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DATE: April 16,2010

TO: G.A.B.’s Help Desk and Front Desk Staff
Elections Division Staff
Administrative Services Staff

FROM: Nathaniel E. Robinson
Elections Division Administrator
Government Accountability Board

SUBJECT:  Dynamic List of Topics and Staff Members for Directing Incoming Calls

During the Communications and Training Listening Sessions we conducted last fall, the issue of the
G.A.B.’s Elections Division staff not always providing accurate responses to questions and other
inquiries arose. It was also brought to our attention that clerks may receive different replies to the same
question, by different Elections Division staff persons.

We are pursuing a three-step approach to address clerks’ concerns. The first step we are taking is to put
in place an internal procedure to ensure that clerks’ inquires are routed to the Elections Division staff
member that has the best available knowledge to respond in an accurate and efficient manner. Being
able to directly transfer calls to the staff member with the most relevant knowledge will improve the
caller’s experience and get them the most accurate answer in the least amount of time.

On the following page is an active staff list that will be updated and reissued as necessary. Please take
note of the order in which staff members are listed for a given topic as that is the order in which calls
should be directed.

We have only referenced the first step in this communication. There are however, three steps in our
protocol for improving accurate and consistent responses to clerks’ inquiries. Please refer to the
attached memorandum to clerks that details the three-step protocol that we are instituting to improve
accurate and consistent responses to clerks’ inquiries.

As usual, we appreciate your participation and cooperation. Thank you.
Attachment
cc: Kevin J. Kennedy

Director and General Counsel

Government Accountability Board

Sharrie L. Hauge

Chief Administrative Officer

Government Accountability Board

Wisconsin County and Municipal Clerks
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