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HOUSE BI LL 2351

St ate of WAshi ngt on 58th Legislature 2004 Regul ar Sessi on

By Representatives Hudgins, Ronmero, Hinkle, Conway, Sullivan, Hunt
and Morr el

Prefiled 1/9/2004. Read first tine 01/12/2004. Referred to
Committee on Commerce & Labor.

AN ACT Relating to consuner know edge of foreign contact center
operations; adding a new chapter to Title 19 RCW and providing an
ef fective date.

BE | T ENACTED BY THE LEG SLATURE OF THE STATE OF WASHI NGTON:

NEW SECTION. Sec. 1. The definitions in this section apply

t hroughout this chapter unless the context clearly requires otherw se.

(1) "Contact center" nmeans a physical or electronic operation that
uses telephonic or electronic comunications in one or nore of the
followng activities: (a) Providing custoner services, including
informati on about custoner accounts; (b) soliciting sales; (c)
reactivating dormant accounts; (d) conducting surveys or research; (e)
collecting receivables; (f) taking or receiving reservations; or (gQ)
taki ng or receiving orders.

(2) " Per sonal i nformation" means personal |y identifiable
information that is provided by a person to a contact center, which
includes, but is not limted to, a person's nanme, address, telephone
nunber, electronic mail|l address, social security nunber, or credit or
ot her financial information.
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NEW SECTION. Sec. 2. At the request of a party using tel ephonic
or electronic communi cations with an enpl oyee of a contact center, the
enpl oyee nust identify: (1) Hionself or herself, by stating his or her
name; (2) the nane of his or her enployer; (3) the location of the
muni ci pality, state, and country in which he or she is |ocated; and (4)
i f applicable, the nanme and tel ephone nunber of the entity contracting
with the contact center. In addition, if the contact center is |ocated
in a foreign country, the party my request that a telephonic
communi cation be rerouted to a contact center located in the United
States. The contact center nust conply with any such request.

NEW SECTION. Sec. 3. An enployee at a contact center operating in
a foreign country may not solicit any personal infornmation, whether
using telephonic or electronic conmunications, unless the enployee
first informs the party that disclosing that information to the
enpl oyee is optional and receives the affirmative consent of the party
to whom the information relates. | f tel ephonic comunications are
used, the enployee may not solicit any personal information unless he
or she also infornms the party that the contact center is |located in a
foreign country and that the party may request that the comrunication
be rerouted to a contact center located in the United States. The
contact center nust conply with any such request.

NEW SECTION. Sec. 4. The legislature finds that the practices
covered by this chapter are matters vitally affecting the public
interest for the purpose of applying the consuner protection act,
chapter 19.86 RCW Violations of this chapter are not reasonable in
relation to the devel opnment and preservation of business. A violation
of this chapter is an unfair or deceptive act in trade or conmerce and
an unfair nethod of conpetition for the purpose of applying the
consuner protection act, chapter 19.86 RCW

NEW SECTION. Sec. 5. If any provision of this act or its
application to any person or circunstance is held invalid, the
remai nder of the act or the application of the provision to other
persons or circunstances is not affected.

NEW SECTION. Sec. 6. This act takes effect July 1, 2009.
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NEW SECTION. Sec. 7. Sections 1 through 6 of this act constitute

a new chapter

in Title 19 RCW

~-- END ---
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