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STEPHANIE TURES JONES

112 BisrmicT, O

Congress of the Enitet States

TBouge of Wepregentatibes
Tashington, BE 20515-351
Tune 8, 2004

Thy: Honorable Frank Wolf The Honorable Joge Semano
Chair Ranking Member _
Commerce, Justice, State, and Judiciary Commerce, Justice, State, and Judiciary
Appropriations Subcommittee Appropriations Subcommittee
H- 309 Capitel 1016 Longworth House Office Building
Wishington, DC 20513 Washington, DC 20515

Dear Chairman Wolf and Ranking Member Serrano:

We urge the House Commerce, Justice, State and Yudiciary Appropriations Subcommittee
to reject a request by the Equat Employment Opportunity Commission (EEQC) w0 use
any funding provided under the FY2005 Commerce, Justice, State and Judiciary
Appropriations Bill for a worldorce repositioning effort, which would be used to

establish a privatized national customer service center as weil as close and consolidate
fic:ld offices.

Currently, reliable and experienced EEQC ernployees, including attormeys, mediators,
and investigators, provide callers with advice and counsel. In fact, according to the
witness who represented EEOC’s district directors at the agency’s September 8, 2003,
hearing, “three-fourths of the district directors continue to believe that calls from the
public are being quite adequately handled with cwrrent staff.”

Federal emplovees are high performers when it comes to staffing call centers. According
wr a 2002 study by Purdue University’s Center for Customer-Driven Quality, federal call
centers provide better customer service than centers run by state and local agencies or
private firms. On the other hand, contracting out call centers, particularly call centers
established to respond to complicated inquiries about legal rights and protections, can
rasult in inferior service and increased costs.

According to a 2003 study by the American Immigration Lawyers of America (AILA),
service deteriorated dramatically when the Department of Hormeland Security’s Bureau of
(Citizenship and Immigration Services cut off access to its service centers and instead
cirected callers to use a privatized call center.

In August 2002, EEOC commissioned a study from the National Academy of Public
Adminisiration on the Commission's structure and program dulivery system. That stedy
rvecornmended closmg 41 of EEOC's 51 offices, Earlier this year, EEOC directed a
"repositioning workgroup” to recommend which offices should be shut down and
sonsolidated inte no more than eleven "mepga offices."”
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We believe that these proposals eould diminish the ability of thes EEOC to perform its
important mission of helping working Americans to fight back against discrimination in
the workplace, Therefore, we ask that you includs_language in thig year’s appropriations

/ Stephanie Tubbs Jones
/ Member of Congress
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eil Abercrombie Anibal Acevedo-Vild

Member of Congress

Member of Congress
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Brian Baird Frank Ballance
Mexmber of Congress Member of Congress
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Robert Brady \
Member of Congress
Corrine Brown Sherrod Brown
Member of Congress Member of Congress
Michael E. Cay Detmis Cardoza,
Member of Congress Member of Congress
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Member of Congdess
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Jim. Cloper Mﬂ& F. Costello

Member of Congress

ver of Congress

Dannd K. Davis
Member of Congress
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Diana DeGette William D. Delahunt
Member of Congress Member of Congress
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