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GSA FTS and the Indian

Health Service (1HS)

Mission
Why Use GSA FTS?

GSAFTS currently manages the telephone
and voice mail systems for the Indian Health

Trust, proven performance Service (IHS) hospital in Shiprock, NM. The

and experience. GSA FTS hospital serves approximately 40,000 Native
knows the intricacies of the Americans. Last year, Indian Health Service
Indian Health Service employees began experiencing problems
system, and the GSA FTS with the telephone system. Many callers

were receiving busy signals, and hospital

team has the know[edge and employees were at times unable to call out.

experience in creating The pattern of complaints was being
large—scale voicemail received on a regular basis, usually every
solutions to do the job. Wednesday and Thursday.

When the GSA FTS team investigated the
problem, they found that the Dental Clinic
had initiated a new process for scheduling
dental appointments that began right around
the time the complaints started. The Dental
clinic instructed patients wishing to make an
appointment to call only between an estab-
lished two-hour window every Wednesday.
So at the beginning of the two-hour window,
the Dental clinic started receiving an influx of
callers wishing to make appointments. This
overwhelmed the capacity of the telephone
switch and virtually caused a blockage on
the entire telephone system. Dental staff
members had to manually answer the calls
during the two-hour window and long past
the end of the two hours even though all
available openings were usually filled within
the first 15 minutes.

Netw

2 5/02 £-COTEO-02.0040

www.fts.gsa.gov A 1-888-FTS-6397

Mission Accomplished

To solve this problem, the GSA FTS team
recommended purchase and installation of
a new software application for the existing
voice mail system. The new application
provides automated attendants and an
automated interface into the dental appoint-
ment database. It allows patients to call
and schedule dental appointments 24 hours
a day, 7 days a week. Callers are given the
choice to schedule available dates and
times for their appointment or to call back
when additional openings will be available.
Congestion is alleviated on the telephone
switch and staff members no longer have to
manually answer phones for scheduling.
Callers can select system prompts in either
Navajo or English.
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