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Response to Request for Information

Reference FOI 001846
Date 08 January 2018

Policies and Procedures for Customer Service

Request:

Under the Freedom of Information Act, I would like to request information on Policies
and Procedures for Customer Service regarding Wolverhampton City Council.

In response to your request, please find our response below:



Every contact counts
Delivering excellent customer service



Welcome!
As your council, we want to give you the highest standards of customer service whether you:

• contact us by telephone
• visit us in person
• visit our website
• send us a letter or email
• communicate with us through social media
• invite us into your home
• make a complaint, comment or compliment.

We take our responsibility to provide good customer service personally. We invest in our staff and we set
ourselves high standards. 

Though these standards may be high, we’ve also tried to make them simple, user friendly and
measurable. This booklet will explain what they are and also set out what you as a service user or
customer can expect from us.

Our ambition is to get things right first time, every time. We’re human beings, however and we realise
that sometimes we might not get all the way there. That’s why your views are so important to us. Your
feedback is the single most important thing in helping us improve our services.

Please feel free to get in touch with your comments and suggestions – you’ll find our contact details on
the last page of this document.



Our commitment to you
We will always…

• Treat you fairly, with respect and consideration.

• Be courteous, helpful, open and honest.

• Listen to you and respond positively to what you’re telling us.

• Deliver high quality, value for money services organised around your needs.

• Give you information, advice and services in the way you want to receive them.

• Use clear, understandable English.

• Try wherever we can to communicate with you in the method you prefer.

• Ask for your feedback and use it to help improve our services.

• Respect your confidentiality.

• Let you know how quickly we can take action to answer your enquiry or resolve your complaint.

• Let you know if we are unable to assist you and if that is the case , provide advice on how you might

obtain assistance.

• Tell you who’s dealing with your enquiry or direct you to the best person to help.

• Keep our promises by doing what we say we are going to do.



If you telephone us we will...

• Aim to answer calls within 90 seconds at our Customer Services Centre.

• Tell you the name of the service area and the person you’re speaking to.

• Give you contact details of someone who can help you with any future enquiries.

• Try to deal with your enquiry then and there. If we can’t for any reason, we’ll tell you when you can
expect a response.

• Offer to take your details and arrange for someone to call you back if we can’t put you through to the
right person.

• Respond to your telephone messages within two working days, wherever possible – if it’s going to
take longer, we’ll let you know.

• Avoid using answerphones whenever we can – but if you have to leave a message, we’ll respond
within two working days.

• Comply with the Data Protection Act (1998), making sure that proper steps are taken to protect your
personal and sensitive information.

• Support you to carry out your transaction or source information electronically to save you time and
money in the future.



If you visit our website we will...

• Make sure it is easy to use.

• Provide feedback forms for you to ask questions or leave comments.

• Make paper forms available electronically or as PDF documents.

• Make sure that information on the site is both accurate and easy to find.

• Display opening times and the times that council services are available clearly and simply.

If you email or write to us we will...

• Give an initial or holding response to your e-mail or letter within five working days.

• Let you know if your email or letter has to be sent to a specialist department or another person to
deal with. If this happens, you should expect to hear from us within ten working days of the date we
get your letter or email original date of receipt. If we need more time to give you a proper answer,
we’ll tell you as soon as we can.

• Keep our correspondence simple and easy to understand.

• Provide you with contact details and a reference number if you need to get in touch.

• Direct you to the council’s website if we think there’s information there that can help you.



If you visit us in person we will...

• Make sure that you can find our reception areas.

• Be welcoming, attentive, helpful and courteous.

• Let you know how long it will be before someone can see you.

• Aim to deal with your enquiry within 20 minutes.

• Get in touch with the appropriate service for you if we’re unable to deal with your enquiry directly.

• Create a clean, safe, comfortable and easily-accessible environment for you, advance  notice of any
particular access requirements that you have will help us to achieve this.

• Provide you with a confidential meeting area if you need it.

• Try wherever we can to communicate with you in the method you prefer.

• Make sure that all our employees wear identification and receptionists wear name badges, so you
know who you’re talking to.

• Provide signing and language interpretation – as long as you let us know in advance that you need it.

• Support you to carry out your transaction or source information electronically to save you time and
money in the future



If we visit you we will...
• Offer you a choice of appointment times when we can.

• Carry identification and show it to you straight away.

• Explain who we are and the purpose of the visit.

• Be on time – and let you know as soon as possible if we are going to be late or miss an
appointment.

• Advise you who to telephone if you want to confirm the identity of the person visiting you.

• Let you know what will happen next as a result of our visit.

• Do our best to arrange home visits and interviews around the need to respect a day of
worship if you let us know in advance



If you contact us on social media such as Facebook and
Twitter, we will...

• Endeavour to join the conversation where possible. However, we may not able to reply individually to
all the messages we receive

• Read all direct messages and replies to posts and ensure that any emerging themes or helpful
suggestions are passed to the relevant people at City of Wolverhampton Council

• If we need further information from you about any issue, we’ll either ask for this through direct
messaging or give you a telephone number or email address to provide this

• Work to the principles set out in the council’s social media policy which you can find here:
Social Media Policy

http://www.wolverhampton.gov.uk/article/3069/Social-Media-Acceptable-Use-Policy


Customer feedback

We welcome and learn from all of the feedback we receive, complaints compliments and comments. If
you make a complaint we will:

• Acknowledge it within four working days.

• Try to resolve your complaint as soon as possible.

• Help you by taking your complaint details over the telephone if you prefer not to write or email your
complaint to us.

• Tell you if we need to deal with the issue using specific procedures, which may take longer.

• Provide a full and final written response within 21 calendar days, or a timescale which we have
agreed with you.

• Learn from your suggestions, compliments and complaints, using them to improve and develop our
services.

• Provide you with details of the complaints procedure, so that you know what to do if you are not
happy with your response. You can find out more about the council’s Customer Feedback Process
here: Customer Feedback

http://www.wolverhampton.gov.uk/article/2962/Customer-feedback


Protecting your data and answering
Freedom of Information requests
We will:

• Make sure that all council employees have had appropriate training.

• Sensitively and confidentially handle all information that you give to us..

• Make sure your information is not discussed with, or disclosed to, any unauthorised person.

• Ask you only for information that is relevant.

• Respond within 40 calendar days to requests for access to your personal information, in line with the
Data Protection Act 1998.

• Respond within 20 working days to requests for information under the Freedom of Information Act 2000.

Equality and Diversity

• The council complies with the aims of the Public Sector Equality Duty in providing inclusive and
accessible services. We’ll make reasonable adjustments to address your individual needs. Advance
notice of any particular access requirements thatyou have will help us to achieve this.



What we ask of you

We’ll do our best at all times to meet the service standards that we’ve set out in this booklet. However,
there are some small things you can do to help us provide the level of service we all want. Please…

• Give us feedback and tell us where we can make improvements to our services.

• Treat our employees with respect.

• Be considerate and polite to other customers.

• Let us have all the information we need to help you.

• Let us know if you have special needs.

• Ask us to explain anything that you are not sure about.



Get in touch with us

If you’d like to know more about our commitment to customer service, please contact us through one of
the following methods:

• Customer Services online forms: Customer Feedback

• E-mail: customer.services@wolverhampton.gov.uk.

• General enquiries for service requests: 01902 551155.

• Minicom: 01902 555554.

• Fax: 01902 551195.

• Emergency out of hours: 01902 552999.

• Post: City of Wolverhampton Council, Civic Centre, St. Peter's Square, Wolverhampton. 
WV1 1SH.

You can get this information in large print, Braille, audio or in another language by calling
01902 551155.

http://www.wolverhampton.gov.uk/article/2962/Customer-feedback


Every contact counts
How we deliver excellent customer service

at City of Wolverhampton Council



Our new standards:
What you need to know
At a glance:

• Customer care and service is everyone’s
responsibility.

• Managers are responsible for embedding
customer service into the operational delivery of
their service area.

• All internal and external telephone calls will be
answered in six rings.

• Working as a team, when we are away from our
desks we will ensure that our calls can be
answered by ourcolleagues and vice-versa.

• We will always keep our customers updated -
from their initial call to resolution.

• We will see customers who have an appointment
with us within 20 minutes of their allotted time

• We will see customers who do not have an
appointment within 1 hour.

• For all emails and letters, we will respond within
five working days using the agreed corporate
templates.

• We will make sure our email out-of-office facility
is enabled when we are away from the office for
more than a day, using the corporately agreed
out of office message.

• Customer service training is now mandatory for
all employees.

• If you are expecting a visitor you will notify main
reception desk on extension 0138 to ensure that
your guest is dealt with as efficiently as possible.

• It is mandatory for all employees to wear their
access badge on a corporate lanyard around
their neck andensure that it is visible at all times
whilst they are on duty. 

Every council employee, no matter what job they
do, has a responsibility to treat the people we
come into contact with every day with courtesy,
professionalism and fairness. It’s what our service
users, customers and partners expect from a
Confident, Capable Council and it’s the absolute
minimum they deserve from us.



Managers will ensure that their teams know about,
and more importantly, deliver upon these
standards. There is an expectation that
performance against delivery of customer service
standards will be included in service plans and
form part of everyemployee’s one-to-one and
annual appraisal, and that they will be regularly
reviewed by senior managers.

Teams, departments and managers will also be

held to account by the Strategic Executive Board

(SEB) through monthly customer service

performance reporting. This report will provide

information on performance against telephone,

standards as well as complaint trends. 

We will set high standards and we will expect these

to be met. Where action to tackle poor

performance is required this will be taken swiftly

and service areas will be offered support to achieve

these standards. These standards aim to create a

‘one council’, corporate approach and are

designed to set clear expectations for everyone

who has regular contact with customers, both from

inside and outside the council.

Handling telephone calls

• All internal and external telephone calls will be
answered or diverted to a colleague within six
rings.

• When you answer the phone remember to say
‘good morning’ or ‘good afternoon’ and to
clearly state your name, for example:

“Good morning, you’re speaking to Joe Smith,
how can I help you?

• When you are away from your desk, you will
make sure that your calls can be picked up by
colleagues within the team. This may require a
hunt-group number, or a pick up group setting
up and ICT can help you with this – email ICTS
Service Desk for support. If you are regularly
away from the office, please divert your phone to
a colleague who has the knowledge and skill to
deal with any queries appropriately or take
messages which should be responded to within
agreed timescales. Alternatively you can divert
your number to a temporary location, the
following link will help you to do this: ICT service
desk

http://wolvesnet/finance/ICTS/
http://wolvesnet/finance/ICTS/
mailto:icts.servicedesk@wolverhampton.gov.uk
mailto:icts.servicedesk@wolverhampton.gov.uk


• If for whatever reason it’s not possible to divert
your phone, you should activate your voicemail.
Voicemail messages should say who you are and
when you will get back to the caller – in practice
this should be no longer than two working days
after their voicemail was left. Advice on how to
set up your voicemail can be found here (MITEL
phones) or here (Telewest phones).

• To ensure that you are accessible and available
to work colleagues and our external customers,
you need to make sure that the corporate
telephone directory is updated if your details
change. This is a personal responsibility but
managers also have a role in checking and
monitoring accuracy. Advice on how to do this
can be found here.

Handling face-to-face contact

• Reception areas will be kept smart, clean, tidy
and free from clutter. This includes removing or
reporting unnecessary and outof-date posters
and flyers to your manager. Again, managers will
be accountable for ensuring that these
standards are rigorously maintained at 
all times.

• Standards of dress should be adhered to at all
times – particularly by staff in customer-facing
roles such as receptionists who should also wear
an appropriate name badge. That means
wearing your uniform if you have one, following
the dress code if you don’t (this should be
available from your manager)

• All employees will wear their access badge if you
do not have a corporate lanyard please speak to
your manager or supervisor who will arrange to
have one ordered for you.

http://wolvesnet/corporate/phone/default.htm


• We will see customers who have an appointment
within 20 minutes of their allotted time. If there’s
going to be a delay, you will let reception staff
know, liaise with the officer dealing with the
enquiry and – above all – keep your customer
updated. It’smportant to remember that excellent
customer service is about keeping our promises.

• If you are expecting a visitor you must notify
main reception on extension 0138 giving the
customer’s name, the tile of the meeting, the
name of the employee meeting with the
customer and their contact number.

• You will ensure that your customer’s preferred
method of communication is used where you
know it – and find out if you don’t. This
information should be captured in the future on
the City Council’s new customer relationship
management (CRM) system.

• When dealing with assertive and challenging
customers you will do so calmly, professionally
and fairly. Customer excellence training, which
includes handling aggression, is mandatory for
every existing and new employee and must be
part of continued professional development

plans. A customer care training package can be
found on the learning hub. If you don’t have
access to the learning hub please speak to your
manager who will make alternative arrangements
for you to access this training.

• When you visit customers in their own homes,
you will carry up-to-date identification to show
them and give your name and reason for visiting
before you cross the threshold. You will also
provide a number for them to call so that they
can verify who you are.

• When you are visiting a customer in their own
home you should follow your departmental lone
working policy at all times. Please speak to your
line manager if you are not aware of the policy in
your area of work or if you require any
clarification of the processes that are in place.

• If you have to cancel a home visit or you’re
running late, then you must let your customer
know at the first opportunity.

• At the end of any home visit, you will always
make sure that your customer knows what will
happen next.



Handling social media contact
i.e. Facebook and Twitter

Social media is a very powerful tool, but you have
to be careful about how you use it, both in your
professional and personal lives.

The council has a social media policy which you
need to be familiar with. You can find out more
about it here: Social Media Usage Policy

Handling contact by letter

For many people, a letter may be the only contact
they have with the council. You should always
remember to:

• Only use the agreed, corporate letter templates
(and no others) which can be found here.

• Include, as a matter of corporate standard, your
customer’s first name (and if this is not available
their sign-off – for example, Mr Mrs, Ms) in your
response.

• Explain any technical terms you use clearly and
simply if their meaning isn’t immediately obvious.

• You will acknowledge - and ideally respond to - all
letters within five working days of receiving them.

• Written correspondence is one of the most
expensive methods of communicating with our
customers. Every effort should bemade – where
appropriate – to encourage customers to use
channels such as email and digital self-service
which are more efficient and environmentally-
friendly.

Handling email contact

• You should keep internal emails to a minimum –
and use the Cc option only when it’s absolutely
necessary.

• The first and third Wednesday of every month
have been designated ‘internal email-free days’
to encourage better internalcommunication and
productivity. So, unless you’re communicating
time-sensitive information relating to statutory
requirements,for example complaints and
Freedom of Information (FOI) requests, you
shouldn’t send any internal emails. If you are
unsure about sending something, please take
advice from your line manager.

http://wolvesnet/corporate/templates/
http://www.wolverhampton.gov.uk/article/3069/Social-Media-Acceptable-Use-Policy


• Every internal email you send will include the
appropriate protective marking – for example
PROTECT – LOCSEN , NOT PROTECTIVELY
MARKED. You can find out more here: Protective
Marking Guidance

• The subject bar on each email should state
clearly what the email’s about.

• You will acknowledge - and ideally respond to -
all emails within five working days of receiving
them.

• You should send an initial holding response to all
external emails immediately. The holding
response should set out for our customers when
they can expect to receive a full response. IT
helpdesk can support implementation of this
function for service specific mailboxes within
service areas.

• When you are away from the office for more than
half a day you will need to ensure that your
Microsoft Outlook out-of-office notification is
activated. The corporate email response should
be used for your out of office message.

It will read: “I am currently away from the office
returning on DAY/MONTH/YEAR. If your enquiry
is of an urgent nature, please contact XX on
01902 55XXXX. Thank you. Kind Regards
XXXXX” All out-of-office notifications will be
written in Arial size 14 text.

Handling customer feedback

You should always refer customer complaints,
comments and compliments to the Corporate
Complaints team. If you have any doubts about
whether this should be done, ask your manager for
advice or consult the council’s complaints policy
which can be found here.

https://www.wolverhampton.gov.uk/CHttpHandler.ashx?id=1757&p=0
http://www.wolverhampton.gov.uk/CHttpHandler.ashx?id=2143&p=0
http://www.wolverhampton.gov.uk/CHttpHandler.ashx?id=2143&p=0


Telephone Etiquette
Checklist/Quick Guide

Make sure you know how to:

Divert and undivert your phone

Turn voicemail on/off

Pick up a colleagues calls

Get help with a technical fault or setting

If you are going away from your desk at any time:

• Divert your phone to a colleague who has the
knowledge/skill to deal with queries or take
messages (Simply press the * key on your
phone, then enter ‘44’ followed by the extension
number you are diverting to).

OR

• If nobody is available to divert your phone to,
please switch on your voicemail. To switch on
your voicemail please see here (MITEL phones)
or here (Telewest phones).

• When you return to your desk, lift your handset’s
receiver, press the # key and enter ‘44’, put your
receiver back down. Your phone is now un-
diverted.

• When you return to your desk, please see here
(MITEL phones) or here (Telewest phones) for
instructions on how to retrieve messages or turn off.

If you notice a phone ringing in the office and
an individual is away from their desk:

• Press the * key followed by the digits 34 and the
extension number of the phone that is ringing to
pick it up. Let your colleague know the message
you have taken but also ask that they put their
phone on divert or activate their voicemail in
future.

Is there a way to make things easier?

• If you work as part of a wider team and there are
a number of extension numbers to
remember/keep track of you can email ICT
Service Desk to create a ‘group pick up’. Once
activated group you will be apply to press *33



from your phone when any phone which is
ringing in this group will automatically transfer the
call to your phone.

• Please note: ‘Hunt Groups’ are where a call rings
from phone to phone until a member of the team
answers – these are not in-line with the
corporate 6 ring policy and should not be
configured. Please contact ICT Service Desk if
you need to deactivate these. 

 



Setting up voicemail
for MITEL phones

Setting up your mailbox

To set up your new voicemail you first need to
complete the on line tutorial this will personalise
your mail box enabling you to start receiving
messages. You can only set up your mailbox from
your own phone.  

To access the tutorial dial 1571. The tutorial will talk
you through the following areas:

• Setting up your pass code – the system default
is 1111. You will be asked to change this to
another 4 digit number to ensure that your mail
box remains secure. The number you choose
should be easy for you to remember and   hard for
others to guess.

• Recording your greeting – this is the greeting that
callers will hear when they reach your mailbox.
You will be asked to record two greetings a
personal greeting and a busy greeting. 

• Recording your name – this is the name of the
mail box. This can either be an individuals name
or a team name.

How to activate voicemail

You can divert all incoming calls straight to voice
mail, this is normally used when you are out of the
office or as a night service. There will be one short
break in the dialling tone to indicate there is a divert
in action but no messages have been left or two
short breaks in the dial tone to indicate when
messages have been left on the voicemail. 

Divert All Calls - Dial *44 followed by 1571   

To Cancel - #44                    

You can also programme your phone to forward
calls to your voice mail when you are engaged on
another call or when you are away from your desk,
these diverts will ensure that you will never miss a
call.



They only have to be programmed once initially and
then when you are engaged or your phone is not
answered within 4-6 rings your voicemail will
automatically take the call, you do not need to
keep reactivating them daily.
                                             
Divert when you are Busy on a call -
Dial *40 followed by 1571 To Cancel - #40

Divert on No Answer -
Dial *41 followed by 1571 To Cancel - #41

How to listen to messages

Enter your mailbox by dialling 1571.

The system will announce how many unread and
read messages are in the mail box it will then
provide you with a series of prompts. To listen to
your messages press 7.

After listening to each message you will be given
the following options:

2 – Answer the current message; you will be
connected to the person who left the message

3 – Discard the message
4 – Give the message to another user
5 – Keep the current message
7 – Play the current message again
9 – Return to the main menu

To change your
greeting/passcode/username

Enter your mailbox by dialling 1571.
At the main menu press 8 for user options.  
You will then have the following options:

4 – Change greeting
5 – Change distribution list
6 – Change your name 
7 – Change your pass code
9 – Exit user options

After you have made your selection you will hear a
series of voice prompts that will talk you through
the changes you wish to make. If you wish to exit
the system at any time press 9.



Troubleshooting

Problem:
Messages are not being taken when
l am away from my desk.

Solution:
Check that you have diverted all calls
to voicemail.                           

Problem:
My phone is not ringing.

Solution:
Check that you have removed the
divert from your phone.          

                                             
Problem:
I have forgotten my pass code.

Solution:
Contact the ICTS Service desk ext. 8000,
icts.servicedesk@wolverhampton.gov.uk

Quick reference guide to using voicemail

To use voicemail you first need to complete the
tutoria (1571). This will personalise your mailbox.

Activating voicemail

Divert All Calls - Dial *44 1571 To Cancel - #44
Divert on Busy - Dial *40 1571 To Cancel - #40
Divert on No Answer - Dial *41 1571 To Cancel - #41

To enter the voicemail system dial 1571.

Press 7 to Play message
Press 2 to Return call
Press 3 to Discard message
Press 4 to Give message to another user
Press 5 to Keep message
Press 7 to Repeat message

Press 8 for User options
Press 4 to Change greeting
Press 6 to Change name
Press 7 to Change pass code
Press 9 to Exit



Setting up voicemail
for Telewest phones

Initialising your mailbox

Your mailbox MUST be initialised before you can
receive messages. The first step is to record your
greeting. Once this has been done you MUST
programme one of the call divert options to forward
to voice mail in order for your callers to reach your
voice mail message.

Your mailbox can only be initialised
from your own phone.

Dial 91571 from your telephone.
The system will greet you and advise you of your
mailbox number (your own telephone number)
The system will begin the tutorial (The tutorial must
be completed to initialise your mailbox)
During the tutorial you will be prompted to record a
4 digit Pass code (You must choose your own pass
code).

You will then be prompted to record a Greeting
(Advisable to have something written down before
you start) Press # when you have finished speaking.

Finally you will be asked to record your name this
can be the company name or your own name
(Each time you dial into your mailbox you will be
greeted with this name to confirm that this is your
mailbox, no one else will hear this). When you have
reached the end of the tutorial hang up. Now you
must choose one of the Call divert options to
activate your voice mail message.

How to activate your voicemail

You can programme your phone to forward calls to
your voice mail when you are engaged on another
call or when you are away from your desk, these
diverts will ensure that you will never miss a call.
They only have to be programmed once initially and
then when you are engaged or your phone is not
answered within 4-6 rings your voicemail will
automatically take the call, you do not need to
keep reactivating them daily.



Divert when you are Busy on a call -
Dial *40 followed by 91571 #  To Cancel - #40

Divert on No Answer - 
Dial *41 followed by 91571 # To Cancel - #41

You can also divert all incoming calls straight to
voice mail, this is normally used when you are out
of the office or as a night service. There will be one
short break in the dialling tone to indicate there is a
divert in action but no messages have been left or
two short breaks in the dial tone to indicate when
messages have been left on the voicemail. 

Divert All Calls - Dial *44 followed by 91571 #
To Cancel - #44                    

To enter your mailbox
Dial Access number 91571 (from your own phone)
Enter your 4 Digit Pass code.

                                             

To enter your mailbox
Dial your extension number
(from another Centrex Extension).
Key * whilst your greeting is playing.
Key your 4 Digit Pass code.

To enter your mailbox
Call your full telephone number
(from an external line).
Key * when you hear your greeting.
Enter your 4 Digit Pass code.

Message indication
If you have messages you will hear stuttered dial
tone when you pick up the receiver, this will stay on
the line until you access your voicemail. (You are
still able to make and receive calls in the
meantime).



How to listen to your messages

Dial 91571
Key your 4 Digit Pass code
Press 7 to play your message(s)

Whilst listening to messages...

Press 3 to DISCARD message
Press 5 to SAVE message
Press 7 to PLAY your next message
Press 9 to EXIT your mailbox
Press 1 to PAUSE for 30 seconds, any key to
resume

Press * to move back OR # to move
forward 5 secs.

To Record a new Greeting/Pass code/NameDial
91571 to enter your mailbox
Press 8  User Options
Press 4  for Greeting
Press 6  for Name
Press 7 to change Pass code

Voice mail will give you step by step voice
instructions advising you which number you need
to press for each option.       

Suggested greetings

Office hours greeting

Hello, you have reached the voice mail of  <name>
I am unable to take your call as I am either on the
telephone or away from my desk. Please leave your
name and telephone number and I will return your
call as soon as I can.

Night service greeting

Hello you have reached the voice mail of
<Company Name>. Our office hours are <time>. If
you would like to leave your name and telephone
number we will return your call as soon as
possible. Thank you for calling.



Daily greeting

Hello, you have reached the voicemail of <name>
on <day and date>. I will be out of the office until
<time or date>, but I will be checking my mailbox
regularly, so if you leave your Name and telephone
number I will contact your as soon as I am able.

(Remember if you use this greeting you will have to
re-record the greeting daily)

Holiday greeting

Hello, you have reached the mailbox of <name>. I
will be on annual leave from <date> until <date>. If
you leave a message in my mailbox I will deal with
it upon my return.

N.B. As soon as you have recorded your greeting
press # to confirm.


