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HOUSE BI LL 2550

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

By Representatives Dunshee, Haigh, Mloscia, Cody, Scott, Qgden,
Linville, Anderson, Conway, Schual -Berke, Constantine, Lantz, Kenney,
Ednonds, Cooper, Eickneyer, Mirray, Mrris, Keiser, Stensen, Santos,
Rockefell er, Ronero, Wod, O Brien, Kagi, Hurst and Kessl er

Read first time 01/17/2000. Referred to Conmttee on State Gover nnent.

AN ACT Rel ating to creating the Washi ngt on answers! program addi ng
a new chapter to Title 43 RCW and naki ng an appropriation.

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

NEW SECTION. Sec. 1. The legislature believes that one of the
nost inportant responsibilities of the WAashington state governnent is
to provide quick, accurate, and courteous information to Washi ngton
citizens. The governor has al so nade custoner service a priority by
including it in performance contracts wth agency directors.
Washi ngton citizens use various neans to access information and
services including the tel ephone, the internet, the postal service, and
office visits. The Washi ngton answers! programis intended to focus on
inproving the ability of agencies to provide quick, courteous, and
accurate information to Washington citizens.

NEW SECTI ON. Sec. 2. Unless the context clearly requires
otherwise, the definitions in this section apply throughout this
chapter.

(1) "Account" means the Washi ngton answers! account in the state
treasury.
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(2) "Agency" neans an office, departnment, board, conm ssion, or
other separate unit or division, however designated, in the state
gover nnent .

(3) "Director” nmeans the director of financial managenent.

NEW_ SECTI O\ Sec. 3. (1) The Washington answers! account is
created in the state treasury. Mneys in the account may be used only
in a manner consistent with this chapter. Moneys deposited in the
account shall be admnistered by the director and subject to
| egi sl ative appropriation.

(2) The director may use or permt the use of any noneys in the
account to make grants to agencies for the purpose of inproving the
ability of agencies to provide quick, courteous, and accurate
information to Washington citizens. No nore than three percent of the
nmoneys deposited in the account nmay be used by the director to pay for
the adm ni stration of the grant program authorized by this chapter.

(3) An agency applying for grants shall submt a witten proposal
to the director. The proposal must include a description of how the
agency will wuse the grant and other information relevant to the
director’s consideration of the agency’s proposal under section 4 of
this act.

NEW SECTI ON..  Sec. 4. Wen nmaking a grant under this chapter, the
director shall consider the extent to which the applicant agency’s
pr oposal :

(1) Contains initiatives that will result in |ong-terminprovenent
in custonmer service,

(2) Uilizes technology to inprove and expand the avenues for
citizens to access information fromthe agency;

(3) Reduces the tine within which the agency responds to citizen
requests;

(4) Reduces telephone wait tinmes for citizens calling for agency
assi st ance;

(5) Inproves call centers to get information to callers nore
qui ckl y;

(6) Inproves the agency’ s use of toll-free tel ephone nunbers;

(7) Denonstrates the agency’s need to inprove tel ephone service;

(8) Uses electronic filing, electronic forns, and electronic
commerce to inprove custoner service;
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(9) Inproves efficiency in collecting and utilizing state revenues;
(10) Creates new efficiencies; and
(11) Reduces the nunber of full-tinme enployees within the agency.

NEW SECTI O\ Sec. 5. An agency receiving a grant under this
chapt er shall

(1) Monitor wait tines for citizens contacting the agency and the
time within which the agency responds to citizen requests;

(2) Provide an opportunity for citizens to | eave nessages in the
event that wait tinmes are too |ong; and

(3) Provide an annual report on the results of the grant to the
| egi sl ature, the governor, and the director on or before Decenber 1st
in each of the five years follow ng receipt of the grant. The report
must contain the follow ng information:

(a) The average wait time for citizens contacting the agency during
t he precedi ng cal endar year;

(b) The nunber of dropped tel ephone calls during the preceding
cal endar year;

(c) The availability of nore effective custoner service technol ogy;

(d) The average tine within which the agency responded to citizen
requests during the precedi ng cal endar year;

(e) Atinmetable of targets for neaningful reductions in citizen
wait tinme; and

(f) Beginning in the second year follow ng the grant, a conpari son
of the information from previous years.

NEW SECTI ON. Sec. 6. The director shall conduct an annual random
survey of published agency access nunbers. The survey nmust i nclude
agencies wth high volunmes of citizen contact during the preceding
cal endar year. The director shall report the results of the survey to
the legislature and the governor on or before Decenber 1st of each
year. The survey nust include the following information for each
agency:

(1) The nunber of tinmes, if any, that the agency could not be
contacted through the published agency access nunber;

(2) The responsiveness of the published agency access nunber;

(3) The average anmount of wait time; and

(4) The availability of know edgeable agency staff to answer
citizen questions.
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NEW SECTION. Sec. 7. The director shall nake avail able to other
agencies any innovative actions that the director discovers while
adm nistering this chapter that may inprove an agency's ability to
provide quick, courteous, and accurate information to WAashington
citizens.

NEW SECTION. Sec. 8. The sumof one mllion dollars, or as much
thereof as may be necessary, is appropriated for the biennium ending
June 30, 2001, fromthe general fund to the Washi ngton answers! account
for the purposes of this act.

NEW SECTION. Sec. 9. Sections 1 through 7 of this act constitute
a new chapter in Title 43 RCW

~-- END ---
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