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ABPCA Bill Id:AB 2068 (
Author:Ortega) – As Amended Ver:March 18, 2024
SUBJECT:  Employment protections:  call centers
SUMMARY:  Imposes specified reporting requirements on state agencies that contract with private entities for call center work to provide public or customer service for that state agency or another state agency. Specifically, this bill:  
1) Requires each state agency, on and after January 1, 2025, that enters into a contract with a private entity specifically for call center work to provide public or customer service for that agency or another state agency to provide a report to the Labor Commissioner (LC) containing the number, type and percentage of jobs, including call center jobs, that will be located in state versus out of state, as well as the projected percentage of initial calls that will be routed to workers within the state versus out of state, as specified.
2) Requires the reporting requirements of 1) above to include the initial projections as well as the projections for the end of the contract term.
3) Requires a reporting state agency, for a contract for which less than 90 percent of the total covered jobs are located within the state, or less than 90 percent of the overall volume of calls are handled within the state, to provide the LC with a report containing a proposal to reduce the percentage of out-of-state jobs by no less than 50 percent of the initial projections, as specified.
4) Requires the proposal submitted pursuant to 3) above to be reviewed prior to any contract renewal, amendment, or extension is entered into by a state agency, and any renewal, amendment, or extension entered into thereafter to describe whether the number and percentage of out-of-state jobs shall increase, decrease, or remain the same, and any efforts or strategies that shall be used to increase the number of in-state jobs.
5) Allows the LC to disclose aggregated data describing the information contained in 1) or 2) above at the request of any member of the public.
EXISTING LAW:  
1) Establishes the Division of Labor Standards Enforcement (DLSE), under the direction of the LC, within the Department of Industrial Relations (DIR), and authorizes the LC to investigate employee complaints and enforce labor laws, as specified. Labor Code § 79 et seq.
2) Authorizes the LC to enforce certain notice requirements concerning a mass layoff, relocation, or termination of employees, including call center employees. Labor Code § 1406(b).
3) Defines “call center” to mean a facility or other operation where employees, as their primary function, receive telephone calls or other electronic communication for the purpose of providing customer service or other related functions. Labor Code § 1409 (b)(1).
4) Prohibits a call center employer from ordering a relocation of its call center, or one or more of its facilities or operating units within a call center, unless notice of the relocation is provided to the affected employees and the Employment Development Department, local workforce investment board, and the chief elected official of each city and county government within which the termination, relocation, or mass layoff occurs, as specified. Labor Code § 1410(a).
5) Prohibits, with specified exemptions, a state agency authorized to enter into contracts relating to public benefit programs, as defined, from contracting for services provided by a call center that directly serves applicants for, recipients for,  or enrollees in, those public benefit programs with a contractor or subcontractor unless that contractor or subcontractor certifies in its bid for the contract that the contract, and any subcontract performed will be performed solely with workers employed in California. Public Contract Code § 12140.
6) Defines “public benefit programs,” for the provision in 5) above to mean California Work Opportunity and Responsibility to Kids (CalWORKS), CalFresh, Medi-Cal, Healthy Families, and the California Healthcare Eligibility, Enrollment, and Retention System. Public Contract Code § 12140(b)(2).
7) Provides an exception to 5) above for contracts between a state agency and a health care service plan or a specialized health care service plan regulated by the Department of Managed Health Care and for contracts between a state agency and a disability insurer or specialized health insurer regulated by the Department of Insurance. Public Contract Code § 12140(e)(3).
FISCAL EFFECT:  Unknown
COMMENTS:  According to the U.S. Bureau of Labor Statistics, there are over 200,000 customer service representatives (equivalent to call center representatives) in California. Their median hourly wage is $21.34 an hour.[footnoteRef:1] This occupation generally requires short term on-the-job training, a high school diploma or equivalent, and no similar prior job experience. Nationally, these jobs are projected to decline over the next decade.   [1:  Data taken from May 2021.] 

In recent years, the Legislature has passed several laws to discourage moving call center work outside of California. Existing law, created by AB 2508 (Bonilla) of 2012, requires call centers that serve people enrolled in five specific public benefit programs to be staffed solely by workers employed in California:
1) CalWORKs;
2) CalFresh;
3) Medi-Cal;
4) Healthy Families; and
5) California Healthcare Eligibility, Enrollment, and Retention System.
In 2022, the Legislature passed and the Governor signed AB 1601 (Weber), which made clear that private companies operating in California that outsource a large percentage of their call center work outside the state are ineligible for state taxpayer subsidies for five years.
According to the author, “Many state agencies and departments are currently contracting out for call center work in states such as Florida and Ohio, meaning California taxpayers are subsidizing low-paying jobs in other states. Worse still, these contracts can often add up to more than what it would cost to hire employees to do the same work in house.

AB 2068 addresses the problem of state entities contracting for services outside of California and creates transparency by requiring the State to create a list of all call center contracts for state agencies and departments and the number of workers and types of employment that are located out of state.”
The author adds that, “By requiring that all state departments and agencies develop a plan to return call enter jobs to California, the State will be providing more job opportunities for Californians, who are facing an affordability crisis that is hitting low-income communities of color the hardest. AB 2068 will encourage more job creation in the State of California, rather than subsidizing jobs for people in other states.”
Committee Comments
The author anticipates amending the bill subsequent to this Committee to clarify the following:
· The bill applies to state departments as well as state agencies;
· The proposal from the state agency detailing how it will reduce the percentage of out-of-state jobs shall provide for the reduction in no more than five years or at the end of the in effect contract, whichever is less;
· The LC shall maintain a master list of contracts pursuant to this section and an aggregate number of call center jobs, including how many are located in another state and the financial cost of these out-of-state jobs, and the list shall be made available upon request by a member of the public.
· Minor, technical clarifications.
Arguments in Support
The Communication Workers of America, District 9 (CWA D9), sponsor of the bill, states “In recent years it has become increasingly clear that California State agencies and departments are expanding their use of call centers outside of California to serve the public. Not only is it questionable policy to route California residents who call California agencies and departments to other states, it is also an unacceptable fiscal policy. California should prioritize its taxpayers money on creating jobs within the state. Earlier this month it was reported that California has the highest unemployment percentage in the country. Yet, California is spending millions of dollars of taxpayer funds to create jobs in other states. CWA D9 workers have witnessed their call centers -- those that support state agencies and departments -- shrink considerably in recent years, some offices being reduced from over 200 call center workers, to just over 20.”
Arguments in Opposition.
None on file.
Prior and Related Legislation
SB 1220 (Limón) of 2024 would prohibit a state agency authorized to provide or enter into contracts relating to public benefit programs, as defined, or a local agency funded in any part by state funding to provide call center services related to public benefits or services, from using Artificial Intelligence (AI), or Automated Decision Systems (ADS) that eliminate or automate the core job functions of a worker.  If those state or local agencies use AI or ADS that impacts the core functions of a worker, the bill would require state and local agencies to comply with certain requirements, including notification to employees and the development of an impact assessment report, as specified.  The measure is currently in the Senate Local Government Committee.
AB 1381 (Weber) of 2023 would require each state agency that enters into a contract with a private entity for call center work to ensure that no later than January 1, 2026, at least 90% of the call center work is conducted in California with specified exemptions.  In addition, the bill would require state contracts with a private entity for programs or services in which call center work is included to prioritize the work being conducted in California, as specified. This bill is in the Senate Governmental Organization Committee.
AB 1601 (Weber) Chapter 752, Statutes of 2022 prohibited a call center employer from ordering the relocation of its call center, as defined, unless 60 days before the order takes effect, the employer gives written notice of the order to affected employees.
AB 1677 (Weber, S) of 2019 would have required that call center employers seeking to relocate jobs to another country give the Labor Commissioner 120 days’ notice and would have prohibited employers appearing on the Commissioner’s compiled list of call center job exporters from receiving any state grants, guaranteed loans, or tax credits for five years. AB 1677 required all state contracted call center work to be performed in California, with certain exceptions. The bill was vetoed by Governor Newsom.
AB 2217 (Pan) of 2012 would have required call center employers to notify the state and affected employees 60 days before ordering a mass layoff, relocation, or termination. Would have allowed customers to request to be transferred to a call center within the United States. The bill died in the Assembly Labor and Employment Committee.
AB 2508 (Bonilla) Chapter 824, Statutes of 2012 prohibited a state agency authorized to contract for public benefits programs from contracting for services provided by a call center that directly serves applicants for, recipients of, or enrollees in those programs, and provided that the work will be performed solely by workers employed in California.
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