CISCO Phones and Vacant Positions-June 2017
The Bureau of General Services strives to ensure the costs associated with our telecommunications processes are managed in an efficient manner. A new process has been implemented to assist with this goal.  When employees leave the department, there is often a lag in filling the vacant positions.  This results in an unused phone and number which is currently a $20 monthly charge.  
· Option 1 - Turn in both phone and number: 
This option allows reassignment of phones to other locations in the department.  It also results in the phone number going back into the “pool” to be assigned elsewhere within any Agency.  When the position is filled, submit a work order and a Unified Communications New/Change User Worksheet (i.e. New Employee New Phone Request Form).  Refer to the instructions for returning/requesting phones later in this document.
· Option 2 - Turn in phone but retain the phone number: 
Some DHSS programs prefer to maintain ownership of a phone number because it is associated with a specific DHSS employee/role or program and is often utilized by stakeholders both inside and outside of our organization to conduct business.
· In these cases, the phone number (and a voice mail box or greeting associated with the number, if applicable) can be temporarily transferred to another CISCO phone as a secondary direct inward dial (DID) key (i.e. the second button on the phone).  The monthly cost is reduced from $20 to $0.20 a month.  Phones can be reassigned to other locations in the department, reducing the need to purchase additional phones, which can be a substantial savings.
· This option does require the availability of a line key other than the first key (the main number of the users phone).  
· Most of our phones have at least two keys and some have up to six. In most cases all of the keys other than the top key are used for speed dialing. The “speed dial” option allows the employee to call a coworker without dialing the actual number but simply pressing the key.  If the department is retaining a phone number, we encourage the reassignment of the speed dial key to be reprogrammed to the secondary DID if possible. The user would no longer have the speed dial key on their phone.  Transferring a secondary DID would require replacing the existing “speed dial” temporarily.
· [bookmark: _GoBack]Putting the secondary DID on the phone allows the number to be answered or be set to go straight to the mailbox.
· This transferred secondary DID line can be reprogrammed to a new phone once the vacancy has been filled and the phone can be programmed back to its original settings by submitting a work order.  Refer to the secondary DID work order instructions later in this document.
If there is no available second key on the phones, there would be an exception for maintaining the separate phone and number.  See Option 3.
A scenario is as follows: 
· The second key on your phone is currently assigned as a speed dial to coworker 1. 
· If coworker 2 moved to a new position, and his/her number was published as the WIC program number so therefore must be retained, a work order is submitted to temporarily transfer the phone number of coworker 2 to the second key on your phone. In effect, the work order replaces the number of coworker 1 on your phone until a replacement is hired for coworker 2. A voice mailbox or greeting for coworker 2 can also be set up on the secondary key if required. 
· When a new employee is hired, a work order and a Unified Communications New/Change User Worksheet is submitted to transfer the secondary DID phone number back to a separate phone and reinstate the previous speed dial number to coworker 1.  The work order must state that the secondary DID is to be removed along with the voicemail if applicable.

· Option 3 - Do not turn in either the phone or the number:
This option results in continuing to pay the $20 per month charge for the vacant position and reduces the availability of phones for other areas of the department, i.e. increasing the number of new phone purchases. 
Notification is still required to identify the phone number as a vacant position.  Submit a work order to change the number to vacant and provide a reason for maintaining the phone number. 

Instructions
Turning in phones
Please return Cisco phones that are based at Jefferson City offices to the Bureau of General Services. Submit a work order to change the phone to “vacant”.  Include the “MAC” number of the phone on the work order. The “MAC” number is located on the back of the phone. General Services will redistribute the phones as needed. A DH-60 is not necessary.  
Requesting a new phone
Submit a work order and the Unified Communications New/Change User Worksheet (i.e. New Employee-New Request Form) to the WorkOrder, WorkOrders email. Both forms are located at  http://dhssnet/appsforms/.  Scroll to General Services/Warehouse at the bottom of the web page.  This OA form addresses the various programming needs and allows for additional special instructions to be added if required.    
Assigning number and secondary DID (Example to use when completing a work order)
To assign a “speed dial” number to the phone, complete the New Employee-New Request form.  Line 12 of the form is used to request the “speed dial” option. 
· Example: Please remove (573) 123-4567 from its current phone and assign this number as a secondary DID number on key ___ (fill in appropriate key number, such as key 2 if the phone has two keys) of (573) XXX-XXXX phone.  The display name on the line should be ___(fill in display name for the line).

The standard Unified Communications policy is to delete the mailbox when a phone is put to Vacant.  Sometimes a specific DHSS employee/role or program has a need for the mailbox to be retained.  In order to retain a mailbox on a secondary DID line as described above, there is a current charge of $3.64.

If you need to retain a voicemail box to the secondary DID number, there are several different options:
1. Set up the above DID number as an alternate voicemail box on the destination phone’s existing main mailbox.

· Callers will hear the recorded message of the destination mailbox and the message will be left in the mailbox of the main number of the destination phone. It will also activate the message waiting indicator on the phone indicating there is a message in the mailbox. In summary, all voice mail will go to the same mailbox.

2. Retain the existing mailbox to the above secondary DID key and number. If you choose this option, you will need to indicate this on line 15 of the New Employee-New Request Form that you submit with your work order.

· This will send calls to an individual mailbox created on the destination phone DID key number where you can create a personalized recording that callers can hear and then leave a message.    Messages left in the primary (key 1) mailbox will activate the handset light. Messages in the secondary DID line mailbox will not activate the handset light but will be indicated by an envelope on the phone display so the destination phone owner will know a message has been left.

· The process for retrieving messages on the secondary DID mailbox can be done one of two ways.  One way is to press the key of the line (i.e. key 2) and then press the Messages key on the phone.  When VM answers, you will put in the individual pin # for the secondary DID mailbox. The second way is dialing the state voice mail number (573-522-1000), then press the * key when the call is connected.  Enter the full 10 digits of the secondary DID phone number, press the # key, then enter the password and press the # key again.  See CISCO “Using the Phone” tutorial located at https://uc.mo.gov/video-tutorials for more information.

3. Set up a greeting only mailbox to the above secondary DID key on the destination phone. 

· You may create a personalized message with a greeting only message.  This will send calls to an individual mailbox created on the above DID number where you can personalize a message that callers will hear but will not allow the caller to leave a message (example:  Jane Doe is no longer at this telephone number.  For assistance, please hang up and dial XYZ for assistance.) 

Note: If you assign a mailbox to the DID key, OA will program the secondary DID number to ring 4 times on the phone before rolling into the mailbox.  If you want the number forwarded directly into the mailbox you will need to indicate that request on line 22 of the New Employee-New Request Form and include a note on the work order as well.  

Please contact General Services at 751-6040 if you need assistance or have questions.
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