e o052 ORIBINAL

BEFORE TEE PUBLIC UTILITIES COMMISSION OF THE STATB‘OF'CALIFORNIA

Investigation Into the Need and

Requirements for a General Order

Governing Standards of Telephone Case No. 9353
Service to bYe Furnished by Telephone (Filed March 21, 1972)
Utilities in the State of California

OPINION AND ORDER

This proceeding was initiated Marchk 21, 1972 as a result of
the recommendation of a ¢commitice under Commission staff supervision
and composed of the Commission staff and representatives of Californis
telephone coumpanies. The committee was formed pursuant to the
Commission's direction in Decision No. 77947 dated Novemder 10, 1970.
The order Instituting investigation contained an attached proposed
General Order governing standards of telephone service to be furnlshed
the public by telephone utilitles in the State of California. The
order made all telephone corporations In the state respondents and
was served on eack of the respondents. Respondents and interested
parties.wefe Invited to submit written comment on the proposed General
Order within 30 days of the date of issuance of the order.

The comxittee recommended and the Commission included in the
proposed General Order eight service measures covering the installa- '
tion and maintenance of telephone service and the quality of disl and
operator services. The measures were developed by the committee with
the purpose of estadlishing adequate standards of service to be
observed by telephone utilities and to inform the Commission on a
current basis as to the quality of telephone service Being furnished.

The proposed General Order sets forth standard service
ranges and reporting levels of service for defined reporting units.




The standard service range was established s¢ as to define a range of
performance wherein service would be considered to be adequate. Each
individual reporting unit would be expected to generally provide
sexvice at levels within the standard range. Reporting sexrvice levels
are established so as to indicate reporting wnits which are performing
significantly below standard service ranges and to provide an indica-
tion of inadequate service. |

Written comments were received by the Commission frox the
City of Los Angeles, the City of Long Beach, The Pacific Telephone
and Telegraph Company, Gencral Telephone Company of California and
West Coast Telephone Company of California. These comments relate to
a wide range of portions of the proposed General Order as discussed
below.

In itc comments the City of Los Angeles expresses the view
that heving a uniform set of standards for all telephone companies
might well result in a degrading of service in the-major‘metropolitan
areas of which Los Angeles, of course, represents by far the largest
In California. The purpose of the proposed General Order is directly
opposite to the concern expressed by Los Angeles. It has as a goal
the achievement of superior cervice quality Iin the metropolitan areas
as well as in the balance of the state, and & requirement that the
Commission be notiffed wherever a reporting unit, as defined ir the
General Cxder, falls below a specified service level. In any case,
the respondent utllities are cautioned that in no manner whatsocever
is the adoption of the proposed service rules to be intérpreted»as &
vehicle by which service may be degraded since it is to the best
interest of the utilities and the public that service be maintained
at the highest feasible level. With these service rules in effect,.
the Commission will be in a position to keep careful watch on indica-
tions of service deterioration and take appropriate actior, i needed.

Los Angeles also compares the actual experience of Paciflic
on customer trouble reports, dlal tone speed and toll operator answer
verformance to Indicate that the proposed service standards are below
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these actual performances. In reviewing these couments, however, 1t
1s most Iimportant to take cognizance of the General Order's require-
ment that reports be svbmitted by relatively small reporting uwnits
rather than as an average figure for & large arca. The Pacific
service comparisons made by Los Angeles are related to the large
Los Angeles metropolitan area as contrasted with the relatively swall
reporting wnits specified in the proposed General Order. So long &as
the repoxrting wnit is relatively small, potential weak spots ¢an be
readily ldentified In order to avoid a company-wide degradation of
service. In addition, the levels of standard service and reporting
in the proposed General Order will be sudJect to ongoing review In
order to arrive at an ideal level to provide the best feasible service.
The comment dy Los Angeles that there is no assurance that the
standard service range will mcet the customers' service needs is most
pertinent, but such a determination can only be attalned as a result
of experience based on review of results flowing from application of
the General Order.

los Angeles points out that the level of General Telephone
Company's obJectives for customer trouble reports per 100 stations
was 6 while the General Order sets a standard service range of at or
below 6.5. Los Angeles points out that General was directed to neet
its service objective by Decision No. 79367. Decision No. 79367 is
a final order of thic Coumission and full compliance by Gemeral
Telephone Company is, of course, required by the Pudblic Utfilities Code.
We do not see the standard service ranges as in disagreement with the
order to General. Certain utilities in specific locations may bde
expected to operate in higher portions of the standard serxvice range.
Decisfon No. 79367 is the first action by this Commission directing a
utility to meet certain levelc of telephone service:as measured by
service indcxes. The service standards of this General Order will not
Change the force of Decision No. 79367 nor bar the Commission from
considering similar stringent service levels in other Instences. In
our opinion, the service standards will provide a valueble frarcewori
for the guidance of the Commission in evaluating future specific
cexvice problems.




In conclusion, Los Angeles urges rejection of the proposed
General Order dut indicates that suck an order with more stringent
service standards for Generel Telephone and Pacific Telephone would
be acceptable. Consideration of more stringent levels of service
standards 1s a matter for future review based upon experience in use
of the General Order. Based on experience under the service rules,
the Commission's goal is to have standards that meet the public's
requirements. :
The comments from the City of Long Beach question the lack
of explanation of the service standard criteria; the lack of correla-
tion between the service criterfs and customer satisfaction; the lack
of any criteria related to transmission noise; the lack of criteria
on troudble when the phone does not ring when called; and on dilling
errors. These comments cover areas of service quality which were
discussed at length in the staff-utility committee sessions which led
to the proposed General Order. In the interest of having a uniform,
relatively easily administered and useful set of eriteria, the pro-
posed service rules are, of necessity, limited to the major items of
measurement that indicate the quality of service. The equipzent
trouble items clited by Long Beach would appear in measurenent of
customer trouble reports. As far as the relationship between the
eriteria and customer satisfaction, this relationship can only be
determined through experience Iin use of these rules and standards.

Long Beach requests thet all reporting units report
periodically Instead of receiving reports only from units failing to
meet service criteria. The intent of the proposed General Qrder was
that reports be received only from those units that have substandard
service, thereby alerting the Commission and the utilities that action
is to be taken in those specific areas. Of course, the Gereral Order
also will require that records be maintained on 2ll reporting wnits,
but it is felt that the ordered procedures will reduce excessive
reporting voluxe and thereby permit more effective reguletion of
sexrvice levels.
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Long Beach obJects to there being no provision for making
service reports avallable or a regular basis to interested parties
other than to the Commission. In response to this comment, the con-
pliance reports will be availlable for public inspection.

Finally, long Beach obJects to the lack of prescription of
saxmpling techniques and requests that parties should be given the
opportunity to question the technical measurements. In its continuing
concern that telephone service quallity be at a wholly acceptable
level, the Commission welcomes participation by interested parties.

We suggest that Long Beach observe results wnder the Geperal Order
and after such observation and review, furnish its further comments
to the Commission. h | -

| The Commission particularly appreclates the helpful comuents
submitted by the above cities and trusts that their representatives!'
review of the effects of this General Order will materially contribdute
to better telephone service throughout Californie.

The comments of Pacific Telephore Company and West Coast
Telephone Company concern suggested technical corrections relative
to the statement of standard service range for customer troudble
reports and a restatement of the section relating to deviations from
the rules. Modifications reflecting these comments have been made to
the proposed sewvice rules.

General Telephone Company of California reccommends less
stringent standards for customer trouble reports and installation
comnituments. We see no Justification, at this time, to reduce the
proposed standards. General also proposes substitute language for
Rule l.l.c., Abscace of Civil Liability. We do not agree with
General's proposal. The proposed rule specifically maintains the
-status quo at to the liadility of the utilities in civil actions,
after‘adoption of the General Order as compared to before such
adoption. Continental Telephone Company of California and California-
Oxegon Telephone Company expressed agreement with the proposed
General Ordex.

The General Order as proposed provides ne schedule for
implementation. Such a schedule is necessary because of the time
required to establish record keeping procedures for the measurements
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and the effort required to provide measurement capability for offices
not now equipped. All utilities have records available for the
aeasurement and reporting of held orders, installetion commitments
and customer trouble reports. EHowever, some central office entities
ané operator traffic offices do not now have the measurement equipment
or the service observation positions necessary to measure dial tone
speed, dlal service and toll and directory assistance operator
answering tinme. |

We will require all respondent telephone utilities, for all
reporting wnits having the necessary umeasurement capability, to
implement the requirements of the General Order commencing QOctodver 1,
1972. TFor those utilities and their repbrting wits presently lacking
the capability to wdertake certain of the measureménts required by
the General Order, we will require that they forthwith initiate
action s0 as to be able to undertake measurement commencing'July\l,
1974, |

This General Order represents a coumpletely new approach o
this area of regulation. We belleve it is extremely desirable that a
group of experts continue to cooperate, as was done in the preparation
of the proposed General Order, In reviewing the effectiveness of the
General Order. We will require that a committee assume this under-
taking and report to the Commission at annual Intervals on the results
of application of the General Order as well as on cémments of
Interested parties, togetner with recormendations asﬁto‘any necessary
zmodificaticn, revision or change in the document.

The Commission £inds that: |

1. The public interest will be served by the establishment of
rules governing telephone service to be furnished the public by
telephone utilitles In the State of California.
2. The many constructive and comprehensive comments on the

Proposed General Order have been fully considered by the Commission.

3- The rules contained in the General Order adopted hercin
are reasonable and are the ones deemed essential at this time.




L. The Commission staff should organize a committee coumposed
of staff members and representatlives of telephone utilities to review
results of the General Order adopted herein and to prepare recommenda-
tions on such modification, revision or change of the General Order
2s the committee may deem appropriate and necessary. We will require
the committee to report to us at annual intervals.

5. Case No. 9353 should be terminated.

The Commission concludes that the General Order attached
hereto and the rules contained therein should be gdopted, that a
public hearing thereon is not necessary and that the public interest
will best be served by their early adoption.

IT IS EEREBY ORDERED that: '

1. General Order No. /33 , attached hereto as Attachment A,
be and it is hereby adopted.

2. Respondent telephone utilities shall comply with the
requirements of the General Order adopted herein commencing Octobder 1,
1972, except respondent telephone utilities, with respect to reporting
units lacking the capability of neasuring dial tone speed, dial
service and toll and directory assistance operator answering time,
chall forthwith initiate action to comply with the requirements of
the General Order adopted herein comrencing no later than July 1, 1974.

3. Reports required by the General Order adopted herein shall
be filed by each respondent telephone utility within 45 days after
the end of each calendarxr quarter, the first such reports beling due
February 15, 1973. |

4. The Commission's staff shall organize a committee composed
of staff members and representatives of telephone utilities in
California, said committee to review results flowing from the General
Order adopted herein and, as the ¢committee deems appropriate and
necessary, to present recoumendations to the Commission for the
revision, modification or change of the General Order adopted herein.




The first report of said comnittee skall be made to the Commission
not later than July 1, 1973, and e.nnua.ll} thereafter, until further
order.
5. Case No. 9353 is hereby terminsated.
The effective date of this order shall be twenty days
after the date hereof.
Dated &t San Francisco o94cormia, this
Yo day of MAY

&mmz.s_sn.oners

Commissioner J. P. Vuka.ain. Jr., boing
necessarily absent, did not participate
in the Aizposition of this proceeding.




GENERAL OFIER NC. /33

Public Ttilities Commission
of the
State of Californisa

RULES GOVERNING TELEFEONE SERVICE

Adopted NaY 1 8, 1972, Effective October 1, 1972.

Decision No. 80082 , Case No. 9353.
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1. GENERAL

1.1 Intent

&.

Purpose. The purpose of these rules is €0 esteblish wniform
:ta.nda:d# of service to be observed in the operation of telephone
utilities.

Limits of Qrder. These rules do not cover t_he- subjects covered
in the filed tariff rules of telephone utilities.

Absence of CIvil Liebility. The establishment of ‘these rules
shall not impose upor utilities, and they shall not de sub,jéc‘c
to any civil liability for damesges, which ‘.I.i’a'bility would rot
exist at law If these rules had not been adopted.

Revision of Scope. These rules zay be revised in scope oo the

basis of experience gained in their application and ag changes
in the art of telephony may require.

Applicability. These rules are applicable to all telephone utilities

providing service within the State of California.

Definitions.

&.

Ceatral Office Entity. A group of lines using common origimting
equipment.

Commission. In the interpretation of these rules the word
"Commission” chall Be construed to mean the Public Utilities
Comzission of the State of Californisa.

Commitment. The date agreed to Dy a customer and a utility for
the completion of requested work. ‘
Equivalent Main Line. A line termineted on equipment other than

a station.




Order Taken Date. The date on which customer requests sexvice,

assuming prior compliance with utility's rates, rules and
regulations.

Plant Installation Center. A centra.liz.ed control point for
installation orders.

Plact Maintenance Center. A centralized control point for
custoner trouble reports.

Primary Service Order. Service orders for all business and
residence main stations or equivalent main lines connected
directly t¢ central office switching equipment and fdentified
by & local exchange telephone nuzbder.

Regrade Service Order. C(Changes between individual and paxrty
line service as identified under Primary Service Order.
Reporting Service Level. A specified service level of
Performance for each reporting unit. It pexrformance iz at or
delow this level the utility will sudmit periodic reports to
the Commission.

Standard Service Ramge. A service range which encompasgses
adequate service to the user.

~ Station. Those in-service telephones and equivalent main lines .
maintained by the local plant maintenance center.

Telepbone Plont. Equipment and wiring, excluding that located
on a customer's property, required to connect a telephone
service to the exchange network.

Telephone Utility. A public utility telephone corporation
providirg public landline telephone service as further defined
by Sections 216 and 234 of the Pudlic Ttilities Code.
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©. Trouble Report. A customer's report about dissatisfection with
his telephone service.

Information Availadle to the Pubdblic.

The uwtility shall zaintain, open for pudblic inspectiorn at its main

office in Californisa, copies of all reports subzdtted to this

Commission in compliance with these rules. Reports shall be held

aveilable for one year. A copy of these reports will also de

zaintained and be available Zor pudlic inspection at the Commission's

San Francisco and Los Angeles offices.

Tocation of Records.

A1) records required by these rules shell be kept aveilable

to representatives, agents or exployees of the Commission wpon

reasooable notice.

Reports to the Commission.

The utility sball furnish to the Commission, at such times and in
such form as the Commission may require, the results or summaries

of any zeasurements required by these rules. The utility shall
furnish the Commission with any information concerning the utility's
facilities or operations which the Commission may request and need
for determining quality of service.

Deviations from Any of These Rules.

In those casec where the application of any of the rules incorporated
herein results in undue hardship or expense to the uﬁili‘ty, it way
request specific relief by filing a formal application in accordance
with the Commission's Rules of Procedure, except that where the
reliel %0 be requested 15 of minor {zmportance or tezporary in nature,
the Commission may accept an application and showing of necessity by

' letter. Requests for deviations Provided for by Rule 3.L.e may be

Dade by letter,
3=
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2.

1.8 Revision of Rules.
Telephone uiilities subject to these rules, may indi')::’.dua.lly or
collectively ﬁle'&pplica.tion with this Commis‘sion for the purpose -
of amending these rules. The application shall: clearly set forth
the changes proposed and the reasons therefor. O‘thexf intcre&ted‘

fZes shall have the same rights to propose modifications “oy'

appropriate procedure. |

STANDARDS QF SERVICE

2.1 General. These rules estadblish uniform standards of sexvice for the
{xsteallation, mainternance axd quality of telephone service. The
service measures established are as follows:

Service Measure Type of Service

Eeld Privary Service Oxders Installation
Held Regrade Service Orders Installation
Installation Commitments Installation
Customer Troudble Reports thce-
Dial Tone Speed Die.l, Sexvice
Disl Service Dial Sé;‘ﬁée
Toll Operator Answering Time Operaﬁor Services

Directory Assistance Operator ‘ ‘
Answering Time Operetor Services

2.2 Description of Service Ranges and Levels. .

&. Standard Service Range. Standard service ranges ave established
for each of the service measures except held orders. Sei'vice
performance within the standard service range is considered to-
be adequate. Zach irdividual reporting unit should generally
attain service levels within the standard range. |

-h-
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b. Service Below Stendard. Individuasl reporting units are sudbject

t0o influences whick may cause them €0 occasiomlly fall below
the standaxﬁ range of performence. Such variations indicate
{ipadequate service only where the substandard performance
indications are frequert and substantially below the standard
range.

Reporting Service Level. These levels have been established so
as to fndicate units which are performing significantly below
standard service ranges and to provide an indication of
inadequate service. Reporting service levels are established

for each of the service measures except held orders. Reporting

Service leveﬁ-.s are applicadle to each individual .feporting wit.

3. TELEPEONE SERVICE MEASURES
3.1 FHeld Primary Service Orders.
a. Description. Requests for Primary (main) telephone service
delayed over 30 days because of lack of telephone utility plamt.
An order will count as held when service is not provided within
30 days after cormitment date. Alterpatively the date the order
is taken from the customer may de uséd in lﬂ.eﬁ of commitment
date vhere it is :;o*:. the wtility's practice 1o establish
commitment dates. Orders requiring the customer to“ neet specific
prerequisites (e.g., line extension charges) will be measured

from the time the prerequisites have been met.
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Meagurement. Count once a month the total primary service
orders held over 30 days for each reporting wit.
Standard Service Ranmge. Not applicadle.
Reporting Service level. Not applicﬁble
Reporting Unit. Ixchange or plant’ iﬁstalhtion center, which-
ever is lesser.
Reporting Frequency. Compiled monthly, reported quarterly for
all reporting units.

Held Regrade Service Orders. .

a. Descriptio;. Requests for change In grade of ar existing
prizary service delayed over 30 days bBecause of lack of
telephone utility plant. Az order will count as held when
service is not provided within 30 days after the commitment
date. Alternmatively the date the order is taken from the
customer may Be used in liev of commitment date where 1t is not
the wtility's practice to establish commitment dates. Orders
requiring the customer to meet specific prerequisites will be
measured from the time the prerequisites have been met. |
Measurement. Count once & month the total held regrade service
orders held over 30 days for each reporting unit. |
Stondard Service Range. Not applicabdle.

Reporting Service Level. Not applicable.
Repoxrting Unit. =2xchange or plant installation center, which-

ever is legger,

Reporting Frequency. Complied monthly, reported quarterly for

all reporting units.
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3.3 Installation Commitments.

a. Description. Requests for estoblickment or ¢hanges in non-key
telephone individual arnd party lire sexvice that normally
involve plant activity. Requests for disconnects are not
included in the measuring base. Commitments will not be
coasidered missed wker resulting from custcmer action. The
measurenent will be expressed in terms of percent of commitments
met.

Meagurement. Count once a month the total comitmenfs and the
cormitments missed. Commitments met equal total, minus miss
comitments.

¢. Stendard Service Range. At Or above 4% cormitments met.

d. Reporting Service Level. 90% cormitments met.

e. Reporting Unit. Plant Installation Center.

Z. Reporting Frequency. Compiled monthly, reported quarterly for

those reporting wnits at or below the reporting sc.fvice devel

for any moath.
3.4 Customer Trouble Reports.

a. Description. Reports from custemers and users of telephone
service relating €0 dissatisfaction with telephone company-
provided equipment and/or service. Reports not relating to
the quality of telephone service, reports that can't be
completed because of a lack of access to customer's premises,
requests Zor operator assistance in placing calls, requests’
for busy verification, reports relating to toll private
sexvices and cmpioyec reports will not be included. Reports
received will be counted and related to the totel stations
including limes withiz the reporting wnit in terms of reports
per 100 stations.

-7~




- Measurement. Customer “trouble reports receitvwd dy the utility
will be counted month‘ly and related to the total stations,
including lines, within a repbrti.ng wit.

Standard Service Range. At or velow 6.5 per 100 stations.
Reporting Sexvice Level. 8 per 100 stations. |
Deviation for smaller Rc"porting Units. When a deviation
relative to custcmer troudle reports is authorized for reporting
wits sweller than 10,000 stations, the standaxd service range for
these units shall be at or below 8 per 100 staticns and the z;eport-
ing service level shall be 10 per 100 stations.

L. Reportizng Undt. Plant mainterance center.

g- Reportisg Frequency. Compiled monthly, reported quarterly for

thoce réporting wmits at or above the reporting servicé ievel
for any month in accordance with record retention requirément’s.

h. Exelusion. Central offices of less than .l,OOO stations need
not be included in reports. EHowever, records w:'..'L'I." be maintained
on these offices.

Dial Tone Speed.

2. Description. A measure of the adequacy of ";he central office
equipment 1o provide dial torme to the subscrider. Measwents
are taken to obtain the percentage of originsting average busy
bour call attempts receiving dial tone within 3 sccénd..ﬁ.

b. Measuremert. Measurements are accorplished by utilizing a Dﬁ.al

Tore Speed Recorder, Timed ALL Trunks Busy Meters or the
equivalent.




Standard Service Raage. At or sbove 977% within 3 scconds.
Reporting Service level. 97.0% wifhin 3 seconds.
Reporting Uait. Each central office entity over 3,000 'p;imu-y

- Statlons where equipped for waking measurements. AlL offices
over 3,000 stations shall be equipped when economica.n& feasidble.
Reporting Frequency. Compiled momthly and reported qumezfly

for those reporting units at or below the repo:"ting\ sewice

level for any month.

Diald Service.

2. Deseription. A measure of the ability of the equipment to
complete a customer dialed call over the local and toll message
network without the call encountering an equipment ma.iﬁmc‘tion :
andfor all peths busy condition. A sample of origiﬁating calls
over customer lines or originating truwamks is '&alcen through
service observations to obtain the percentage of calls beding
cffectively completed.

Measurement. Couat all observed calls and determine the percent
of calls not encowntering an equipment malfunction and/or all
pathks busy comdition.

Standard Service Range. At or a.bdvé 98.0%

Reporting Service Level. 97.0%

Reporting Unit. Each central office extity over 3,000 primary
stations where equipped for malging measurements. ALl officec
over 3,000 stations shall be equipped when economically feasible.
Reporting Frequency. Compiled monthly and reported quarterly
for those reporting wnits at or below the reporting .serviée_
level for any month.
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3.7 Toll Operator Answering Time.

2. Description. A measure of time for the o;emtor 40 answer on
toll and assistance calls. A sample of the answering interval
i3 taken to obtain the perceztage of toll'and assiéta:zce calls
answered within 10 seconds.

Measurement. Sample of the answering interval on toll and
assistance calls that is representative of tﬁe mea.snrement‘
Period wtilizing az answering time recorder, fox-ge administration
data systen (FADS), or equivalent. When FADS is used as a2
measurenment device, measurement date of average answering time
will be converted to percent answer within 10 seconds.

Standaxd Service Range. At or above 87% within 10 seconds.
Reporting Service Ievel. 83% within 10 seconds.

Reporting Uait. Eack traffic office handling toll and assistance.
calls and having an aznusl average business day call voluze of
2,000 or more calls.

Reporting Frequency. Compiled woathly ard reported quarterly
for those reporting units below the reporting service level’

for any month.

Directory Assistance Operztor Answerirzg Time.

2. Description. A measure of the tivme for the operator to answer
oz directory assistance ecalls. A sample of the answering
interval is takern “o obtain the percextage of directory
ascistance calls answered within 10 seconds.

Measurement. Ssmple of the arswering interval on directory

assistance cells that is representative of the measurenent

per:'..oci wtilizing ar answering time recordsr, forced administration
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date system (FADS), or equivelent. Vhen FADS is used o5 o

heasurenent device, measurement data of average answering time
will be converted to Porcent answar within 10 amcouds.
Standard Sexvice Range. At or above 82% witnin 10 seconds.
Reporting Service Level. 78% within 10 seconds.
Reporting Unit. Each traffic office handling directory
assistance ¢alls and baving an average business day volume of
2,000 or more ealls.
Reporting Frequency. Compiled aonthly and reported qﬁarterly
for these reporting wnits at or below the rcporti‘ng’ service
level for any month.
L. RECORDS AND REPORTS
L1 Reporting Uatts. Service measurements shall be meintsined by
reporiing units. Reporting units will be exchange, plant installa=
tion center, plant maintenance center, ce;trel office entity or
traffic office as required. The reporting urit for each service
neasure Ls defined in Section 3. and supmardized in Appendix B.
Repoz'tiﬁg Levels. Reporting levels are establisked by these rules
as set forth in Section 3. Service measurements with levels of‘
service at or below the Teporting level in any given momth will be
consicered indications of DPossible irzodequate sexrvice.
Reporting Reguiremernts. Reports chall be made to the Commission
arterly of o1l reporting umits providing service at or Below the
reporting service level on any measure in ony montk during the
quarter. Swmaries of held primary and regrade service orders by
reporting wnit shall bde submitted q_uar:erl\y' for each month Qoring
the quarter. Smell reportirg umits will be excepted from reporting
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on certain service measures as set forth in Section 3. and
swmarized In Appendix B. Reports shall be filed within 45 days
of the end of each quarter. Reports to the Commission of
performance at or below reporting level shall state the levels of
sexrvice for each service measure and the months being reported, a
description of the csuse of performance at the reported lével and
8 statement of action being taken to improve service and the
estinated date of completion of the improvements .l A sample

form {2 included as Appendix D. A sample form for reporting held
Yrimary and regrade service orders is included as Appendix C.
Retentiorn of Records. Monthly swmary records of service measure-
ments for each reporting wnit will be retained for two years.

All summary records will be avallebdble for examination by
Comxission representatives duxing the retention period and

cpecial summaries of service measuzﬁments may be requested by
the Commizsion.

PUBLIC UTTLITIES COMMISSION OF
THE STATE OF CALIFORNIA

(it 7.

By: Wilifam R. Johnson, Secretary




ATPENDIX A
Standard Service Ranges and Reporting Levels

Standard Service Range -Reporting
Service Measure at or above Level

Zeld Primary Service Orders _ XA ' NA

Held Regrade Service Orders WA ' NA
Installation Coumdtments ok% | | | 90%
Customer Troudble Reports ,

Uoder 10,000 Stations | g*#

over 10,000 Stations | é. 5# ;

Disl Tome Speed. : 9T1%
Dield. Service - 8.0
Toll Operator Answering Time 87.0

Directory Assistemce Operator Answering Time 82.0

% When Authordzed

# A%t or Below




APPENDIX B
Record Keeping and Reporting Requirements

, Reporting Unit and
Service Measure Minimen Reportinz Size

Held Primary Service Ordersg Exchange of Plant Instailaﬁiqﬁ‘Center -

Held Regrade Service Oréers) whichever smaller

Instellation Commitments Plant Instau.a'tion Center

Customer Trouble Reports Plant Maintenance Center - Central
Office under 1,000 stations need not

be Included in performance reports.

Dial Tome Speed Central Office emtity

Dial Serviee Central, Qffice entity

Toll ané Assistance Operator Treffic OffLce bhandling toll and

Answering "1‘"...me assistance calls ~ aversge business
day call volume of 2,000 or more.

Directory Assistance Operator Traffic Office handliﬁg, directory

Answering Tine assistance calls - average business
day call volume of 2,000 or more.

Compilation of Data - Monthly |

I-:-equency o Reporting = Quarterly

Retention of Measurements - de years
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Attach, A

APPENDIX €
Eeld Primary and Regrade Service Order Reports

Reports on held primary and regrade service oxders shell set forth

the following:

1.

Reporting unit pame and further identification If name does not
coavey geographle location.

Totel telephones in service within reporting unit. This Tigure
zay be supplied once yearly as a year-end mumder.

Number of held orders for each xouth of the quax-f.er...

APPENDIX D
Reporting Level Performance Report

Reports on all service deasures except held orders shall set Zorth

the following:

1.

Reporting unit name snd further identification if name does rot
convey geographic location.

Service measure, level and months being reported.

Cause of performance st the reported level. For installation

comrmitments ond customer trouble reports, Indicate locations

alffected I cause Lz locallzed within a reporting uzit.

Corrective action and completion date.




