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Telerus, Automated Information Service for Jails

By Helen Christophi

Telerus is making jail operalions a
little easier for facility staff and for
those who have a loved one in jail.

The company recently made it
Automated Information Service avail-
able on a stand-alone basis for low
monthly fees that are affordable for jails
of all sizes. AlS. the couniry’s only
hosted voice automation service for
jails, automates approsimately 30 per-
cent of incoming telephone calls, result-
ing in a dramatic improvement to
citizen service, as well as reduced costs,
according to Telerus.

With miany jails averaging nwore
than half a call per inmate per day, call
volumes accumulate rapidly, and few
facilities have enough staff to answer
calls on a imely basis, says Telerus.
Because the calls are largely repetitive
and seldom require critical thinking and
subjective determinations, many can be
offloaded to an automated syatem that

can provide
callers with
inrmate-spe
cific informa-
tion, such as
charges,
bonds, court
dates, pro-
jected release
dates and visi-
lation policies.
=faff members
are then free
to focus on
other tasks.
With a background in interactive
voice response technolopy, Ted Radey co-
founded Telerus five vears ago with a
local deputy sheriff. After discussing the
number and nature of calls coming into
jails, they decided to combine their exper
tise to bring IVE technology (o the jail
market. IVR, short for Interactive Yoice
Response, is a technoblogy that automates
interactions with telephone callers,

Rodey

Radey, who had previously worked
with governmental agencies to install
IVE technology, says he was
*astounded to learn IVR hadn't prolifer-
ated among jails.”

“Historically, it has been complicated
and expensive,” he said. Five to 10 years
ago, IVEs were installed at the facility
itself, increasing operational costs and
complexity, but Radey says, “The cloud
is changing the landscape. Prices are
coming down dramatically, and it's get-
ling easier. We can turn the service up
in & few weeks, and there is not nearly
the level of commitment once required.”

AlS achieves automation rates of
more than 80 percent by allowing callers
o speak the name of an inmate or type
information desired in English or Span-
ish. The system has a transfer threshobld
of three, meaning that if a caller gets
stuck on any menu three times, they are
automatically transferred to a live staff
member, “We could have raised the
[transfer rate] to five to raise the

automation rate, but cilizens woulbd hawve
been frustrated, while lowering the rate
would have lowered the automation rate
as well as the benefits to staff,” said
Eadey, “We found that three times is a
good balance,” he added.

AlS works by obaining information
from a jail management system through
an FTP stream over the Internet, which
minimizes the dependence on jail staff.
After callers speak an inmate’s name,
the system plavs information about him
or her — such as bond amounts and
types, scheduled court dates and pro-
jected release dates, Callers dial the
zame local number they have always
dialed, but they reach the AlS system
instead of the facility.

“Our philosophy is that people are
Lo precious to answer the same ques-
tion over and over,” said BEadey. “The
idea is that |AIS will allow] the facility to
save people for the really complex stuff.”

Telerus allows jails to customize the
oplions they want to present callers.
Common oplions include charge
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descriptions, bond amount and type,
inmate visitation information, sched-
uled court dates and locations, and pro-
jected release dates,

Less common oplions include inmate
identification numbers callers can use
when sending mail to inmates and sup-
port for detainers and other agencies,

Creneral information about facilities,
such as location and directions, comimon
routes, property policies, how to send
myil, money, medications and prescrip
tions, are also available on the ALS system.

Svetem implementation is generally
targeted 1o about 60 days, although
Radey says it can be done much faster,
depending on a facility's ambition.
Telerus had one jail's system up amd
running in 18 days.

The company has &5 jails under con-
tract, ranging from 50-bed jails to facili-
ties with thousands of beds,

When implementing the sysiem,
Telerus first surveys a facility’s opera-
tions to determine a feature set, and then
decides the best means for extracting
data from its files to support that set. It
then establishes an FTP stream over the
Internet between the facility and
Telerus's Denver-area data center, con-
sults with the facility on general informa-
tion scripts, conducts user lesting and
finally schedules a godive date. Calls can
b forwarded from the facility to the
company's data center, or the facility can
allow Telerus to receive calls directly on
thie facility’s phone number.

“It iz dramatically cheaper,”™ said
Eadey. “If vou have a 1,000-bed jail, you
receive about 500 calls per day. With
AIS, you can automate 80 percent of
those incoming calls, We woulkd expect
to save them the equivalent of at least
five full-time employees,”

Radey says customers have told him
that AIS relieved their jails’ staffing
woes and improved accuracy in book-
ing roomes. One booking manager even
said that the public trusts AlS more
than the staff because callers feel infor-
mation that comes from the system is
the “final word.”

“Our belief is that IVE will become
standard technology at most jails,” said
Radey. “Lots of smaller jails couldn’t
touch this technology a few vears ago,
but it allows you to operate more effec-
tively while providing improved citizen
service,”

Do you have a company you'd like to
see featured as o Trade Files? Send us

an email at cn@emlenmedio.com

herds, and those dogs are sent o pris
ons where the climate is a bit cooler.”

In training, Conrad will take TVs,
line them up, and place a cell phone in
just one of them. One hundred percent
of the time, the dog will go o it, he =aid.
He's never had a dog pass one up.

The department’s dogs are available
=evren days a weels, 24 hours a day, "We
will =woop in with the element of 2urprise,”
zail Conrad. “Nobody knows where or

BACKGROUND CHECK

when we are going (o be someplace and
that is where our success lies. What we've
golten to is as we are walking down the
tier you can actually hear the progression
of toabets flushing. They don’t know where
we are poing 1o hit or when we are going
to hit and these dogs have become so
good, that rather than get caught with the
drugs they fuzh it in the cell”

“We find convicted sex offenders
communicating with young kids, who

have no idea whao
they are talking to. We
have inmates that are
planning escapes and threatening
witnesses, It is mainly the gpangs. The
phones [in prison] go anywhere from
S500 to SO, for a 549 GoPhone!”

As of press time, Conrad and his K-
O teams, each team consiting of a han-
dler and dog, have recovered 7,284
contraband cell phones in 2001, B
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