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First menu operator access.
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The General Assembly finds that:

)

(3)

Some telephone systems operated by State government agencies require callers
to proceed through several menus to finally reach an individual extension, an

arrangement that can be intimidating to the caller;

Many State telephone systems also make it difficult to reach an attendant or

operator at the agency; and

While automated telephone systems and voice mail are intended to improve the
efficiency of government, the first duty of government is to serve the people,
and efficiency should not impede the average citizen in attempting to contact

a State agency for service or information.

State agency telephone systems routing calls to multiple extensions shall be

reprogrammed by September 1, 1997, to minimize the number of menus that a caller

must go through to reach the desired extension, and to allow the caller to reach an

attendant or operator after accessing not more than two menus from the first menu

when calling during normal business hours. As used in this section, the term "menu"

refers to the first point in the call at which the caller is asked to choose from two or

more options, regardless of whether that choice is referred to as a menu, router, or

other term within the telephone industry itself.

This act shall be implemented by State agencies with existing personnel at no

additional cost to the State.
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All State agencies shall include the agency's telephone number or numbers in a

prominent place on all agency letterhead.

§ 143-162.1(d) The provisions of subsection (b) of this section shall not apply to any "511" traveler

information system operated by the Department of Transportation.

§ 143-162.1(e) The provisions of subsection (b) of this section shall not apply to any call center
operated under the Department of State Treasurer. (1997-351, ss. 1, 2; 1999-429, ss.
1,2; 2003-184, s. 4; 2020-29, s. 3.)

END OF SECTION TEXT APPARATUS FOLLOWS — DERIVED, NOT ENACTED

APPARATUS III

Citation

FULL SECTION

N.C. Gen. Stat. § 143-162.1 (2026).

PINPOINT

N.C. Gen. Stat. § 143-162.1(a) (2026).

Pinpoint keys are set in the left margin of the text rather than line numbers: subsection

designators are stable across editions and paper sizes, line numbers are not.

COLOPHON
Provenance

This document reproduces the text of one section of the General Statutes of North Carolina
from a source file whose SHA-256 digest is printed on every page. The digest fixes the bytes

this export was made from; if the State's file changes, the digest will not match.

The text of the section is unaltered. Subsection designators have been moved from the run of
text into the margin. The amendment history and the table of authorities are derived from the

section by mechanical extraction — they add no characterization of the law.

This is not the official text. The official text is published by the General Assembly of North

Carolina.

SET IN SPECTRAL AND ARCHIVO
NORTH CAROLINA LAW — STATUTE EXPORT, FORMAT V1

UNOFFICIAL REPRODUCTION — OFFICIAL TEXT IS PUBLISHED BY THE STATE SHA-256 89f4dfda...d20349




