PROMISING PRACTICE NAME: Communication Branding

) Standard
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Career Center Date of Issue: 8/3/15

PROMISING

PRACTICE

Applies /Of Interest To: All OET Staff

Subject Branding Standards

The Executive Director’s Office has requested all staff use a standard voicemail
greeting and email sighature to comply with the Department for Workforce Investment
branding standards. This promising practice also provides instructions for assistance
with transferring and forwarding phone calls.

Standard Phone When answering an incoming call, all staff must use this standard greeting:
Greeting
“Thank you for calling the Kentucky Career Center (state the office location).
This is (state your name). How can I help you?”

Standard Use the attached Voice Mail Instructions when setting up your voicemail box.
Voicemail All staff are required to use this standard voicemail greeting in the beginning
Greeting of the message:
Ei: “You have reached the desk of (state your name) with the Kentucky Career
Fint Center (state your office location).” — Continue with pertinent information
Voice Mail you will need from the caller
Instructions. pdf

Transfer or Transfer and/or forward calls appropriately when necessary by using the
Forward Calls attached Phone Quick Reference Guide.

_T‘- Note: When a customer asks for a specific office or employee, transfer them to the

Phone Quick requested destination.

Reference Guide.pdf




Standard Email
Signature

Below is an example of the email signature all employees are required to use.

Name

Title

Kentucky Career Center

Agency

Branch (if applicable)

Address (if applicable)

Phone number

Cell phone number (if applicable)
Fax number (if applicable)

Email address

)
Kentuc
Career l‘:(gnter

e The font must be Arial

e The KCC logo should be placed at the bottom of the signatute (as
shown)

e All quotes and sayings must be removed from the bottom of the
message

e Email backgrounds are prohibited





Pho'ne Qulck Reference (:?ulde

-While on lhe phone, press Transfer {thls Is [n the display), enter exlension, rass fransfer,

In arder to transfer 1o another cred instde the bullding, dial 7+ tust 4 dlglis of the phone
nuniber, ' S ' '

To fransfer diracily o a volce mall box, press fransfer, dicl 71000, enler mallbox number,
press fransfer agaln, and hang up.

-To Plck up Calls-

To pick up aringing phone In your department, plck up handset, press plek up {in
display) .

Yo Forward Ceills~

To forward caills o another phone, press forward, enter 5 digit extenston, press forwenrd,
To cancol, press forward agaln,
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To Lisien {o d Messcage-

.. While logdad Info volee mlll, bress 2 fo listen, ..

2 Whlle listening fo a messages, you wil hqx;e seuerq; opiions o

1= Skip Baek [2 seconds)
25 Replay
3= Skip Fotward {2 seconds)
4= Provious Message
6= Skip to Next Message
9= Gall Sender (only if from an infernal humber)
= Peuse, 2= Resume
21= Incraase Speed of Meossage
- 23= Docregse $peed of Message
/1= Reply to Message, record reply, press 79 1o send :
73= Forward Messcige, Address Messdge, press 79 10 send, {You cdn
record an infroducilon before sending the message)
76= Delete Massage/Restore Massdage
72= Play the Messetge Envelope {Thisis the lime and daile stamp for the
message)

" Logging into Your Volee Medl-

1. Diat the Messaging Access Numiber 70000 or press the Message bullon
2, Enter your mailbox number {sdime as your 5 digh extension) then press ¢
3, Enteryour password and pross # .

To cccess your volee mdl from out of the offlce dldl 502-782-3434

Note: Your Inftlal defaull password s T124your § dight extension, You will be prompled to

~ chango ihe default password when you log Into the voloe mail system the flist Hime, .

To Record d Grealing-

1. While logged Into your mallbox, press 82,

2, Press | for exteinal greeting, 2 forInternal greeting, or 3 for lempordy greeting.
3, Press & {orecord, Wall for the ione,ihemecord

4. Pross # o stop recording,

5, To play your greeling, press 2.

4. Prass 4, jorelurn fo the menu,

Note: If you cire not happy wilh your recording, you can press 5 and record ageiln, This
wilt automcatiically record over the old grestiing,
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Nota; In some geographie raglons, {he IP Phone 11208 Is offered
wiih key ¢aps that have English text labels. Text In parentheses
Indleates lahels appearing on the key caps, for example, (Sevlcos),

Soft keys are [acated below the display
area. Tho 1.GD lahe! above each key
changes hased on {he atlve fealure,

When a trlangle appedars hefors a soft key
label, the feature Is aclive,

Press the Moro key to access the next layer
of soft keys (solf-labalad).
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(Volumea +

{Volume -

The keys on elther slde of lhe LGD lsplay
area are user-tleflned feafure keys, with
lahels on the LCL, These keys also funcilan
as llne {[3N) keys,

A sloady LGD light besldo a line (DN) key
Indleates that the line Is acllve. A flashing
LGD light Indlcates the Ine Is on hold or the
feature {s helng programmed.

A sleady 1.CD light bestdo a feature key
Indlcatos thal the feature s active. A flashing
LG ight Indloatos that the feature Is being
programmsd,

Use the Volume controf buttons to adjust
tha velume of the ringar, handset, hoadse,
speaker, ahd the Handsfrae feature, Pross
lire fop button 1o Inorease tho volume, and
press {he bolfom button to decreass volums,

Pross the Mute key lo listen lo the recsiving
party without transiniitleg. Prass the Muie
Key again o yelurn to two-way conversation,
The Maute key appllos to handsfres, handsel,
and headsef microphones,

Note: The Mule LED indicalor, located
on lhe Mute key, flashes to Indicate that
{hs microphona Is nuled,
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{4andsfran)

Press the Handsfree key to activate
handafraa, )

Nofe: The Handsfree LED Indloator,
located on the Handsfree key, lighls lo
Indleale when handsfras Is aclive.

Use the Navigation keys to soroll thraligh
menus and lists appearing on the LGD
display sereen, The outer part of this key
cluster racks for up, down, ef, and righl
movaments,

Press tho Enter koy, at the center of the
Navigation key clusler, to confinm menu
selacliohs,

In many cases, you can Use the Enter key
Instead of the Select soft key,

Prass tha Hold key to put an aollve eall on
hold. Tap the flashing lino {DN) soft key to
relurn o the caller on hold,

Use the Expand fo PG key to access
external servor applications

Press the Headlsef key to answer a call
using the headset or to swileh a call from the
handsel or handsiree lo the headsef,

Note: The Headssl LED Indieator,
located on the Handsfree key, lights to
indlicate thal the headset fs Iy use.






QGoutlbya)

Use the Gootibye key to termMhale an aollve
call, )

When a message Is walting, the red Visual
AlorteriMossage Walting indleator lashes,
Also, when the ringer sotinds, this indieator -
flashes.

When your 1P Phone 1120E firmware Is
" halng updated, the biue Featuro Status

Note! To find out i additionat fealuies
ars supportod, contact your
administrator,

Press the Copy Key to copy entries to your
Personal Direclory from other llste, such as
the Galler Llst, Redlal List, and Corporate
Directory,






