
Gerald M. Havens
Springfield, MO T-3 Steward
 

The IVR system does seem to randomly say "goodbye", and hang up. I was recently ill with a flu for a three day period, calling eRMS/IVR each day, and have direct experience with this. Also, it seems 'coincidental' that the first day's call goes okay but subsequent days' calls often do not...
 

On Tuesday, 3/9, the call went without error, but I noted at the time that the call-in process takes too long. It takes over four (4) minutes to complete the eRMS call-in process, and that's if the call is completed without having to call a second time. When an employee is ill, four minutes can be a very long telephone call. Confirmation number for this call was 108001191926.
 

On Wednesday, 3/10, it took two calls to obtain the required confirmation number from eRMS. On the first call, the system asked me if I had a FMLA condition and I responded "no", at which time the computer said "goodbye" and hung up on me. The second call went without error but still took way too long. Confirmation number was 108001193516.
 

On Thursday, 3/11, it took two calls to receive a confirmation number. On the first call, after the system asked what type of leave I was requesting, I was attempting to answer "sick leave" but only got out the word "sick" when the system said "goodbye" and hung up. Confirmation number was 108001195154.
 

All calls to eRMS were made from a quiet room, with absolutely no "background noise". The only possible source of "background noise" is noise on the line, which I was never able to hear.
 

Is it no longer possible to use the keypad to enter answers to the various questions asked by the system? When we first began using it, I recall management handing-out cards with the eRMS phone number and script with keypad entries to answer each question, 1 for yes, 2 for no, etc.
 

One positive of the eRMS system is that an employee's supervisor cannot claim that the employee never contacted anyone to request sick or emergency leave. 
 

Has APWU taken or announced a position regarding employees being permitted to request sick and emergency leave via the liteblue web page? EAS employees are currently able to do this and I am curious as to why Craft employees are not. It may take just as long to complete the process via liteblue, perhaps even longer, but the employee would be able to step away from the computer for a brief period, if necessary due to their illness. This would also eliminate IVR problems due to an employee's accent, or an inability to be understood because of illness.
 

Thank you for taking the time to address the problems with eRMS and its IVR system.
 

Raymond Webb
Vice-President
Bloomington, IL Area Local 228

I am a clerk steward in Grand Rapids, Michigan for the Western Michigan Area Local. I read with interest, as did my Executive Vice-President Amy Puhalski, the answers the Postal Service provided to the barrage of problems occurring when utilizing the IVR system. It seems that the Postal Service thinks we employees are a HUGE group of complete idiots. 

1. The IVR system DOES and HAS SEVERAL TIMES randomly hung up on employees in the middle of the call and yes, I am one of them.

2. The IVR DOES give a new case number each and every time someone attempts to use leave for FMLA unless the employee already HAS an approved case on file, in which case sometimes it doesn't acknowledge that number as valid either. I have written down carefully, each number given to me. Sometimes I'm given a different number four days in a row when I call for the same condition, a condition for which I have already been approved. Their contention that it is "caller error" is completely false, an outright lie. Fact is, an FMLA packet isn't even sent out to employees until several days after the call is made for a condition, and then it takes at least two more weeks for the employee to submit the paperwork to management, and in our office, at least a week for them to send an approval notice. No. If you do NOT have an approved FMLA case on file, it will not accept any case number that you submit even if it is right. 
I have documentation to support this, if you need it let me know I will gladly provide it to you.

3. The IVR DOES NOT recognize all voices, in fact, you can repeat yourself several times and it will still say it did  not understand, and then finally hang up on you...hence..the "GOODBYE" and the 'click'. I am American-born and raised, have no accent Southern or otherwise, and it still occasionally states it cannot understand a simple "yes" or "no".
In addition, when you ask for a certain amount of leave, sometimes it will repeat back some random number (several reports of this in our office) of an exhorbitant amount such as "thirty-thousand-four-hundred-and-twenty-two", when all you said was "EIGHT HOURS". Can the USPS explain to me how the word "EIGHT HOURS" could be confused with that?? 

4. It used to be that you can ask for any amount of leave you wanted up to eight hours in a service day. Now you cannot ask for two types of leave without calling the system twice. I have addressed this with my supervisor who advised me to "call twice then if you want four hours of annual and four hours of sick leave". You then get two different confirmation numbers which is actually what you got before, but you could ask for both types of leave in one call. Now when it says "would you like to request another type of leave?", if you say yes and carry on with the system questions it does you no good because it won't give you the second type of leave anyway. You end up four hours short on your paycheck. 

5. In our office we are lucky if we get ANY supervisor to answer the phone and we are an ADC processing center, one of the largest in Michigan. When it says to call a supervisor, I tell employees "call on a cell because if there is no answer you are going to need proof." Actually, several times employees call the union office because that is the only office in our facility where someone does answer the phone. We could call several different numbers to various supervisors' offices, swing rooms, and stand-up desks and not one person will pick up a line.

6. I have listened to employee after employee on not only my tour but other tours complain about these very same issues. The employees are telling the truth. I've experienced it myself. The Postal Service has got to be kidding when they answer these complaints by saying that they are not happening. If they were not happening then why are employees all over the country saying the same things? Come on. 

I hope you can address these issues because we have had many difficulties in our office due to the IVR, especially with the leave taken for FMLA conditions and management accusing employees of not calling in. 

Thank you for asking for input from the field.

In Solidarity,

Jennifer L. Gilbert
Tour 3 Clerk Craft Steward
WMAL Local 281
Grand Rapids Processing and Distribution Center

Last time I called in sick the system can’t understand Eight hrs when I say it. And that’s not the first time so I ended up getting a real person. Why can’t you just punch in the hrs you request in the phone keypad. Frank Insero, Heritage Po Schenectady NY 12303 



My latest experience with eRMS was on the day of the superbowl i called for 1 day sick leave and the message said my supervisor was requesting documentation. When i returned to work the next day i was told everyone in the Boston district was receiving the same message because it was superbowl Sunday and my supervisor did not notify ERMS to flag me, it was done district wide  (BLANKET POLICY).  I refused to give them documentation not only because i was sick only 1 day but in the last year had called in sick only 3 times (FAR BELOW THE STANDARD IN OUR FACILITY), not to mention even if i had worked that day on tour 2 i would have no reason to call in to see a football game because i would have been home 2 1/2 hours before the game started (i'm not even a football fan). Management is using this call in system to harass and discipline people unjustly. I received no pay, A.W.O.L. and a letter of warning. Just because supervisor requests documentation doesn’t mean they are entitled to it. They had no reason to suspect i was lying (excellent attendance reviews)  and were not doing it in the interest of the buisness, i was the only one in maintainence to call in that day (adequate staffing)

Richard Hefner 
Middlesex - Essex P&DC
Tour 2 Maint. Mech.
                                                                                              

I am still wondering when an operator hangs up on you WHO DO YOU REPEAT THEM TOO?

 

Additionally, when will all  (craft) employees be able to log in to LiteBlue and make their request for sick leave the way EAS employees do?

 

Here is what was written from DE:

 

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 losing).  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 Shared Services is 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

 

An arbitrator recently ruled in an NALC case and ordered the Postal Service to cease using or creating a "deems desirable" list. Why are people still being entered as a "deems desirable" employee? The Postal Service should remove the "deems desirable" option from the eRMS system so that supervisors cannot flag an employee as "deems desirable". It would seem the Service is in violation of the arbitrators' ruling.

 Ron Bowlin, President/Advocate, Nashville, TN Local #5

The South Florida District has notified us that effective this Saturday, 04.10.2010, all customer service offices will have to call into their work unit and not the IVR system when notifying of an unscheduled absence.
 
They have issued a "script" for supervisors to use when taking calls.
 Is this, by itself, a violation?  Are there other Districts within the USPS that do not use the IVR?
 
My initial concern is that this opens the door for additional harassment.  We just had a member that hasn't called in sick for over 3 years, and has a s/l balance of 1700+ hours, get a discussion for one absence.
 
Thanks for any advice you could give.
 
In solidarity,

Wayne Parker, Local President
Palm Beach Area Local, APWU
1957 10th Avenue North
Lake Worth, FL  33461
 

The IVR system does seem to randomly say "goodbye", and hang up. I was recently ill with flu for a three day period, calling eRMS/IVR each day, and have direct experience with this. Also, it seems 'coincidental' that the first day's call goes okay, but subsequent days' calls often do not...
 

On Tuesday, 3/9, the call went without error, but I noted at the time that the call-in process takes too long. It takes over four (4) minutes to complete the eRMS call-in process, and that's if the call is completed without having to call a second time. When an employee is ill, four minutes can be a very long telephone call. Confirmation number for this call was 108001191926.
 

On Wednesday, 3/10, it took two calls to obtain the required confirmation number from eRMS. On the first call, the system asked me if I had a FMLA condition and I responded "no", at which time the computer said "goodbye" and hung up on me. The second call went without error but still took way too long. Confirmation number was 108001193516.
 

On Thursday, 3/11, it took two calls to receive a confirmation number. On the first call, after the system asked what type of leave I was requesting, I was attempting to answer "sick leave" but only got out the word "sick" when the system said "goodbye" and hung up. Confirmation number was 108001195154.
 

All calls to eRMS were made from a quiet room, with absolutely no "background noise". The only possible source of "background noise" is noise on the line, which I was never able to hear.
 

Is it no longer possible to use the keypad to enter answers to the various questions asked by the system? When we first began using it, I recall management handing-out cards with the eRMS phone number and script with keypad entries to answer each question, 1 for yes, 2 for no, etc.
 

One positive of the eRMS system is that an employee's supervisor cannot claim that the employee never contacted anyone to request sick or emergency leave. 
 

Has APWU taken or announced a position regarding employees being permitted to request sick and emergency leave via the liteblue web page? EAS employees are currently able to do this, and I am curious as to why Craft employees are not. It may take just as long to complete the process via liteblue, perhaps even longer, but the employee would be able to step away from the computer for a brief period, if necessary due to their illness. This would also eliminate IVR problems due to an employee's accent, or an inability to be understood because of illness.
 

Thank you for taking the time to address the problems with eRMS and its IVR system.
 

Raymond Webb
Vice-President
Bloomington, IL Area Local 228


From the New Jersey NDC.  (Note: We are part of NY Metro Area Postal Union, which encompasses NYC, the Bronx, the NJ NDC and NJ DVD.  They may have additional or different comments.) 

We have an additional systemic problem that no one has mentioned.  If an employee calls in and the supervisor waits for documentation before approving paid leave, it goes in as disapproved.  The 3971 that is issued to the returning employee has the box “AWOL” checked off, rather than the type of leave really requested.  This has caused myriad problems. 

Supposedly the supervisors have some kind of method to keep this from happening, but most of them don’t know this.  At best, the supervisor enters “LWOP” to keep it from being “AWOL,” but again, this is not what the person requested at the time of call-in.  

