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SENATE BI LL 6168

State of WAshi ngt on 56th Legislature 2000 Regul ar Sessi on
By Senators Fairley, Patterson and Kline

Read first tine 01/10/2000. Referred to Commttee on Human Servi ces &
Corrections.

AN ACT Relating to the departnment of social and health services
phone answeri ng system addi ng a new section to chapter 43. 20A RCW and
creating a new section.

BE | T ENACTED BY THE LEG SLATURE OF THE STATE OF WASHI NGTON:

NEW SECTION. Sec. 1. The legislature finds that persons in need
of services provided by the departnent of social and health services
are often frustrated in their attenpts to receive information or
resolve problens with the department by the use of conplex autonmated
voi ce mail systens. |Instead of being able to access a live person, who
could answer their questions or direct their calls, clients of the
departnent are subjected to a series of automated voice mail options,
often with no forwarding to a live enployee. Messages left on voice
mail frequently do not receive a pronpt response. In view of the
serious, and at tines even life-threatening, nature of many of the
calls to the agency responsible for the protection of children, the

frail and elderly, and the nentally ill, as well as famlies in
poverty, the legislature finds it is unacceptable to prevent access by
bl ockadi ng the public with voice mail, unreturned calls, and | ong hold
tinmes.
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The legislature intends that the departnment staff its primry
publ i c access tel ephones with a live person option, providing those in
need for whomvoi ce mail options are i nappropriate with the opportunity
to speak pronptly with a departnment enployee trained to respond to
their questions, or direct their calls.

NEWSECTION. Sec. 2. A newsection is added to chapter 43. 20A RCW
to read as foll ows:

The departnent shall not be allowed to use an automated tel ephone
systemfor answering tel ephone calls placed to the departnent’s primary
public servi ce phone nunbers, during regul ar hours of operation, unless
t he autonat ed tel ephone system provides, as the first nmenu option, an
option that permts a caller to speak directly to an enpl oyee of the
departnment, wthout listening to the entire recorded nessage. |ncom ng
tel ephone calls on primary public service nunbers shall be answered
pronmptly, and the departnent shall nonitor |length of tinme any i ncom ng
call is put on hold, wth the goal of reducing hold tine to five
mnutes or less. No enployee of the departnment may use an autonated
phone answering system to screen tel ephone calls for the purpose of
refusing to communicate with any person if the subject matter of the
t el ephone nessage or the identity of the caller relates to a duty or
responsibility of the division or unit of the departnent for which the
enpl oyee perfornms services, or relates to a duty or responsibility of
the enpl oyee. The departnent of general adm nistration shall ensure
that each division or unit of the departnment of social and health
services establishes a procedure for answering tel ephone calls placed
to the departnment during regular business hours that conforns to the
requi renents of this section.

~-- END ---
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