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Introduced by M of A CAHLL, JOHN, CHRISTENSEN, GLICK, GUNTHER,
FI ELDS, PHEFFER, JACOBS, BOYLAND, ROSENTHAL -- Milti-Sponsored by --
M of A BENJAMN, BRODSKY, COLTON, DESTITO, DI NOW TZ, EDDI NGTON,
FARRELL, HEVESI, LIFTON, LUPARDO, MAGEE, MAGNARELLI, M:DONOUGH, ORTI Z,
PERALTA, QUI NN, TOMNS, WALKER -- read once and referred to the Commit-
tee on Corporations, Authorities and Conm ssions

AN ACT to anend the public service law, in relation to wutility service
call centers

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

Section 1. Subdivision 11 of section 65 of the public service law, as
added by chapter 693 of the laws of 1985, is renunbered subdivision 12
and a new subdivision 13 is added to read as foll ows:

13. (A) EVERY GAS CORPORATI ON, ELECTRIC CORPORATION OR MJNICI PALITY
AND THEIR SUBSIDI ARIES FURN SHI NG UTI LI TY SERVI CES SHALL PROVI DE CALL
CENTER SERVI CE ASSI STANCE FOR THE FOLLOW NG SERVI CES: DETERM NI NG
CUSTOMVER FI NANCI AL RESPONSI BI LI TY; TAKI NG REQUESTS FOR NEW OR ADDI Tl ONAL
SERVI CES, | NCLUDI NG, BUT NOT LIM TED TO, EMERGENCY SERVI CE; DETERM NI NG
DEPOSI T REQUI RED OR BI LLI NG RATE; PREPARI NG METER AND SERVI CE ORDERS AND
OBTAI Nl NG ACCESS TO METERS; EXPLAI NI NG COVPANY RATES, REGULATI ONS, PQLI -
Cl ES, PROCEDURES, EQUI PMENT AND COVMON PRACTI CES; | NVESTI GATI NG TROUBLE
ORDER FORMS AND | N TIATING H GH BI LL | NVESTI GATI ONS; HANDLI NG PAYMENT
AND OTHER CREDI T ARRANGEMENTS SUCH AS OBTAINING DEPCSITS, FI NANCI AL
STATEMENTS AND PAYMENT PLANS; AND REFERRI NG CUSTOVERS TO SOCI AL SERVI CE
AGENCI ES AND OTHER ASSI STANCE PROGRANMES.

(B) (1) THE COMM SSI ON SHALL PRESCRIBE, AFTER PUBLIC COWENT AND
EVI DENTI ARY HEARI NGS, GUI DELINES, RULES AND REGULATI ONS ESTABLI SHI NG
SERVI CE QUALI TY PERFORMANCE STANDARDS AND THRESHOLDS. METRICS USED TO
MEASURE CALL CENTER SERVI CE QUALI TY PERFORMANCE SHALL | NCLUDE BUT NOT BE
LIMTED TO CALL LOAD, PEAK HOUR TRAFFIC, BUSY HOUR TRAFFI C, AVERAGE
HANDLI NG TI ME, AVERAGE SPEED OF ANSWER AND GRADE OF SERVI CE.

EXPLANATI ON- - Matter in I TALICS (underscored) is new, matter in brackets
[ ] is oldlawto be onmtted.
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(1'l) THE COMM SSI ON SHALL ESTABLI SH PENALTIES FOR FAILURE TO MEET
PERFORVMANCE THRESHOLDS.

(1'1'1) THE COW SSI ON SHALL ASSESS CALL CENTER SERVI CE QUALI TY PERFORM
ANCE OF EVERY GAS CORPORATION, ELECTRI C CORPORATI ON OR MUNI Cl PALI TY
FURNI SHI NG UTI LI TY SERVI CES AT LEAST ONCE ANNUALLY.

(C) CALL CENTERS OR OTHER FACI LI TIES SHALL BE LOCATED W THI N THE BOUN-
DARI ES OF NEW YORK STATE, THE UTILITIES SERVICE TERRI TORY, AND THE
GEOGRAPHI C AREA WHERE SUCH UTI LI TY SERVI CES ARE PROVI DED.

(D) THI'S SECTI ON SHALL NOT APPLY DURI NG A STATE OF EMERGENCY DECLARED
BY THE GOVERNOR | F SUCH EMERGENCY RESULTS | N W DESPREAD LOSS OF UTILITY
SERVI CE AND ENDANGERS THE HEALTH AND WELFARE OF THE PEOPLE OF NEW YORK
STATE.

(E) DURI NG | NSTANCES WHEN CALL CENTER PERFORMANCE DROPS BELOW SERVI CE
QUALI TY THRESHOLDS REQUI RING CALLS TO BE HANDLED BY OTHER FACI LI TI ES
SUCH CALLS SHALL FI RST BE HANDLED BY AGENTS QUTSIDE OF THE GEOGRAPHI C
AREA AFFECTED BUT W THI N THE BOUNDARI ES OF NEW YORK STATE.

(F) THIS SECTION SHALL NOT APPLY TO THE COLLECTI ON OF DEBT WHERE BY
UTI LI TY COVPANY POLI CY SUCH DEBT | S DI RECTED TO A COLLECTI ON AGENCY.

S 2. This act shall take effect on the one hundred twentieth day after
it shall have becone a law. The public service comrission is immediately
authorized and directed to take any and all actions, including but not
limted to the promulgation of any rules or regulations necessary to
i mpl enent the provisions of this act on such effective date.



