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AN ACT to anend the public service law, in relation to conplaint handl-
i ng procedures by the public service conm ssion

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

Section 1. Section 43 of the public service |law, as added by chapter
713 of the Ilaws of 1981, subdivision 3 as added by chapter 686 of the
| aws of 2002, is anended to read as foll ows:

8 43. Conpl ai nt handling procedures. 1. The conmission shall rmaintain
regulations for the handling of [+esidential] all custoner conplaints,
which at a mininmumshall require that each utility or nunicipality: (a)
mai nt ai n procedures, and provide a copy of those procedures, as anended,
to the conmssion, for pronpt investigation of any conplaint on a bil
for gas, steam or electric service rendered or a deposit required and
for pronpt reporting to the conplainant [ef] within: (i) fifteen busi-
ness days after the result of such investigation for a wutility corpo-
ration; or (ii) thirty business days after the result of such investi-

gation for a municipality. [L#—saeh] Such report [+s——#ade——e#a##y———%he

] shaH
be in witing and provide all supporting docunentation; (b) inform any

conpl ai nant [uhese—GenpLa+nL—+s—LeseL¥ed—+n—La¥eL—QL—Lhe—u%+L+%y——seLpe—
LaLFen—9L—nun+G+paL+Ly-+n-mhe¥e-e#-+n-pa##-] of the availability of the

conmi ssion's conplaint handling procedures; (c) refrain fromterm nating
service for nonpaynment so long as a conplaint is pending before a utili-
ty, nmunicipality or the comrission and for fifteen days thereafter, or

EXPLANATI ON--Matter in italics (underscored) is new, matter in brackets
[-] is oldlawto be omtted.
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for such period as the conmssion for good cause shall establish;
provided however, that as a condition of continued service during the
pendency of any such dispute, a customer shall pay the undisputed
portions of any bill for service including bills for current usage, or
such anounts as the conmi ssion determ nes reasonably reflect the cost of
usage to such custonmer; and (d) refrain from treating the disputed
portion of any bill as late during the pendency of any conpl aint before
the utility or nunicipality.

2. The commission shall maintain regulations for conplaint handling
procedures including conplaints wth respect to the negotiation of a
deferred paynent agreenent which shall include, at a mnimum (a)
provision for investigation and informal review and for appeal to the
comm ssi on [ A—ts—diseretien]; (b) that the burden of proof in al
proceedings shall be on the utility corporation or nunicipality, except
as otherwise provided by the commission for good cause; and (c)
provision for parties to receive a witten determnation of any
conpl ai nt [ —upen—+eguest—] in plain and sinple English, which determ -
nation shall set forth the relevant facts established, the reasons for
the determ nation, what actions nust be taken and what further proce-
dures are available to a conpl ai nant.

3. | . . .
: Fhe COR-SS+OR sha use 'E? besf.e o5 Eﬁ ee:p!eteﬁ!ts|||ugst|
determnpnationofany appealto i+ pursuant tothis section-] Failure by
any wutility corporation or nunicipality to provide a response as
provided by subdivision one of this section, shall invoke a penalty of:
(a) one hundred dollars per business day for each business day that
exceeds the initial fifteen business day period for a wutility corpo-
ration; or (b) twenty-five dollars per business day for each business
day that exceeds the initial thirty business day period for a munici-

pality.

8§ 2. This act shall take effect on the ninetieth day after it shal
have beconme a law. Effective imediately, the addition, anmendnent,
and/or repeal of any rule or regulation necessary to inplenent the
provisions of this act on its effective date are authorized and directed
to be conpleted on or before such effective date.




