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STATE OF NEW YORK
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2013- 2014 Regul ar Sessi ons
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Introduced by M of A ROSENTHAL, COLTON, CAHILL, STIRPE, SKOUFIS,
CUSI CK, SCARBOROUGH, MAI SEL, MOSLEY, HENNESSEY, JAFFEE, KIM  SCHI MEL,
BENEDETTO, GOTTFRIED, LAVINE, THI ELE, ABI NANTI, ENGLEBRI GHT, RAMOS,
OTl'S, ROBERTS, RQZIC, SANTABARBARA, STECK, G BSON, DI NONTZ, RYAN,
JACOBS, MAYER, LUPARDO, GUNTHER, KELLNER, BARRETT, MOYA, WEPRIN,
RUSSELL, SIMOTAS, BROOK-KRASNY, LIFTON, BRONSON, GALEF, BRI NDI SI,
HOOPER, BUCHWALD -- Milti-Sponsored by -- M of A ARROYO CLARK,
COOK, CRESPO, GARBARINO, GLICK, JOHNS, LENTOL, LUPINACCI, MARKEY,
McDONALD, M LLMAN, NOLAN, PAULIN, PERRY, RIVERA, ROBINSQN, RODRI GUEZ,
SEPULVEDA, SKARTADOCS, SOLAGES, SWEENEY, WEI SENBERG -- read once and
referred to the Conmittee on Ways and Means -- conmttee di scharged,
bill amended, ordered reprinted as anended and reconmitted to said
commttee -- again reported from said comittee with anendnents,
ordered reprinted as anmended and recommitted to said commttee

AN ACT to anend the public service |aw and the general business law, in
relation to 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 16 to read as foll ows:

16. (A) EVERY TELECOMMUNI CATI ON COVPANY CERTIFIED BY THE COWM SSION
AND THEI R SUBSI DI ARI ES PROVI DI NG CALL CENTER SERVI CE ASSI STANCE | NCLUD-
I NG BUT NOT LIM TED TO OPERATOR SERVI CES, DI RECTORY ASSI STANCE BUREAUS
AND CALL COWVPLETI ON SERVI CES FOR THE FOLLOW NG

(1) EXPLAINING COWPANY RATES, REGULATIONS, POLICIES, PROCEDURES,
EQUI PMENT, CUSTOMVER SERVI CE OPTI ONS AND COVMON PRACTI CES;

(2) DETERM NI NG CUSTOMVER FI NANCI AL RESPONSI BI LI TY, REQUI RED DEPGCSI TS,
Bl LLI NG RATES, OR HANDLI NG PAYMENT AND OTHER CREDI T ARRANGEMENTS SUCH AS
OBTAI NI NG DEPCSI TS, FI NANCI AL STATEMENTS AND PAYMENT PLANS;

(3) 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

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

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

(B) NO TELECOMMUNI CATI ON COVPANY CERTI FI ED BY THE COW SSI ON OR THEI R
SUBSI DI ARI ES SHALL CLOSE A CALL CENTER OR OTHER FACI LITY PROVID NG THE
CUSTOVER ASSI STANCE SET FORTH | N PARAGRAPH (A) OF THI S SUBDI VI SI ON OR
RELOCATE SUCH CUSTOMVER ASSI STANCE TO ANOTHER AREA OF NEW YORK STATE OR
QUTSI DE OF NEW YORK STATE W THOUT NOTI CE AND HEARI NG BEFORE THE COWM S-
SI ON.

(© TH'S SUBDI VI SI ON SHALL NOT APPLY TO THE COLLECTI ON OF DEBT WHERE
BY COWPANY POLI CY SUCH DEBT |I'S DI RECTED TO A COLLECTI ON AGENCY OR SI M -
LAR SERVI CE COVPANI ES.

S 2. The general business |law is anended by addi ng a new section 399-
yyy to read as follows:

S 399- YYY. CALL CENTER SERVI CE ASSI STANCE. 1. EVERY TELECOVMUNI CATI ON
COWANY CERTIFIED BY THE PUBLIC SERVICE COW SSI ON AND THEI R SUBSI D-
| ARI ES PROVI DI NG CALL CENTER SERVICE ASSI STANCE |NCLUDI NG BUT NOT
LIMTED TO OPERATOR SERVICES, DIRECTORY ASSI STANCE BUREAUS AND CALL
COVPLETI ON SERVI CES FOR THE FOLLOW NG

(A) EXPLAINING COWPANY RATES, REGULATIONS, POLICIES, PROCEDURES,
EQUI PMENT, CUSTOMVER SERVI CE OPTI ONS AND COVMON PRACTI CES;

(B) DETERM NI NG CUSTOVER FI NANCI AL RESPONSI BI LI TY, REQUI RED DEPCSI TS,
Bl LLI NG RATES, OR HANDLI NG PAYMENT AND OTHER CREDI T ARRANGEMENTS SUCH AS
OBTAI NI NG DEPCSI TS, FI NANCI AL STATEMENTS AND PAYMENT PLANS;

(O 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 PAY PHONE CUSTOVERS; AND

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

2. NO TELECOVWUNI CATION COWPANY CERTIFIED BY THE PUBLIC SERVI CE
COW SSI ON OR THEIR SUBSI DI ARIES SHALL CLOSE A CALL CENTER OR OTHER
FACI LI TY PROVI DI NG THE CUSTOVER ASSI STANCE SET FORTH | N SUBDI VI SI ON ONE
OF THI S SECTI ON OR RELOCATE SUCH CUSTOVER ASSI STANCE TO ANOTHER AREA OF
NEW YORK STATE OR QUTSI DE OF NEW YORK STATE W THOUT NOTI CE AND HEARI NG
BEFORE THE PUBLI C SERVI CE COWM SSI ON.

3. THI'S SECTI ON SHALL NOT APPLY TO THE COLLECTION OF DEBT WHERE BY
COVPANY POLICY SUCH DEBT IS DI RECTED TO A COLLECTI ON AGENCY OR SI M LAR
SERVI CE COVPANI ES.

S 3. This act shall take effect on the one hundred eightieth day after
this act shall have becone a | aw



