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STATE OF NEW YORK

7615

2017- 2018 Regul ar Sessi ons

| N ASSEMBLY

May 4, 2017

Introduced by M of A ROSENTHAL -- read once and referred to the
Committee on Ways and Means

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 in Senate and Assem
bly., do enact as follows:

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 telecommunication service provider and their subsid-
iaries furnishing traditional landline telephone service, fiber optic
service, voice over internet protocol (VolP), data circuits, cable or
internet services shall provide call center service assistance includ-
ing, but not limted to operator services, directory assistance bureaus
and call conpletion services for the following: (1) explaining conpany
rates, requlations, policies, procedures, equipnent, custoner service
options and commpn practices; (2) determ ning custoner financial respon-
sibility, required deposits, billing rates, or handling paynent and
other credit arrangenents such as obtaining deposits, financial state-
ments and paynent plans; (3) taking requests for new or additiona
services, including, but not limted to, energency service, conpleting
assistance with dialing, using calling cards, connecting collect calls,
busy line verification or relay centers for the hearing inpaired,
providing requested | ocal and national telephone nunbers, reverse nunber
searches and taking requests for and conpleting the publishing and non-
publishing of a tel ephone nunber, and providing assistance to payphone
custoners; and (4) preparing installation and repair service orders and
obt ai ni ng access to subscriber's preni ses.

(b) No telecomunication service provider and their subsidiaries shal
close a call center or other facility providing the custoner assistance
set forth in paragraph (a) of this subdivision or relocate such custoner
assistance to another area of New York state or outside of New York

EXPLANATI ON- - Matter in italics (underscored) is new, matter in brackets
[-] is oldlawto be omtted.
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state without notice and public hearing before the comrission. Upon
receipt of the notice required pursuant to this paragraph, the comi s-
sion shall provide notice of the proceeding to interested parties and
the public; and shall pronptly fix a date for the comrencenent of a
public hearing thereon not less than sixty days after such receipt. The
testinony presented at such hearing nmay be presented in witing or oral-
ly, provided that the conm ssion nay make rules designed to exclude
repetitive, redundant or irrelevant testinony while giving all inter-
ested parties the opportunity to present their docunentary and/or testi-
nonial evidence. The conmission shall nmake a record of all testinony in
all contested hearings. For purposes of this section "public hearing"
neans a public forum at a physical location, attended by conm ssion
nenbers or their designees, where oral testinpny is accepted and witten
testinony may be subnmitted for inclusion in the record. Such forum shal
be open to parties to the proceeding and the general public for the
presentation of comments that shall be linmted to relevant facts direct-
ly related to the proceeding in question. Such hearing shall be
comenced upon proper notice to the parties to the proceeding and the
public at least thirty days prior to the scheduled date. Should the
conm ssion rule in favor of closing a call center or other facility
providing the custoner assistance set forth in paragraph (a) of this
subdi vision or relocating such custoner assistance to another area of
New York state then the telecomunication service provider or their
subsidiaries shall provide notification one hundred eighty cal endar days
in advance of closing or relocation.

(c) This subdivision shall not apply to the collection of debt where
by conpany policy such debt is directed to a collection agency or sim -
lar service conpanies.

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

8 399-yyy. Cable service provider. 1. Every cable service provider and
their subsidiaries furnishing traditional l[andline telephone service,
fiber optic service, voice over internet protocol (VolP), data circuits,
cable or internet services shall provide call center service assistance
including, but not Jlinmted to operator services, director assistance
bureaus and call conpletion services for the following: (a) explaining
conpany rates, reqgulations, policies, procedures, equipnent. custoner
service options and conmon practices; (b) determ ning custoner financial
responsibility, required deposits, billing rates, or handling paynent

and other credit arrangenents such as obtaining deposits, financial
statenents and paynent plans; (c) taking requests for new or additional

services, including, but not limted to, energency service, conpleting
assi stance with dialing, using calling cards, connecting collect calls,
busy line verification or relay centers for the hearing inpaired.

providing requested | ocal and national telephone nunbers, reverse nunber
searches and taking requests for and conpleting the publishing and non-
publishing of a tel ephone nunber, and providing assistance to pay phone
custoners; and (d reparing installation and repair service orders and
obt ai ni ng access to subscriber's preni ses.

2. No cable service provider and their subsidiaries shall close a cal
center or other facility providing the custoner assistance set forth in
subdi vi sion one of this section or relocate such custoner assistance to
another area of New York state or outside of New York state wi thout
notice and public hearing before the conm ssion. Upon receipt of the
notice required pursuant to this subdivision, the conm ssion shal

provide notice of the proceeding to interested parties and the public;
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and shall pronptly fix a date for the commencenent of a public hearing
thereon not less than sixty days after such receipt. The testinony
presented at such hearing may be presented in witing or orally,
provided that the conmi ssion may nake rules designed to exclude repeti-

tive, redundant or irrelevant testinony while giving all interested
parties the opportunity to present their docunentary and/or testinonial
evidence. The conmmi ssion shall neke a record of all testinpbny in al

contested hearings. For purposes of this section "public hearing"” neans
a public forumat a physical location, attended by comm ssion nenbers or

their designees, where oral testinony is accepted and witten testinony
nmay be submitted for inclusion in the record. Such forum shall be open
to parties to the proceeding and the general public for the presentation
of comments that shall be |limted to relevant facts directly related to
the proceeding in guestion. Such hearing shall be commenced upon proper
notice to the parties to the proceeding and the public at least thirty
days prior to the scheduled date. Should the commission rule in favor
of closing a call <center or other facility providing the custoner
assistance set forth in subdivision one of this section or relocating
such custoner assistance to another area of New York state then the
cable service provider or their subsidiaries shall provide notification
one hundred eighty calendar days in advance of closing or relocation.

3. This section shall not apply to the collection of debt where by
conpany policy such debt is directed to a collection agency or simlar

servi ce conpani es.
8§ 3. This act shall take effect inmmediately.




