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STATE OF NEW YORK

7144--C
Cal. No. 341

2013- 2014 Regul ar Sessi ons
I N ASSEMBLY
May 2, 2013

I ntroduced by M of A ROSENTHAL, COLTON, CAHI LL, SKOUFIS, CUSICK, SCAR-
BOROUGH, MOSLEY, HENNESSEY, JAFFEE, KIM SCH MEL, BENEDETTO, GOTT-
FRI ED, LAVINE, THI ELE, ABINANTI, ENGLEBRI GHT, RAMOS, OIlS, ROBERTS,
ROZI C, SANTABARBARA, STECK, DI NOWTZ, RYAN, JACOBS, MAYER, LUPARDO,
GUNTHER, KELLNER, BARRETT, MOYA, WEPRI N, RUSSELL, SIMOTAS, BROOK- KRAS-
NY, LIFTON, BRONSON, GALEF, BRI NDI SI, HOOPER, BUCHWALD, TITONE, M LL-
ER, ZEBROWSKI, RAIA -- Milti-Sponsored by -- M of A ABBATE, ARROYO
CLARK, COOK, CRESPO, GARBARI NO GLICK, HEVESI, JOHNS, LENTOL, LUPI NAC
Cl, MARKEY, MDONALD, MKEVI TT, M LLMAN, NOLAN, PAULI N, PERRY, Rl VERA,
ROBI NSON, RODRI GUEZ, SEPULVEDA, SKARTADCS, SOLAGES, SWEENEY, WEI SEN-
BERG -- read once and referred to the Conmmttee on Ways and Means --
commttee discharged, bill anmended, ordered reprinted as anended and
recommtted to said commttee -- again reported fromsaid comittee
wi th anendnents, ordered reprinted as anended and recommtted to said
conmmittee -- advanced to a third reading, anended and ordered
reprinted, retaining its place on the order of third reading

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 I 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 TELECOVMUNI CATI ON SERVI CE PROVIDER AND THEIR SUBSID
| ARITES FURNI SHI NG TRADI TI ONAL LANDLI NE TELEPHONE SERVI CE, FI BER OPTIC
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 | NCLUD-
I NG BUT NOT LIM TED TO OPERATOR SERVI CES, DI RECTORY ASSI STANCE BUREAUS
AND CALL COWPLETI ON SERVI CES FOR THE FOLLON NG (1) EXPLAI NI NG COVPANY
RATES, REGULATI ONS, POLICIES, PROCEDURES, EQUI PMENT, CUSTOVER SERVI CE
OPTI ONS AND COMMON PRACTI CES; (2) DETERM NI NG CUSTOMER FI NANCI AL RESPON-
SIBILITY, REQJRED DEPOSITS, BILLING RATES, OR HANDLI NG PAYMENT AND

EXPLANATI ON- - Matter in I TALICS (underscored) is new, matter in brackets
[ ] is oldlawto be onmtted.
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OTHER CREDI T ARRANGEMENTS SUCH AS OBTAI NI NG DEPCSI TS, FI NANCI AL STATE-
MENTS AND PAYMENT PLANS; (3) TAKING REQUESTS FOR NEW OR ADDI TI ONAL
SERVI CES, | NCLUDI NG BUT NOT LIMTED TO, EMERGENCY SERVICE, COVPLETI NG
ASS|I STANCE W TH DI ALI NG USI NG CALLI NG CARDS, CONNECTI NG COLLECT CALLS,
BUSY LI NE VERI FI CATION 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 COWVPLETI NG THE PUBLI SHI NG AND NON-
PUBLI SHI NG OF A TELEPHONE NUMBER, AND PROVI DI NG ASSI STANCE TO PAYPHONE
CUSTOMVERS; AND (4) PREPARI NG | NSTALLATI ON AND REPAI R SERVI CE ORDERS AND
OBTAI Nl NG ACCESS TO SUBSCRI BER S PREM SES.

(B) NO TELECOVMUNI CATI ON SERVI CE PROVI DER AND THEI R SUBSI DI ARI ES SHALL
CLOSE A CALL CENTER OR OTHER FACI LI TY PROVI DI NG THE CUSTOVER ASSI STANCE
SET FORTH | N PARAGRAPH (A) OF THI'S SUBDI VI SI ON OR RELOCATE SUCH CUSTOVER
ASSI STANCE TO ANOTHER AREA OF NEW YORK STATE OR OUTSI DE OF NEW YORK
STATE W THOUT NOTI CE AND PUBLI C HEARING BEFORE THE COWM SSION.  UPON
RECEI PT OF THE NOTI CE REQUI RED PURSUANT TO THI S PARAGRAPH, THE COWM S-
SI ON SHALL PROVI DE NOTI CE OF THE PROCEEDI NG TO | NTERESTED PARTIES AND
THE PUBLIC, AND SHALL PROWTLY FIX A DATE FOR THE COMVENCEMENT OF A
PUBLI C HEARI NG THEREON NOT LESS THAN SI XTY DAYS AFTER SUCH RECEI PT. THE
TESTI MONY PRESENTED AT SUCH HEARI NG MAY BE PRESENTED I N WRI TI NG OR ORAL-
LY, PROVIDED THAT THE COW SSION NMNAY MAKE RULES DESI GNED TO EXCLUDE
REPETI TI VE, REDUNDANT OR | RRELEVANT TESTI MONY WHI LE G VING ALL | NTER-
ESTED PARTI ES THE OPPORTUNI TY TO PRESENT THEI R DOCUMENTARY AND/ OR TESTI -
MONI AL EVI DENCE. THE COVMM SSI ON SHALL MAKE A RECORD OF ALL TESTI MONY I N
ALL CONTESTED HEARI NGS. FOR PURPOSES OF THIS SECTION "PUBLIC HEARI NG'
MEANS A PUBLIC FORUM AT A PHYSICAL LOCATI ON, ATTENDED BY COWM SSI ON
MEMBERS OR THEI R DESI GNEES, VWHERE ORAL TESTI MONY | S ACCEPTED AND WRI TTEN
TESTI MONY MAY BE SUBM TTED FOR | NCLUSI ON | N THE RECORD. SUCH FORUM SHALL
BE OPEN TO PARTIES TO THE PROCEEDI NG AND THE GENERAL PUBLIC FOR THE
PRESENTATI ON OF COMMENTS THAT SHALL BE LI M TED TO RELEVANT FACTS DI RECT-
LY RELATED TO THE PROCEEDING |IN QUESTION. SUCH HEARI NG SHALL BE
COMVENCED UPON PROPER NOTI CE TO THE PARTIES TO THE PROCEEDI NG AND THE
PUBLIC AT LEAST TH RTY DAYS PRIOR TO THE SCHEDULED DATE. SHOULD THE
COW SSI ON RULE I N FAVOR OF CLOSING A CALL CENTER OR OTHER FACILITY
PROVI DING THE CUSTOVER ASSI STANCE SET FORTH I N PARAGRAPH (A) OF THI S
SUBDI VI SI ON OR RELOCATI NG SUCH CUSTOVER ASSI STANCE TO ANOTHER AREA OF
NEW YORK STATE THEN THE TELECOVMUNI CATI ON SERVI CE PROVI DER OR THEI R
SUBSI DI ARI ES SHALL PROVI DE NOTI FI CATI ON ONE HUNDRED EI GHTY CALENDAR DAYS
I N ADVANCE OF CLOSI NG OR RELOCATI 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. CABLE SERVI CE PROVIDER 1. EVERY CABLE SERVI CE PROVI DER 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 FOLLON NG (A) EXPLAI NI NG
COVPANY RATES, REGULATIONS, POLICIES, PROCEDURES, EQUI PMENT, CUSTOVER
SERVI CE OPTI ONS AND COVMON PRACTI CES; (B) DETERM NI NG CUSTOVER FI NANCI AL
RESPONSI Bl LI TY, REQUI RED DEPCSI TS, BILLI NG RATES, OR HANDLI NG PAYMENT
AND OTHER CREDIT ARRANGEMENTS SUCH AS OBTAI NI NG DEPCSI TS, FI NANCI AL
STATEMENTS AND PAYMENT PLANS; (C) TAKI NG REQUESTS FOR NEW OR ADDI Tl ONAL
SERVI CES, | NCLUDING, BUT NOT LIMTED TO, EMERGENCY SERVI CE, COVPLETI NG
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ASS|I STANCE W TH DI ALI NG USI NG CALLI NG CARDS, CONNECTI NG COLLECT CALLS,
BUSY LINE VERIFICATION 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 PAY PHONE
CUSTOMVERS; AND (D) PREPARI NG | NSTALLATI ON AND REPAI R SERVI CE ORDERS AND
OBTAI Nl NG ACCESS TO SUBSCRI BER S PREM SES.

2. NO CABLE SERVI CE PROVI DER AND THEI R SUBSI DI ARI ES SHALL CLOSE A CALL
CENTER OR OTHER FACI LI TY PROVI DI NG THE CUSTOVER ASSI STANCE SET FORTH IN
SUBDI VI SION ONE OF THI' S SECTI ON OR RELOCATE SUCH CUSTOMER ASSI STANCE TO
ANOTHER AREA OF NEW YORK STATE OR QUTSIDE OF NEW YORK STATE W THOUT
NOTI CE AND PUBLIC HEARI NG BEFORE THE COWM SSI ON.  UPON RECEI PT OF THE
NOTI CE REQUI RED PURSUANT TO THI'S SUBDI VISION, THE COW SSION SHALL
PROVI DE NOTI CE OF THE PROCEEDI NG TO | NTERESTED PARTI ES AND THE PUBLI C,
AND SHALL PROWPTLY FI X A DATE FOR THE COMMENCEMENT OF A PUBLIC HEARI NG
THEREON NOT LESS THAN SIXTY DAYS AFTER SUCH RECEI PT. THE TESTI MONY
PRESENTED AT SUCH HEARING MAY BE PRESENTED IN WRITING OR ORALLY,
PROVI DED THAT THE COWM SSI ON MAY MAKE RULES DESI GNED TO EXCLUDE REPETI -
TI VE, REDUNDANT OR | RRELEVANT TESTIMONY WHILE G VING ALL | NTERESTED
PARTI ES THE OPPORTUNI TY TO PRESENT THEI R DOCUMENTARY AND/ OR TESTI MONI AL
EVI DENCE. THE COWM SSI ON SHALL MAKE A RECORD OF ALL TESTIMONY IN ALL
CONTESTED HEARI NGS. FOR PURPCSES OF THI S SECTI ON " PUBLI C HEARI NG' MEANS
A PUBLI C FORUM AT A PHYSI CAL LOCATI ON, ATTENDED BY COWMM SSI ON MEMBERS OR
THEI R DESI GNEES, WHERE ORAL TESTI MONY | S ACCEPTED AND WRI TTEN TESTI MONY
MAY BE SUBM TTED FOR | NCLUSI ON I N THE RECORD. SUCH FORUM SHALL BE OPEN
TO PARTI ES TO THE PROCEEDI NG AND THE GENERAL PUBLI C FOR THE PRESENTATI ON
OF COWWENTS THAT SHALL BE LI M TED TO RELEVANT FACTS DI RECTLY RELATED TO
THE PROCEEDI NG | N QUESTI ON. SUCH HEARI NG SHALL BE COMVENCED UPON PROPER
NOTICE TO THE PARTIES TO THE PROCEEDI NG AND THE PUBLI C AT LEAST THI RTY
DAYS PRI OR TO THE SCHEDULED DATE. SHOULD THE COW SSION RULE I N FAVOR
OF CLOSING A CALL CENTER OR OTHER FACILITY PROVI DI NG THE CUSTOVER
ASS| STANCE SET FORTH IN SUBDI VI SION ONE OF THIS SECTION OR RELOCATI NG
SUCH CUSTOVER ASSI STANCE TO ANOTHER AREA OF NEW YORK STATE THEN THE
CABLE SERVI CE PROVI DER OR THEI R SUBSI DI ARI ES SHALL PROVI DE NOTI FI CATI ON
ONE HUNDRED El GHTY CALENDAR DAYS | N ADVANCE OF CLOSI NG OR RELOCATI ON.

3. THI'S SECTION SHALL NOT APPLY TO THE COLLECTI ON OF DEBT WHERE BY
COVPANY POLI CY SUCH DEBT |I'S DI RECTED TO A COLLECTI ON AGENCY OR SIMLAR
SERVI CE COVPANI ES.

S 3. This act shall take effect immediately.



