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STATE OF NEW YORK

5619--A
2015- 2016 Regul ar Sessi ons
I N SENATE
May 20, 2015

Introduced by Sen. PARKER -- read twi ce and ordered printed, and when
printed to be committed to the Conmttee on Energy and Tel econmuni -
cations -- committee discharged, bill amended, ordered reprinted as
amended and reconmitted to said commttee

AN ACT to anend the public service law, in relation to service quality
standards, credits, reports and penalties

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

Section 1. The public service law is anended by adding a new section
92-h to read as foll ows:

S 92-H SERVI CE QUALI TY STANDARDS, CREDI TS, REPORTS AND PENALTI ES. THE
COW SSI ON SHALL, BY REGULATIONS ADOPTED OR AMENDED PURSUANT TO THI S
SECTI ON, ESTABLI SH QUALI TY OF SERVI CE STANDARDS, CUSTOMER- SPECI FI C CRED-
| TS, AND PENALTI ES FOR NON- COVPLI ANCE THAT SHALL APPLY TO ALL TELECOMMUJ-
NI CATI ONS SERVI CE PROVI DERS. FOR THE PURPOSES OF THI S SECTI ON, " TELECOW
MUNI CATIONS SERVICE PROVIDER' OR "PROVIDER OF  TELECOVMUNI CATI ONS
SERVI CES" SHALL MEAN A TELEPHONE CORPORATI ON CERTI FIED I N THE STATE W TH
THE AUTHORITY TO PROVIDE | NTRASTATE TOLL AND LOCAL EXCHANGE SERVI CE
USI NG El THER | TS OMN OR LEASED FACI LI TIES; OR WHO PROVIDE SERVICES VIA
THE ROUTI NG OF VO CE CONVERSATI ONS OVER THE | NTERNET OR ANY OTHER | NTER-
NET PROTOCOL BASED NETWORK, ALSO KNOMN AS VO P, | P TELEPHONY, | NTERNET
TELEPHONY, AND DI G TAL PHONE, AND WHO MARKET SUCH SERVI CES TO THE PUBLI C
AS HAVI NG 911 OR E-911 CAPABI LITY. THE TERMS USED I N THI S SECTI ON EXCEPT
VWHERE EXPRESSLY | NDI CATED OTHERW SE SHALL MEAN AND BE DEFINED AS SET
FORTH I N 16 NEW YORK CODE RULES AND REGULATI ONS SECTI ON 603. 3.

1. SERVICE STANDARDS. SERVICE STANDARDS SHALL | NCLUDE, BUT NOT BE
LIM TED TO, MEASURES RELATI NG TO QUT- OF- SERVI CE OVER TVENTY- FOUR HOURS,
SERVI CE = AFFECTING OVER FORTY-EIGHT HOURS AND | NSTALLATI ON ORDERS
COVWPLETED W THI N FI VE DAYS.

2. M NI MUM PERFORMANCE LEVELS. M NIMUM PERFORVANCE LEVELS FOR EACH
SERVI CE STANDARD SHALL BE DEVELOPED TO ENSURE THAT PROVI DERS OF TELECOM

EXPLANATI ON- - Matter in I TALICS (underscored) is new, matter in brackets
[ ] is oldlawto be onmtted.
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MUNI CATI ONS SERVI CES W TH ANNUAL REVENUES EXCEEDI NG TWO HUNDRED M LLI ON
DOLLARS I N THE STATE PROVIDE H GH QUALITY CUSTOVER SERVICE AND H GH
QUALITY TECHNICAL SERVICE TO ALL THEIR CUSTOMVERS. THE DEPARTMENT MAY
ADOPT HI GHER PERFORMANCE LEVELS AND PENALTI ES FOR ANY TELEPHONE COVPANY
BASED ON | TS PRI OR HI STORI CAL PERFORVMANCE AND IN ORDER TO MAINTAIN A
H GH LEVEL OF SERVI CE QUALI TY WHERE APPROPRI ATE.

3. PENALTIES. THE COW SSION SHALL ASSESS PENALTI ES FOR FAILURE TO
MEET ANNUAL PERFORMANCE TARGETS, WH CH SHALL BE MEASURED OVER A PROVI D-
ER S ENTI RE MARKET AREA | N THE STATE AND BY ENTITY LEVEL. THE COWM SSI ON
SHALL ESTABLI SH A SCHEDULE OF PENALTI ES FOR NONCOWPLI ANCE WTH M NI MUM
PERFORMANCE LEVELS, AS DESCRI BED I N SUBDI VI SION TWDO OF THI' S SECTI ON, THE
| MPOSI TI ON OF WHI CH SHALL ENSURE A HI GH LEVEL OF SERVI CE QUALITY FOR ALL
TELECOMMUNI CATI ON CONSUMERS. PENALTIES SHALL BE SET AT A M N MU LEVEL
THAT ENSURES THAT THE COST TO THE TELECOVMUNI CATI ONS SERVI CE PROVI DER OF
NONCOWPLI ANCE | S LONER THAN THE PENALTI ES.

4. CUSTOMVER CREDI TS OR REBATES. THE COVM SSI ON SHALL ESTABLI SH A SCHE-
DULE OF CUSTOVER CREDI TS OR REBATES, WHI CH SHALL BE G VEN BY THE DI RECT
SERVI CE PROVI DER TO CUSTOVERS AUTOVATI CALLY FOR CUSTOVER OUT- OF- SERVI CE
CONDI TIONS, SERVICE AFFECTING OVER FORTY-ElI GHT HOURS, AND FOR M SSED
| NSTALLATI ON APPOI NTMENTS. A SYSTEM OF CRADUATED CREDITS OR REBATES
SHALL BE ESTABLI SHED FOR THOSE CUSTOVERS WHOSE OUT- OF- SERVI CE CONDI TI ON
WAS NOT CLEARED W THI N THE PERI OD SET FORTH I N 16 NYCRR SECTION 603. 3,
SERVI CE AFFECTI NG OVER FORTY- El GHT HOURS SET FORTH IN 16 NYCRR SECTI ON
603.3, OR | NSTALLATI ON EXCEEDED THE PERI OD SET FORTH IN 16 NYCRR SECTI ON
603. 3.

5. SERVI CE QUALITY MONI TORING AND REPORTING THE COW SSION SHALL
RE- ESTABLI SH THE MONI TORI NG AND MEASUREMENTS OF SERVI CE QUALI TY I N FORCE
ON JANUARY FI RST TWD THOUSAND TEN.

S 2. This act shall take effect imediately.



