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STATE OF NEW YORK

9166

| N SENATE

February 10, 2026

Introduced by Sen. C RYAN -- read tw ce and ordered printed, and when
printed to be conmitted to the Cormittee on Energy and Tel ecomuni -
cations

AN ACT to anmend the public service law, in relation to enhanced customner
service standards and conpliance framework for utility customer
assi stance operations

The People of the State of New York, represented in Senate and Assem
bly., do enact as follows:

Section 1. Legislative intent and safeguards. 1. Legislative purpose.
This act is intended to ensure high-quality custoner assistance services
t hrough performance-based regul ation that protects consuner interests,
mai nt ai ns energency response capabilities, and pronotes regulatory effi-
ciency while avoiding unnecessary barriers to legitimte business oper-
ations.

2. Location neutrality. Performance standards shall be applied
consistently to all customer assistance centers serving New York custom
ers regardless of physical |location, with evaluation based on denon-

strated capability, service quality outcones, and regulatory conpliance
rat her than assunptions about operational effectiveness based on facili-
ty location.

3. Proportionality requirenments. Al regulatory requirenents shall be
proportionate to identified risks and regulatory objectives, wth
consideration of utility size, operational conplexity, and resource
availability to ensure requirements do not inpose excessive burden rel a-
tive to consumer benefits achieved.

8§ 2. The public service law is anended by adding a new section 65-c to
read as foll ows:

8 65-c. Enhanced custoner service standards and conpliance franmework.
1. Definitions. For purposes of this section, the following terns shall
have the foll ow ng neanings:

(a) "Custoner assistance call center” neans any facility, whether
| ocated within or outside of the state of New York, that receives, proc-
esses, or responds to custoner inquiries, conplaints, service requests,
or energency calls on behalf of a gas or electric corporation, provided

EXPLANATI ON- - Matter in italics (underscored) is new, matter in brackets
[-] is old lawto be onmitted
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such facility handles nore than one thousand custonmer contacts annually
from New York custoners.

(b) "Enmergency service call" neans any custoner contact reporting an
event that poses an immediate threat to life, health, property, or
public safety involving utility infrastructure, including but not limt-
ed to gas leaks, electrical hazards., service outages affecting critical
facilities, or other situations requiring pronpt wutility response to
protect public safety.

(c) "First-call resolution"” neans the successful handling and closure
of a custoner inquiry or conplaint during the initial custoner service
interaction as confirnmed by custoner acknow edgnent that their inquiry
was answered or their conplaint was addressed to their satisfaction,
without need for followup, escalation, or transfer to resolve the
substantive issue presented.

(d) "Operational integration" neans el ectronic communication capabili-
ties that provide operational information updates between custoner
assistance centers and field operations within industry-standard tine-
franes not to exceed five minutes during nornmal operations, with allow
ances for network disruptions and system mai nt enance peri ods.

(e) "Geographic risk mtigation plan" neans a conprehensive docunented
strategy denpnstrating how out-of-state custoner assistance operations
shall achieve conpliance with New York energency response, coordination

and requlatory requirenents through specific procedures, training
prograns, and coordi nation protocols.
(f) "Commi ssion-approved third-party auditors"” neans independent

auditing firns certified by the comrission that denpnstrate a nininum
five years of experience in utility custonmer service auditing, maintain
no financial relationship with audited utilities within three years, and
conply with conmmi ssion conflict-of-interest policies.

(g) "Enhanced oversight" neans increased reporting frequency, mandato-
ry third-party nonitoring, additional audit requirenents, or other
supervi sory neasures as specified by comm ssion regul ation.

h) "Verified escalated custoner conplaint"” nmeans a custoner conplaint
that has been investigated follow ng comr ssion-established procedures
and resulted in a determination that utility service standards were not

net .

(i) "Uility" shall nmean a gas or electric corporation.

2. Performance certification. Each custoner assistance center serving
New York custoners shall obtain annual certification fromthe conm ssion
denonstrating conpliance with performance standards incl uding:

a ener genc response standards; energency call hold tine average
shall not exceed thirty seconds with no nore than twenty percent of
energency calls exceeding sixty seconds hold tine, neasured using auto-
nmated call npnitoring systens with one-minute polling intervals;

(b) service resolution requirenents; first-call resolution rate of not
|l ess than eighty-five percent, neasured by custoner confirnmation of
issue resolution through post-call surveys conducted within forty-eight
hours of interaction, with representative sanpling achieving ninety-five
percent confidence |evels;

(c) custoner satisfaction thresholds; mninmum custoner satisfaction
rating of 4.0 on a five-point scale averaged over each cal endar quarter,
neasured through verified post-interaction surveys conducted by comi s-
sion-approved third-party vendors using standardi zed questionnaires with
m ni num response rates of five percent of nonthly interactions. Surveys
shall use randonm zed sanpling stratified by service type including ener-
gency calls, billing inquiries, service requests, and conplaint resol-
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ution, and by geographic region within the utility's service territory
to ensure representative coverage. Survey sanples shall include a mnini-
num five percent of nonthly custoner interactions with sanple sizes
sufficient to achieve statistical confidence intervals not exceeding
plus or mnus three percentage points at ninety-five percent confidence
level. Survey vendors shall achieve mninmmresponse rates of twenty-
five percent of attenpted contacts with docunentation of outreach neth-
odology and non-response analysis. The conmi ssion may set alternative
statistically valid nmethodologies including but not limted to weighting
or rolling averages, where a fixed response-rate threshold is inpracti-
cable, provided confidence intervals are maintained. Survey results
shall not be used to evaluate individual enployees. For first-cal
resolution and custoner satisfaction benchmarks under this paragraph and
paragraph (b) of this subdivision, the commission shall: (i) exclude
call types that by policy or law require transfer, nulti-visit field
work, or investigation; (ii) apply risk-adjustnent for predictable surge
periods including but not limted to najor outage events, w nter high-
bill seasons, collections peaks and information technology system inci-
dents; and (iii) publish standardi zed controllable vs. non-controllable
call categories. Failure to neet benchmarks due primarily to non-cont-
rollable factors shall not trigger enhanced oversight or penalties;

(d) conplaint resolution tineline; al | non- ener gency cust oner
conplaints shall be resolved within seventy-two hours of receipt unless
additional technical investigation requiring field inspection is neces-

sary, in which case utilities shall notify custoners within forty-eight
hours and provide projected resolution tineline not exceeding ten busi-
ness days;

(e) system availability requirenents; custoner-facing communication
and energency response systens shall maintain mnimum operational avail -
ability of ninety-nine and nine tenths percent per calendar vyear., wth
downtinme including all periods of service unavailability due to system
failure, network disruption, or planned maintenance exceeding fifteen

mnutes in duration, neasured using automated nonitoring systens; and
(f) location-neutral application of standards; all perfornmance stand-

ards, oversight nechanisns, audit requi renents, and enf or cenent
provisions under this section, including penalties and enhanced over-
sight neasures, shall apply equally to custoner assistance centers

regardl ess of physical location. In-state facilities shall be subject to
the same performance benchnmarks, conpliance obligations, data reporting
requirenents, third-party audits, and penalty structures as out-of-state
facilities, with any variations in oversight frequency or nethodol ogy
based solely on denpnstrated perfornance history, risk profile, or util-
ity size rather than geographic |location. The conmi ssion shall ensure
that certification requirenents, training standards, and operational
integration neasures are applied in a |location-neutral nmanner desi gned
to achi eve equivalent service quality and energency response capability.
Nothing in this section shall be construed to create a presunption of
conpliance or non-conpliance based on facility |ocation, nor to inpose
different substantive standards based on geography. Such neutrality
requirenent shall apply to both regulatory oversight and rate treatnent,
ensuring that performance, not |location, determ nes reqgulatory outcones.
3. Fair use of netrics. Performance standards under this section shal
be evaluated at the utility or custoner assistance center |evel. Nothing
inthis section shall require or authorize the use of individual guotas,
individual first-call resolution targets, handle-tine limts, or simlar
per-enpl oyee scorecards for disciplinary action. The use of individua
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performnce data shall remain subject to collective bargaining agree-
nents and applicable provisions of the labor law,and no penalty

assessed under this section nmay be passed through to individual enploy-
ees.

4, Certification requirenents. FEach wutility seeking certification
shall submnmt:

(a) nonthly perfornmance data in conmi ssion-prescribed format including
call volune statistics by service category, average response tines neas-

ured in seconds, custonmer satisfaction survey results wth nethodol ogy
disclosure including sanple size and response rates, conplaint resol-

ution nmetrics including percentage resolved within specified tinefranes,
and systemavailability reports docunenting uptine percentages and caus-
es of downtine exceeding fifteen m nutes;

(b) third-party audit reports conducted by conm ssion-approved firns
denpnstrating conpliance wth service standards., staff conpetency, and
operational procedures, with audits covering representative sanpling of
operations and submitted directly to the commi ssion within thirty days
of conpletion;

(c) evidence of staff training prograns covering New York state utili-
ty regul ations and consuner protection requirenents totaling not |ess
than twenty hours annually, energency response procedures and coordi -
nation protocols, records denpnstrating all custoner-facing staff have
conpleted required training wthin the preceding twelve nonths, and
m ni num conpetency certification for energency-rel ated conmmuni cations as
specified in subdivision twelve of this section, including regiona
certification requirenents as specified in subdivision thirteen of this
section. Training required by this section, including regional and ener-
gency certifications, shall be provided on paid tine at no loss of pay
or benefits. Tine spent neeting such requirenents may not be used as the
basis for adverse enploynment action. Utilities shall furnish necessary
materials and rei nburse reasonabl e expenses for certification nainte-
nance; and

d docunentation denonstratin conpliance wth consuner rivac
protection requirenents under state and federal law including staff
certification in privacy protocols, data security standards established
by the conmission including annual security assessnents, and energency
response protocols denonstrating coordination capability with rel evant
ener gency services.

5. Geographic risk nmtigation plan. (a) Any utility that operates or
contracts for custoner assistance services outside the state of New York
shall submt a geographic risk mnmitigation plan for approval by the
conm ssion denonstrating:

(i) staff know edge of seasonal weather patterns and infrastructure
challenges within the utility's New York state service territory suffi-
cient to appropriately prioritize energency calls, understanding of
regional energency response protocols including contact information for
rel evant energency services, and conpliance procedures for New York
state consuner protection |laws and conm ssion regul ations;

ii) docunented procedures for imediate contact with utility dispatch
personnel located within New York state within fifteen mnutes during
busi ness hours and thirty mnutes during non-business hours, protocols
for coordination with local energency nanagenent agencies including
annual testing and verification, and conmuni cation procedures with fire
departnents and law enforcenent agencies as determ ned appropriate by
| ocal energency nmanagenent officials; and
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(iii) backup routing procedures for service disruptions affecting
interstate comunications including alternate facilities and comuni -
cation nethods, redundant communication systens and failure recovery
protocols wth maximumrestoration tinefranes specified, and data secu-
rity nmnmeasures ensuring conpliance wth New York privacy requirenents
including encryption and access controls neeting conmi Ssion standards.

(b) Geographic risk mtigation plans shall be subject to a thirty-day
public comment period with notice published in conm ssion proceedings,
the opportunity for public hearing upon witten request by any person
denpnstrating potential inpact, and conm ssion approval or denial within
one hundred twenty days of conplete submission with specific witten
justification for any denial.

6. Operational integration. (a) Al custoner assistance centers serv-
ing New York state custoners shall denobnstrate

(i) electronic systenms providing operational information updates
bet ween cust onmer assi stance centers and field operations, secure elec-

tronic comunication systens allow ng contact between representatives
and field personnel within five mnutes during nornal operations and

fifteen mnutes during energency conditions, and access to utility
system status infornmation sufficient to provide current operationa
information to custoners;

(ii) quarterly energency response coordination exercises involving
custoner assistance center personnel and field response teans wth
scenarios appropriate to the utility's service territory, docunentation
of response tine performance conpared to utility-specific baselines with
consideration for external factors affecting response capability, and
custoner feedback collection regarding energency response effectiveness
through post-incident contacts; and

(iii) designation of supervisory personnel wth authority to make
energency response decisions |located within the utility's New York state
service territory or with denponstrated ability to effectively coordinate
New York state operations, availability for consultation regarding ener-

gency situations through appropriate conmmuni cation channels, and docu-
nment ed contact procedures with rel evant energency agencies tested annu-

ally.

(b) The conmmission shall consider staffing adequacy and system
performance, including tel ephony and custoner relationship nanagenent
uptine, when evaluating conpliance. Docunented understaffing or inforna-
tion technology degradation may justify tenporary adjustments to bench-
mar ks and shall weigh against penalty assessnent.

7. Enforcenent. (a) Wth regard to violations under this section, a
second violation within any three-year period shall result in penalties
multiplied by 1.5, a third violation shall result in penalties nmulti-
plied by 2.0, and any subsequent violations shall result in penalties
nultiplied by 3.0, with nmultipliers applied to both initial and daily
penalty anmpbunts. Before inposing enhanced oversight or penalty multipli-
ers under this subdivision, the conm ssion shall make an explicit wit-
ten finding, supported by substantial evidence in the adninistrative
record, that the deficiencies giving rise to penalties were primarily
attributable to nmanagenent decisions, inadequate resource allocation,
systemic operational failures, or policy choices by the utility, rather
than to individual workforce performance, unforeseeable external circunt
stances, or factors substantially beyond the wutility's reasonable
control. Such findings shall specifically identify the nmanagenent deci -
sions or systemc failures that caused or substantially contributed to
non-conpliance, and shall be subject to admnistrative review Such
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requi renent shall not apply to initial penalties for first violations
that do not trigger multipliers.

(b) Failure to obtain required certification shall result in penalties
ranging from twenty-five thousand dollars for utilities serving fewer
than fifty thousand custoners plus two thousand five hundred dollars per
day of continued non-conpliance to one hundred thousand dollars plus ten
thousand dollars per day of continued non-conpliance for utilities serv-
ing nore than fifty thousand custonmers, wth penalties calculated
proportionate to wutility size and conpliance history, subject to the
penalty multipliers specified in paragraph (a) of this subdivision.

(c) Operation of out-of-state custoner assistance services without an
approved geographic risk mtigation plan shall constitute a violation
subject to daily penalties ranging fromtwenty-five hundred dollars for
utilities serving fewer than fifty thousand custoners to ten thousand
dollars for wutilities serving nore than fifty thousand custoners,
subject to the penalty multipliers specified in paragraph (a) of this
subdi vi si on.

(d) Al penalty assessnents shall include witten notice specifying
violation details and calculation nethodol ogy., opportunity for infornal
resolution through conm ssion staff consultation within thirty days. and
formal hearing rights with presentation of evidence before adninistra-
tive law judges independent of enforcenent staff.

(e) UWilities may appeal penalty assessnents through comm ssion adju-
dicatory procedures within thirty days of penalty notification, wth
automatic stay of nonetary penalties but continuation of corrective
action requirements except where immediate safety concerns are not
involved, and an independent review with witten decisions issued within
sixty days.

(f) Total penalties under this subdivision shall not exceed five
tenths of one percent of annual New York state revenues for utilities
serving fewer than fifty thousand custonmers and two percent for utili-
ties serving nore than fifty thousand custoners.

(g) No penalties under this subdivision, and no enhanced oversight
neasures, nmay be inposed where a wutility denonstrates by clear and
convincing evidence that: (i) benchnmark deficiencies were tenporary and
attributable to circunstances substantially beyond the utility's reason-

able control, including but not Ilimted to extrenme weather events,
pandenmi ¢ conditions, unexpected technology failures, or unprecedented
call volune surges; (ii) the wutility maintained docunented staffing

plans, training programs, and system.investnents consistent with reason-
able utility practices and designed to achieve conpliance; (iii) the
utility took pronpt corrective action upon identifying deficiencies,
including interimneasures to protect service quality and energency
response; and (iv) the utility cooperated fully with conm ssion over-
sight and provided tinely, accurate reporting. This safe harbor shal
not apply to willful violations, repeated violations of the sane stand-
ard within any three-year period. or violations that resulted in veri-
fied harm to custoners or delayed energency response. The conm ssion
shall issue witten findings on any safe harbor claimw thin sixty days
of submi ssion

8. Audit and oversight. (a) Custoner assistance centers |ocated within
the state of New York shall be subject to conprehensive on-site audits
every two yvears by commission staff or conm ssion-approved third-party
auditors, annual perfornmance reviews based on submitted netrics with
witten assessnent provided within sixty days, and streamlined conpli-
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ance certification for facilities denpnstrating consistent conpliance
over twenty-four consecutive nonths.

(b) Custoner assistance centers located outside the state of New York
shall be subject to quarterly renpte audits including perfornmance data
analysis and recorded call nonitoring wth representative sanpling.
annual on-site inspections at the expense of the utility by comr ssion
staff or approved auditors with total costs not exceeding seventy-five
thousand dollars annually for utilities serving fewer than one hundred
thousand custoners and two hundred thousand dollars annually for utili-
ties serving nore than one hundred thousand custoners, and enhanced
docunentation requirenents including nonthly reporting and third-party
verification.

(c) Audit reports shall identify deficiencies using standardi zed cl as-
sifications including nnor issues requiring correction wthin ninety
days, significant problens requiring correction within sixty days, and
critical deficiencies requiring imediate protective neasures wthin
seventy-two hours and full correction within thirty days, with utilities
required to submit corrective action plans within fifteen days of
receiving audit reports.

(d) Uilities serving fewer than fifty thousand custoners nmay request
nodi fied oversight including sinplified reporting formats, conbined
audits with other requlatory reviews, reduced docunentation requirenents
not exceeding twenty-five percent of standard requirenents, and techni-
cal assistance fromconmm ssion staff to facilitate conpliance.

(e) Quality nonitoring under this subdivision shall be used prinmarily
for service-quality inprovenent and conpliance. The conm ssion shal
prohibit invasive continuous nponitoring practices unrelated to service
quality or safety and shall require privacy-protective protocols for any
call recordings or analvytics.

(f) (i) Al data collected pursuant to this subdivision. including
call recordings, quality nonitoring analytics, performance netrics, and
custoner satisfaction survey responses, shall be used solely for the
follow n ur poses: (A) comni ssion oversight and conpliance verification
under this subdivision; (B) wutility service quality inprovenent and
training; (C) energency response coordination and public safety; and (D)
custoner conplaint investigation and resol ution.

(ii) Such data collected pursuant to this subdivision shall not be
used for: (A individual enployee surveillance, evaluation, or disci-
pline, except where specific conduct directly violates safety protocols
or law and is docunented through quality nonitoring conducted consi stent
wth ar agr aph e of this subdivision; (B) comercial purposes unre-
lated to utility operations; (C marketing or sale to third parties; or
(D) any purpose that would violate custoner privacy rights under state
or federal |aw

(iii) Uilities shall establish data retention policies linmting stor-
age to the mninum period necessary for conpliance and safety purposes,
not to exceed seven years for quality nonitoring recordings and three
years for aggregated performance data, unless longer retention is
required by law or pending litigation. Utilities shall inplenent priva-
cy-protective protocols including anonyni zation of custoner and enpl oyee
data where practicable, secure storage and access controls, and annual
audits of data use practices. The conm ssion shall establish rules
governi ng data security standards, breach notification, and third-party
auditor access to ensure confidentiality.

9. Transparency and disclosure. (a) Al utilities shall disclose guar-

terly in standardi zed conmi ssion-prescribed formats the general |ocation
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by state and region of custoner service centers wthout specific
addr esses, the total nunber of enployees by facility in ranges including
fewer than twenty-five, twenty-five to fifty, fifty-one to one hundred
and nore than one hundred enpl oyees, and perfornmance netrics including
average wait tines, resolution rates, and custoner satisfaction scores
using validated survey nethodol ogy.

(b) Annual cost information shall be disclosed including total custom
er service operation costs allocated between New York state and out - of -
state facilities wusing conmm ssion-approved nethodol ogies, conpliance
costs associated with enhanced oversight reported in aggregate, and
investnment anmpbunts in New York state workforce developnent as tota
annual expenditures without detailed programinformtion.

(c) Custoner conplaint summaries shall be published quarterly show ng
statistical analysis without individual custoner identification, ener-
gency response coordination effectiveness reported annually with objec-
tive performance neasures, and service inprovenent plans describing
general goals without revealing strategic information.

(d) Al disclosures shall be published in easily accessible formats on
utility websites with dedicated transparency pages. sunmary information
in custonmer bills using plain | anguage, and conprehensive annual reports
with appropriate redactions for security and conpetitively sensitive
information as determ ned through conm ssion review.

10. Performance-based incentives. (a) Utilities denonstrating superior
performance including custoner satisfaction scores of 4.2 or higher on a
five-point scale, energency response tinmes twenty percent faster than
mnimumrequirenents, and first-call resolution rates exceeding eighty-
five percent., maintained for eighteen consecutive nonths with no signif-
icant deficiencies, shall be eligible for performance incentives.

(b) Utilities neeting the benchmarks set forth in paragraph (a) of
this subdivision may receive reduced audit frequency extending biennial
audits to three-year intervals, expedited conm ssion review and approval
of routine service plan nodifications within thirty days. streanlined
rate recovery for prudent custoner service investnents in New York state
facilities, and reduced regulatory filing fees of twenty-five percent
for facilities denonstrating superior perfornmance.

(c) Enhanced rate treatnent including perfornance-based cost recovery
shall be limted to a maxi mum of one percent of total custoner service
costs with annual review to ensure continued custoner benefit, and tota

incentive benefits shall not exceed the ampbunt of denobnstrated cost
savi ngs achi eved through reduced oversight requirenents.
(d) Uilities receiving incentives under this subdivision shall be

subject to continuous nonitoring including quarterly reporting of key
indicators, annual independent audits to verify sustained performance,
and automatic review triggered if performance falls bel ow benchnark
levels for two consecutive quarters, with a graduated return to standard
oversi ght based on sustained inprovenent over twelve-nonth periods.

11. Rate recovery and cost disallowance provisions. (a) 1In any
proceeding concerning the establishnent or revision of rates, the
comm ssion nay disallow, in whole or in part, the recovery of costs
associated with custoner assistance operations located outside the state
of New York if the utility fails to denpnstrate, to the satisfaction of
the conmi ssion, that such operations achieve service quality perfornance
equal to or greater than that of in-state operations, as neasured by
response tine, first-call resolution rate, outage reporting effective-
ness, |l anguage accessibility, and energency coordination capacity, and
are supported by a workforce devel opnent plan that provides training.
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wages, and benefits conparable to industry standards within the state of
New Yor k.

(b) The comm ssion may reduce rate recovery eligibility by up to twen-
ty-five percent of the total costs associated with out-of-state custoner
assistance operations that do not neet the standards set forth in para-
graph (a) of this subdivision.

(c) The comm ssion may provide procedural and regulatory incentives to
utilities that maintain or expand in-state custoner assistance oper-
ations, including but not limted to expedited review of proposed grid
noderni zation projects, non-wires alternatives, or capital expenditure
plans, earning adjustnment nechanisns that reward denonstrable in-state
wor kforce investnent and |l ocal service responsiveness, and public recog-
nition through conmi ssion-issued annual custoner service perfornmance
scorecards.

(d) The commission shall establish and admnister a call center reli-
ability incentive programto encourage in-state investnent in custoner
assistance infrastructure and workforce. Participation in such program
shall be voluntary and shall not constitute a condition of utility oper-
ations. Eligible utilities may receive the follow ng benefits:

(i) accelerated depreciation treatnent. Utilities investing in capital
i nprovenents for custoner assistance centers based in the state of New
York, including technology upgrades, physical facilities, and training
programs, nmay petition the conm ssion for accel erated depreciation sche-
dules not to exceed fifty percent of standard recovery tinelines,
subject to wverification of actual in-state expenditures and service
performance enhancenents:;

(ii) preferential consideration in rate cases. The comni ssion nay give
favorable consideration in rate recovery determnations to utilities
denpnstrating ongoing capital and workforce investnent in custoner
service operations based in the state of New York, provided such invest-
nents yield neasurable inprovenents in custoner accessibility, energency
coordination., or service reliability: or

(iii) expedited siting and service plan review. Uilities maintaining
verifiable in-state custonmer assistance infrastructure shall be eligible
for expedited review of siting applications or service territory nodifi-
cations, subject to applicable procedural requirenents. The conmni ssion
nay prioritize these petitions in recognition of enhanced operationa
readi ness and custoner responsiveness.

(e) In rate proceedings, the conm ssion shall disallow recovery where
the utility seeks to neet standards principally through intensified
individual quotas rather than adequate staffing, training, and systens
i nvest ment .

12. Inplenentation tineline. (a) The conmission shall adopt rules and
regulations necessary to inplenment this section wthin one hundred
eighty days of the effective date of this section, including certif-
ication standards., audit procedures., performance netrics, and penalty
schedules with stakehol der input through public workshops and coment
periods.

(b) Annual certification applications shall commence twelve nonths
after final rules and requlations are adopted pursuant to paragraph (a)
of this subdivision, wth initial applications not required until one
hundred eighty days after conm ssion adoption of certification standards
to allow utilities adequate preparation tine.

(c) Uilities operating out-of-state custoner assistance centers shal
submt geographic risk mtigation plans within eighteen nonths of the
adoption of final rules and regulations, with conm ssion review and
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approval conpleted within one hundred twenty days of conpl ete
subm ssi on.

(d) Existing custoner assistance operations nmay continue without
interruption during transition periods, provided wutilities denonstrate
good faith conpliance efforts including tinely application subn ssion
and cooperation with comm ssion devel opnent processes, with full conpli-
ance required within twenty-four nonths of the adoption of final rules
and regul ati ons.

e) Uilities unable to neet conpliance deadlines due to circunstances
beyond reasonable control nmay petition for extension with detailed
justification, denpnstration of good faith efforts, and a proposed
alternative tinmeline, wth extensions granted based on technical
conplexity and continued custoner service quality maintenance. Ext en-
sions may be granted only for up to six nonths for the foll ow ng:
natural disasters with governnent energency declarations, cyberattacks
verified by |aw enforcenent, comm ssion delays in issuing required stan-
dards, and technical inpossibility verified by independent experts. No
extension shall be granted without third-party verification of circum
stances including governnent declarations or expert technical assess-
nents, detailed conpliance efforts undertaken and expenditures nmnde
toward conpliance objectives, and weekly milestone schedules with neas-
urable conpletion targets and progress reporting requirenents.

(f) Any utility proposing to relocate custoner assistance center func-
tions outside of the state of New York shall submt a verified conpli-
ance and risk mtigation certification to the comr ssion denonstrating
operational equival ence or superiority to existing in-state facilities.
Mandatory public notice plus a sixty day public comrent period shall be
required before any substantial relocation of call center operations
that handle calls fromresidents of New York state

(g) The conmmi ssion shall report quarterly on the follow ng: the nunber
of calls handled in and out of state, the average resolution tinmes by
facility, any system outages or transfer failures by location, and any
contracts a utility has with out-of-state vendors.

(h) For purposes of the relocation notice requirenents under paragraph
(f) of this subdivision, a substantial relocation shall include any
action or series of actions by a utility that results in a reduction of
twenty-five percent or npore over any twelve-nonth period in: (i) the
total call volune handled by in-state custoner assistance centers; (ii)
the ampunt of enmergency calls triaged or handled by in-state personnel
(iii) supervisory authority exercised by in-state managenent over
custoner assistance operations; or (iv) full-tine equivalent positions
at in-state facilities, excluding reductions denonstrably caused by
technology inprovenents, voluntary attrition w thout replacenent, or
docunented decreases in overall custoner contact volune. Any such
constructive relocation shall trigger the notice, certification, and
public comment requirenments of paragraph (f) of this subdivision, and
the comm ssion may require the utility to denonstrate that service qual -
ity, energency response capability, and workforce stability will not be
materially inpaired.

(i) In promulgating rules and reqgulations pursuant to this subdivi-
sion, the comrission shall convene a |abor-nmanagenent working group
including recogni zed enpl oyee representatives of New York state utility
call centers to advise on call-type exclusions, risk adjustnents, train-
ing standards, and nonitoring saf eguards.

13. Energency personnel conpetency requirenents. (a) The comm SSion

shal |l establish m ninum conpetency and energency preparedness require-
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nents for all custoner assistance personnel of utilities, with specific
provi sions for energency-related conmmuni cations. Such requirenents shal
include the follow ng operational necessity standards:

(i) state certification. Any custoner assistance representative who
handles or is authorized to triage inquiries related to gas |eaks, el ec-
trical hazards, carbon npnoxide alarns, downed wires, or other high-risk
energencies shall conplete a conm ssion-approved certification program
adm nistered or recognized by the departnment or an accredited New York
state-based utility training institution, and shall renew such certif-
ication annually wth updated training on regional infrastructure,
seasonal hazards, and energency response protocols; and

(ii) cross-training requirenent. Al wutilities operating custoner
assistance centers, whether located within or outside of the state of
New York, shall participate in at |east one joint energency coordination
training per year with in-state utility dispatch teans and relevant
public safety agencies, and shall denpbnstrate, through drills and
performnce reporting, the operational capability to identify, escalate,
and communicate life-safety calls within atinme frane consistent wth
conm ssion requlations and mutual aid protocols.

(b) The requirenments set forth in this subdivision shall be to ensure
the provision of safe and adequate service under article four of this
chapter, and shall be necessary to maintain energency preparedness and
effective field coordination given the geographic, climatic, and infras-
tructural characteristics uniqgue to the state of New York.

(c) Training required by this subdivision, including regional and
energency certifications, shall be provided on paid tine at no | oss of
pay or benefits. Tine spent neeting such requirenents may not be used as
the basis for adverse enploynent action. Utilities shall furnish neces-
sary materials and rei nburse reasonabl e expenses for certification main-
t enance.

(d) Nothing in this subdivision shall expand. nodify, or conflict with
federal departnent of transportation drug and al cohol testing require-
nents under 49 CFR Parts 40, 199, or 382, or any other applicable feder-
al safety regulations. Only enpl oyees already subject to federal depart-
nent of transportation drug and alcohol testing requirenents nay be
assigned gas energency triage duties involving direct safety-sensitive
functions, unless otherwi se agreed through collective bargaining. The
conm ssion shall harnonize certification and training requirenents with
existing federal mandates to avoid duplicative or conflicting obli-
gations. Were federal and state requirenents overlap, utilities may
denonstrate conpliance through integrated prograns that satisfy both
federal and state requirenents, subject to conmi ssion approval.

14. Regional service framework. (a) The conm ssion shall, by rule or
reqgulation, establish a regional service franework to ensure that
cust oner assi stance representatives possess operational famliarity with
the geographic wutility service areas they serve, including infrastruc-
ture, climate-related risks, energency protocols, and | ocal coordination
requirenents. Such framework shall include the follow ng:

i) custoner service zones. The comm ssion shall designate custoner
service zones aligned with utility service territories or |oad regions
and require utilities to maintain a mninmum percentage, initially no
less than forty percent, of all live custoner service interactions for
each region to be handled by representatives who have conpleted reqgional
certification, and protocols to increase such percentage increnentally
over tinme based on feasibility, performance, and workforce availability;
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(ii) regional certification. Certification shall require famliarity
with local energency escalation procedures, seasonal and geographic
risks affecting systemreliability and safety, conmmunity resource refer-
ral options, and famliarity with the wutility's infrastructure and
service priorities in the designated zone; and

(iii) location neutrality. Custoner assistance representatives may be
physically located inside or outside the state of New York., provided
they mmintain valid and current certification for the zone fromwhich a
call originates.

(b) The commi ssion shall nonitor performance by custoner service zone
publish conpliance rates quarterly, and adjust mnimum thresholds as
necessary to ensure service adequacy and regional responsiveness wi thout
i nposi ng undue operational burdens.

15. Force mmjeure. Conpliance requirenents set forth in this section
may be tenporarily suspended during declared energencies, cyberattacks
verified by |aw enforcenent, or vendor failures affecting multiple util-
ities, with imediate commission notification and restoration plans
required within seventy-two hours.

16. Periodic review and legislative reporting. The conmm ssion shal
prepare and subnmit to the governor, the tenporary president of the
senate, and the speaker of the assenbly a conprehensive report eval uat-
ing the inplenentation and effectiveness of the provisions of this
section no later than three vears after the effective date of this

section, and every three years thereafter. Each report shall include
a uantitative analysis of service quality nmetrics includin aver age
response tines, first-call resolution rates, custoner satisfaction

scores, and energency response perfornmance, with year-over-year conpar-
isons and trend analysis; (b) evaluation of workforce inpacts including
call center enploynent levels in-state and out-of-state, wage and bene-
fit trends, attrition rates, training conpletion rates, and safety inci-
dent data; (c) assessnment of utility conpliance including certification
rates, audit findings, penalty assessnents, and good-faith safe harbor
det erm nati ons; d analysis of cost inpacts on ratepayers includin

adnm nistrative costs, utility conpliance expenditures, and any corre-
lation between conpliance investnents and service quality inprovenents:;
(e) review of energency response effectiveness including coordination
with field operations, life-safety call handling, and perfornance during
maj or events:; (f) identification of unintended consequences, inplenenta-
tion challenges, or statutory anbiguities; and (g) reconmendations for
statutory or regulatory amendnents to inprove service quality, reduce
adm ni strative burden, enhance worker protections, or address energing
technol ogi es. The conmi ssion shall solicit input fromutilities, recog-
nized enployee representatives, consuner advocates, and rel evant st ake-
holders in preparing each report. The legislature nmy consider anend-
nent s based on these reports to ensure the franmework renmins
evi dence-based, effective, and proportionate to its consuner protection
and public safety objectives.

§ 3. Constitutional conpliance. Nothing in this act shall be construed
to prohibit the use of custonmer assistance centers outside of the state
of New York. All oversight nechani snms shall be grounded in performance
standards, public safety requirenments, and consumer protection objec-
tives, with requirenents applied based on objective criteria rather than
geogr aphi c | ocation al one.

8§ 4. Severability. If any clause, sentence, paragraph, subdivision,
section or part of this act shall be adjudged by any court of conpetent
jurisdiction to be invalid, such judgnent shall not affect, inmpair, or
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i nval i date the renmai nder thereof, but shall be confined in its operation
to the clause, sentence, paragraph, subdivision, section or part thereof
directly involved in the controversy in which such judgnent shall have
been rendered. It is hereby declared to be the intent of the legislature
that this act would have been enacted even if such invalid provisions
had not been included herein.

8§ 5. This act shall take effect immediately.



