DCS05062016 TELEPHONE ANSWERING SERVICE
SCOPE OF SERVICES

Description of Service:
Provide 24 hours a day, seven days a week answering service for people calling to report accidents on Carnival and Amusement Rides in New Jersey.  The telephone number to be utilized by the public is provided by the Department of Community Affairs.  Calls from the public to the telephone number are answered by the answering service, and relevant information is relayed to Department responder by the answering service.

Essential Criteria:
The following information shall be recorded and relayed for all incoming calls:


1.  Description of the incident and injury

2.  Time of the incident


3.  Name of the park or event where incident occurred


4.  Name of the ride on which the incident occurred


5.  Age and gender of the injured party (if applicable)


6.  Contact name 

7.  Contact phone number
Attempts at relaying information to Department staff are to commence no longer than 5 minutes after the call concerning the accident is received by the vendor.

Attempts at reaching Department staff will follow a prioritized list of staff members to call, based on a list provided by the Department on a weekly basis.

Attempts to call Department staff must continue by vendor until a Department responder accepts the call.  This may mean cycling through the list more than once.

Responder shall have the option of recording the information relayed, or shall have the option of receiving the relayed information and having the answering service connect them to the party who made the incoming call.

The vendor is to provide a written list of calls with the recorded information for each incident that occurred within the previous 24 hour period at the end of each 24 hour period (midnight).  The information must be emailed or faxed to a number/email address provided by the Department within 8 hours of the close of the period (8 am).
