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REVISED: May 23, 2012
INTENT:  Describe the telephone system at GPC and provide guidelines on how to use it. See attached sheet for more information on using phones.
PROCEDURE:

1. Background

1.1. The phone system at GPC is a classic ring-down system typical of such systems found in many government offices and commercial applications.
1.2. The incoming phone number at GPC is 605-399-3160.  If 3160 is busy when a new call comes in, the call will “ring-down” to the next available open line, which means that unless all lines in the system are in use, the incoming caller will never get a busy indication.  The system has most features typical of such systems, forwarding, a night answering service.
1.3. The main body of the instrument is the telephone system, while the side-car portion has more lines.
1.4. Personal long distance calls are not allowed except for agency allowed time limited calls.
2. Display Window Notifications
2.1. Rocking Receiver:  A rocking receiver next to an extension (accompanied by a ring tone) indicates an unanswered incoming call on that extension. 
2.2. Phone off Receiver:  A phone off receiver next to an extension indicates that your telephone instrument connected to that extension.
2.3. Two Phones:  A picture of two phones next to an extension or an intercom location indicates that someone else connected to that extension or that intercom location.
2.4. Black Box (Hold Indicator):  A black box next to an extension indicates someone else on the GPC system has placed that extension on “hold”. Try to avoid 2 callers being on hold at the same time as this will lock up both calls. 
3. Handling Incoming Calls

3.1. A rocking receiver and ring tone indicates an incoming call next to the number(s) requiring attention.  There is no need to select a line to answer an incoming call simply pick-up the receiver and you will be connected with the next incoming call in the queue.  There may be more than one active line at any given moment.
3.2. Answer calls “Great Plains Dispatch, this is [name]”, or “Great Plains Dispatch, may I help you?”  There are four options for handling incoming calls.  The first is to deal with the call to final resolution.  Often, other options are appropriate, which may include:
a. Place a call on “hold” while you look up information or get guidance; to place the call on “hold” press the hold button on your instrument.  The picture will be a black box with two small white squares inside.  When you reconnect, just lift the receiver and press the resume button. 
b. To defer a call to another GPC Dispatch zone; place the call on “hold” by pressing the hold button on your instrument.  Inform the intended party that they have a call on [number] and (assuming that they pick it up) you are done with it.
c. To forward a call to a party not on the GPC Dispatch IA floor, while the party is on the line press TRANFER and dial the number 7 the extension (the last four digits of the office phone number) of the party to whom you are forwarding the call and then TRANSFER again.  The caller cannot be on “hold”.  When you hear the forward extension begin to ring, hang up your phone and you are done.
d. Some extensions that you will typically forward calls to:
3.2.d.1. Sheri – extension 3199
3.2.d.2. Expanded Dispatch – see numbers posted on the wall for individual desks in Expanded
4. Placing Outgoing Calls
4.1. To place an outgoing call from the system.
a. Pick up the receiver and dial the number.  The procedure is different, depending on whether you are making an in-house call or calling out of the building:
4.1.a.1. To dial an extension in GPC (within the building), dial number 7 and the four-digit extension.
4.1.a.2. To dial a number outside the building, pick up the phone and dial nine (9) for an outside line, followed by the number.  Dial direct (###-####) for Rapid City, Black Hawk, Box Elder, Ellsworth AFB, Keystone.  If calling outside the local area, you must dial 1 9 (###) ###-####.
5. Night Operation and the Answering Service 
5.1. Whenever GPC is out of service, incoming calls are forwarded to the answering service.  To do this, press the Call Forward button on the FLOPs desk phone and dial 9-719-3841 and hang up. Phone will read Calls Forwarded. Call the answering service on another phone and let the person know that dispatch is going out of service and who the on call dispatcher is.  If there are changes to the on call list let them know as soon as possible of the change.  On Friday’s relay who will be on call throughout the weekend to ensure it is correct.  To disable this function, press the Call Forward button on the FLOPs desk phone.
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