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STATE OF NEW YORK

2579

2025- 2026 Regul ar Sessi ons

| N ASSEMBLY

January 17, 2025

Introduced by M of A CRUZ -- read once and referred to the Conmttee
on Ener gy

AN ACT to anend the public service law, in relation to call centers for
gas and electric corporations; to anend a chapter of the | aws of 2024
amendi ng the public service lawrelating to call centers for gas and
el ectric corporations, as proposed in legislative bills nunbers S.
8626-A and A 9444-A, in relation to the effectiveness thereof; and to
repeal certain provisions of the public service law relating thereto

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

Section 1. Paragraphs (a) and (b) of subdivision 13 of section 65 of
the public service law, as anended by a chapter of the laws of 2024
amending the public service lawrelating to call centers for gas and
electric corporations, as proposed in legislative bills nunbers S.
8626- A and A. 9444-A, are anended to read as foll ows:

(a) Every gas corporation or electric corporation furnishing utility

servi ces shall prOV|de the following call <center customer assistance
receiving |an|r|es [and—asseG+aLed—eLL+ee—Lasks—by—pheﬂeT—+n—Mp+L+ngT

Le*%s———4%u¥4#¥ﬂ4ﬂ by phone or |n mw|t|nq on: custoner flnanC|aI respon—

S|b|I|ty recei ving [appeation] requests to initiate or termnate
service; receiving requests for emergency services; shared netering;

determ ning deposit required or billing rate; receiving neter and
service orders and access to neter requests; explaining conmpany rates,
regul ati ons, policies, procedures, and conmon practices; initiating
trouble order forms and high bill investigations; inbound and/or

out bound handling of paynent and other «credit arrangenents such as
obtai ning deposits, financial statenments and paynent plans; collection
assi stance inquiries and referring custonmers to social service agencies

and other assistance prograns [ Fer—prrpeses—oi—this—sectien—each

EXPLANATI ON--Matter in italics (underscored) is new, matter in brackets
[-] isoldlawto be omtted
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undep—papag#aph—éb}—ei—th+s—sabd+¥+s+en—] ThIS oaraoraoh shaII not apply

to conmuni cations between departnents to resolve a custoner inquiry. For
purposes of this section, "collection assistance inquiries" shall not
include calls or activities related to the collection of debts that are
referred to third-party collection agencies or those involving the
direct pursuit of financial recovery on delingquent accounts.

(b) [£9] No gas or electric corporation shall close a call center or
other facility providing the custonmer assistance set forth in paragraph
(a) of this subdivision or send such customer assistance outside such
gas or electric corporation's New York state service territory or
outsi de of New York state without notice, a hearing and approval before
the comm ssion. Upon receipt of the notice required pursuant to this
par agraph, the commi ssion shall provide notice of +the proceeding to
interested parties and the public; and shall pronptly fix a date for the
commencenent of a public hearing thereon not |ess than sixty days after
such receipt. The testinony presented at such hearing may be presented
in witing or orally, provided that the comm ssion may nake rul es
designed to exclude repetitive, redundant or irrelevant testinony while
giving all interested parties the opportunity to present their docunen-
tary and/or testinonial evidence. The conm ssion shall make a record of

al | testlnnny in all contested hearlngs [Ihe—eenn;ss+en—m++h+n—th+;%¥

-] For purposes of this sectlon publ|c hearlng
means a public forumat a physical location, attended by comission
menbers or their designees, where oral testinobny is accepted and witten
testinony nay be submitted for inclusion in the record. Such forum shal
be open to parties to the proceeding and the general public for the
presentation of conments that shall be limted 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
publlc at Ieast th|rty days prior to t he scheduled date [ Seeh—hearing

LMenty—LoHL——thaL;—anended——th#s——pa#ag#aph——takes—;eiieetfq.tt shaII be

perm ssible for a gas or electric corporation to send custoner assist-

ance requests outside of such corporation's New York state service
territory or outside of New York state in the following circunstances:
(i) when a <call center or custoner assistance facility is unable to
adequately respond to custoner assistance requests due to natural disas-
ter, cyber attack, tenporary loss of internet or phone connection or
power, a state or |ocal declared energency that inpacts the ability of a
call center to manage custoner assistance requests, or custoner call
volune that exceeds the capacity of the call center given normal staff-
ing levels; (ii) for the purpose of workforce training; or (iii) to
initiate work flexibility policies that allow call center enployees to
work from an approved alternative worksite other than a call center
| ocati on[ —PRrovwi-ded] provided, however, before a gas or electric corpo-
ration can establish policies for any call center enployees that are
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represented by a bona fide |abor organization through a collective
bar gai ni ng agreenent, such policies nmust have been nutually agreed to by
the corporation and the | abor organi zation. Such work flexibility poli-
cies shall not [welate] be considered a violation of this section. Any
transfer of custonmer assistance requests outside of New York state or
outside of the corporation's New York state service territory pursuant
to subparagraph (i) of this paragraph shall be tenporary and only for
the duration of the enmergency situation. A corporation nust notify the
conm ssion of any transfers wthin ten business days following an
exenption clained pursuant to subparagraph (i) of this paragraph. For
the purposes of this paragraph. "New York state service territory" shal

be understood to refer to the designated geographic area served by the
gas or electric corporation in accordance with its legal service obli-
gations. The relocation of custoner assistance calls to any of the
corporation's call centers within New York state in existence prior to
the effective date of the chapter of the laws of twod thousand twenty-
five that anended this paragraph, regardless of the specific service

territory, shaII not be conS|dered a V|olat|on of th|s Daraqranh

8§ 2. Subdivision 4-a of section 25 of the public service | aw, as added
by a chapter of the laws of 2024 amending the public service |aw rel at-
ing to call centers for gas and electric corporations, as proposed in
| egislative bills nunbers S. 8626-A and A 9444-A, is REPEALED

§ 3. Section 4 of a chapter of the | aws of 2024 amending the public
service lawrelating to call centers for gas and electric corporations,
as proposed in legislative bills nunbers S. 8626-A and A 9444-A, is
anended to read as foll ows:

8 4. This act shall take effect [imediately] on the one hundred
eightieth day after it shall have becone a |aw and shall apply to al
actions or proceedi ngs comrenced on or after the effective date of this
act .

8§ 4. This act shall take effect imediately; provided, however, that
sections one and two shall take effect on the sane date and in the sane
manner as a chapter of the | aws of 2024 anmending the public service | aw
relating to call centers for gas and electric corporations, as proposed
in legislative bills nunbers S. 8626-A and A 9444- A, takes effect.




