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The Union proposes the following language:

3? ??1J,J.91Cf 21.X Call Centers
A. Definition of a Call Center:

-()J ~,

A call center is the point of contact for an organization
and is responsible f~r providing customer service in the
forms of information, service requests and problem

lf

solving.
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B. Training:
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Training is essential to the creation and maintenance of
an effective call center.
1. Training programs for new employees shall be
pre-defined programs of classroom and on-thejob training. Training shall cover at least: (1) the
role of the call center within the department; (2)
telephone technique; (3) procedures; (4) all
subject matters that an employee is expected to
handle; (5) shall be trained on how to properly
escalate problem callers; and (6) ergonomic
training.
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2. Prior to new procedures, laws or policies going
into effect the department shall provide
instruction and/or information sufficient for the
employee to implement the change(s). Refresher
training shall be provided at least annually and
shall include a classroom component to the
degree possible.
3. Upon request, upward mobility training and
information shall be provided to all call center\ ~
employees.
4. Procedural guidelines and reference materials
addressing common questions, services and
transactions shall be provided and shall be
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readily accessible to all call center employees.
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C. Ergonomics:
An ergonomically sound environment is essential to the
health and welfare of all call center employees.
1. Departments shall perform a general ergonomic
evaluation of each call center. Each call center
shall provide notification of the ergonomic
evaluation to each employee, along with a copy
of an ergonomic evaluation request form, at least
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two (2) weeks prior to the ergonomic evaluation.
Supervisors shall give the completed employee
ergonomic evaluation request forms they receive
prior to the evaluation to the ergonomic evaluator
for review. The ergonomic evaluation shall, if
possible, be done in conjunction with the
ergonomic training described below.
2. Each call center shall provide the Union with

(J\_.J

copy of the final ergonomic evaluation report
within thirty (30) days after the evaluation is
performed. Call centers shall implement any
reasonable and feasible evaluation
recommendations within ninety (90) days of the

(

completion of the evaluation.

·

3. Upon the Union's request, departments shall
meet to discuss the ergonomic evaluation and
recommendations related to call centers.
4. Departments shall provide ergonomic training to
all employees assigned to each call center. The
training will consist of an explanation and
demonstration of the proper way to set up an
individual workstation to prevent fatigue and
injuries, instruction on the positions and
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movements that can lead to repetitive trauma

(

injuries, and information on how to obtain further
ergonomic assistance. Each year the training will
be given at least once.
5. The employee may make a request to his/her
supervisor for an ergonomic evaluation at any
time. The employee shall document the concern
and the request for evaluation on a form provided \. [ \
by the supervisor. In the event the ergonomic
concern is not resolved at the supervisor's level,
the supervisor shall send the ergonomic
evaluation request form to the "Risk Management
Department" for evaluation within five (5) working
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days after non-resolution of the problem. "Risk
Management" shall reply in a reasonable time.
6. Every employee assigned to a call center will
also be given access to the booklet, "Sate and
Healthful VVorkstation Guide" information on
workstation ergonomics.
D. Headsets:
Call centers shall accommodate reasonable requests
for an employee's choice of headsets.
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E. Call Monitoring:
1. Call monitoring shall be used for training and
development purposes. Telephone lines
designated for personal use shall not be
monitored. Monitored calls shall not be used for
discipline purposes unless the behavior is of a
serious nature.
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2. Pursuant to the entire agreement clause, a
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department and the Union shall meet and confer
over the establishment or modification of
monitoring guidelines appropriate to each call

3. Employees shall be notified before monitoring of
their calls begin. Any employee whose calls are /
monitored shall promptly be given a copy of any
report generated and feedback on every call
monitored.
F. Other:
1. Appropriate call center technology should be
applied.

2: 19.3(8) or 19.3.4(8) of the SEIU Local 1000
Master Contract shall be applied to all call center

i
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center, prior to implementation.
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employees.
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3. The State shall notify the Union prior to the
creation of any new call center and/or the

selection of any new technology. The State shall

endeavor to notify the Union one hundred eighty

(180) days, but no less than sixty (60) days, prior

to implementation of automation or technologica
t (A_ ./
changes that will result in a significant impact on�
bargaining unit employees.
4. The State shall train all call center

managers/supervisors sufficiently so that they �

can: (1) perform the duties of their staff(s); (2)

adequately train employees;

�!;J
�
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(3) provide

constructive criticism on how to more effectively

carry out their duties; (4) handle escalated calls.

5 In i:QG0EJAitio,, of the skills arid k1 ,onledge
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-- r:eg, 1ir:ed am, er:Rplg11ee eRaaaed iR the duties
r;:gvered 011 the deflnitign gf a Gall centec sball
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reggive a one hundred dgllar ($100) differeoti91
pee pav aerioel. Part time and intei:mitteot

employees perforr:Ring tl:le d• 11ies described

above shall reeeioe ti ,e differential on 3 pro

cata

basis.
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Those recommendations do not commit tho St~
or any State department to tho o*ponditl:lro of
l:lnbl:ldgotod fl:lnds.
6. Dispute Resolution Process
If the Union disagrees with the department's
determination of a call center under the definition
provided in 21.4. the Union may file a dispute
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directly at the third step of the grievance
procedures as provided in Article 6 - Grievance.
Arbitration. and AWOL Procedures. Any dispute
arising under this section shall not be subject to
arbitration.
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