STATE OF CALIFORNIA--HEALTH AND WELFARE AGENCY

DEPARTMENT OF SCCIAL SERVICES
744 P Street, Sacramento, CA 95814

June 8, 1989

ALL-COUNTY INFORMATION NOTICE NO. I-36-89

TO: ALL COUNTY WELFARE DEPARTMENTS

SUBJECT: EMERGENCY RESPONSE PROGRAM 24-HOUR TELEPHONE LISTING IN
LOCAL TELEPHONE DIRECTORIES

It has been brought to our attention that the telephone listing
of the 24 hours a day, seven days a week Emergency Response
Program of the local County welfare department (CWD) is not
always listed along with other emergency phone numbers in the
front of the telephone directory. Based on a random review of
local telephone directories, the Department found that CWDs list
the emergency response telephone number in various sections of
the telephone directories.

Manual of Policies and Procedures (MPP) Section 30~194 regulates
telephone access for emergency response services. It requires
that the emergency response telephone number be publicized in
several ways including telephone directories. There is no
requirement to list the telephone number in the Crisis Line
Seection or any other specific location in the telephone
directory.

In order to ensure that local emergency response telephone
numbers are easily located, the Department recommends that CWDs
apply to have the number placed in the Crisis Line Section or
Emergency pages of the local telephone directories.

To accomplish this, each CWD whose emergency response number does
not currently appear on these pages, should contact its local
telephone company representative to make application for the
Crisis Line Section or Emergency page listing. In order to
facilitate your application, we secured the enclosed list of
requirements for this type of listing from Pacific Bell. Each
CWD should check with its local telephone company representative
for a determination of which requirements are applicable to
County government social service agencies and in your application
to the telephone company, provide information to meet these
regquirements.




We hope that implementation of this practice in all Counties will
improve services to children and families in communities by
facilitating the reporting of child abuse. If you have any
questions regarding this information notice, please contact your

Adult and Family Services Operations consultant at (916) 4U45-0623
or ATSS H485-0623.

#0REN D. SUTER,
Deputy Director
Adult and Family Services

Enclosure

ce: County Welfare Directors Association




Criteria for a listing in the Emergency
page Pacific Bell telephone directory

The following criteria hazs been adopted by Pacific Bell for =
listing in the emergency sections of its telephcone books. Each
County Welfare Department (CWD) planning to apply for this type
of listing should contact its local telephone company
representative to determine which requirements are applicable in
that County.

o Operate and answer calls 24 hours per day, 365 days per year,
inciuding holidays.

0o Answer calls on a live basis. The person answering the call
should have immediate knowledge of the course of action to be
taken for the emergency request, Calls are not to be referred
to another number or answered by an answering service or
answering machine.

o The organization should provide and maintain adequate
equipment and facilities: A minimum of two lines in hunting
in the non-metro directories, and 3 lines in hunting in the
metro areas to handle the call volume,

o Be a governmental social service agency or a non-profit
organization providing free Crlsis Intervention services on a
non-discriminatory basis to call users in the area served by
the directory.

o Three letters of recommendationare required: two from
agencies in the same area of service and one from the local
law enforcement agency.

o Once listed, there is no guarantee that the listing will be
included in subsequent directories. That decision remains
with the Pacific Bell Customer Guide 3taff.

o Eaenh listing will be reviewed on an annual basis to insure
that the agency stiil meets the criteria.




