
   

     
    

      

     
  

     
 

      
  

  
  

       

    
  

ENHANCING CUSTOMER SERVICE THROUGH CALL CENTER TECHNOLOGY 

Indiana moved their Central Registry employees to a Call Center Interactive Voice Response (IVR) system 
with voice mail to email distribution capability. The Central Registry telephone system was set up with a 
simple call flow that directed calls coming to the main line to be distributed to the next available agent. 

The customer focused platform (Genesys) delivers personalized self-service and interactive voice 
response capabilities that increase customer satisfaction and efficiency. Genesys uses skill-based 
routing to direct calls to the resource best equipped to help customers find answers to their questions. 

The goal with using this system was to increase the customer service offered to the participants on 
intergovernmental child support cases as well as to aid county partners regarding the intergovernmental 
cases they were initiating with other states. Some of the system highlights are outlined below along 
with a design outline of the Central Registry’s call flow. 

• All incoming calls received are counted by the system. 
• Calls route correctly through the call flow in order to reach the correct agent. 
• Unanswered calls are routed to voice mail, which is delivered as an mp4 file to the distribution 

group email. 
• Agents are able to identify callers and apply a wrap code (indicating the nature of the 

interaction) to the call. 
• Standard call center operating reports can be generated and viewed by supervisors. 



 

 

  

  
 

  

 

 
         

        
       

    

 
               

            
       
                      

    

 

       

   

  

  

  
 

 

 

 

START 

(317) 232-3447 

CMU Sub 
Menu 2 

Child Support Bureau – Case Management Unit (CMU) 

Main Menu 

IVR Reporting 

Enabled 

Welcome Message: 
Thank you for calling the Indiana State Child Support Bureau’s Intake Team. 

We assist in administering child support cases in Indiana including 
intergovernmental cases, foster care referrals and child support online 

enrollments. Please choose from the following options: 

Main Menu 
If you are a parent or guardian calling about your own child support case or parenting time questions, please press 1 
For our mailing address, email address, fax number or hours of operation, press 2 
If you are calling about an Indiana Foster Care Referral, press 3 
If you are calling to reach a member of the Intake Team, you can email us at Indiana.icru@dcs.in.gov or press 0 to be connected to the next available agent. 

To replay this message, please press 9 
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IVR Reporting 

Enabled 

Press 1 Press 2 Press 3 Press 0 

IVR Reporting 

Enabled 

IVR Reporting 

Enabled 
IVR Reporting 

Enabled 

Press 9 

CMU Call 
Flow 

CMU Call 
Flow 

Repeats Main 
Menu Options 

Repeated 
1X? 

Yes 

No 

Call 
Disconnected 

CMU Sub 
Menu 1 

Dial-ahead 



 

        
      

    
     

  

  

 

     

   

  

 

  
 

  

 

 

Sub Menu 
Option 1 

Kidsline 
Call Flow 

If you are calling about your child support case, please press 1 
If you are calling with parenting time questions, please press 2 

To replay this message, please press 9 
To return to the main menu, please press (star)* 

Child Support Bureau – Case Management Unit (CMU) 

Sub Menu Option 1 

IVR Reporting 

Enabled 

Pg 2 

Press 1 Press 2 Press * 

IVR Reporting 

Enabled 

IVR Reporting 

Enabled 

IVR Reporting 

Enabled 

Press 9 

PTH Call 
Flow 

Repeats Sub 
Menu Options 

Repeated 
1X? 

Yes 

No 

Call 
Disconnected 

CMU Main 
Menu 

Waits 5 Sec Dial-ahead 



 

  

  

  

  

  

  

  

  

  

  

 

 

 

  

 

  

 

 

            
               

               
   

    
      

Sub Menu 
Option 2 

Child Support Bureau – Case Management Unit (CMU) 

Sub Menu Option 2 

IVR Reporting 

Enabled 

Pg 3 

Press * 

IVR Reporting 

Enabled 

Press 9 

Repeats 
Message 

Repeated 
1X? 

Yes 

No 

Call 
Disconnected 

CMU Main 
Menu 

Waits 5 Sec Dial-ahead 

Message: 
Our mailing address is Indiana Child Support Bureau, 402 West Washington Street, MS11, 

Indianapolis, Indiana 46204. You can also email us at indiana.icru@dcs.in.gov or send a fax to 
317-232-4881. Agents are available to take calls Monday through Friday 8:00 AM to 3:00 PM, 

Eastern time, excluding state holidays. 

To replay this message, please press 9 
To return to the main menu, please press (star)* 



 

  

 

  
 

 
  

 
 

   

   

   

  
 

  

 

 

 

      
   

     
   

      
     

     
    

     
      

     
       

   
      
   

     
    

    
     

     

  
  

   
    

     
  

     
    

 

 
 

   

 
 

  

  
 

Start 
CSR Call Flow 

Holiday Check 

Holiday 

Time of Day 
Check 

Open 
hours 

Afterhours 

Working 
Day 

AFTERHOURS CALL FLOW 

Closed 

Open 

Closed 

Mon-Fri 
8am – 3pm 

Business Hours 
- Open 

Enabled 

Queue 

Voicemail 

Child Support Bureau – Case Management Unit (CMU) 
CSR Call Flow 

IVR Reporting 

Enabled 

IVR Reporting 

Enabled 

IVR Reporting 

Enabled 

Holiday Message: In observance of 
the state holiday, our office is 
currently closed. Agents are 
available to take calls Monday 
through Friday 8:00 am to 3:00 pm; 
eastern time. Please call back 
during those times or you can leave 
a voicemail and one of our 
representatives will return your call 
as soon as possible. (transferred to 
voicemail). 

Normal Hours Message You have 
reached us after hours. Agents are 
available to take calls Monday 
through Friday 8:00 am to 3:00 pm; 
eastern time - excluding state 
holidays. Please call back during 
those times or you can leave a 
voicemail and one of our 
representatives will return your call 
as soon as possible (transferred to 
voicemail). 

Holiday Message: 
A generic holiday 
message will be played 
for all holidays. The 
holidays in the table will 
be programmed. 

TIU: Set the closed-reason 
message as one of 
“Training/Meeting” 
“Unforeseen” 

Set the closed-
reason message 
as “Normal Hours 
Message” 

Set the closed-
reason message 
as “Holiday 
Message” 

Closed reason message 
<Play message based on 
different closed conditions> 

Pg 4 



Child Support Bureau – Case Management Unit (CMU) 

Queue Call Flow     

 
  

   
  
  

 
  

  

  

  

  
   

  

   
   

  

  

 

 

    
  

  

  

  

  

  

 

   

    

    

   

    

    

   

    

    

   

    

    

   

    

    

   

 

 

 

 

     

 
  

    
    
  

    
      

    
   
    

     
   

   
  
     

  

   
 

         
       

        

         
       

        

   

START 
CSR Queue Call Flow 

Agent in “CMU 
Workgroup ” 

Available? 

Did the agent 
accept the call? 

END 

Yes, agent 
accepted call 

Increase Call 
Priority 

Voice 
mail 

NOTE: 
Redirect on No 
Answer after 20 
Seconds 

NOTE: 
Refer to pg. 6, for actual 
FAQ verbiage (5 FAQs) 

Voicemail 
or end call 

IVR Reporting 

Enabled 

NOTE: Caller will have 
option to leave voicemail 

(Begin Queue Processing 

2- FAQ (if enabled) 

3- Hold Music (60 sec) 

7- CSR Busy - 1 Opt Out 

5- FAQ (if enabled) 

6- Hold Music (60 sec) 

7- CSR Busy – 1 Opt Out 

9- FAQ (if enabled) 

10- Hold Music (60 sec) 

11- CSR Busy – 1 Opt Out 

12- FAQ (if enabled) 

14- CSR Busy - 1 Opt Out 

13- Hold Music (60 sec) 

16- FAQ (if enabled) 

18- CSR Busy – 1 Opt Out 

17- Hold Music (60 sec) 

19- FAQ (if enabled) 

20- Logical Transfer 

IVR Reporting 

Enabled 

No Response 

No Response 

IVR Reporting 

Enabled Queue? 

Pg 5 

We are currently 
experiencing a very 
high call volume. 
Helping you is our 
number one priority 
and we are doing our 
best to assist all of our 
callers. We are sorry 
for any inconvenience 
this may cause. Pease 
try your call again later 
or you can leave a 
voicemail and one of 
our representatives 
will return your call as 
soon as possible 

No 

In queue for more than 
15 minutes? 

No 

Yes 

Yes 

Yes No 

If you would prefer not to hold for the next available 
agent, you can leave a voicemail. To leave a voicemail, 
please press 1. Otherwise stay on the line for the next 
available agent. 

If you would prefer not to hold for the next available 
agent, you can leave a voicemail. To leave a voicemail, 
please press 1. Otherwise stay on the line for the next 
available agent. 

Please hold for the next available agent. 

No 

15 or more calls in 



  

  

  

  

  

  

  

  

  

 
                         

    
                          

     
              
                          

   

       
                      

                        
       

Child Support Bureau – Case Management Unit (CMU) 

FAQ Messages 

FAQ Messages: 
1. The Indiana Child Support Case Management Computer System is in the process of being upgraded. Please be patient with us as we start the process to rollout a system that will help us to 
better serve all of our participants. 
2. Did you know that Indiana has cooperative agreements with the county Prosecutor and Clerk’s offices? If you know what county is assigned to work your case you will receive the most up-
to-date information by contacting them directly. 
3. The Case Management Unit of the Indiana State Child Support Bureau includes the Indiana Central Registry, Foster Care Referrals and Online Enrollments. 
4. Did you know that participants can sign up for services in Indiana through the online enrollment form? Go to www.childsupport.in.gov for more information about enrolling in Indiana Child 
Support Services. 5. TBD 

TIU (Outage/Closed Messages) - Closed Queue Messages (TIU): 
Unforeseen: The Case Management Unit is currently unavailable. We apologize for any inconvenience this may cause. Please leave a message and we will respond at our earliest opportunity. 

Training/Meeting: The Case Management Unit is currently unavailable. Our representatives are in training to help serve you better. Please try your call again later or you can leave a message 
and we will respond at our earliest opportunity. 
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www.childsupport.in.gov
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