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AN ACT to anmend the public service | aw and the general business law, in
relation to tel ecomruni cati ons and cable call centers

The People of the State of New York, represented in Senate and Assem
bly, do enact as foll ows:

Section 1. Section 65 of the public service law is anended by adding a
new subdi vision 16 to read as foll ows:

16. (a) Every telecomunication corporation and their subsidiaries
furnishing traditional landline telephone service, fiber optic service,
voi ce over internet protocol (VOP), data circuits, cable or internet
services shall provide call center service assistance including., but not
limted to operator services, directory assistance bureaus and cal
conpletion services for the foll ow ng:

(1) deternmining custoner financial responsibility:;

(2) taking requests for new or additional services, including, but not
limted to, enmergency service, conpleting assistance with dialing, using
calling cards, connecting collect calls, busy line verification or relay
centers for the hearing inpaired., providing requested |local and national
t el ephone nunbers, reverse nunber searches and taking requests for and
conpleting the publishing and non-publishing of a tel ephone nunber, and
provi ding assi stance to payphone custoners;

(3) deternmi ning deposit required or billing rate;

(4) preparing installation and repair service orders and obtaining
access to subscriber's prenises:;

EXPLANATI ON--Matter in italics (underscored) is new, matter in brackets
[-] is oldlawto be omtted.
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(5) explaining conpany rates, requlations, policies, procedures,
equi pnent and conmmmon practi ces;

(6) investigating trouble order fornms and initiating high bill inves-
tigations;

(7) handling paynment and other credit arrangenents such as obtaining
deposits, financial statenents and paynment plans; and

8) aiding custoners with internal assistance prograns.

(b) No teleconmmunication corporation shall close a call center or
other facility providing the custonmer assistance set forth in paragraph
(a) of this subdivision or relocate such custoner assistance to another
area of this state or outside of this state without notice and hearing
before the conmssion. However, at no tine shall a tel econmunication
corporation pernmanently transfer nore than .7 percent of jobs from any
call center described above to another area of this state or outside of
the state and a valid collective bargaining agreenent or enploynent
contract that governs permanent transfer percentages of call center jobs
shall supersede the .7 percent job transfer rate descri bed above.

(c) This subdivision shall not apply to the collection of debt whereby
utility conpany policy such debt is directed to a collection agency or
simlar service conpanies or where the attendance of call center enploy-
ees is less than ninety percent in any given nonth, this section shal
not apply for the follow ng nonth. Attendance for this section shall be
defined when an enpl oyee is expected to report to work as scheduled. |If
a collective bargaining agreenent or enploynment contract defines attend-
ance then that shall supersede the definition above. If attendance falls
below ninety percent as a direct result of the corporation then this
section shall apply.

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

8§ 394-f. Cable conpany call centers. (a) Every cable corporation and
their subsidiaries furnishing traditional landline tel ephone service,
fiber optic service, voice over internet protocol (VOP), data circuits,
cable or internet services shall provide call center service assistance
including, but not Jlinmted to operator services, directory assistance
bureaus and call conpletion services for the foll ow ng:

(1) determning custoner financial responsibility;

(2) taking requests for new or additional services. including. but not
limted to, enmergency 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 nationa
t el ephone nunbers, reverse nunber searches and taking requests for and
conpleting the publishing and non-publishing of a tel ephone nunber, and
provi ding assi stance to payphone custoners;

(3) determning deposit required or billing rate;

(4) preparing installation and repair service orders and obtaining
access to subscriber's prem ses;

(5) explaining conpany rates, requlations, policies, procedures,
equi pnent _and common _practi ces;

(6) investigating trouble order forms and initiating high bill inves-
tigations;

(7) handling paynent and other credit arrangenents such as obtaining
deposits, financial statenents and paynent plans; and

(8) aiding custonmers with internal assistance prograns.

(b) No cable corporation shall close a call center or other facility
providing the custoner assistance set forth in subdivision (a) of this
section or relocate such custoner assistance to another area of New York
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state or outside of this state without notice and hearing before the

comm ssion. However, at no tine shall a cable corporation pernanently

transfer nore than .7 percent of jobs from any cal

center described

above to another area of this state or outside of the state and a valid

collective bargaining agreenent or enploynent contract that governs

permanent transfer percentages of call center jobs shall supersede the

.7 percent job transfer rate described above.

(c) This subdivision shall not apply to the collection of debt whereby

utility conpany policy such debt is directed to a collection agency or

simlar service conpanies or where the attendance of call center enploy-

ees is less than ninety percent in any given nonth

this section shall

not apply for the followi ng nonth. Attendance for this section shall be

defined when an enployee is expected to report to work as scheduled. If

a collective bargaining agreenent or enploynent contract defines attend-

ance then that shall supersede the definition above

If attendance falls

bel ow ninety percent as a direct result of the corporation then this

section shall apply.

§ 3. This act shall take effect on the thirtieth
have becone a | aw, provided, however, that the public
is inmediately authorized and directed to take any
including but not Ilimted to the pronulgation of
| ati ons necessary to inplenment the provisions of this
tive date.

day after it shal

servi ce conm ssion
and all actions,
any rules or regu-
act on such effec-



