MEMORANDUM OF AGREEMENT
BETWEEN
THE INTERNAL REVENUE SERVICE
AND
THE NATIONAL TREASURY EMPLOYEES UNION

This agreement is entered into pursuant to the provisions of the Federal Service Labor Relations
Statute, 5 U.5.C. 7101 et seq., between the Internal Revenue Service (Employer) and the
National Treasury Employees Union (INTEU), collectively referred to as the “Parties,” over
1ssues pertaining to the delivery of programs under the auspices of the Assistant Commissioner
{Customer Service), to the public during fiscal year 2000 and beyond.

Section 1. CUSTOMER SERVICE OPERATIONS CENTER
The Employer has determined to undertake the following actions:

A. Establish the Customer Service Operations Center (CSOC) in Atlanta, which will utilize the
Customer Service Call Router (CSCR) and TeleCenter System (TCS) Scheduling and
Forecasting technologies to accomplish the following key activities:

1) Intelligently route and monitor toll-free traffic in real time;

2) Forecast national and Customer Service Call Center specific call volumes and types of
calls;

3) Forecast national and Call Center-specific staffing requirements;

4) Generate and monitor Call Center staffing schedules by attempting to the extent possible
to match the existing staffing available to the workload in a way that avoids or minimizes the
need to change tours of duty on an involuntary basis;

5) Monitor each Call Centers adherence to staffing schedules in real time; and

6) Solicit volunteer staffing or staff hours from an alternate Call Center site once a Call
Center site is not able to provide the requested service, i.e., tours of duty, overtime or holiday
coverage. It is expected that the CSOC will develop with NTEU a method of collecting the
information it needs from each Call Center site to perform this duty.

B. Additionally, to effectively implement the CSOC and supporting technology (CSCR and
TCS), the Employer has determined it will;

1) Implement the newly-configiired Aspect application groupings and standardized agent
groups in each Call Center;

2) Establish Fresno Service Center as the primary conlingency location in the event of an
outage or closing at CSOC. The National Customer Service office (New Carrollton) will
serve as a secandary contingency location. The Employer will brief local NTEU Chapters in



the Fresno Service Center and New Carroliton Headquarters Office relevant to the plans for
implementing these two locations as contingency sites for CSOC.

C. In order to ensure that NTEU is kept apprised of the initial plans and on-going activities
relative to CSOC, the Employer will:

1) Share with NTEU National, immediately or when completed, copies of all action plans
developed for the national rollout of CSOC, CSCR and TCS. Share with each impacted
chapter, immediately or when completed, Call Center site specific action plans developed
from the national rollout of CSOC, CSCR and TCS. Share all staffing plans with NTEU
National and Call Center site specific action plans with each impacted chapter, when they are
received in the Call Center site, for each planning period (October-December, January-June
and July-September). These plans will include the required staffing per hour or half-hour for
each day for each Call Center site, and the assumptions used to develop the plans (e.g., leave,
read and meeting time, etc.). The CS Directors will provide an electronic certification to
National NTEU that the site’s action and staffing plans have been shared with Local NTEU.

2) Develop CSOC Standard Operating Procedures (SOPs) which provides the procedures for
distribution (routing) of telephone work. Additionally, the Employer will:

a) Share a copy of the CSOC’ s SOPs with NTEU National and each Call Center. SOPs
will incorporate relevant provisions of this Agreement as it relates to C50C's
responsibility.

b) To the extent that these SOPs impact conditions of employment beyond this Customer
Service Agreement, NTEU National will be provided an opportunity to negotiate,
however, only to the extent that the SOP impacts working conditions beyond those
contained in this Agreement and NORD/NC V.

3) Brief NTEU nationally and locally within thirty (30) days after each planning period (i.e.,
October-December, January-June, July-September) regarding the results achieved for the
prior planning period by CSOC and to receive suggestions or feedback from NTEU regarding
the impact of CSOC operations on bargaining unit employees. Examples of data to be shared
will include corporate-level Customer Service Business Measure results, distribution of calls
to each Call Center, service levels (as measured in customer queue time) achieved by each
Call Center, and percent of secondary abandoned calls experienced at each Call Center.

4) Notify a nationally appointed NTEU representative (or the designated alternate) of the
weekly CSOC teleconference cail with the call sites so the representative can participate
during the general portion of the teleconference.

5) Establish a liatson in the €CSOC who can be contacted directly by NTEU national officials
to solve problems and vice versa.

Scction 2. READ TIME/MELTING TIME



A. The parties agree that there is value in providing sufficient read time and meeting time for all
Customer Service employees including Walk- In employees to keep current with new technical
and procedural information necessary for quality customer service and employee satisfaction. As
a result, the Employer has determined that read time and meeting time will be scheduled each
week throughout the year, including the filing season. Generally, neither read time nor meeting
time will be scheduled during peak hours or on the following peak days:

1) Mondays;
2) Tuesdays following a Monday holiday;

3) From April | to April 15, unless new materials are issued employees during this time;

*

4} August 15;

B. Meeting time is defined as time spent in recurring meetings that primarily focus on clarifying
- technical or procedural items; however, some brief or incidental administrative items may also be
addressed during this meeting time after all technical and procedural issues have been addressed.
Formal training, significant administrative items, On-the-Job Instruction (OJI), Survey Feedback
Action (SFA) meetings and Total Quality Organization (TQO) meetings are not regarded as
meeting time for the purposes of this definition. The Employer has determined that it will
schedule, on a weekly basis, thirty (30) minutes for meeting time with an additional thirty (30)
minutes allotted as the parties may agree locally.

C. Read time is defined as time spent on reading and filing activities, e.g., TEBB issuances,
technical or procedural information, all-employee memoranda, IDRS message files, ete., to
ensure the products and services provided to customers are accurateMWEr has?
deiasmainad-at-ttwill schedule sixty (60) minutes for fead tithe o & wedklv basi#® Moreover,
absent local agreements to the contrary, employees will be given read time in a minimum of
thirty (30) minute blocks. The Employer can decide to make the blocks larger. Additional read
time will be granted by the employee's manager at a time that fits with workload considerations.
Possible reasons for granting additional read time may include:

1) When the employee has been absent from the office for a period of time while on leave,
detail and/or training. The amount of read time given will reflect;

a) The aggregate amount of time missed; however, if the time missed was due to a
seasonal furlough and the intervening materials were covered in a refresher training
program the employee attended, the aggregate time may be adjusted downward to allow
for the training, and

D) An employee’s need to become current so as to be able to accurately respond to
customers.

2) When the employee is assigned to multiple applications and/or multiple agent groups,
such as Toll-Free and ACS or Toli-Free and paper inventory;



3) When the employee has used the weekly allocation, but new technical/procedural
information has been issued that same week after the employee has already used the allotted
time;

4) When the employee needs reasonable accommodation under Section 501 of the
Rehabilitation Act of 1973;

5) When the employee is relatively inexperienced; or
6) When the information the employee needs to know is unusually voluminous or complex.

D. The Employer has determined that if an employee provides an incorrect answer to a question
concerning a subject covered by newly received technical or procedural information that the
employee has not been granted time to read, feedback will not be used for evaluative purposes,
e.g., to develop a formal evaluation, as a performance indicator, or as an evaluative recordation.

- E. The Employer has determined that it will establish separate uniform Organization Function
Program (OFP) codes for recording and tracking the use of read time and meeting time on Forms
3081. Employees will report the actual time used for reading and meetings, whether they use
more or less than the allotted time.

Section 3. SIGN ONASIGN OFF (IDLE WITH REASON CODES)

In order to implement the Sign on/Sign off and Idle with Reason Codes for Call Centers, the
Employer has determined that: '

A. Effective December 1, 1998, and contingent on Aspect Release 6.1.2 or higher being installed
in al} Call Centers, all employees assigned to telephone work (product lines 1040, 8815, 4262,
Automated Collection System (ACS), Problem Resolution Program (PRP) and Criminal
Investigation) will sign on to the Aspect teleset at the beginning of their scheduled tour-of-duty
(TOD). The employer recognizes the need for employees to sign-off a reasonable period of time
(e.g., ten (10) minutes or more if that has been the local practice) before the actual end of the
shift to prepare the workstation for the next user, complete reports, and conduct other end-of-the
day activities. "Signed on" and "signed off" represent an employee's availability status to
perform assigned work. All Customer Service employees will use the “sign on" status as the

method to reflect their status for work availability. The only exceptions to this requirement are
the following:

1) Employees in all day training sessions will not sign on at all.

2) Employees who attend training, meetings or other situations which result in an absence

from their work station at the beginning of their TOD will not sign on until they are at their
work station,

3) Employees who report to their workstation at the beginning of their TOD, but thereafier
attend training, meetings or other situations which result in an absence from their work
station until the end of their TOD, will sign off when they leave their work station.






