
HOUSE No. 729
By Mr. Ayers of Quincy, petition of Bruce J. Ayers that the Auditor

of the Commonwealth be authorized to implement evaluation pro-
grams for certain state agencies. State Administration.

3Tf)c Commontoealtf) of iflassacfuisrtts

In the Year Two Thousand and One

An Act directing the state auditor to implement a testing and
EVALUATION PROGRAM FOR STATE AGENCIES INTERACTING WITH
THE PUBLIC.

Be it enacted by the Senate and House of Representatives in General
Court assembled, and by the authority ofthe same, as follows:

1 Chapter 11 of the General Laws, as appearing in the 1996
2 Official Edition, is hereby amended by adding at the end thereof
3 the following new section;—
4 Section 16. For the purpose of this section the following terms
5 shall have the following meanings:—
6 “customer service functions”, any function of a state agency or
7 authority that is designed to assist individuals who require help
8 interacting with such an agency or authority; including any func-
-9 tion used by such an agency or authority to answer commonly

10 asked questions or to disclose pertinent information about an
11 agency’s functions including all telephone numbers, e-mail or
12 standard addresses assigned for the herein noted purposes.
13 “contacts”, people who have contacted a state agency.
14 The department of the state auditor shall make an audit as often
15 as the state auditor determines it necessary, but in no event less
16 than once in every four years of the customer service functions of
17 all agencies, including secretariats, departments, divisions,
18 offices, commissions, institutions, districts and authorities created
19 by the general court, that have direct contact with the general
20 public to determine if said subdivisions of the commonwealth are
21 providing accurate information to those seeking assistance from
22 such state agencies. Said department of the state auditor shall have
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(23 full access to all materials utilized by the administration,
24 employees and agents of any agency selected for audit by the
25 department in order to determine if the material is factual, clear to
26 understand and organized in such a manner as to promote timely
27 and accurate answers to any customer inquiries received by the
28 agency. The state auditor shall have full access to all records,
29 except personal or corporate tax information, indicating customer
30 contacts received by the agency and the action taken or answer
31 given to resolve the inquiry and shall randomly examine such
32 records to verify the accuracy of agency action and may thereafter
33 call or correspond with any such contacts recorded by the agency
34 to gauge the level of satisfaction such contacts feel the agency
35 action warrants. The department of the state auditor shall have the
36 authority to place random, anonymous calls or written inquiries to
37 state agencies to determine the amount of time necessary to reach
38 the party appropriate for resolving the test case that was subject of
39 the call or written inquiry to the subject agency and shall rate the
40 level of proficiency demonstrated by staff answering customer
41 inquiries over the telephone. The department of the state auditor
42 shall also examine all brochures, public information releases,
43 internet site locations and mail advertisements for accuracy. The
44 auditor shall compile and revise at his discretion a listing of stan-
-45 dards for the conduct of such customer service audits and shall
46 submit the same and all completed audit results to the house and
47 senate committees on ways and means and the secretary of admin-
-48 istration and finance, all secretariats and the cognizant executive
49 boards of all authorities. In any audit wherein there appears an
50 adverse result, the auditor may require a response, in writing,
51 from the administrator of the agency so audited. Such response
52 shall be forwarded to the department of the state auditor within
53 fifteen days of such request and a copy of such response shall be
54 filed with the appropriate secretariat, the secretary of administra-
-55 tion and finance, the cognizant executive board in the case of
56 an authority and the house and senate committees on ways
57 and means.
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