ORDER U.S. DEPARTMENT OF TRANSPORTATION
FEDERAL AVIATION ADMINISTRATION
SW 1770.28

SOUTHWEST REGION

6/10/94

SuBJ: USE OF VOICE MAIL

1. PURPOSE. This order provides procedures for the use of voice nai
within the Air Traffic Division and at all air traffic field Facilities.

2. DI STRIBUTION. This order is distributed to the section level in the
Alr Traffic Division and limted distribution to all air traffic field
facilities in the Sout hwest Region.

3. BACKGROUND. The introduction of voice mail requires that procedures
be established to ensure maxi mum efficiency. This order provides

gui dance to be followed by all personnel using systens with voice mai
capability.

4. RESPONSI Bl LI TES. Supervi sors and nanagers are responsible for
managi ng voi ce mail abuse and conplaints. Al enployees are responsible
for custoner satisfaction and proper utilization of the voice mail system

5. PROCEDURES.

Voice mail shall not be used to answer the tel ephone while the individua
is at his/her desk. If the individual is on the tel ephone, voice nmail may
be used as a "roll over" for a busy signal.

The voice mail nessage shall indicate the whereabouts of the individua
and length of time he/she is unavailable, e.g., in the office but away
fromthe desk, out of the office for the afternoon, the day, the week,
etc. This will require frequent updates to ensure the information is
current. THE MESSAGE SHOULD NOT CONTAI N | NFORMATI ON STATI NG YOU ARE OUT-
OF- TOWN VWHI CH COULD CAUSE YOUR HOVE TO BE VULNERABLE TO VANDALI SM

The voice mail nessage shall include alternative instructions
for callers who need to speak to soneone right away. Wen possi bl e,
these instructions shall include the nanme and nunber of a know edgeabl e

person in the individual’s program area.
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Lar D.’Gray ' o
Actihg Manager, Air| Traffic Division
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