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THE LANGUAGE USED IN THIS DOCUMENT DOES NOT CREATE AN
EMPLOYMENT _CONTRACT BETWEEN THE EMPLOYEE AND THE SC
DEPARTMENT _OF DISABILITIES AND SPECIAL NEEDS (DDSN). THIS
DOCUMENT _DOES NOT CREATE ANY CONTRACTUAL RIGHTS OR
ENTITLEMENTS. DDSN RESERVES THE RIGHT TO REVISE THE CONTENT OF
THIS POLICY, IN WHOLE OR IN PART. NO PROMISES OR ASSURANCES,
WHETHER _WRITTEN _OR _ORAL, WHICH ARE CONTRARY TO OR
INCONSISTENT WITH THE TERMS OF THIS PARAGRAPH CREATE ANY
CONTRACT OF EMPLOYMENT.

PURPOSE

The purpose of this directive is to document the Department’s policy, regarding the proper
procedures to be followed by all Central Office employees relative to answering telephones and
providing for incoming telephone call coverage during normal business hours within each
division and section. The manner and efficiency in which incoming telephone calls are answered
and processed is basic to providing quality service to both internal and external customers of
each division and section within Central Office.
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POLICY

Each division and section within Central Office is responsible for answering incoming telephone
calls to their area, and must provide coverage within their section or division during all normal
business hours (8:30 to 5:00), Monday through Friday. Incoming calls should not be allowed to
ring through to the Receptionist or Executive Suite Administrative Support. Every effort should
be made within the divisions and sections to avoid this situation. When a call does ring through
to the Receptionist or Executive Suite, it should be only because all telephones within the
division or section are busy. The answering of “ring through” calls from within Central Office
should be an extremely rare occurrence.

Employees should help answer ringing telephones in their area, by using the call pickup feature,
when they are aware that a telephone is not going to be answered by the intended recipient.
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