ALASKA DIVISION OF

RETIREMENT AND BENEFITS

FOR OUR CUSTOMERS:

' A New Approach to
Customer Service
Centers

To improve our phone service and the speed
and processing of customer requests, the
Division of Retirement and Benefits (DRB) is
creating a new Customer Service Center.

Effective Monday, August 2, 2010, DRB
Customer Service Center phone hours of
operation will be:

Monday through Friday

from
10:00 A.M. to 3:30 PM.

(Office hours will remain 8:00 A.M. to 5:00 P.M.
Monday through Friday.)

During the Customer Service Center phone
hours, the number of customer service
representatives available on the phone will be
doubled. This will result in:

Lo Ability to speak to a live person on most
calls, rather than waiting in a queue;

L5 Reduction in dropped calls;

L Resolution of most issue(s) during your
first conversation.



Additionally, callers will be able to leave a
message for follow-up by staff for calls made
outside the new Customer Service Center
phone hours.

These new phone hours will allow DRB staff
to focus on written requests and inquiries in
the time preceding and following the Customer
Service Center phone hours, which will improve
the response times for these types of contacts.

The DRB phone greeting will inform custom-
ers of the new Customer Service Center phone
hours of operation, and will be periodically
refreshed with seasonal information.

Additional information regarding the new
Customer Service Center and its phone hours
can be found on the DRB website at:
doa.alaska.gov/drb/csc.html.
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