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Decision No~ 73146' 
------------------

BEFORE THE PUBLIC UTILItIES COMMISSION OF THE STAXEOF CALIFORNIA 

Investigation on the Commission's own 
motion into the ,service offering of 
telephone monitoring. equipment under 
filed tariffs by telephone corporations. 

Case No. 7915 
(Filed June 3,1964) , 

(Reopened April 5 ~ 1966) 

, ,-

(Appear.o.ncesuset"forth in Appendix A) 

OPINION ........ - -- - -'~ 

Introduction : 

After one day of 'hearing on October 14~ 1964~ before 
, 

, ,I" 

Commissioner :t"JCKeage and. Examiner Coffey, Decision No., 69447, was, isStJed 
I • I, 

I 
on July 27, 196'5. On April 5,1966, the proceeding was reopened and 

" 

thereafter Commissioner,Grover and Examiner Coffey presided at 27 

add1tionaldays of hearing. After receipt: of ,lcOncurrent' opening and 
. I I 

,'~ 

closing briefs and oral argument before Commissioners Mitchell, Grover, 

Holoboff, Bennett and Gatov ,tMs matter and petitions for ,4 presiding 

officer's proposed report were submitted for'decision on December 14, 

1966. Submission was subject to. response to a supplemental, brief, 

receipt of material requested by the Commission at the oral argcment 

and responses t~said. material, the last of which wasd~ Dec.ember 27, 

1966.. The Commission wiil not direct the issuance,·of"a 'pro~sed 
report .. 

History of Proceeding . 

On June 3", 1964, this investigation was institUted because 

it appeared that: 

1.. Certain public utility telephone corporations in California 

offer their subscribers.under tariffs on file with the Commission 
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equipment designated as "monitoring equipment," .also referred to as 

"service observing and training equipment." This equipment:, as 

designed, permits overhearing, surveillance and recording of 

communication over the· telephone lines of subscribers from points 

on the premises and under the control of.the subscribers. 

2. Such. equipment may have been used, or may be used, . in a 

manner contrary to the laws· of' the United, States, ,the; State of .. .', 
". 

California, or in a manner:i.n1mieal to the maintenance of privacy 

of commuOieation over the t~lephone network in california.·' 
., 

ThiS,i1nvest:Lgation was specifi.cally instituted into the 

operations, services and practices of all public utility telephone 

corporations in California. ,for the following purposes: ." 
'." .' 

1. To determine what equipm~nt, sel:vices or facilities are 

presently offered to subscribers ,by telephone corporations for the 
\ '. . 

purpose of permitting monitoring, overhearing, $Uxve11lance" or 
.:., ~ , " 

recording of .telephone communieations; 

2. To' determine whether eariff offerings providing equipment 

for such practices should, be '. Cancelled, suspended or mc;dified in any 

particular; and 

3. .To determine, whether any order or orders tha,t. ma.y be 

appropriate in connection with monitoring practices should issue in 

the lawful exercise of the Commission f s . j ur1sd1ction. 

After showings by respondent California public utility 

corporations, Decision No. 69447 was issued on July zt, 1965., It 

found the promotion of privacy of communieationsto be a reasonable 

condition of service in the public interest and ordered,tbatwhen 

subscriber monitoring equipment was used notice be given of monitoring 

to the parties' of a monitored conversation. The notice' of, the,~~sc of 
'~ , 

monitoring equipment: was ordered' to be given after· February' :1.6 ~'. 1966, . 

either: 

-2-
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1. By an automatic warning device having a ''beep'' tone the 

same as that prescribed,by the Federal Communications Commission for 

notice that a telephone conversation is being recorded; or 

2. By marking each telephone instrument capable of being 

monitored to indicate the possibility of monitoring. this method of 
" 

notiee being permitted if the transmitted signals from !tbe' subscribers 

instrument only were capable of being monitored. 

,American Airli.nes, Inc .. , and california Manufacturers 

Association petitioned on February 3 and 11, 1966, respec'tively, ~hat 

this inves'tigation be reopened. 'they asked that the practice of 

monitoring be continued without" notice thereof in eonncc~ion, with 
'I 

I, ' 

some PBX monitoring equipment. On February lS, 1966, these petitions 

were denied and tariffsbeeame effective wb4-ch were filed'in compli­

ance witb. the' order' in Decision No.. 69447. However, no· tariffs were, 

filed wh1c~ offered equipment to monitor the subscriber'stransmtted 

signal, solely. 

On AprilS, 1966, this Commission reopened tbis proceeding 

after receipt of a petition of the American Airlines, Inc., for re­

consideration of the denial of· its prior petition. Further ~ there 

were indications that some telephone utilities had interpreted 

Deci~ion No. 69447 a.s not applying: to their own monitor1Ug practices, 

and that some public agenc1e's were under the impression the.'decision 

did not apply to, them. 

roe scope of. the reopened proeeeding was' enlarged to 

. determine whether any mon1to:::ing~ "service observing,U or "recordiug 

practices" of any nature should be empioyed by public utility I 

telephone corporations. in the conduct of· business' and.· for the pur­

pose of further' considering the need, if any, for "telephonic service 

observAtion". without the requirement of notice. . ' 

" 
, I 
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In this latter investigation, a total of 103 'exhibits have 

been identified during the 28 he.aring days and the transcript includes, 

in its 4240 pages" the testimony of 93 witnesses~ 
" 

Definitions 

For the purpose of this proceeding we will revise the 

definition of monitoring or '''service observing" ancl"tra1n1ng equip­

ment" (hereinafter referred to as :ouitoring equipment), wbichweset 

forth; 'in our Deeis~on ~To. 69447 (64 Cal~ p .u.c. '528), to include 
, ' 

public utility telephone corporations as-fellows: 

"Telephone'utilityapparatus'by which a public utility 

telephone corporation or a tele'phone, subsc=:!.b.~, or' any of their 

officers, employees or agents, may listen to' or' record telephone 

conversations on premises owned 0: controlled'by~he utility or by 
, , 

the subscriber (a) wIthout, any audible indication to the paities f 

conversing that their conversation is ~ing o-J'erheard, or {b'" without 

conne'ction of a device to. provide two-way conversation bP-tween the 
"', ." 

listener and the pa;ties'conversing so that the listeners voice'may 

be heard throughout any period of monitorini~ or (c) without a.ny 

indication to the parties conversing that ,their conversation is,being 

recordee .. " We adept and find reasonable the foregoing modified 

definition of monitoring equipment:. 

The use of monitoring equipment has in this proceeding been 

referred to as monitoring,. "service observing," "official" o~, 

"achdnistrative service observing," "s\lpervisory monitoring" or 

"servicl!observing," ''PBX obse:vs:tioT.l.s," and "special studies." 

"SerlTiee obse%Ving" has been defined by the telephone utilities' as 

"the quality"'controlprocedureapplic3.ble to the business of·serving 

the public by telephone." We shall use'the term mOnitoring 'to 

generally', describe' the '. use of monitOring equipment .. ' 

-4-
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"Official" or "aclministrative service observing" is 

performed by utility employees with the job c!.assificationof "Service 

Observer." They provide the ueility with an over-~ll evaluation or 

index of the quality of telephone service furnished subscribers, by 

a telephone company office, or work group,7' but without' reference to' 

the performance of an individual employee" or:identifybg employees 
I ," • 

or subscribers.. Historically this type of monitoring has been'k.nown 

as "official service observing," but in this, proceeding the utilities 
. .' . 

have chosen, to use the term "administrative observing." We' shall use 

the term "administ,rative monitoring" to describe' the, use of ,nlon1iori'llg 

equipment for this fUnctiOn. 

"Supervisory monitoring" or "service observing" is used by 

telephone utilities~ public agencies and business concerns to train 

and supervise individual em?loyees in their performance of telephone 

service assignments. This includes monitoring, upon the request of 

any, business subscriber uS1n8, , a PBX board, of conversations between 

the employees of the business subscriber and the customers of the 

business- subscriber by employee's of the telephone 'utility for the 
, ' 

purpose of evaluaeing tbe grade of service of the PBX board telephone 

operaeors~ We shall use the term "supervisory monitoring" to describe 

the use of monitoring equipment for the functions described ·.·1n ' this 

paragraph~ 

"Special studies" by telephone utilities using monitoring 

may be initiated by requests of subscribers or law enforcement 

agencies relating to harassing or obscene calls, suspected wire­

eapp:[ng~ eavesdropping or o.ther similar, irregular and£orbidden 

practices. 'We shall.use the' term "special study monit:oriDg" to 

describe the use o~ mOnitoring equipment in the' course of· ,special 

studies as.· herein defined. 

-5-
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We do not include in the term monitoring tbeconcepts of 

"wiretapping" and eavesdropping," forbidden by the Penal Code as 

interceptions of confidential communications, nor do we include in 

the term those accidental and unintentional interceptions of . 

confidential eomnunic:ations, as defined in the Penal Code, .by 

telephone utility employees engaged in their obviously .normal casks 

relating to tbe: operation-, maintenance and construction of telephone 

utility facilities. 

ing monitoring by law enforcement and national defense agencie~,. or 

by telcph0:c.e utilities· to-prevent fraud or loss- of rev~ues7 _when 

there activities are permitted under enabling 1.a:ws and legal sefe­

guards. 

Presentations in the Reopened Proceedin~ 

Presentations by subscribers to monitoring equ:tpmen~ 

indicate a wide range ·of use of monitoring by public bodies. and tbe 

business cO'IlImunity. Among the pu1>lic bodies and business.organiza­

tions who made representations to the Commission were the City of . . . 

Los Angeles; the County of Los Angeles; the City anclCounty ·of 

San Francisco; the County of Ventura; the City of BU%b3.nk;thc l.os 

Angeles Times and three other newspapers.on behalf of themselves and 

On behalf of the California Newspaper Publishers Association and the 
. . 

Northern California Classified· Advertising Assoc:iation; ... the Air 

Transport Association of America, with presenta~ioris· by. six.major 

air lines; the University of California; the Southern California. 
. . . 

Rapiolransit District; the Sacramento MUnicipal Ut11ityDistrict; 

the Southern California Edison Company and other gas and· electric 

utilities; Telephone Answering Services of californi:l, the· :assoeiatLon 

. representing telephone-answering services tbrough~~:the ;State; ·the 
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Automobile Club of Southern California; Creditors Service of Los 

Angeles; and Sears Roebuck. and other business corporations. 

The Pacific Telephone and Telegraph Company (Pacific), 

General Telephone Company of california (Gelleral)and'Ca11forn1a .. 

Water and Telephone Company (cal, Water) made presc:ntations in support 

of monitoring •. 

Telephone employee unions made presentations in support of 

some aspects of monitoring but generally in opposition to monitoring. 

A number of presen~1:1ons were made by individuals) many 

opposing and some supporting monitoring. 

The Commission staff did not ~a direct presentation but 

it did assist in developing the record.by comprehensive c:ross­

exatdnation~ 

MOnitoring Eguipment Used by Subscribers 

Pacific furnishes four types of monitoring equipment for 

use by subscribers, with General' and . Cal Water furnishing similar 

equipment,as follows: 
" . 

The Three-Position Key - This key equipment permits the 

subscriber to monitor conversations between employees and others on 

three positions or, three lines. An example of subscriber application 

of this equipment would be an answering service which has two or 

three switchboard positions. Withtb.e three-position key instal la­

tioo', . the supervisor of the answering service, by moving the 'key from 

one position to another, is able to observe a given operator~swork. 

The mooitoringequipment is' wired through the O?erator' s headset, so 

that whenever the operator disconnects, the supervisor is also 

disconnected:~ Another example of th.e use of this equipment would 

be a f1nancecompany.with two· or three employees assigned tocffe'ct 

collections by telephone. 'through' the use of the three-position key, 

their supe~sor may li.sten to the c:onversat:f.ons. of each employee 

seriatim. 

-7-
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'a, .' . 
Push Button KeyEgu1~nt - This equipment is similar to 

the.:;operat1on of the three-position key, but it is of larger capacity. 

A su~scriber of the push button equipment could, for example, be a 

". ,municipal office with multiple PBX SW'itchboarQs. The cb.1e£. operator 

would. use, the . equipment to monitor the conversations of the switch-

. board,operators, under her charge. Depressing.a button on 'the 

moni~c>ring equipment connects the chief operator with the'e1.reuit 

of an, operator at a given switchboard position. -:the circuitry is 

s~ arranged that when the opera.tor disconnects the chief operator' 

is also disconnected. A business subscriber application' of this. 

equipment would be the ea~log order office of a reta:11 concern~ 

W'ithpush button monitoring equiptllent, an office manager or, a.ny 

person can monitor 'the telephone conversations of cataiog sale's 

,clerks. 

, Monitoring.,Cabinet. - '!his equ1plnent operates in 

fundamentally the same way as the 'equipment above discussed, but 

it,has greater capacity. the Cabinet is cord operated and equipped 

with jack strips of ten ja.cks per strip. A' maximum of ten st;z::1ps 

permits ,service observing of 100 lines or positions. The jacks ,arc 

used',in place of keys or pu~h·buttons. A subscriber of' the· cabinet 
.- . 

~qu1pment would 'be a large g'overriment agency office, a large 

telephone answering bureau or a 'commercial concern such as the 

classified advertising department of a large newspaper wlth numerous 

PBX boards on the premises. The supervisor inserts the plug end of 

a. cord in the jack associated wi.th an operator at a given,swi.tc:h­

~ard'position. When the operatord:Lseonnects', the'~ supervis,or :L~,' 

also,;disconneeted. 

-8~ 



c. 791:5" AB e 

Automatic Call Distributing Eguipment - Automatic call,' 

distributing (AcD) equipment is used in business service applications 

to distribute a large volume of incoming calls it:. sequence', such as 

to air line reservation and air freight clerks, gas or electric 

utility clerks, mail order house catalog, clerks, automobile club: 
, ' 

clerks, tra,nsit district information clerks, and s1m11a.r employees 

of organizations which give service by handling a large volume of 

telephone calls. The mechanical process, of the ACD equipment,sub­

stitutes for the P:SX'operator at P:SX installations., As an integral 

part ,of its operation, M;D equipment has a mo1l1tor1~g,facility. 

'Ihis permits a· supervisor at aeonsole ,to mon1torany of the attend­

ant positions or lines on the ACD system. The monitoring ,faeility 

in an ACD system also permits the supervisor to signal an attendant 

at a particular pos1tionduring .an 'observed eonversat:iont~t the 
, ~ 

supervisor would like to talk to the attendant. !hereupon the 
, . 

attendant can put the c3.1lingparty on 001<3., depress a supemsory 

button" and' converse with the supervisor~ who ean come in ,..dth the 

attendant on the call or take over the call from the attend3nt. 
. \ , ;.. ','" 

'these consulting fea~ures ·0£ P.::;D, can. be. provided with ~ithermonitor-

ing equipment if desired. ACD· equipment is used only :tn business 

service applicatio~s and has no operator or switchboard application 

Since, as we said, the mechanical proc'ess.of the ACD. equip:nent 

substitutes ·for the PBX operator of PEX'switchboard equipment.. ACD 
. ' , 

eqUipment can be installed.with the· capability of ealis.bei~g:trans-· 
. .. ," 

ferred be1:Wecn ·clerks'" per.nitting outgoinsas. well as ::eeeiving· 
'J' . 

1neonti.ug calls, permitting, incoming calls only, and of monitoring. 

tr:unks as· well as pos1tions~-: 

i -,' 

-9-



c~ 7915, 'A:S 

Subscriber Use of Monitoring Eguipment - Subscribers who 

have used monitoring equipment presented extensive testimony of their 

need for and use'of monitoring in tbe1roperatioo.s. 

Air Lines - During 1965 in excess of 22 million calls were ' 

received by air lines in california, by air reservation and air 

freight clerks. Substantially all of these calls" were su,,?jece to 

monitoring. The air,lines,'presented testimony in support ,of their 

position that monitoring equipment is the primary tool of' 'air, line, 

reservation and freight'quality control .and that its use is essential 

to the proper performance of this function. Since only a relatively I 
, . !' 

small percentage of calls are monitored, tl1e air lines maintain it' 

is essential that nothing: be done to create an artificial si1:Ua:tion 

wb.ich would distort the Sample takeU. Monitoring equiPment 'is also 

used by air lines as a' training tool ~ alerting ma.nag~t to the' 

problems that eXist and the corrective means needed. Monitoring is 
" 

alleged to produce recoa:ttnendations for chsnges that simplify 

procedures and increase' reliability and convenience to the pa.ssenger .. : 

Many other quality control p~oeedures are being used by air lines, 

a witness testifie<i;but these serve as, limited supplements, to < 

monitoring,) not as adequate substitutes. Not all reservation off1ces 

employ monitoring.', 

Collection AgenCies - Monitoring equipment is used by , ' 

collection agencies because of the nature of the business' a.nd because 

the infraction of State of california rules of conduct by an agency 

or its employees subjects the agency to the revocation, of its l:!.ee~se .. 

~!u1licipalities ancl Counties - Monitoring "of mtmicipal and 

county PBX'operators'by superVisors is used ,to' facilitate and cru;ck 

'the results of' operator training, and to. insure tha.toperators do not 

'''listen in" on', telel?hone calls. 

-16-
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II! 
The Los ::Angeles Fire Department: emergency dispatch center 

uses a d1stant.speaking telephone with the transmitter removed as a 

monitor to reduce the chance' of error by multiple employee p4rtic1pa~ 

tion .. · A beep tone is presently used for this monitoring and for 

recording calls. . 

ACD monitoring equipment is also used by the City of Los 

Angeles in connection with th~ 0i>eration of a camplaint board to 

train new police officers, to audit performance to determine publ~c 

service level, to insure compliance with rules· and. procedures and to 

assist officers on difficult calls. 

Newspapers - Many, but not all, newspapers' use monitoring 

equipment in their PBX, advertising and circulat1onclepartm~ts. 

Many individuals are employed to solicitor receive by telephone 

either subseriptionsor advertising orders. !hes~togetherw1th 

bill collectors and the operators of the PBX switchboards .. are 

subject to monitoring. 

Telephone Answering Services - Telephone.answeringsexvices 

use monitoring equipment in the training and development of employees 

who answer and interconnect the telephone lines of the clients of 

the service" accept messages for clients' and deliver messages. ,to· ' 

clients. 

Transit District - The Southern California Rapid Transit 

District in 1965 processed inexeess of 2~lOO~OOO telephone informa­

tion requests regarding schedules at 28: anS"~er1ng positions. 

Incoming informat:Lonrequest calls .are distributed to clerks-by 

ACD equipment designed to receive incoming calls only. 

Utilities - Gas and electric utilities utilize ACD· or PBX 

equipment to receive customer calls for. service and, information •. 

-11-
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These cali's are received by clerks in service bureaus and are subject 

to monitoring. 

Monitorin~by Te1ephon~ Utilities 

'!wo previoT.lsly clefined~j'pes of ::lonitori~g ,called 

"administrative monitoring" and "supe:v:.sory monitoring" are utilized 

by telephone utilities as a ,art 0= the!:- operations~ differentiaeed 
• , " 

primarily by function a.nd by thGo:t'ganizational 'level of the ,monitor. 

'}..dministrat1vc monitoring;' with CG!:!lC ~..ccptiO:l.S~,' i.s 
, 

pe~formed bynonmanage:ial employees and used to prov1.dethe ,utility 
, , 

with.:tn office index measur1ngover-a.llquali-:y of service. afforded 

the 'subscriber. It does not measure indiv1duel ~rformance and 

individual employees are not identified. 
, , ' 

On :he otb.e::' haud ~ , 

"supervisory monitoring" is d1rectcd to the work of individuals, 

and is generally perfol:'med by tta~gerial em~loyccs. 

In addition to' :be foregoing, telephcnc utilities perform 

monitoring fo~the purpose of evaluating or improving,the work of 

telephone operators at the PBX switchboards of'businesssubscr1bers, 

to identify at subscribers' requ~sts the originators of lewd or 
" 

nuisance calls and'for'miscellaneous purposes such as,t<>,loeat~ at 
" 

subscribers' requests :~thc, soUX'ce of line noises suspected' of'being 

caused by wire tapping. 

Adtninistrat1ve Monitoring - '!his type of monitoring of ' 
, , I 

cl!lls between subscribc:s a':ld between subscriber,S and utility 

employees is, conducted as a '.partof traffic) ecmereialand p-lant: 
, ' 

operations as follows:' 
. Ii' 

1. Traffic Operat'ions. is 

eonduc'ted in .all', traffic services: Operator Handled Toll 

and Assistance, Info:r:nat!.on and Intercept, o'lnd Dial. !'be,' 

menitor1ng is performed from rcmoteloeations by a, 

~12- . 



.. 

C~ 7915· AB 
. . 

separ~te group of·employees:speeially trained in .accordance 

with. company-wide uniform .practices. Calls monitored are 

selected at random in sufficient numbers to ~onst1tute a 

statistically valid sample. . A Pacific witness testified 

that 400,000 to 425,000 calls were 1llollitored in traffic 
, , . " 

operations., ~ut of a total of 1,500,000,000 calls in'196S, 
. , 

or about .03% of the calls were monitored. . A General wi1:­

ness testified .:that about 6,000 calls are monitored, each.: 

month 1:. its traffic operations •. Monitoring. is now coufilled 

~o the period· of time when the operat:or is establisb.i.ng, the 

call connection', or· when signals indicate that. a subscriber 

needs operator assistance,. with there now,being no· monitor­

ingafter the effective, start of conversations between .. ' 

subscribers. .. 

A union witnes$ testified that prior to June 1, 1966 

in Pacific operations, entire su~scriber conversations were 

monitored continuously up t~' ten minutes and in some cases 

longer. A witness for PacifiC testified that up to May is, 
1966, entire ~subscr1ber ,cO,nversations were monitored up' to 

ciglltminutes, ~xcept i.e the case of coin telephones-, where 

there was monitoring up to ten consecutive minutes if addi-. 

tional coin deposits were required and thereafter up totbe 

end of the subscriber's conversatio:l.. Since May 15~ 1966,.' 

the witness testified, in PaCific's operations. the "Official 

Service Observer" mon1torsthe call until there is .a 

satisfactory exchange of conversation between the calling, 

and the' called parties.. In . the General operations ,prior . 

to July 20, 1966, the observer remained on the' line Ut'ltil . 

the subscriber hung up, or for ten consecutive minu'teS' 

-13-
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after the called subscriber answered,wbiehever was the 

shorter period. Since July 20) 1966, General r s practice 

is the 'same aSPacifie's. 

a.. gperetor !tandled Toll and Assistance Service. 

'!~l:;' and "s.ss1stan:.e ~onito%~ns" is performed to .deeermf.nc 

the spee~accuraey and proficiency of telephone oper4tors 

and equipment in· providing operator handled telephone 

serVice. In Pacific's' toll traffic operations, a.pprox­

imately 1,000 calls ~remonitored over a one-, two- or 

tb.:ee-month period' for each· centr.o.l office. From the 

reeord it can be' 'estimated tha.-eas mariy as 1,700,.000·' 
. , 

calls were subjected to '''administrative m.o~itoring"· in 
PaCific's operations in 1966. 

The observer is cono.ected to one of the numerous 

cord pairs' on each switchboard positi(ln to- be. observed .. 
. .! 

When' the operator uses the cordpairio which toe 

~onitoring circuit is connected to answer a subscriber's 

signal, thatcal1 can be selected by the observer for 

monitoring.. An operator does not kc.oW' wl:rl.cb. cord pair 

or which call is being monitored. 

Having -selected a eall, the observer follows 

the progress of the placing, connection' and texmination 

of the call. The sequence of events ~1s not:ed on a- .stand­

ard form together with -:he elapsed time interval~ o~ all 

operations associated.....-1th the handling: of a call .. ' The 

data enteX'ed on the form is obtained from several sources: 

the exchange of informa.'e.ion between the subscriber: and 

the operator, a timing .dev1ce, . lamp. signals and:. ~·d1git: 

display panel. 

-14-
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!n following the cstabliS~Q: of ac~ll; 

the observer watches on tl:-..e display panel the digits the 

operator .dials to determine, if a w=ong number is reached, 

whether it resulted from operator keying or cquipoent 

trouble. The observ-er notes tbe time req1liredto, 

establish the cormeetion 7 and special billing informa­

tion, re:noving herself now from the c::'rcuit .:11: the:" start 

of eonversa:ioc between the calling and tbe,called,p2rties. 

The observer does not monit:or the c5.reuit. further until 

lamp signals indicilte 'call completion or, customer flash­

it'l8 for operator .assistance. The res1.lmptiO!lofm01litor­

ins: enables,' the observer to:' determine the proper billable 

time on the call' ancr,'the accuracy of 31l7' eoi:l.overt:1lDe'~ I; ~ , "' 

and to note . any details of eus.tomer difficulty ....dth·the 

connection. 

, 'the principal items" of telephone, operator, 
'I. .' 

performance' reviewed . for o"li'er-all ev~luatiO:1 or1ndex 

purposes a.re speed of operaeor answer, errors and.ir­

regularities. Errors inelude items socQ. as connection 

to wrong number or to a 'Wrong party, gi villg. erroneous. 
I 

informa.:ion to a customer, quoting or collecting' a "'~ong 

rate ~nd ticket omissiox:s tb.:tt affce·t proper billing. 

Irregularities include items suehasoperator discourtesy, 

leaving the line, and ignoring cu~tC':lers' r&quests •. A~ 

too end of each l:!.Ont:h, the eollect:ecl data is. compiled' 

to indicate the over-all quali~ of service being 

?%'oV"lded by each central office 7 . .rLnd then further ' . 

suxm:a.a.rizedto· indicate' quality of service on a company­

wide basis. 

-15-
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Pacific, General and Cal vYate:' each e:lploys 

cssent!ally the same monitoring procedures on operator 

handled toll aed assistance services. 

b. Infor:Jation and Intercept Service. Information 

and in~erecpt "admi~istrative t1lOn1toring" is p~rformecl eo 

measure the over-all quality of these services. :n 

Pacific f s operations, approximately' 900 to 1;,000 observa­

tions arc o~~incd over a one-, two- or three~onth 

period for each 1nformatio:l. and intercept ope=.ati~ .. office ... 

~cm the record it ea~ be estimated that as many as 
1,400,000 information calls were subjected .. to administra-

. . 

tive monitoring. in Pacific's ope%ations in 1956·. 

For these services, the monitoringcireuit is 

connected·:o, a cross section of' information or intercept 
. . 

trunks. When one of these trunks is used by a subse:-iber, 

or by au operator, the call ~y be connected for monito:­

ing by an official service observer "~ho' enters on. a 

stClnclard form the speed of answer , deU11sof t:le requested .,. , 

information, and' thetime1nterval the oper~to= =c~uires 

to furnish the n'Cl::ber requested. Also' n~tec! are the 

operato: ~ s attention to the . request, togeta.er with the 

!n~eres~ and cou:tesy shown.. After the observati~ is 

completed the o~server c~cks d;.rectoryinformatien 

reference ~teria1tC> verify' tb.e a.ccuracy of' .tbe Uumber 

report. Montb.l,. summaries a=e prepared which indieate 

. the . speed, accuracy and proficiency of the infoxmation 

or intercept scrvice .. · 

-16-



The record indicates thet observers'bave been 

connee~ed for monitoring prior to opera:oranswer ~nd that 

conversations at the location of the subsc:iber~s, phone 

have been overheard. 
\ 

Genera.l employs similar p~ocedures for 

"administrative monitoring" of inform.:.tion'a.nd. in~erc:ept 

se:t\."'ice; but instea.d of' live monitoring, ~er3l tar>e­
records 'Without beep tone a' sample of information .and 

, • "I I 

inte:cept 'calls "obse::ved on one to fi·.re'trurUts in 

information offices. The tapes are analyzed by service, 

observers 1:1' a centralized, bureau, thereafter' being, ' 

erased for re-use,,~ ",I 
\ 

I 

c. Dial Service~ Dial "administra.ti';'e mo:d.toring" 

is performed 'to measure equipment performance' and accuracy 

of subscriber dialing. In Pacific operations) 300 calls 

?er dial entity are monitore.d monthly, a. dial entity' 

being one or more prefixes se=vcd by the same: switching 

equip'Cent. Gener.a.l-monitors about 1,000 such calls 'per. 

month. in a ccn:ral office. 

In Pacific ',5 dial r'administretive' monitoring" n 

the monitoring: circuit is connected to a cross'section 

of high use customer lines which include different classes 

of service. Groups of lines obse:rved are changed weekly. 

When ..:t subscriber ini:tia1!es a call on a line connected" ' , 

for monitoring, -:=he observer follows the steps,' in the ' 
cst~blisbment of 'the call to' determine whether t~' . 

connection is satisfactorily established, .anclwhether, 

an ineffective attempt· to'. reach a number, or' ther~aching 
of a wrong. number, is clue to equipment d:Cff1euly or' 
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-erroneous subscriber dialing. Monthly sutm:laries ere 

prepared to show how long subscribers wait for dial tone., 

the incidence of equipment irregu14~ities, ~nd the 1ncide~ee 

of subse:-iber dia11:'lgirregularitics. 
-I 

General aneCal Water employ diil line monitoring 

procedures similar to the foregoing~ except that they 

~pe-record-witb.outa beep tone in place of live monitor ... 

ing. Thcequipmcut is so designedtbat the tape recorder 

is automatically cut off 10 seconds after,'the called' 

station answers, or about at: 45 seconds ,when the "eall 

is routed to 2U operato:, or is not completed._~ - nic tapes 
',- " ',; 

are analyzed by service -obserlers at a centralized: b'.lre.~u., 

thereafter being erased for rc":use. 
" .. . ~" 

d. Overseas .. Mobile and Marine Calls. On, 

July 20, 1966, union witnesses testified that -overseas, 
"' , . 

mobile and marine calls were regularly :noni torcel and in 
, 

some cases entix:e:conversa.tions were monit;ored; APacific 

witness testifieel that- overseas c:e:lls by cab-lc.circuits 

are not monitored and 'that only the overseas call.s by_ 

radio are monitored. He fu~ther testifieel teat since 

:May l5, 1966, , "official' service observers" d<> not- monitor 

cus1:omer-to-customer conversations on radio circuits. 
, .~ 

, , 

The opera1:or of a radio, circuit does listen periodically 

to the conversation 'to cheek the eondition of the cireuit .. 

Further, -since ¥.ay l5:1 1966, the w1tnesstest1f1ed, mobile 
,- -

and ~ma~ine calls have not been monitored during. 'eustomcr- ' 

to-customer conversations by the "official s~:vice 

observer," but the operator does listento'Customer 

conversations '·iO.termittently to check- "the circUit .. ' ,-
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2. Commerc1g1,Oocra~ions. The conversations of service ,..... ... . 
represeut.'l.tives in Pacific ';~ Co::merci.a.l D~p.l.rtment with sub­

scribers are subject to "administrative monitoring" by. 

employees called seiviceanalysts. Service representatives 

handle e.a.lls from subscribers 'td1.owl.sh ~o esuz.blisb.~ dis,,:, 
,I " 

connector rearrange service;. to get bill ~la.nations or 

adjusblients; ane! to register complaints. A monitoring 

console in a room separ.'l.te from the service repre~~~ives 

is use~:by the an.3.1ysts to S&:nl>le the calls handled by the. 

service representativ~~, who, like the ope:=ators· in the 
, " 

, , , 

Traffic Department, l!re not identified individually,. The 

performance of service representatives is evaluated 'in' 

five categories.: errors,. irreguutrities',. delays, manner 
, : 

of service and speed of answer. Results are s'UUll:larized on 
. , ' 

an office and company-wide basis~ 

~,Prior to, Decision No. 69447, General conclucted 
, .. 

"administrative. monitoring" of service' representa~ivc3" 
p, 

substanti.'l.lly in the same:' manner asPaeific.. Cal 'Water, 

has install¢d e<i,uipmellt for such mon:i.toring~ butthc 

equipment bas not: yet been used' .. 

:he rcc:ord~indieatc$ that in 1965 abou1:'186~OOO 

calls were "adtDinistratively monitored: by Pacific in :£1:8 

commerCial operations., 1.2% of the total <:.::I.11s to business . 
" . " " '. . "., ;: . 

~dministrative,1:!onitor:r.ng.ff "in its cotmtcciall' operations, 
, ", .' ," '" "1/ ", 

General had m:lde' 100· observations pcrquaxter per exellange,. 

General plans to expand theSe' obse~ations eo 300 perquar~r 
. . 

per exchange if, "adnlinistrative monitoriDg· ... in· i'cs cO'lllC1erc1al 

operations" is res1Jmed~ 
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:A :ow. 

3. Plant Operations. Prior to about 1960, Pacific . 
perfomed "administrative monitoring" of ,repair semce" 

calls in platJ.1:" operations in essentially 'Che same' manner 

as in traffic and commercial operations. Presently, ~aeific 

"adm:l.n1strative1y monitors" subscriber repair' service calls' 
. . 

by making mechanical recordings with a beep tone of' a. sample 

of the calls.' The sample size is 100 calls' per service 

center per month. These recordings are summarized by. a 

specialized group of clerks in the form. of an ~de~ which 
, ,c, • 

is' forwarded to appropriate management levels in thep·lant 
.' ,." , 

department for their analysis of' service quality 'trends •. 

A Pacific' witness testifiedtbat recent trials· of "administra-
'. , ,,' 

t1ve monitoring" ofrep~ir service calls by service observers ' 
~I .' ' 

without recorder or beep'tone, indicated that emp-loyees gave 

a better performance when' a beep tone, was used than' whell 
, ,',' '1/ ' " 

observed without notice~- " 
. , " 

, I ~. 

: SUP~rvisory Monitorf.'ng - this type of monitoring of calls 
. , 

between subscribers and utility employees and,between utility 

employees is conducted as a part of traffiC, commercial p directory 

and plant: operations· as follows: 

1. Traffic 'Operations. "Supervisory monitoring" 1s 

conducted 1~,operator' handled toll and assistance,. informa­

tion and intercept and instructional PBX traffic services. 

In contrast to ftadministrative monitoring" which provides an 

over-all evaluation of performance of a work group without 

1:/ From' this', it could be argued that·:· service observ:Lng with notice 
would. improve efficiency and public relations, but air line and 
telephone utilities maineatn that notice impairs the oojectivity 
of the index of service so obtained. ,',: 

" ' 
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individual opera.tor i<ieL~ificat1on, tlsu~ervise:y . . 

mO'O.itor1nSn is ,directed to tee work of indi'\r'"idual operators, 
I. i 

, ,~ 
often leadi:1g to disciplinary aetion, including diSCharge_.! 

"Supervisory oonitoring" 1spe:fo::mcd ::0 determine the 

progress of operators in acquiring and maintaining Operating 

skills; to detera:d.ne t~ over-all quality of .a:c. e:nployee r S 
I , 

work; and to dcteroine the trainingano., ec:velopment: needs 

of indiVidual opera~ors. "Superviso::y tlonitoring" is used 

to- t:~in operators, to maintain quality of service'by 

assu:ing that operato=s understand and follow ~e best 

avai:able precedures; to belp telephone utilities me~t 

changing service needs of subscribers ,:0 hel~ dC,ternu.nc, 

the most capab-le ~rators for promotion, to' b.el~proteet 
the secrecy cfcommunieations and to: deter the'l:Lste'O.1ng 

by 09Crators to eusto~er conversations. 

The foll~~ug types of ~onitoring equi~ent are used 

by Pacific in~' supe:visory moni torins";.n traff~c. operations: 

a. Key pulse display panel - 'Ibis panel is located 
at the end of a switchboard. It can be connected 
to each operator position on theswitchbo~=d. 
When COn:lected to' an operator f s position:,' it is. 
possible to obse::vc the operator-customer ,contact 
and to see a V'1.su:Ll dj.splay of tb.e dig1t~, !(Cycd~ ,. 
by the operator. ,.) , ' 

I 

b. Supe:visor console - One or more sucll,',coQsoleS,' 
are located on ts-blcs or desks n~ar:the switch­
board. "!he console enables a Su?-e~sor to: 
monitor any: position of· the' switchbo:arcl."VJhen 
an operator: desires ass!st.~nce, she .ea:l ::;:>lug . 
iuto a special j'ack on the switchboard' whicb. 
perud.zs her to converse 'with the supervisotae 
~b.e c01l$()le. r ' 

I ~ , , 

c. 6B,.obse:ving circu!t - One or more~5:a:obse:r:v-l::g 
circuits, connected to call directors,',(ke'y, 
telephones) are provided for eaeheectral 
office. This eqUipment is located on d~sks 
near the switehbo~rd cr in nearby rooms. or 
offices of managers. The c:trcuitry~, permts, a 
superv:lsor to"conneet to au operatorr,s position 
by dialing tb=. ~ll director~ 

:' . 
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d. Operatorfs pos1~1on headset jack - A double 
hcndset j~ck at an ¢perato:'s switchboard 
posit~on permits superviso:y mon1~oring to 
visually eheek ~be operato,;-' s dexterity, and 
at the same time to cheek the aecuracyof . 
the .operator's re:;pOnse to customer'calling. 
instructions. . 

:he record indicates, b~t is not definitive, that modified 

switchboards'lMY .;:.lso' be used for monitoring: pUX'poses'~ 

In the Traffic: Departmcnt,'''superv!sory,monitoring fl 

is performed by the following levels of tnanagemen1:: 

a. Assistant traffic operating. manager ~ This 
manager bas access to all of the above' modes 
of monitorir..g •. 

b. Traffic operating ~ger - This manager' bas 
access to a110£ the above listed modes: of 
monitor1ng and also monitors assistant 
traffic operating manage=s. 

e. District traffic manager - This r:lanager may 
perfo~ t~e same' type of moni~oringas the 
traffic· operating manage:. '!he calls which 
he monitors can be acplificd.so that a number 
of people in his office or conference room 
can listec.. He bas 'access to all central 
offices' within his district and tbere.fore. 
eanmonitor.s.s meny as several hundred. 
operator.s and. their conversations with,' 
subscribers;. 

.' .. 
d. Union 'witnesses· testified that ail .levels of 

management above, the district level:· also-have 
aeee:ss to all monitoring equipment. A company 
wi tness··testif:ied ~ that the Division 'I'raffic' 
Manager and~the Ge~eral Traffic Y£n8ger have 
access to· .all monitoring equipment but that. 
higher levels.o£management are not involved 
in "supervisory monitoring. tI. " 

At the reqUest, or with the. concurrence of business 

subscribers, Pacific ,and.Gener:at traffic department ·personnel 
I ',' I ' 

will do. inst:ructiona,l monitoring :of the PBX switchboards. of . 
I "',." • • • I 

the business subscribers.. Proced~es are used, similar' to 
,',' ~- " . 

those employed in. superviso2:y~onitor:L.ng of the traffic. work. 
. . 

•• 1, 

of the utilities, to evaluate' and. improve the work .of telephone 
, '. 

operators .at the subscriber's PBX. board •. 
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A PAcifie witness testified :hat inthc ye,ar' 1965~ 

560,000 toll calls and 4S0~OOO information calls' per month, a 

total of about 12 ~500 ,000 calls during the year, about 11. of 

the operators ' work, 'to.orerethe sub j eet of ' "supervisory mon! tor­

ing .. n Consi.dering the monthly quotas of 25 to '100ca11s p.er 

operator prescribed to be monitored and the union testimony 

that as many as 100 to· 150 observations per month ~ay be 

made, and that. during 1966Pae1f1cemployed approximately 

20,000 o;>erators, tha numJ:>er ·of calls subjeeted':to: "sUperV'i- ' 
: ,', ", 

sorymonitoring'" by Pacifie'straffi.c operations'may:approx~ 

tmate 24 million a year. 
. .' . 

2. Commercial, and' Directo:z Operations. "Supervisory 

monitoringU of the calls between directory sales personnel', 

service representatives and subscribers is conducted by ihe 
, , ' 

business office, a.nd directory sales s1.:pervisors.For, such 

observations, supervisors use key telepboneequipment at 

<:lesks in the same room as' the sc::viee representative or" 

sales personnel, or sir.lilar equipment, in a separate' room. 

"Supervisory monitoring" of $erviee representatives and 

sales personnel' ~s done£or purposes ,of eraining, assist-

ance and supervision; for individual eritie1str. .. ~nd", commenda­

tion; and to- imp~ovetrain1ng techniques andoffi:ee' :praetices. 

Not only are conversations with subscribers monitored ,by 

supervisory personnel but directory sales personnel 8oo(l 

servi,=e representa.tives are required to'mon1tor.pertodically 

the conversations, of their fellow employees' wit:hsubseribcrs. 

, 

:l 
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Prior ~o Decision No. 69447~ General and Cal Water 

did "superv1sory monitoring" of servic.e representatives in . " 

substantially the same manner as Pacific. General, in addi­

tion to monitoring as do Pacific' and Cal' Water, also recorded 

without a beep tone a sample of service represenULtive contacts. 

3. Plant Qperat:ions. Repair' service clc:ks, deslcmen" 

toll tes~boardmen and service order clerks in Paci'f:[c's 

plant operations are subject to "supervisory mon:Ltoring" by 

mana.gement. This monitoring is done with. key telephone 

equipment in the same room or in a nearby office.: About 20 

to 30 calls per month pcrplane service center are ~tored 

for the training: and' assistance and supervision of the·. 

monitored em:p1oyees. 

General bas customer service centers su£fed· .by 

both business office service representiltives and plant' 

department repair service deskmen. The repair se~.ce clerks 

at testboard) assignment and dispatch pOSitions are'subject 

to II supervisory' monitoring" by local foremen. 

~!otic~ _tJ.nd Es.'U.ip~1:t: Lit:d.ttitions. 

Since the essence ,of Decision No. 69447 was to . permit 

moni~oring on.ly after notice, or after equipment modification to 

limit monitoring toone side only of a conversation when the 'giving • 

of notice was not desired". the problems of notice 'and equipment: 

modification were reviewed',during this proceeding~ 
I 
I, 
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1.. Beep' Tone~ Subscriber:. to t:onitoring eq1:ipment and 

telephone utility pcrsoncel tes~ified that the beep tone on 
, 

monitored'calls is unsatisfactory'bcc:ause (~) it puts the observed 

employee on ~otice that the particular cali is being monitored, 

and thus creates an artificial situation; (b) it is .anllOr.ng to, 

both ob~crved e:lployees and calling custome.s to have thetox::e 

so~nd every lS secoridsand u:u~y interfere wi~h. the ~ssege; (e) it 

is misleading to customers, because the 1400 cycle beep: tone, is 

the: same as that used for recording and, hence, falselys'uggests 

that the call is being. reco:ded; (d) it abso:b~ the time of both 

c."ller 4:ld employee in discussion of 'tI7lla.t is ,the 'tone; and 

(e) if used inswitchboardapplieation, it is seriously mis:ead-
, ' 

ing because it suggests tha~ thecaller-to-called party,conversa­

tio:o. is observed ,wbc~eas only the caller and switchOoardoperator 

cocversation may be:' observed. 

As. previously recited, the st..;':.ne.ard beep tone has been 

utilized by Pac:tfic for a number of years :!on its measurement of 

plane depa.rtmentqua.lity ofse%'Viee. A Pacific: witnc'ss, testified 

that ::.bout 10% oftb.e subscribers ask what is ~ebcep tone" and 
I I. 

in some of tho'se instances, :hc eUS~Q'Cer will request that " the call 

not be reeo=ded or that the recording be destroyed. 

2. Cb~crva~ion of One Side of Conversation. This ,alternative, 

permitted. by Decision No,. 69447, was rejected by the telephone 

-2'5,:"" 
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utilities and was no: offered to subscribers on the bas~s that 

it would render ser\~ce observing useless and would be technically 

diffieult and expensive from an ,equipment stacdpoint. ,Witnesses 

for subscribers and utilities opposed the monitor1:lg of only the 

etlployee side of a conversation on the ground tha-t such ~'procedure 

makes it impossible to evalu.:.te the sen'ice to the customer ~ that 

both sides of a conversation must be heard. 

3~ Bee~ Tone Heard by Cne Party: Only- 'l'Ilis suggestion is 

that the circuitry be so arr~nged that a beep tona be· hea:::-d only 

by the" outside pa:-1:y 0= nonemployee on ooserved calls. The' concept 

was to relieve the employee,. Cavlng other notice of possible 
, " 

monitoring, from theannoyanee of listening to toe beep, tone and 

to prevent the C"llployee from knowi:lg which calls were 'monitored, 
, . : . 

"'l1hile giV'ing notice to an outside ealler that l!., call isbe1ng 
I' 

" 'I 

monitore~. The o~jection of t~e parties to this suggestion was 
, . 

that a:1employee either would hear a residual beep tone or be 

advised'-:hat a particular call was being monitored' by caller 
,} , 

comment,. thus defeating the pu-~se of monit~=ing to provide an .. 
I 

object1_~e measure of employee' te!ephotlC perforoance. 
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4. Z1e Tone. Without: advocating its use, General suggested 

that a zip-tone arrangement would remedy some of the shortcorn!~gs of 

the beep-tone arrangement. A zip tone is 4 500 or 700 cycle tOIle 

'applied once (zip-zip) ~t an1nterval of a few seconds, after the 
, . 

start of every call subject to monitoring. !he siDgle application of 
, . 

the tone would elfminate the annoyance~f a repetitive tone throughout 

the call. The 500' or 700 cycle tone' would differen~iate the call 3$ 
, , ' 

being monitored from one being recorded. 'rheapplicaiion of' the ~e 

::0 all calls subject to monitoring, not just those act:ually monitored, 
, 
, 

~Quld, avoid indication oftbe specific calls monitored and; hence~ 
would avoid artificial perform.ance' by employees oumonito,red calls.' 

~"hile' the use, ofa zip, tone ~7ou1d be less objectionable' to-' ,telephon.;: 

utilities than the beep tone,,' they do not favor it, since it migh1: 

cs.useoperationalinterference with prospective touch-toued1aling, 
. .' . '.. . 

would,require explanation of the tone to man,. callers, and·' other .. 

utility measures for information are deemed more appropriate. 

S,. Observing on Incoming· Calls Only. It was- sugges~d that 
, ' 

limit11:.8 monitoring to incoming calls only on AGO equipment would., 
. ' , 

fu:ther guarantee that calls of4· personal natu:re would ,'not: be, 

monitored. 'Ihe call,. handling byl?BX operators of ·large switchboards 

.. is similar to the random 'pattern of au ACD installation. Parties 

argued against thissuggest:ton on the grounds that att:en<iants,.'at JJ:,D 
. ' . . 

positions do' not make personal calls in any consequential, degree, 

that operators at switchboard 'positions are not permitted to-make 

personal calls, that, this limitation is unnecessary, and that the 

equipment a=rangements lleces~yto effect such a l:i.mitati01letkey 
, ' 

" . . " 

telephone positions would be difficult and costly. 

Air lines view the capability :co observe. only ineO:n1.ng ACT)' 

calls as'better,than no monitor1ng~ at all 'and. would P3Y for. equ1pm~t .. 
, . , 

so limited. 

-27-



.' C.791S .GF 

6. Transmitter on Line. 'Ihis suggestion was to require a 

transmitter in the monitoring circuit to provide notice to customers, 

7. Console With Open Key Indicator. this suggestion 

contemplated 'development ofa service observing console with an 

indicator· lamp associated with each switchboard position monitored. 

A lamp would light to indicate when an operator's key at a swi.tch­

board position was. in au 'open or listening position "longer1:ha'n 

necessary" • This suggestion· was opposed as impractiealbecause ,a 
'. " . ( . ' , " '. 

good switchboard operator always has a key'open ready to "handle a 

signal and' because there is uo "average time" an operator's key 

should be open •. 

8. Additional Line of Information in TelAAhone Directories .. 

It was suggested that business subscribers who use mOnitoring , 

equipment'b~ required to insert an addit10ual line of information 

below listed telephone numbers at which calls are sul)Ject,to 

monitoring. This suggestion was opposed as creating erroneous 

inferences in the miud of the public, such that all customer-to:­

customer conversatioI1~ were'being monitored. 

9. Automatic· Cut;..off of Official Service Observer. This 

suggestion is' that 'equipment be arranged to automatically remove. the 

offieialservice observer from the circuit after a predetermined 

interval of 60 to 90' seconds from 1:he start of observation of an 

operator handled toll call. the suggestion was opposed by the 

utilities because it would prevent adequate observaei01lof operator 

handling of collect and person-to-person calls. . ... " 

. o,"'j;, , .. 
,. ',. 
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A second suggestion was made that the official ser~ce 

observer be auzomat1eally removed fram the circuit ten secones after, 
, \ 

the called party answers a dial call. General' and' CalW.:.te1:' usc a 

reeoX'ding arrangement with a lO-second timing cycle in their, 

operations, bat Pacific opposed'the suggestion as interfering with 

n~ededob$ervat:ions andbe1ng technically limited. to use with step­

by-step facilities •. ' 

Pacific is prc:;ently installing nonlocking keys on ' 

monitoring equipment used by official se:vice observers. Y1ben the 

obse%Ver has noted the rec;,t:.1red data, she :remwes ~self from tne 
circuit at the effective start of customer-to-customer e~versations 

by pus'b.l:ng the key. '!'he observer then cannot re-enter the' Comlcct:1'.on 

until the device au.tomaticallycuts the obser..rerb.aek in' 'When the' 
, , 

custo::ner conversation h.:ls ended or when the customer" signals for the 

operato.:'. 

10. Recorded Announcement. Tb.esubstitution for the beep tone 

of a recorded announcement to the effect that f:ome calls:.are moeitored 

for quality control purposes was rejected. by subscribers' on th,e 

grounds that the communications systems would be 'burdened .and the 

sc:v1ce to the public substantially delayed. 

11. Additional Information on Monitoring. Believing that the 

public may r.ot: fully understand mon1.torl.ng' and that s~of the public 
" 

, > ,'. 

may have been m1s1edby articles dealing with monitoring and' eaves-

dropping, the telephone utilities support additional measures :to ' 

provide' ,ittfomation on r:lonitor1ng to 'the' public. ,Means'o:bple-: . 
. , 

mentit:.g~his suggestion include'a seaeemene in t:hcinforoat:(on;p~ges 

of te1e?hone directories ,a notice on the insid~' of' the, cover of· 
telephone directories, a bill insert mailed to all telephone' 

subscribers describing .t:b.enatu:e and purpose of xnon1toriilg, and 
. ' 

upon request the furniShingby,the telephone utilities oftb.e names 

of business subscribers, who employ lZlOtd.toring eqUipment.' 
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A:ir 'lines do not object to no'tice of monitoring in the foxm 

of a statement in the timetables and other literature published'by 

the airlines for public'use. 

12'. Addi~;.6tutl Tariff P=ovisions. Telephone utilities are 

agreeable to revision of tariff provisions for" added protection 

against possible abuse 0'£ mon1toriIlg proced't:res by defini.::lg' as 
. , 

precisely as possible how l'ilOnitoring equipment should and'should not 

be used. '. Tae pr1nc:lpl!1 pro"J'isions of these ~i£f revisions . are: . 

1. Monito:i:lg equip:nene is for u:::.e only 'by subscribers 
in connec'Cionwith· their business telephone calls" 
and not to observe personal conversations of, 
em&loyees or anyone else. 

2. Monitoring equip:nent is ~$b.ed, to pexmit 
evaluation and training and supervisi~ only of 
thosetele?ho~e service employees whose job 
assigtmletLe is (a) telephone operator ·~ork .~' 
connecting telephone calls to O~ from other 
employees, or (b) other telephone work­
furnishing or receiving by telephone information 
incident to tbebusiness of their employer .. 

3. '!he subscriber must sign a statement of the use 
to be made of the equipmen'C, a:d an agreement 
setting fO,rch the' tariff conditions on its use. 

4. The subscriber is, required eo- keep employees. 
subject to,observation advised' of that fact. 

5. Each employee who uses the monitoring' equipment 
mus'C sign, a statement, that: he has read' the tariff 
conditions and the Federal anc1 State st:atutes on 
secrecy of cO'I:IlXnunica'tions. ' 

6. The telephone company. is required to review '8'DD1lally 
use of, monitoring equipment with each subscriber 
to o,ssu':c unde:s'tending of uriff requ:Lre:nents. 

7 • The telephone compauy must file an 8llllUo'11 report 
with this Cot:::mission of the 1l.l.2Ulber and''Cyt>e of 
e~ipment furnished aDd the application of such 
equipmeut in 1:he" businecs operations of' each, 
subscriber. 

l3. Notice to Emplo;zees of Telephone' Utilities. Union and 

utility testimony conflicts on the notice given employees ,of 1:he 

monitoring pract1eesused in utility operatiO'QS.. The utility's use 
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of monitoring is covered bydepartmeneal training practices. the 

utilities have indicated their willingness to review their practices 

to assure the completeness ofe-~lanatio~ of tbeir monito~.ng 

procedures, and to supplement their training practices where" 
, ,'. ' , 

appropriate. " 

Position of Parties 

'!he basic' positions of t~ parties set forth in their 

presentations and briefs .are generally SUl::1Ulrized as follows: 

Air L~- Monitoring is an essential tool of "reservation 

quality control ~~d' tra1ning 7 that it is not in eny sense1neomp3tible 

with the right to privacy of either party to- the bus~ss tranSacticm 
, • I, " 

monitored, and that mocl.toring is not adverse to ,the public interest. 

'l:b.e air lines desire that Decision No. 69447 be xnodified eo' peX11dt 
1 ' 

'01 ' 

retention of the service' benefits which result frommouito'rlng·. 

Specifically 7 United ~r Lines urged that monitoring be permitted on 

both· outgoing and incoming calls over M::f) facilities, using equ~pmeut 

furnished under telephone compauy ta=iffs, with notic~:to, thegv.teral 
" , 

public of"such monitoring· aceomplishe<l solely 'by notices in local 
'\ ' , 

telephone· directories. , 
,I 

I ,'I' 
I , 

American Civil L!berties Union - !be American Civil 

Liberties Union of Southern California submitted.· that,' 1:his Commission 
I , , 

should decide. that' no monieo:ir.g or recording facilities .of any 

nature should be employed by public utility telephone eo~orations . 

in the coriduetof their business audthat there is no ~ecd or, riSb.t 
,f " . 

to eelephone monitoring even with a notice device. 
, ."'. 

Collection Agencies~ Collection agencies desire that 

Decision No. 69447 be moc1:tf1ed' to permit the us.e of monitoring 

equipment without the requ~e:nentof 8. beep tone •. 

-31-

"'I 

I 
.\, "., 



'. 
·C .. 7915 GF 

Municipalities and Counties ... 'I'he City of Los Angeles 

believes that the present requirement of notice fails to protect the 

privacy of personal confidential communications over 3 public utility 

telephone system in that the operator of a communications sys~ is 

unable to properly supcrvice .:nd train employees operating.the 

communications system. Further" it is contended thatemergeneycalls 
. . , 

placed by members o,f the. public to public safety service depar~ents 

should not be regarded as personal confidential CO"amlU1licatiOns and 

that a public need exists for monitoring equipment iil',fire and. police 

departments. 'the City of Burbank" the County of l.os Angeles" and 

the County of Ventura generally support the foregoing positiOn, of the 

City of· Los . Angeles.' However 7 . the Ci tyand County of San" Francisco 
. , 

indicated that" while it desired the use of monitoring equipment 

without a beep tone:" it had. no obJection to the use of live 

transmitters by cb1ef. operators when monitoring.. 

Newspa~rs - In order to maintain, the efficiency and 

courtesy of its eml>loyees, insuring a high standard to ,the public ~ 

n~~p.apers desire . to. monitor. business calls without a beep. tone. 

Such monitoring, is considered . not to be an invasion ,of the right to 
privacy. 

Telephone Answering Servic';;s -, Since the type of telepholle 
• e 

call monitored by telephone answering bureaus is not considered to be 
.; .' 

a. personal and priva.te comm~cation7 tel~hone answering services 
, '. 

desire to be p,ermi.tted to monitor on, a position basis 'without the 
. . 

application of a tone to the telephone' ,line, With. notice being 
'. . . . 

accomplished by a notice in the < telephone directory. ': 

Transit District - The district considers that an 
, , 

'. 

advertisement, a notice in the timetables, or .a noticetn the 

telephone directory would g1v~ .adequate'uotie~ to third pa%t1es of 

monitoring without the use of a beep tone. The· distr1ctc1es1res to 
'. 

monitor without a beeJ> tone notice. 
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Unions - The Order of &epeatermeu and Toll Tes~boardmen~ 

Local 1011 ~ intc::"Dational Brotherhood of Electric.'!l YJ'orl'..ers ,'AFL-CIO', . 
and International Brotherhood, of Electrical Workers , Local 12.69, 

subud.tted that the o~der against the use ofunQe~eeted'monitor1ng 

equipment should bemainea.ined in efface' as to, telephone subScribers 

and that the order shoulQ expressly be extended to, cover the telephone 

utilities,. Inte::uationa1 Brothc:hood of ElectriealWorkers,--
, .. , . . '. 

Local 1245, ~ook the position that Decision No. '69447 is based on 

sound principles, that the bas~c concepts therein are proper , and 

should be mainuit).ed ,but that 'the union is 'not opposed .to modifica­

tion of .the mechanics of decision implementation prOviding :tt3 basiC 

concepts3re xnai:ltained. The Communic3'tioD.C Workers of America, 

,AFL .. CIO, and the Federation of Womeo. Telephone Yorkers of Sou1:hern 

California submit .wtall types or kinds of ::loni:toring, .nnd,eXcept 

£or"0££icia1 Service Observing," should be prohibited. 

Utilit:J.es," Gas B':ld E'.ectri<;. - Gas and i electric utilities 

take the position that their utili=ation of monitoring equipment is 

in 'furtherance of a proper business purpose which in . no way. conflicts 

with the concept of privacy of telephone communications. These 

subscribers urge, that Deeision No. 69447 be mo<iified to remove the 
, , 

requirement 'that an audible tone warning dcwice be at.eachedt~" 

lllOnitori1:g equipment. . 
Utilities~ Tel~phone - Telephoncuti11ties conclude that 

monitoring is a'quality-control procedure absolute~y essential to the 

maintenance and tmp~ovecent of high-quality tele~hone service, that 

monitoring does not invade personal privaey of members of'1:he ,puolic 

or of employees. Tncse utilities submit that it is vit&l to the 

quality of telephone service that mOnitoring be pe:mittecl without'its 

value being -destroyec! by unreasonable reserict:£'ons"being'1m.pose<! on 
" 

ies use. 
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.Substitutes for· Monitor-inK 

., .•.. 
. ,~ . 

The record indic.atcs that the efficiencies·' sought may be 

pursued through mQ.:ns o~cr than monitor!.ng sueh as·: 

1. Bi:ing prograos which ca:efclly screen potential 
new employees. 

2. Orientation, initial traini:l.g, incidental training 
and supplemental traini:ng~ including discussion, 
drill and practice at s1xilulatcd.problems .. · . 

3. ';:eaching, ess1stingand instructing by superviSors. 

4. Visual progress. observation. 

S. .Adequate tr.:m.bers of supervisors. 

6. Customer complaints • 

. 7 • Customer surveys~ 

8. Simulated problem calls by supervisors. 

Witnesses .for p~rt1es desiring monitoring generally 

indicated they already used some or many of such 'techniques in 

conjunction with mOrdto:iug, but claimed a superior effectiveness . . 

only wieh monitor1~g. Witnesses for the unions testified tha~ 
. , . ... .' 

service qua11tycan be satisfactorily maintained by Use of the 

alternate procedures. 

Staff' 'Reeomnendat:tons 

The staff t:lade the followingrec~ndations to the 

Comm.1ss10n in its brief regarding monitoring by subscribers and 

telephoneeompan1es: 

Subse:ibcrs to Mo~ito~1n~ Eg~ipmect 

1. Monitoring be permitted under the two alternatives 
contained within Decision No. 69447. 

2. .Additio1!.:lly, permit monitoring with a beep tone 
to be. he3r.d by the outside party only. '.the 
interval. between tones could'be increased from 
15, seconds to a maximum of 30 seconds as there 
are no Fed¢:'al Communications Commission regula­
tionswith regard to notice of monitoring as 
distinct· from recording. . . 

-34-



C. 7915· AB 

3. 

4. 

e .. 

In the event the Commission considers the "zip" 
tone notice appropria~e~ this eone should be 
heard by both sides to the conversation at three 
time intervals of 5, 20, and 35 seconds after . 
the c~lled party has answered. 

If on'2-sided beep-tone monito~ing is adopted, . 
there should·bc notice- placedon·each_employe~·s 
telephone instrument that calls are' subject to 
monitoring. . -

Monitorin~ by T~lephOne Utilities 

1. ~. same alternatives .as enumerated above for 
sub~cribe=s to monitoring equ1~nt but with 
the exeeption7howeve:~ that where ~Dial'Service 
Observing" is performed, no notice is reguired . 
if obsetv~-=ion a\1to1:latieally te:t"'~ru.teslO­
~cconds after the c:J.lled p~rty ~wers~ 

2. 

3. 

4. 

5. 

6 .. .-

!n the alternative, because telephone utilities 
are under the jurisdiction of the Commission and 
subject to close supervision oftb.e1r . operat1·ons , 
it is sugge'stcd'that the Commission might find -. 
it advisable to permit "administrative monitoring." 
without notice to the public exr-ep~ for genaral 
notice in the .telephone directory. _. . ... 

If "adoinist::ative monitoring" by telephone u't111.ties 
is permitted) a rest:1ction sbould be placed upon _ 
telephone utili~ies so as- to prevent ~he:i.r cOl:!:I:ncncing 
monitoring prior to the.t1me thatauoperator-a1l$wers 
on· incoming eall, thus· eliminating the overhearing 
of conversations at the premises of the caller. . 

• I 

Since Pacific, has proposed that the: observer of·' tollJ 
traffic operators be provided 'With· a manua·l loCkout 
arrangement to be actuated when .. subscriber-to­
subscriber conversation commences, all telephOne 
companies· should be reouired '\:0 irtio1~nt 'this 
modification"over a reasonable period of time. ' 
In addition,. it':is recommended that at:. automatic 
time-out feature be incorporated in. this arrange­
ment to lockout the obsl:rver 90· seconds-.:tf'tcr .. 
the :oll o?c:ato,:, at:.z".,:ers ~ if zhz. o~ce::ver. has not 
already ~nually,:: lock~d herself ou~. ' 

When~ver a telephone ope:ator attempts to veri~ 
that aline is in' usc ~ her transmittersball d be . 
activl.l.ted~ . 

All PBX switchboards that per:nitoperatorlistening 
without a live tr.ansmitt:er should be tlodified.over 
.:t period of. time, .:tt no, expense to subscribers'" to 
prevent suchlisten1ng. The leas~ expensive 
method, namely,re1d.r1ng of the attendant .. ja<:k 
position,. should be considered accep1:able;. ... . . 

, ¥ ..', 

-.. 
, . ,~: 
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7. Telephone Answering Serlice sw;.t:chboards should be· 
modified ove: a period of. tiIte at no' expense to 
subscribers to prevent operator listening without 
a live -=ransmitter. The clectron1.c sensing: .a.rrange­
tneZAt 3houlti be required., 

8. Since the california Supreme Court in the Sokol 
(Sokol v. Publie Utilities Commission, S·.iF. No. 22187, 
Sep~. 29, S6t), 65 Ae 241) decision :tound that due 
process was v1~lated by a procedure which did not 
afford a subscriber the be::efit of an imr.;artial 
tribunal to· determine that there was probable cause 
to terminate telephone service, this Comcission 
should consider ordering telephone utilities ~o 
follow such p;:ocedures as m:J.y be se~ forth. in the 
final decision in ~se No. 4930 before the release 
of unlisted telepho:lc n\:bers, ~ddresses of said 
n~ers and toll information by telephone utilities 
to law enforcement agencies. .., .. 

. Findings and Conclusions 

We find ,that: ' 

, I • I 

1. Monitoring by telephoneutilieies and business subscribers 

is use!-ul in the training of employees, assists in prOino:ing 'the 
" . 

e£fie1ct;1cy of'operations'and helps to improve the quality of service 

to the public .• 

2. Notice of monitoring by a beep tone tends to destroy the 

usefulness of monitoring and ;,deereases the use of monitoring equip­

ment. 
I 

3. Adequate means other than monitoring are available for the 

purposes of training employees, promoting efficiency of operations 

and improving the q~11ty of service to the public. 

4. This record coc~ins no quactitative and convincing evidence 

that substantial decreases in efficiency of operations or of quality 

of service to- tbe public have oceu...-red since Februa:y '16, 1966. 

5. The use 0:: monitor1ngequipment has not ,been permitted since 

February 16, 1966. 
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6. Some monitoring equipment was used without prescribed 

notice by business sUbser1bers as late as April 1$, 1966, and was ~ 

plaee and capable of being operated as late as June 24 ~19;66.· 

7 ~ Public utility telephone corporations are unable, to insure, 

or are Unwilling to, insure, =hat monitoring equipment will be used 

by subscribers in accordance with prescribed tariff conditions. 

8. Monitoring equipment as herein defined gives': no notice to 

any party of a cO'J:lXlluOlicatiOn, that the cOtrlOlUllication may be oris being 

monitored. 

9. 'Ihe use of monitoring equipment without .o.n audible warning 

tone is advocated generally by executives ,managers, some employees 

of telephone'corporations and of busi:i.ess s'.lbseribers to telephone 

corporation services, and by SOQe m~ers of the public. 

10. '!he use of monito:ing equipment is resisted'generally by 

the telephone industry labor unions, ecployees represented,by such 

labor unions and by some mecbcrs of the public. 

11. All parties to a communication should be advised of all 

persons who monitor) record ,or otherwise intercept such eO'lmll1.mication 

so that each of suchpareies may determine the degree of CO'I:ImlUXlication 

privacy desired~ 

,12. No telephone co:poration or subscriber to the service there­

of or any governmental agency can determine for a party ~o a communi~ 

tion the degree of pr1v~ey, ~uch party desires. 

13. '!he p:ri vacy clczired by a party to acormxr..mication can' only 

be determined 'by giving ,,a;ppropriate notice to ,such party that ~he, 
.' . . 

communication is being monitored" recorded, or otherwise interecpted~ 
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14. This record contains. no convincing evidence to change, the 

findings and conclusions of Decision No. 69447 •. 

15. It is a reasonablecondi~ion of service> and it 1s intbe 

pub11cinterest in promoting the privacy of communication to require 

that all monitoring equipment (as herein defined), which is_ used to 

monitor any communication over any part of apub11c. utility network, 

shall give appropriate notice of mOni1:oring to all parties to such 

comnu1'lieation unlesssueh monitoring- is essential to the actual 

operation,. maintenance and construction of the communication circuitry' 

or to- national defense or to law enforcement or to U1e' beal1:hand 

safety of the public and individuals. ' 

16. Such notice of monitoring' by recording of communications 

should be given by the ''beep'' tone prescribed by the Federal eoDzmuni-­

cations Commission or by marking -telephone instruments from which 

communications may be recorded as hereinafter prescr1bed~ 

17. Notice- of the monitoring or otherwise intercepting, except 

recording, of commu.nieations -should be given as hereinafter preseribed. 

18. Exceptions to- the requirements of notice of monitoring and 

the limitations on- monitoring; as hereinafter prescribed, are reason­

able .. 

19. It is reasonable to require telephone corporations to 

promote the privacy of communication by forbidding the-divulgence 

of information pertaining to a monitored communicatio~ or the benefit­

ing by those not entitled thereto £ram such information. 
- -

20. The rules, prac:t1ees, equipment, appliances, facilities and 

service of telephone corporations in California are unreasonable and 

improper in that they do not adequately or sufficiently insure the 

privacy of communications over the public utility networks _ of ,-such 

corporations. 

-38-

-, 
, ' 



'e': 
·c. 7915· 'AB 

21. Section 7906 of the PUblic Utilities Code~ set forth in 

Decision No. 69447, indicates that it is the policy of the legislature 

that eommun:Lcat1ons over public utility 'telephone systems be private. 
~. ,- . 

We conclude that, under Section 761 of the Public Utilities 

Code, Decision No. 69447 should be aff1l=med and the rules, practices, 

equipment ~ appliances, facilities and service of telephone corpora-' 
. ',." ,. 

tions in California should promote the privacyof'co=ml~ieationsas 

ordered herein. 

o R. D E R· 
-.-'-- -- - ..... 

IT IS ORDERED that: " ' 

1. Decision No. 69447 is affirmed • 

. 2. No telephone corporation sMll permit any officer, employee 

or agent thereof to intentionally monitor, record or otherwise inter­

cept any communication over any 'part 'ofthe public utility network 

of the telephone corporation without notice as herein provided of . . . 

said monitoring, recording or interception 'to all par'ties to said, 

communication. The provisions of this paragraph' apply eo- communica­

tions between users of the service of the te.:lephone' corporation; .. ' 

between said service users and officers 7 employe'es andlor agents of 

the telephone corporation; and between officers, employees and/or. 

agents of the telephone corporation. 

A. Notice· to· all parties to a communication being 
recorded shall be ~1ven eieher: 

(1) By an automatic tone warning device which shall 
automatically produce the distinct· tonewarn1.ng 
signa.1known as 8. "beep tone" which- is audible 
to all parties. to a communication and which is 
repeated at regular intervals during the course 
of said communica'tion whenever said communica­
tion is being recorded; or . 

(2) By elearlY7 prominently and permanent;Ly'marld.ng. . 
each ~. telephone '. instrument 'for company .. use' :~ 

: ~i J 
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which. communications mJJ.y be reeorded to 
indicate that a co~cat1on of the user 
of said instrument may be recorded without 
notice; provided that this method of giv:tng 
notice of recording may be used' only if: 
said automatic tone warning signal is 
audible to all parties to, the c~lnfeation 
using telephone instruments not, so'marked. 

B. Notice to all parties- to· a commun!eation'befng monieored 
or otherwice 'intercepted, except recorded, shall be 
given by eithe~: -

(1) :By an automatic tone warning, device 'which shall 
automatically produce a distinct tone warning 
signal audible to all parties to a communication 
and which is repeated at regular intervals 
during the course of said communication whenever 
said commnnication is being monitored, or inte::­
cepted. The distinct tone warning signal 
required by this subparagraph shall have those 
characteristics specified by the Federal 
C~nications C~ssion for automatic tone 
warning of recording or shall have, suchebar­
acteristics as may be approved by 'this Commission 
after industry-wide consultation and request by 
the telephone corporations in California; or 

(2) By. clearly ,prominently and permanently marldng 
each telephone instrument for company use from 
which communications ma.y be· monitored 'or other­
wise intercepted t~ indicate tbata communica­
tion of the user of said instrument maybe 
monitored' or otherwise intercepted w:tthout 
notice;. provided that this method of giving 
notice of mOnitoring, or interception may be 
used only if an automatic tone warn~signal 
is audible to all parties to the coamunieation 
using telephone instruments not so marked; or 

(3) By verbal announcement by the operator of 
monitoring'equipment eo· the parties to: a· 
communication that their communication is 
being monitored; or . 

(4) By a telephone instrument transmitter, which is 
operationally connected to the communication 
circuit being monitored, and which acoustically', 
mechanically eleetrically or oeb.erwise bas // 
not been designed, modified,. desensitized v 
or located ~th ~he intent of eliminating 
notice of monitoring or ineerception; with· 
the. exception that minimizatio:l of transmission 
losses will be permitted. . 
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c. The pr.ovisions of this paragraph shall not apply to· 
the following.: 

(1) 

(2) 

(3) 

(4) 

(5) 

Monitoring, recording, and interception of 
commun1c~t10ns oy telephone corporations . 
when requi:ed by law enf.oreemene and national 
defen:;c agencies .\lneer .e~blingl:.tws··.and legal 
safeguards.. 

Monitoring, recording, and 1nterceptionof 
communiea~ions by telephone co:porations ~hen 
anyo£ sai~ ~ctivitics may be required t.o· 
id~ntify and eltminate the source of· lewd 
or harassing ce.!ls of whieh a subscr:t1>2r bas 
compl<'lined to the telephone c.o::poration. . 

. .. 
r'Administ:rati7e moci:oring" when performed. by 
telephone corporation employees t.o provide- . 
the·utility with <m. over-all evaluation or· 
i~~ex of the qualiey of telephone corporation 
s~ryice furnished by a telephone corporation 
off~ce or work group to subsc:ibe=s 
wi~hout r~fercnce t~ the perfo~cc of 
individual employees; wi'thout identifying. 
individUc'll etIl?lc>:ee$ or subscribers; andwitll­
o,;e the making 0: tJ.':J.y notation or any ~:i:tten 
re~.ord of the conten~s, zubs~ee, purport, . 
effect,. or ~eaning of any conversat1onswbieh 
TJUJ.y. hAve been heard during said aclm1nistrative 
mo:l.itorir.g., except as specifically re~ired ' 
for administrative ~onitoring4 

"Supe:visory monitoring:" o~ t:c.Lepb.cne tra~:t1.c 
and plant opeT.atio~ when perfo:med without 
the making .of any written notation 0:au1 
rec.ord of th.e contents, substance, purport, 
effect, or meaning of any eonversation which 
may b.a.ve been. heard during sa1dsu.pervisory 
moni toring. 

Monitoring, rec.ording and inte:cep:1~n of. 
eommun1~tions when performed by telephon.e 
corporation employees to prevent the perpet:a­
tion o£.fza~& upon or lOGS of':~venue by ~he 
telephone e~oration ~lhen :;>erfo:med ~th.out· 
the· ~k~g of any notati.on or any record of 
~he contents,:> substance" purport,' effect, , 
or meaning. of any of sa.1d com:nu:licat1ons,. 
except, as aosolu:ely necessary to prevent 
such fre.ucl or loss of revenues. 

.'1,' 
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(6) Interception of communications by telephone 
corporation employees who are engaged in toe 
actual operation) mainte:u:1.1:.ce, and CO:lS1:X'UC­
tion of tbe cocmunication circuitry·of the 
telephone corporatioe when perfor.m2d wi~bout 
any written notation and any recorc of the 
contents, substance, purport, effect, or 
meaning of ;my ·cOlmllUnieation which m2.y have 
be~ intc~ecpted. 

3. Each telc~hone corpOration shall require any officer, 

employee or agent thereof who is ~sagcd in the· actual operation, 
.. 

maintenance or cons~ruction of the physical plant of said'corporation 

and who intentionally or un:Ltltentionally moni1:Ors, records:or other­

wise intercepts any communiea~10n, as defined in this .order, over any 
, . .. 

partoftbe public utility network of the said corporation;, without 

notice as provided in this order, to imo~d~tely :Ldent::Lfyhixilself 

to all parties to said communication. 
, . 

. 4. Except as· herein provided, no telc~~e eorpora~1on.sball 

permi-t any officer ,'employee· or ag~nt thereof to divulge . to· any 

person,or to publish,. the existence, contents, subsea.nce, purport, 

effect, or meaning of any cOU!:DlUnication, or pa::t thereof·, as:def1rJ.ed 

in this order, whicn was'intentionally or unintentionally monitored, 
, ." 

recorded, or otherwise intercepted. The provisions of this paragrapb 
> 

shall not apply'tocommunications·disclosing thre~ts'or· danger to 
.. . 

the . public or individU41 health ~nd safety, or' to l~d, harassing.' . 

and othe~ nuisance· Calls •. 

5. No' telephoneco:poration. shall permit any· officer, employee 
" '.' . 

or agenttbereof to:: use· fo'!: his own benefit, for ~he: benefit of the 

telephone corporation, ~rfor the benefit of another not.entitled . 
tbereto~ any communication as ,defined in this ord~, or the iDfow-

tion therein contained, which' was intentionally or unintentionally 
, .. 

monitored~ recorded, or otherwise intercepted.·· 
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6. Each telephone corporation, within one yea.r .after the 

effective date of this order, shall file with this, Commission a 
, 

schedule for modifying all PBX switchboards and all' telephone' answer­

ing service switchboards before .january 1, 197~ so that operators 

may not listen witbout a live transmitter being' connected to the 

circuit being observed, or shall apply to this COmmission within 

su~htfme for permission to deviate from this, ordering paragraph. 

7. California telephone corporations shall effect.', compliance 

with this. order, except Ordering·, Paragraph 6" on or before Jalluaxy 1, 

1968. 

8. '. Tbe request for a proposed report is denied. 

The effective elate· of this order shall be twenty~f1ve days 

after the date hereof~ 

Los ..::1~' , ,Dated, at _____ An_gcl_e8 __ 
J 

california, this.· .-

~yof _____ O_C_TO_B_ER_·_ .. _ 
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'e5oil:Qti:nt 

, ",,':)'1'1 
I.,;' 

~s1onerW1111om " .. , ~:met:t~be11:i'; : "'" 
»co~~ar1lv, 3.'b~ent.~ 414, not. ,:pa%"t~c.1;pa~'~ . 
frJ: 'the 4:t&~)~~l>or 'th1i,'~o~~~~~: ' 

,', 
. ~' " ~ .. , .. 
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LIST OF APPEARh~CES 

RESPONDENIS: . Pillsbury 7 Madison & Sutro, John A. Sutto, George 
A. Scars, John A. Sutro, Jr. and Arthur T. George,' by George 
A. Sears and John A. Sutro, Jr., for The Pacific Telephone 
and Telegraph Company; Claude N. Rosenberg of Bacigalupi, 
Elkus & Salinger, for california Water 6: Telephone Company;· 
A. M. Hart and H. Ralph Snyder, Jr., for General 'telephone Co. 
of California. . 

mrERESl'ED PARrIES: F. T. Searls .o:ld John C. Morrissey, by John 
c .. Morr!ssex, and John C. Lambert, for Pacific Gas and.ffiCtric: 
Company; William L. Knecht, for the California Farm Bureau 
Federation; Neiii c. Hasbrook, for California Independent 
Telephone Association; John w. Burnham, fo~ the City of Los 
Angeles, Los Angeles Fire Department, Los Angeles police 
Departt:ncnt; John E. Stephen, Joseph F .. Healy .. Jr., George s. 
LaRham, Jr., for Air Transport Associaeion ofAXDerica.; 
Frank F. ROx ,and R. S·. Maurer, for Delta M-r Lines" Inc.; 
Gene E,. OVerbeek, for Jl.merlcan Airlines, Inc .. ;. Robert R. 
~ielana, for unIted .AirLines, Inc.; H. I.. Goth, tlil1ie.m 
H. Owens and Eric ~1. Martens, for Southern caIifornia ·Gas 
~o. and Southern COunties Gas Co.; Reed R. 'Bement, for 
Northern California Chapter of the ~r1can CivrfLibertics' 
Union; Michael :8. Dorais, for California Newspaper Publishers 
Assoc.; Carl R. Lehtllan 7 Jr., for Independent-JoUrnal; 
Alan L. irish, for Northern California Classified Assoe. 
and 'the Advance Star; Bennetta ~7ixom, 'for Hayward Daily 
Re'!iew; George Borden, for the Diily Re:-..riew and CNP A; 
Lel.gh Athearn, for Pan American 'tVorld .M.rways, Inc.; J~es 
J. Mollenk..?!mp, for Trans 'tVorld Airlines, Inc.; Carl L. Richey, 
tor Sacramento I~icipal Utility District; Roger ArncEerSh, 
by Charles E. Mattson, for the City of Los Angeles; Donald 
E. Truman, for The .?ermanente. Medical Group Northern 
California; McMorris M. Dow and Robert R. Lau5head, for ,~the 

. City and County of San Franeiseo;J3mes A. Pi.<e, for himself; 
, Doctor C. B.Yry, for himself; Stanley Sack~for l'elephOtlc 

.Answer:rtig Services of California" Inc.; George S. Anderson, 
for Automobile Club of Southern California; Donald, K. Byrn;e, 
for County of l.os Angeles; Gco:t'$C W. Elder, for ':the Doctors 
Business Bureau of Southern call.fornia; Merrill E. Blau, for 
Sears, Roebuck and Company; Sol Hirschhorn, for Creditors 
Service of Los Angeles; L. o. FritS, £or Northrop Corporation; 
Neil E. C~bell, for Creait :Bureau of Torrance, Inc.; 
, J.v'd.l ton MC!Y7 fOr· Southern Californi.a. R.:lpid Transit District; 

.' ALien L •. Lams and R..' E. Woodbury7 by R.E.· ~10odbury, for. . 
. Sou.thern· Cal.:Lforn.1a . Edison· Company; Robert E. Bart,; for. 
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LIST OF APPEARANCES 

California Manufacturers Association; Edgar T.. Pit'llU!n~, for 
pJ..r France; Robert C. LobdellI' for Times M!iror company; 
Samuel Gorlick, for city of Burbank; Priscilla E .. Rodriguez, 
~or Accurate Answering Service; c. P .. F~, M.D., for herself 
and on behalf of customers; Belva J .. ~~rts, l:or hl,ms.~lf; 
Mrs. Julia 1-1. Sherman, for 'V7omen -for I:e&1s1ative Aeti.on; 
f)uane ~i .. Anderson, for Comm\xoicaticos Workers of .America~ 
~t-cI6, Federation of Women Telephone 'Vlorkers of Southern 
California; Duane B. Beeson, for' Order of Repeatermen and' 
Toll Tcstboard:nen, AFt=CIO and Local 1011, and Inte'r'llAtional 
Brotherhood of Electrical 'Workers; Local l269; Reuben J... 
!sberg, for The ,Regents of the University of California; 
B"ale H. Champion; for Fred D. Fletcher of San Francisco­
~akland 'Newspaper Guild; Geor~ Slaff, for ,American, Civil 
liberties Union of Southern ~i~ornia; Martin M. Shapiro~ 
for Brooks Fry, MooD .. ; Mrs. Maurice S .. IO.ein, for Eerself; 
~~s. Rosa R. Hill, for herself; Eva Korn, for herself and 
tier friends; .Alex Davidson, for Pacific Southwest Airl:£.D.es; 
Sherman Chickerillg, C~ Hayden .A'ml!s, Stanley Jewellsnd 
Donald'J. Richardson, for San Diego· Gas, & Electric Company; 
Rerton A. war ters, for Local Union 1245, Internazional 
!rothernood: of :electrical vlorkers; Stephen Adams,,' for himself. 

COMMISSION 'STAFF: Elinore c. Morga.n~ CotmSel, ~, Erme~":I. Mae.ario, 
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