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SENATE BI LL 6242

State of WAshi ngt on 56th Legislature 2000 Regul ar Sessi on

By Senators Fairley, Patterson, Kohl-Wlles, Shin, MAuliffe, Ei de and
B. Shel don

Read first time 01/11/2000. Referred to Committee on Labor & Workforce
Devel opnent .

AN ACT Relating to public agency tel ephone systens; adding a new
section to chapter 43.105 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, although many
state agenci es use automated tel ephone answering for cost savings and
efficiency, there are tines when a person needs to have the tel ephone
answered by a live departnment enployee. Washi ngton citizens,
busi nesses, visitors, and legislators becone frustrated in their
attenpts to obtain information when they call a nmjor agency and are
trapped in a voice mail | oop. The |legislature intends that nmajor state
agencies have, as an imediate voice mail option, a mninmm of two
public tel ephone main access lines that are staffed by |ive departnent
enpl oyees who are trained to answer basic inquiries or to otherw se
direct the caller to soneone who can assist them

NEWSECTION. Sec. 2. A newsectionis added to chapter 43.105 RCW
to read as foll ows:

(1) Major state agencies shall nake available, as an automated
t el ephone answering system caller option, the option of pronptly
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reaching a live departnental enployee trained to answer basic inquiries
or otherwise direct the caller to sonmeone appropriate to respond to
their request for information. Maj or state agencies shall each

al |l ocate

a mnmm of tw telephone lines to handle their

responsi bilities under this section, and shall nonitor on-hold tines,
with the goal of an average response tine of five mnutes or |ess.
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For the purposes of this section major state agencies are:
The departnent of ecol ogy;

The departnent of agriculture;

The office of financial managenent;

The departnent of general adm nistration;

The departnent of revenue;

The departnent of personnel;

the departnent of retirenment systens;

The departnent of financial institutions;

The Washi ngton state patrol;

The departnent of |icensing;

The departnent of social and health services;

The departnent of |abor and industries;

The enpl oynent security departnent;

The departnent of health;

The departnent of corrections;

The departnent of veterans affairs;

The departnent of community, trade, and econom c devel opnent;

The office of the secretary of state.
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