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STATE OF NEW YORK

175
2011- 2012 Regul ar Sessi ons
I N ASSEMBLY
( PREFI LED)
January 5, 2011

Introduced by M of A CAHLL -- read once and referred to the Commttee
on Corporations, Authorities and Conmm ssions

AN ACT to amend the public service | aw and the general business law, in
relation to tel ecommunications and cable call centers

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

Section 1. Section 65 of the public service law is anmended by adding a
new subdi vision 14 to read as foll ows:

14. (A) EVERY TELECOVMUNI CATI ON CORPCORATI ON AND THEI R SUBSI DI ARI ES
FURNI SHI NG TRADI TI ONAL LANDLI NE TELEPHONE SERVI CE, FI BER OPTI C SERVI CE,
VO CE OVER |NTERNET PROTOCOL (VO P), DATA CIRCU TS, CABLE OR | NTERNET
SERVI CES SHALL PROVI DE CALL CENTER SERVI CE ASSI STANCE | NCLUDI NG BUT NOT
LI M TED TO OPERATOR SERVI CES, DI RECTORY ASSI STANCE BUREAUS AND CALL
COVPLETI ON SERVI CES FOR THE FOLLOW NG

(1) DETERM NI NG CUSTOVER FI NANCI AL RESPONSI BI LI TY;

(2) TAKI NG REQUESTS FOR NEW OR ADDI Tl ONAL SERVI CES, | NCLUDI NG, BUT NOT
LIM TED TO, EMERGENCY SERVI CE, COWVPLETI NG ASSI STANCE W TH DI ALI NG, USI NG
CALLI NG CARDS, CONNECTI NG COLLECT CALLS, BUSY LI NE VERI FI CATI ON OR RELAY
CENTERS FOR THE HEARI NG | MPAI RED, PROVI DI NG REQUESTED LOCAL AND NATI ONAL
TELEPHONE NUMBERS, REVERSE NUMBER SEARCHES AND TAKI NG REQUESTS FOR AND
COVPLETI NG THE PUBLI SHI NG AND NON- PUBLI SHI NG OF A TELEPHONE NUMBER, AND
PROVI DI NG ASSI STANCE TO PAYPHONE CUSTOMERS;

(3) DETERM NI NG DEPCSI T REQUI RED OR BI LLI NG RATE;

(4) PREPARI NG | NSTALLATION AND REPAIR SERVI CE ORDERS AND OBTAI NI NG
ACCESS TO SUBSCRI BER S PREM SES;

(5) EXPLAINING COWPANY RATES, REGULATIONS, POLICIES, PROCEDURES,
EQUI PMENT AND COVMON PRACTI CES;

(6) | NVESTI GATI NG TROUBLE ORDER FORMS AND | NI TI ATI NG HI GH BI LL | NVES-
TI GATI ONS;

EXPLANATI ON- - Matter in I TALICS (underscored) is new, matter in brackets
[ ] is oldlawto be onmtted.
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(7) HANDLI NG PAYMENT AND OTHER CREDI T ARRANGEMENTS SUCH AS OBTAI NI NG
DEPCOSI TS, FI NANCI AL STATEMENTS AND PAYMENT PLANS; AND

(8) Al DI NG CUSTOVERS W TH | NTERNAL ASSI STANCE PROGRAMNS.

(B) NO TELECOVMUNI CATI ON CORPORATION SHALL CLOSE A CALL CENTER OR
OTHER FACI LI TY PROVI DI NG THE CUSTOVER ASSI STANCE SET FORTH IN PARAGRAPH
(A) OF THI'S SUBDI VI SI ON OR RELOCATE SUCH CUSTOMVER ASSI STANCE TO ANOTHER
AREA OF THI S STATE OR QUTSIDE OF THI S STATE W THOUT NOTICE AND HEARI NG
BEFORE THE COWM SSION. HOWNEVER, AT NO TIME SHALL A TELECOVMUNI CATI ON
CORPORATI ON PERMANENTLY TRANSFER MORE THAN .7 PERCENT OF JOBS FROM ANY
CALL CENTER DESCRI BED ABOVE TO ANOTHER AREA OF THI S STATE OR QUTSI DE OF
THE STATE AND A VALID COLLECTIVE BARGAI NING AGREEMENT OR EMPLOYMENT
CONTRACT THAT GOVERNS PERVMANENT TRANSFER PERCENTAGES OF CALL CENTER JOBS
SHALL SUPERSEDE THE .7 PERCENT JOB TRANSFER RATE DESCRI BED ABOVE.

(© TH'S SUBDI VI SI ON SHALL NOT APPLY TO THE COLLECTI ON OF DEBT WHEREBY
UTILITY COVWANY POLICY SUCH DEBT IS DI RECTED TO A COLLECTI ON AGENCY OR
SI M LAR SERVI CE COVPANI ES OR WHERE THE ATTENDANCE OF CALL CENTER EMPLOY-
EES IS LESS THAN NI NETY PERCENT IN ANY G VEN MONTH, THI'S SECTION SHALL
NOT APPLY FOR THE FOLLOW NG MONTH. ATTENDANCE FOR THI' S SECTI ON SHALL BE
DEFI NED WHEN AN EMPLOYEE | S EXPECTED TO REPORT TO WORK AS SCHEDULED. |F
A COLLECTI VE BARGAI NI NG AGREEMENT OR EMPLOYMENT CONTRACT DEFI NES ATTEND-
ANCE THEN THAT SHALL SUPERSEDE THE DEFI NI TI ON ABOVE. | F ATTENDANCE FALLS
BELOW NI NETY PERCENT AS A DI RECT RESULT OF THE CORPORATI ON THEN THI S
SECTI ON SHALL APPLY.

S 2. The general business |law is anended by addi ng a new section 394-f
to read as foll ows:

S 394-F. CABLE COWANY CALL CENTERS. (A) EVERY CABLE CORPORATI ON AND
THEI R SUBSI DI ARIES FURNI SHI NG TRADI TI ONAL LANDLI NE TELEPHONE SERVI CE,
FI BER OPTI C SERVI CE, VO CE OVER | NTERNET PROTOCOL (VA P), DATA CIRCU TS,
CABLE OR | NTERNET SERVI CES SHALL PROVI DE CALL CENTER SERVI CE ASSI STANCE
| NCLUDING, BUT NOT LIMTED TO OPERATOR SERVI CES, DI RECTOR ASSI STANCE
BUREAUS AND CALL COWPLETI ON SERVI CES FOR THE FOLLOW NG

(1) DETERM NI NG CUSTOVER FI NANCI AL RESPONSI BI LI TY;

(2) TAKI NG REQUESTS FOR NEW OR ADDI Tl ONAL SERVI CES, | NCLUDI NG, BUT NOT
LIM TED TO, EMERGENCY SERVI CE, COWVPLETI NG ASSI STANCE W TH DI ALI NG, USI NG
CALLI NG CARDS, CONNECTI NG COLLECT CALLS, BUSY LI NE VERI FI CATI ON OR RELAY
CENTERS FOR THE HEARI NG | MPAI RED, PROVI DI NG REQUESTED LOCAL AND NATI ONAL
TELEPHONE NUMBERS, REVERSE NUMBER SEARCHES AND TAKI NG REQUESTS FOR AND
COVWPLETI NG THE PUBLI SHI NG AND NON- PUBLI SHI NG OF A TELEPHONE NUMBER, AND
PROVI DI NG ASSI STANCE TO PAYPHONE CUSTOMERS;

(3) DETERM NI NG DEPCSI T REQUI RED OR BI LLI NG RATE;

(4) PREPARI NG | NSTALLATI ON AND REPAIR SERVICE ORDERS AND OBTAI NI NG
ACCESS TO SUBSCRI BER S PREM SES;

(5) EXPLAINING COWPANY RATES, REGULATIONS, POLICIES, PROCEDURES,
EQUI PMENT AND COVMON PRACTI CES;

(6) | NVESTI GATI NG TROUBLE ORDER FORMS AND | NI TI ATI NG HI GH BI LL | NVES-
TI GATI ONS;

(7) HANDLI NG PAYMENT AND OTHER CREDI T ARRANGEMENTS SUCH AS OBTAI NI NG
DEPCOSI TS, FI NANCI AL STATEMENTS AND PAYMENT PLANS; AND

(8) Al DI NG CUSTOVERS W TH | NTERNAL ASSI STANCE PROGRAMNS.

(B) NO CABLE CORPORATI ON SHALL CLOSE A CALL CENTER OR OTHER FACILITY
PROVI DING THE CUSTOMVER ASSI STANCE SET FORTH IN SUBDI VISION (A) OF TH' S
SECTI ON OR RELOCATE SUCH CUSTOMER ASSI STANCE TO ANOTHER AREA OF NEW YORK
STATE OR QUTSIDE OF THI S STATE W THOUT NOTI CE AND HEARI NG BEFORE THE
COW SSI ON. HOAEVER, AT NO TIME SHALL A CABLE CORPORATI ON PERMANENTLY
TRANSFER MORE THAN .7 PERCENT OF JOBS FROM ANY CALL CENTER DESCRI BED
ABOVE TO ANOTHER AREA OF THI S STATE OR QUTSI DE OF THE STATE AND A VALID
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COLLECTI VE BARGAI NI NG AGREEMENT OR EMPLOYMENT CONTRACT THAT GOVERNS
PERVANENT TRANSFER PERCENTAGES OF CALL CENTER JOBS SHALL SUPERSEDE THE
. 7 PERCENT JOB TRANSFER RATE DESCRI BED ABOVE.

(© TH'S SUBDI VI SI ON SHALL NOT APPLY TO THE COLLECTI ON OF DEBT WHEREBY
UTILITY COVWANY POLICY SUCH DEBT IS DI RECTED TO A COLLECTI ON AGENCY OR
SI M LAR SERVI CE COVPANI ES OR WHERE THE ATTENDANCE OF CALL CENTER EMPLOY-
EES IS LESS THAN NI NETY PERCENT IN ANY G VEN MONTH THI'S SECTION SHALL
NOT APPLY FOR THE FOLLOW NG MONTH. ATTENDANCE FOR THI' S SECTI ON SHALL BE
DEFI NED WHEN AN EMPLOYEE | S EXPECTED TO REPORT TO WORK AS SCHEDULED. |F
A COLLECTI VE BARGAI NI NG AGREEMENT OR EMPLOYMENT CONTRACT DEFI NES ATTEND-
ANCE THEN THAT SHALL SUPERSEDE THE DEFI NI TI ON ABOVE. | F ATTENDANCE FALLS
BELOW NI NETY PERCENT AS A DI RECT RESULT OF THE CORPORATI ON THEN THI S
SECTI ON SHALL APPLY.

S 3. This act shall take effect on the thirtieth day after it shall
have becone a | aw, provided, however, that the public service conm ssion
is imrediately authorized and directed to take any and all actions,
including but not limted to the pronulgation of any rules or regu-
| ations necessary to inplenment the provisions of this act on such effec-
tive date.



