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AN ACT in relation to State governnent.

Be it enacted by the People of the State of Illinois,

represented in the General Assenbly:

Section 1. Short title. This Act may be cited as the

Human Voi ce Cont act Act.

Section 5. Legislative findings. The CGeneral Assenbly
finds that:

(1) the people of this State, from tinme to tine,
need contact wth State agencies because of problens or
concer ns;

(2) often when a person calls a State agency that
person needs to talk to an individual, and it is not
necessarily convenient or practical for that person to
| eave a nessage or to follow an autonated nenu;

(3) the purpose of State agencies is to serve the
people of this State in a manner that is as accessible,
efficient, and responsive as possi bl e;

(4) when a person calls a State agency and receives
an automated operator or an automated nenu instead of a
live operator, often that person is not abl e to
adequately recei ve assistance or services; and

(5) the nunber of people calling a State agency and
not getting the assistance or services that they are
entitled to because the State agency does not have a live

operator answering incom ng phone calls grows by the day.

Section 10. Definitions. In this Act:
"Information transaction |[ine" neans a telephone Iline
that neets all of the followng criteria:
(1) The line is used by a State agency.

(2) The line allows a caller to access his or her
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account or accounts and related information wusing a
t ouch-tone tel ephone.

(3) The line delivers or captures, or both delivers
and captures, information fromcallers and operates 24
hours per day, 7 days per week using a conputer-generated
VOi ce response.

(4) The line allows a caller to self-select the
information he or she desires by choosing an appropriate
menu option froma |ist presented by a conputer-generated
voi ce.

(5 The line allows data to be captured by
permtting a caller to enter basic information, such as
t he nunmber of hours worked, using his or her telephone
dial pad as automated input into the system
"State agency" neans the sanme as in Section 1-7 of the

I1linois State Auditing Act.

Section 15. Automat ed tel ephone answering equipnent.
Subj ect to appropriations, a State agency that uses automated
t el ephone answering equipnent to answer incom ng tel ephone
calls nust, during the normal business hours of the agency,
provide the caller wth the option, anong the first set of
menu choi ces, of speaking to a |live operator. This Section
does not apply to a telephone line that is dedicated as a hot
[ine for enmer gency services or to provide general
information. This Section does not apply to an information

transaction |ine.
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