AICCCA National Locator Line
QUESTIONS AND ANSWERS

Q.
What is the AICCCA National Locator Line?

A.
The AICCCA toll free numbers are: 866-703-8787 and 800-450-1794.  One number is published in media and the other on the AICCCA website for consumers to call a participating AICCCA member.  Individual referring organizations may be assigned a separate, unpublished toll-free number that they will use exclusively. All AICCCA numbers are distributed identically for all participating members; that is, participation in one number includes participation in all numbers.

Q.
How does the AICCCA National Locator Line work?

A.
The AICCCA National Locator Line utilizes Peregrin’s Consumer Choice™ options. This means that each time a caller calls one of the AICCCA toll-free numbers, they are presented with an option to choose an agency by hearing them describe themselves, or to have an agency selected for them. If the caller chooses to hear agencies, available agencies are randomly selected and presented three at a time. The caller can choose whichever they want and they will be connected straight through. If the caller chooses to have an agency selected for them, the next available agency, selected randomly, will be given the call, until all agencies in that day/time/location selection have received the same number of calls.
Q. 
What is the annual cost to enroll? 

A. 
There is no annual cost. Your organization to receive calls from all AICCCA numbers in the State(s) of your choice during whatever hours you specify.  It is recommended you select only the hours your phones are staffed to ensure optimal service for your callers.

Q. 
How do I enroll my agency? 

A. 
Once you join AICCCA, a new menu option will appear on your Peregrin Online site. From there, you can choose the states you cover, the hours you are open, and you can choose a professional voice to record a description of your agency. It’s fast, and easy. If you need help, simply contact Peregrin at 1-800-231-2493.
Q.
How are calls shared in the pool of participating agencies?

A.
Calls will be distributed equally per day part (Time of day and/or day of week) between each agency in that day part based on equal percentage distribution in the area of coverage that the caller is calling from.  If your designated number is busy or not answered within 4 rings, the call will be sent to a backup provider and you will be up for the next call. You can also enroll in a Peregrin service to be notified if your phone lines become unexpectedly busy or unreachable, resulting in a larger number of re-directed calls.

Q. 
How much will each call cost?

A.
Calls for all AICCCA programs will be billed at $15.00 per call, $8.00 of which goes to the AICCCA. Special programs may be priced differently. There are no credits issued nor any discounts applied. While you may choose which areas from which to receive calls, you must accept calls from all AICCCA programs or none at all.  

Q.
How will I be billed for these calls?

A
The AICCCA has arranged for Peregrin Services, the industry’s leading provider of call management and transaction processing services for agencies and creditors, to invoice your agency directly each month you incur call activity. 

Q.
Do I need to assign a special toll free number solely for these calls?

A.
No. Although a toll-free number is required to participate, you may use your normal toll free number.  However, you may find it helpful to assign a special number that rings on a specific line so you can immediately determine that the call is from the AICCCA National Locator Line. You may also use different toll-free numbers for different AICCCA programs for an additional fee.

Q.
How do I handle call backs?

A.
This is an important issue.  Peregrin finds that “best practices” agencies provide each caller with a different inbound telephone number (toll-free or otherwise) after their initial contact with your agency.  In addition to avoiding being charged for a second call through the Locator lines, you gain a much clearer view of your actual number of new callers when you segregate your call traffic this way. 

Q. 
Why do I need to include my business hours and days open in the enrollment form?

A 
As an AICCCA member, you understand how important it is that callers are provided immediate service and access to counseling.  By letting us know when your phones will not be staffed, we can route calls to agencies that are open, ensuring callers receive that immediate access. At any time you can request a special report from Peregrin Online that can help you decide whether the volume of calls justifies your extending your hours.

Q. 
Will calls be handled 24/7?

A.
Yes. Any agency offering 24/7 may participate at 24/7.  If you later expand your business hours to 24/7, you may update your operating hours when the next system update is scheduled. Peregrin will be updating distribution quarterly beginning 4/1/04.  Until that time, members may enroll as they wish and Peregrin will update weekly.

Q. 
How will the AICCCA promote the number?
A.
Please consult with your AICCA Trustee or officer about particular campaigns and plans.

Q. 
If I choose NOT to participate at this time, may I enroll at a later date?

A.
Yes, you may enroll later. Updates and changes to the distribution will be done monthly.

Q. 
May I change our telephone number or business hours at a later time if need be?

A.
Yes, updates and changes to the system will be done monthly.  If there is an emergency change, Peregrin can usually accommodate the request for a nominal programming fee.

Q.
What type of reporting will be available?
A
You have access to your call reports with up-to-the-minute updates and a wide variety of report options directly through your existing Peregrin Online account. Each agency has access to a unique password protected web site to view their monthly activity.  These reports are currently available through Peregrin Online by choosing Reports – CMS – Reports from your Peregrin dashboard or homepage. For training, call Peregrin at 1-800-231-2493 or view the tutorials on the Peregrin website.
Q. 
Whom do I contact for questions on this program?

A. 
Peregrin is the administrator of the AICCCA National Locator Line program. Please direct all questions initially to them and they will be happy to put you in touch with an AICCCA representative if Peregrin cannot answer your question. Please contact: 




Customer Service




Peregrin Services Corp.




800-231-2493 option 3



443-394-3809 F




service@peregrinservices.com




www.peregrinservices.com
