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STATE OF NEW YORK

6932

2023- 2024 Regul ar Sessi ons

| N SENATE

May 15, 2023

Introduced by Sen. SKOUFIS -- read twice and ordered printed, and when
printed to be conmitted to the Conmittee on Fi nance

AN ACT to anmend the executive law, in relation to enacting the New York
St at e Resident Experience Act of 2023

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

Section 1. Short title. This act shall be known and may be cited as
the "New York State Resident Experience Act of 2023".

8§ 2. Legislative intent. The legislature finds that the New York state
government serves the people of the state of New York and should seek to
continually inmprove the provision of services based on resident feed-
back. Wiile many state agencies, offices, and prograns provide excel-
lent service to New Yorkers, there are nmany areas ripe for inprovenent,
particularly within agencies that provide extensive resident-facing
services. Providing quality services to residents inproves the confi-
dence of New Yorkers in their government and helps agencies achieve
greater inpact and fulfill their mssions. Inproving services to resi-
dents requires agencies to | everage technol ogy, collect and share stand-
ardi zed data, and devel op custoner-centered m ndsets and service strate-
gies. It is the legislature's belief that all agencies should strive to
provide high-quality, courteous, effective, and efficient services to
New Yorkers and seek to measure, collect, report, and wutilize netrics
relating to the experience of residents interacting with agencies to
continually inprove provision of services to the people of the state of
New Yor k.

8 3. The executive lawis anmended by adding a new section 170-g to
read as foll ows:

§ 170-g. Collection of voluntary resident experience feedback. 1. For
purposes of this section, the following terns shall have the follow ng

neani ngs:
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LBD11206- 02- 3



O©Coo~NoOO~wWNE

S. 6932 2

a) "Covered agency" neans an agency under the executive branch of
state governnent that provides or funds resident-facing services that
have a high inpact on the public due to a large resident base and/or
involve services that have a critical effect on those served.

(b) "Voluntary resident experience feedback"” neans a response to a
collection of infornmation conducted by a covered agency in accordance
with this act.

2. (a) Wthin ninety days of the effective date of this section. the
governor shall designate the covered agencies required to collect volun-
tary resident experience data. The governor shall maintain a list of
desi gnat ed covered agencies and may update this list at any tinme.

(b) Wthin one yvear of such designation by the governor, each covered
agency shall solicit the collection of voluntary resident experience
feedback with respect to any service offered by or transactions with the
covered agency.

c The covered agency shall develop a set of standardized guestions
that address:

(i) overall satisfaction of residents with the specific interaction or
service received;

(ii) the extent to which residents were able to acconplish their
intended task or purpose;

(iii) whether the resident was treated with respect and professional -
ism

(iv) whether the resident believes they were served in a tinely
manner; and

(v) any additional netrics as determ ned by the covered agency.

(d) To the extent practicable, the voluntary resident experience feed-
back shall be collected across all platforns or channels through which
the covered agency interacts with residents or other entities to deliver
information or services, and the voluntary resident experience feedback
collected under this section shall be tied to specific transactions or
interactions with residents utilizing prograns or services offered by
the covered agency.

3. (a) Any response to the solicitation of voluntary resident experi-
ence feedback shall renmin anonynous;

(b) Any individual or entity who declines to participate in the solic-
itation of voluntary resident experience feedback shall not be treated
differently by the covered agency for purposes of providing services or
information;

(c) The voluntary nature of the solicitation nust be clear;

(d) Any solicitation of voluntary resident experience feedback shal
be limted to one solicitation per interaction with an individual or
entity;

(e) To the extent practicable, the solicitation of voluntary resident
experience feedback shall be made at the point of service with an indi-
vidual or entity;

(f) Any instrunent for collecting voluntary resident experience feed-
back shall be accessible to individuals with disabilities; and

An applicable internal agenc dat a governance policies shal
remain in effect with respect to the collection of voluntary resident
experience feedback fromany individual or entity.

4. (a) Each covered agency shall report to the governor and | eqisla-
ture, on a biannual basis fromthe initial collection of voluntary resi-
dent experience feedback, on the outcone of the covered agency's efforts
over the previous two years.
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(b) The report shall include an analysis of the resident experience
feedback collected, a description of howthe covered agency used such
f eedback, an assessnent of outcone inprovenent since the npbst recent
report was issued, and any recommendations for systens, processes, and
procedures to inprove resident experience with the covered agency.

8§ 4. This act shall take effect inmmediately.




