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STATE OF NEW YORK

3831
2009- 2010 Regul ar Sessi ons
I N ASSEMBLY
January 28, 2009

Introduced by M of A LENTCOL -- read once and referred to the Commttee
on Governnental Operations

AN ACT to anend the executive law, the general city |aw and the public
service law, in relation to live tel ephone representatives

THE PEOPLE OF THE STATE OF NEW YORK, REPRESENTED | N SENATE AND ASSEM
BLY, DO ENACT AS FOLLOWE:

Section 1. The executive |law is anmended by adding a new article 20-A
to read as foll ows:
ARTI CLE 20- A
LI VE TELEPHONE REPRESENTATI VES OF STATE AGENCI ES
SECTI ON 560. LI VE TELEPHONE REPRESENTATI VES OF STATE AGENCI ES.

S 560. LIVE TELEPHONE REPRESENTATIVES OF STATE AGENCIES. 1. EVERY
STATE AGENCY:

(A) SHALL ESTABLI SH AND MAI NTAIN A PUBLI C TELEPHONE NUVMBER W TH A LI VE
AGENCY REPRESENTATIVE TO ANSWER | NCOM NG CALLS DURI NG REGULAR BUSI NESS
HOURS FOR THE PURPOSE OF RECEI VI NG COVWPLAI NTS FROM AND PROVI DI NG | NFOR-
MATI ON TO MEMBERS OF THE GENERAL PUBLI C, OR

(B) THAT USES A MENU DRI VEN, AUTOVATED, | NTERACTI VE TELEPHONE ANSVER-
| NG SYSTEM TO RESPOND TO | NCOM NG CALLS DURI NG REGULAR BUSI NESS HOURS,
SHALL | NCLUDE THE OPTI ON OF TRANSFERRI NG TO A LI VE REPRESENTATI VE I N THE
NI TIAL RECORDED MESSAGE, AND SHALL ALSO PROVIDE FOR THE AUTOWATI C
TRANSFER OF THE CALLER TO A LI VE REPRESENTATIVE | F AT ANY TIME DURI NG
THE CALL THE CALLER FAILS TO | NTERACT WTH THE SYSTEM FOR A PERI OD OF
TEN SECONDS FOLLOW NG ANY PROWPT.

2. FOR PURPOSES OF THI S SECTI ON, "STATE AGENCY" SHALL MEAN A STATE
AGENCY AS DEFI NED I N SECTI ON THREE HUNDRED TEN OF TH S CHAPTER.

S 2. The general city law is anended by adding a new section 18-e to
read as foll ows:

S 18-E. LI VE TELEPHONE REPRESENTATI VES OF CI TY AGENCI ES.

1. EVERY CITY AGENCY:

EXPLANATI ON- - Matter in I TALICS (underscored) is new, matter in brackets
[ ] is oldlawto be onmtted.
LBDO5871-01-9



Co~NOoOUIT~hWNE

A. 3831 2

(A) SHALL ESTABLI SH AND MAI NTAIN A PUBLI C TELEPHONE NUVMBER W TH A LI VE
AGENCY REPRESENTATI VE TO ANSWER | NCOM NG CALLS DURI NG REGULAR BUSI NESS
HOURS FOR THE PURPOSE OF RECEI VI NG COVPLAI NTS FROM AND PROVI DI NG | NFOR-
MATI ON TO MEMBERS OF THE GENERAL PUBLI C, OR

(B) THAT USES A MENU DRI VEN, AUTOVATED, | NTERACTI VE TELEPHONE ANSVER-
| NG SYSTEM TO RESPOND TO | NCOM NG CALLS DURI NG REGULAR BUSI NESS HOURS,
SHALL | NCLUDE THE OPTI ON OF TRANSFERRI NG TO A LI VE REPRESENTATI VE I N THE
NI TIAL RECORDED MESSAGE, AND SHALL ALSO PROVIDE FOR THE AUTOWATI C
TRANSFER OF THE CALLER TO A LI VE REPRESENTATIVE | F AT ANY TIME DURI NG
THE CALL THE CALLER FAILS TO | NTERACT WTH THE SYSTEM FOR A PERI 0D OF
TEN SECONDS FOLLOW NG ANY PROWPT.

2. FOR PURPOSES OF THI S SECTIQN, "CI TY AGENCY" SHALL MEAN ANY AGENCY,
DEPARTMENT, DI VI SI ON, BOARD, COW SSI ON OR BUREAU OF A CI TY.

S 3. The public service law is anended by adding a new article 12 to
read as foll ows:

ARTI CLE 12
LI VE TELEPHONE REPRESENTATI VES OF GAS CORPORATI ONS, ELECTRIC
CORPORATI ONS AND TELEPHONE CORPORATI ONS
SECTI ON 250. LI VE TELEPHONE REPRESENTATI VES OF GAS CORPORATIONS, ELEC
TRI C CORPORATI ONS AND TELEPHONE CORPORATI ONS.

S 250. LIVE TELEPHONE REPRESENTATI VES OF GAS CORPORATI ONS, ELECTRIC
CORPORATI ONS AND TELEPHONE CORPORATI ONS. EVERY GAS, ELECTRIC AND TELE-
PHONE CORPORATI ON:

(A) SHALL ESTABLI SH AND MAI NTAIN A PUBLI C TELEPHONE NUVMBER W TH A LI VE
REPRESENTATI VE TO ANSWER | NCOM NG CALLS DURI NG REGULAR BUSI NESS HOURS
FOR THE PURPOSE OF RECEI VI NG COWPLAI NTS FROM AND PROVI DI NG | NFORVATI ON
TO MEMBERS OF THE GENERAL PUBLIC, OR

(B) THAT USES A MENU DRI VEN, AUTOVATED, | NTERACTI VE TELEPHONE ANSVER-
| NG SYSTEM TO RESPOND TO | NCOM NG CALLS DURI NG REGULAR BUSI NESS HOURS,
SHALL | NCLUDE THE OPTI ON OF TRANSFERRI NG TO A LI VE REPRESENTATI VE I N THE
NI TIAL RECORDED MESSAGE, AND SHALL ALSO PROVIDE FOR THE AUTOWATI C
TRANSFER OF THE CALLER TO A LI VE REPRESENTATIVE |F AT ANY TIME DURI NG
THE CALL THE CALLER FAILS TO | NTERACT WTH THE SYSTEM FOR A PERI OD OF
TEN SECONDS FOLLOW NG ANY PROWVPT.

S 4. This act shall take effect January 1, 2011.



