Minnesota State University Moorhead

FY 2009 Work Plan Initiative Proposal

Project Summary

Project Name: 1-800 Live Dragon Phone Team
Contact Person: Mark Rice / Carol Thede
Department/Division: Business Office, Admissions, Financial Aid, Security Information Line
MnSCU Strategic Direction 5:  Innovate to Enhance Efficiency

                  Goal 5.8:  Utilize technology to enhance the work and learning environment.
Summary of Project Description 

In the past few years, MSUM has changed the way it has handled the request for information through the phone system.

A review of these calls reveals the need for a trained receptionist to answer general questions about the university services and direct these questions to the proper office.  We have found that the parents, students and prospective students would rather have a live response and assurance that “someone will call them back” rather then leave a message on the voice mail system.
Right now the caller to 1-800-59 DRAGONS receives a recording of options to talk to these offices (or leave a voice mail if they don’t connect with a “live” person): Financial Aid, Records, Admissions, Athletics, Business Office or Housing

During the busiest months, over 4800 calls are being made to the 1-800 number at an average duration of about 2 minutes per call.  Many calls are being missed or the caller “hangs up” and tries calling a general number from the on-line phone directory which may not meet to the satisfaction of the frustrated caller.

Also, calls the general information number to campus (477-4000) during normal work hours, need proper attention in the routing to the university departments.  These calls are now routed to the dispatch area in security.  In the typical month, 3000 calls are made to this number between 8AM and 5pm at an average duration of 3 minutes.
RECOMMENDATION from the Student Success Institute was the hiring of a campus information center/operator.
Program management:

This program will establish a central location for the phone bank, equip the location with the state of the art phone equipment and provide training for the students providing the live coverage to answer the calls.
Costs: 



Reprogram PBX Phone System

 
$ 5,760
Configure Reception Area in Business Office OR another university location
$ 5,000

Student Support -  3 workers at an average 20 hours each/week, 10 months coverage
Total Program Personnel Request:


$16,800
Eventually the operation could be manned by a reassigned classified employee.
Initial Request 1-800 Dragon Coverage:


$27,560





Funding:  
_X__One-time    
__X_ Base budget    
____ Seed money    
_X__ Internal reallocation

$10,760
$11,200
Former PBX allocation to Security: $5,600
Location:  Behind reception area of Business Office OR another area as recommended by the President’s Office.

Hours:  9AM-5pm

Supervisor:  Carol Thede or other employee where the office is located
Equipment Needs:  Digital Phones, Headsets, 2 pc’s (student fee surplus) with access to MSUM website

Training as provided by telephone staff, telephone vendor and admissions
Carolyn Zehren wrote: 

I completely agree.  You can't imagine the number of questions we get in financial aid, and I know Gina's crew fields more, that have no relation to our work here.  But, we have a number that is well published and accessible to the majority of our students through communications, and we answer our phones and questions without transferring.  There's also assistance on the horizon in the form of "knowledge-based" software that can/will be implemented soon.  I envision this database to be a resource for those in-coming phone calls as well.  Stay tuned....more to come on that topic.   
Gina Monson wrote: 

YES! I support you 100% Mark - 
By the way - check out the Student Success Institute of last summer - they are on the web. We discussed a central "info center" and these very issues. 

I am copying Laurie, our new Asst Dir who supervises our "A Team students" Because Admissions does not have a receptionist our students take the bulk of calls - we do extensive training with them 
Feel free to chat with Laurie - she may have some good insight - I will be back next week and we can talk further then. 

