	Emergency preamble.  Whereas, Acts of the Legislature do not become effective until 90 days after adjournment unless enacted as emergencies; and





	Whereas, the people of the State need from time to time to contact state agencies because of problems or concerns that the people may have; and





	Whereas, often when a person calls a state agency with a problem or concern, that person needs to talk to an individual, and it is not necessarily convenient or practical for that person to leave a message or to follow an electronic menu with options; and





	Whereas, the purpose of state agencies is to serve the people of the State in a manner that is as accessible, efficient and responsive as possible; and





	Whereas, when a person calls a state agency with a problem or concern and receives an automated operator or electronic menu instead of a live operator, often that person is not able to adequately receive assistance or services for the person's problem or concern, making that person disenchanted and upset; and





	Whereas, when a person calls a state agency with a problem or concern and receives an automated operator or electronic menu instead of a live operator, the person receives a bad impression of the State, and the State receives a bad reputation; and





	Whereas, the number of people calling a state agency and not getting the assistance or services they are entitled to because the state agency does not have a live operator answering incoming telephone calls grows by the day; and 





	Whereas, in the judgment of the Legislature, these facts create an emergency within the meaning of the Constitution of Maine and require the following legislation as immediately necessary for the preservation of the public peace, health and safety; now, therefore,





Be it enacted by the People of the State of Maine as follows:





	Sec. 1.  5 MRSA §54 is enacted to read:





§54.  Automated telephone answering equipment





	An agency shall have a live operator answer all incoming telephone calls to the agency during the business hours of the agency.  The operator may direct an incoming call to voice mail or another automated answering service after the incoming call is 


�



initially answered.  This section does not apply to an incoming telephone call to a telephone line that is dedicated as a hot line for emergency services or to provide general information.  "Agency" has the same meaning as defined in section 43.





	Emergency clause.  In view of the emergency cited in the preamble, this Act takes effect when approved.








SUMMARY





	This bill requires state agencies and departments to have a live operator answer all incoming telephone calls to the agency or department during business hours except for emergency hot lines and telephone lines that provide general information.





LD 2176 (LR: 3050 item 01) Unofficial Document created 04-09-1999 - 14:32:51





�PAGE  �1�


LR 3050(01)











