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Decis10n No.. SQ082 

BEFORE THE PUBLIC UTILITIES COMMISSION OF TEE STATE OF CALIFOnTIA 

Invest1gation into the Need and I 
Requirements for a General Order 
Governing S~~dards ot Telephone 
service to be Furnished by Telephone 
Ut~ities in the State of California 

Case No .. 9353 
(Filed March 21~191Z) 

OPJNION A.TID ORDER 

This proceed~ was initiated March 21, 1972 as a result o~ 
the recommendation of a committee under Commission statr supervision 
and composed o~ the Commission staff and representatives of Ca1~orn1a 
telephone compnnies.. The committee was formed pursuant to the 
Comm1ssion t s direction in Decision No. 71941 dated November 10, 1970. 
The order instituting investigation contained an attached proposed 
General Ord.er govern1ng, standa.rds of" telephone service to. Q.e furn1.shed 
the public by telephone utilities in the State of California. The 

order made all telephone corporations in the state res~ondents and 

-,." 

was served on each of the respondents. Respondents and interested 
parties were invited to. submit written comment on the proposed General 
Order Within 30 days of the date of iss\U:lllce of the order. 

Tne committee recommended and the Co~ssion included in the 
proposed General Order eight service measures covering the L~stalla­
tionand ~tenance of telephone service and the quality of dial and 
operator services. The measures were developed by the committee witn 

the purpose or establishing adequate standards of service to be 
observed by telephone utilities and to intorm the COmmission on a 
current basis as to the quality of telephone service oe~ furnished. 

The proposed· Ge:c.eraJ. Order sets forth standard service 
ranges and reporting levels o£ service for defined reporting units. 
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The standard service range was e$ta.blished so as to define a range of 
performance where1..."'l service would. be consider~d to be ad.equa.te. Each 
individual reportir.g unit would be expected to generally provide 
service at levels within the s~~dard range. Reporting serv1ce levels 
are established so as to indicate reporting ~~ts which are performing 
significantly below standard ~ervice ranges and to provide an ind1ca­
tion o~ ~dequate service. 

Written comments were received by the COmmission fro~ the 
City of Los Angeles" the City of Long Beach" !'he Pacific Telephone 
and Telegra.ph Company" General Telephone Company of California a.."ld 

West Coast Telephone Company of California. These comments relate to 
a Wide range ot: portions or the :proposed GeneraJ. Order as dl.SCussed 
below. 

In its comments the City of Los Angeles expressee the view 
that ~~~ a uniform set of standards for a.ll telephone compan1es 
might well result ~ a degra.ding of service in the major metropolitan 
areas of which Los Angeles> of course" represents by far the largest 
in Ca11fornia. The purpoee of the proposed General Oreer i& directly 
opposite to the concern expressed by Los Angeles. It has as a goal 
the achievement of super1o~ service qua11ty in the metropolitan areas 
a.s well as in the ba.lance of the state" and a requireme.~t that the 
Com:n1:.s10n 'be noi:i.f!.ed whenever a reporting un1 t ~ as defined. in the 

General Order" talls below a specified service level. In any ca.se ~ 
the re~pondent utilities are cautioned that in no manner whatsoever 
is the adoption of the proposed service rules to be interpreted as a 
vehicle by which service may be degraded since it is to the best 
interect o.f the utilities ar.d the public that service be maintained 
at theh1gb.est tea.sible level. W1th these seX'V'1ce rules 1n effect~. 

th~ Co~ss1on ~ll be in a position to keep carefUl watch on indica­
tions of service deterioration and take appropriate action> if needed. 

Lee Ange~es also comp~rec the actual experience o~ Pacific 
on customer trouble reports.,. dia.l tone speed and toll oper~tor answer 
pertorcance to indica.te that the proposed service s~~dards are below 
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these actual per:-ormances. In reviewing these comments, however ... it 
is most important to take cognizance of the General Orderfs requ1re­
ment tbAt reports be subm1ttea by relatively small reporting u.~ts 
rather than as ~ average figure tor a large area. The P~cific 
service comparisons cade by Los Angeles are rel~ted to the la.rge 
Los Angeles metropo11tan area as contrasted ~th the relativelY small 
reporting units specified 1n the proposed General Order. So long as 
the reporting unit is relatively small, potential weak spots c~ be 
readily identified in order to avoid a company-wide degradation ot 
service. !n add1tio:c.~ the levels of standard service and reporting 

1n the proposed General Order will be subject to ongoing review in 

order to arrive at an ideal level to provide the best feasible se~~ce. 
The comment by Los Angeles that there is no assurance that the 
standard service range ~.ll meet the customersT service needs is most 
pertinent, but such a determ1na.tion can only be attained e.s a. resu:.t 
of experience 'oas.ed on renew of results noWing from appliCAtion of 
the Genera.l Order. 

Los Ar~eles points out that the level of General Telephone 
CompanyTs objec~ives tor customer trouble reports per 100 sta.tions 
wa.s 6 while the General Ord~r sets a stan~ard service range of a.t or 
below 6.5. Los Angeles po1nt~ out that General was directed to meet 
its ~erv1ce objective by DeCision No. 19361. DeCision No. 19367 1C 
~ final order of this. Commission and full compli~~cc by General 
Telephone Compnny is, o~ course, reqUired by the Public Ut11it1ee Code. 
We do not see the standard service ranges as in disagreement ~~th the 
order to General. CerUl.in utilities in specific location:;. tmy be 
expected to opera.te in higher portiOns of the standa.rd ser.rice rar.ge .. 
Decision No. 19367 is the ~irst action by this Commission directing 3-

utility to meet ce~~ level~ of telephone serv1ce:as measured by 

service ind.cxes. The service sta.r..da.rds of this Genera.:l Order will not 
change the force of Decision No. 79367 nor bar the Commission rrom 
conside~~ Similar stringent service levels in other instances. In 
our op~on, ~~e ~erv1ce stand~ds will provide a valuable ~ra~ework 
tor the gu.1dance of the COmmission 1n eva.lua.t1Ilg ruture specific 
~erv1ce problems. 
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In conclusion, Los P~eles urges rejection or the proposed 
General Order but indicates that such an order with more stringent 
service standards for General Telephone and Pacific Telephone would 
be acceptable. Consideration or more stringent levels or service 
standards is a matter ~or future review based upon experience 1n use 
or the General Orde~. Based on exper1ence under the service rules~ 
the Comt:lissionts goal is to have standards that meet the public's 
reqUirements. 

" 

The comments from the City of Long Beach question' the lack 
of expla.na.tion or the service ste.ndard criteria; the lack of correla­
tion 'between the service criteria and customer satisfaction; the lack 
of any criteria related to tr~smission noise; the lack of criteria 
on trouble when the phone does not ring when called; and on 'billing 
errors. These comments cover areas or service qUality which were 
discussed at length in the staff-utility corm:l1ttee sessions Which led 
to the proposed General Order. In the interest of'ha.ving a uniform, 
relatively easily administered and useful set o~ criter1a., the, pro­
posed service rules are, of necessity, limited to the major 1tems of 
mea.surement that indicate the quality or service. The equipment 
trouble items cited by Long Beach would appear in mea.surement of 
customer trouble reports. As far as the relationship between the 
criteria and customer satisfaction, this relationship can only be 
determined through experience in use of these rules and standards. 

Long Beach requests th.a.t all reporting 'Units report 
per1odica.1ly instead or recei~ reports only from ~ts tailing to 
meet serVice criteria. The intent or the proposed General Order was 
that reports be rece1ved only from those units that have substandard 
service, thereby alerting the Commission and the utilities th~t a.ction 
is to be taken in those cpecific areas. or course, the Gener~l Order 
also will require that records be maintained on all reporting units, 
but it is felt that the ordered procedures Will reduce excessive 
report1ng volume and thereby permit more e~tect1ve regulation of 
service levels. 
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Long Beach objects to there Oeir.g no provision for making 

service reports available on a regular basis to interested parties 
other tr~ to the Commission. In response to- this comment~ the com­
pliance reports Will be available for public inspection. 

Finally> Long Beach objects to the lack of prescription of 
sampling techniques and requests that parties should be givcntbe 
opportunity to question the techr~cal measurements. In its contL~~~ 
concern that telephone servlce quality be at a wholly acceptable 
level> the CommiSSion welcomes participation by ~terested parties. 
We suggest that tong Beach observe results under the General Order 
and after such observation and review> furnish its further comments 
to the Commission. . 

The COmmission particularly appreCiates the helpful comments 
submitted by the above cities and trusts that their representatives t 

reView of the e~fects of this General Order will materially contribute 
to better telephone serv1ce throughout California. 

The comments of Pacific Telephone Company and West Coast 
Telephone Company concern sugge~ted technical corrections relative 
to the statement of: standard serv1ce range for customer trouble 
reports and. a restatement of the section relat1...""lg to devia.tions t'rom 
the rules. Modit'ications retlect1ng these comments ~ve been made to 
the proposed service rules. 

General Telephone Comp~~ of' Calif'or.nis recommends less 
stringent standard.s ~or customer trouble reports and installation 
comQitments. We see no just1t'icat1on> at this time~ to reduce the 
proposed standards. General also proposes SUbstitute language for 
Rule l .. l.e,,> Absence of Civil Liability. We do not agree With 
Genera11 s propo$al. The proposed rule spec1f:ically ma£ntains the 
-status quo as to the liability o~ the utilities in c1vil actions~ 
after adoption of' the General Order as compared to before such 
adoption. Continental Telephone Company of California and California­
Oregon Telephone Company expressed agreement with 'the proposed 
General Order .. 

The General Order as proposed provides no schedule for 
~plementation. Such a schedule is necessary because of the time 
required to establish record keeping procedures for .the measu:ements 
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and the effort reqUired to proV1de measurement eapability tor o~tices 
not now equipped. All utilities have records ava1lable for the 
measurement and report~ ot held orders" installation commitments 
and customer trouble reports. However" some central office entit1es 
ane operator traffiC offices do not now have the measurement equipment 
or the service observation positions necessar,y to measure dial tone 
speed" dial service and toll and directory aSSistance opera.tor 
answering time. 

We Will require all respondent telephone ut1lit1es~ tor all 
reporting un1ts having the necessa.ry measurement ca.pability, to 
implement the re~uirements ot the General Order coomenc1ng October 1" 
1972. For those utilities and the1r reporting units presently lacking 
the capabi11 ty to undertake certain of the measurements required by 
the General Order" we will require that they forthwith initiate 
action so as to be able to undertake measurement commencing July 1~ 

1974. 
This General Order represents a completely new approach to 

thio area. of reguls.t1on. We believe it is extremely desirable tb.3.t a 
group of experts continue to cooperate" a.s wa.s done in the preparation 
of the proposed General Order~ in rev1e~ the e~rect1veness of the 
General Order. We Will reqUire that a committee assume this under­
taking and report to the Comm1ssion a.t annual 1nterv3J.s on the results 
of application of the General Order as well as on comments of' 
1nterested parties, together with recom.endat1ons as. to::my necessary' 
modification> revision or change in the document. 

The Cor:J:llission finds that: 
1. The public: interest will 'be served by the esta.blishment of 

rules governing telephone service to be turnished the public by 

telephone utilities 1n the State o~ California. 
2. lJlle "O:3:tly c:on~tructive and comprehensive comments on the 

proposed General Order have been fully considered 'by the Commission. 
3· The rules contained in the Genera.l Order a.dopted herein 

are reasonable and are the ones deemed essential at this time. 
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4. The Cocmizsion stat~ should organize a committee composed 
of statf members and representatives of telephone utilities to review 
results of the General Order adopted herein and to prepare recocmenda­
tions on such modification, revision or Change of the General Order 
a.s the committee may deem appropriate and necessary. We W'i~1 require 
the committee to report to us at annual intervals. 

5. Case No. 9353 should be tero1na.ted. 
The Commission concludes that the General Order attached 

hereto and t.he ruJ.es contained therein should be a.dopted,. that a. 
public hearing thereon is not necessary and that the public interest 
will best be served by their early adoption. 

IT IS HEREBY OBDERED that: 
1. General Order No. 1.13 , a.ttached hereto a.s Attachment A, 

be and it is hereby adopted. 
2. Respondent telephone utilities shall comply with the­

requirements of the General Order adopted herein commenc~ October 1, 
1972" except respondent telephone utilities, with respect to reporting 
units lacking the capability of measuring dial tone speed, dial 
service and toll ~~d directory a.ssistance operator answering time, 
shall forthWith initiate action to comply with the requirements of 
the General Order adopted herein commenc1ng no la.ter tban July 1" 1974. 

3· Reports required by the General Order a.dopted herein shall 
be filed by each respondent telephone utility within 45 days after 
the end of each calendar quarter" the first such reports being. due 
Februar,r 15, 1973. 

4. The Co~ssionrs staff s~~l organize a committee composed 
of staff members and representativez or telephone utllities 1n 

Califor.nia> said cocmittee to review results £lowing from the General 
Order adopted herein and~ as the COmmittee deems appropriate and 
necessar.y~ to present recommendations to the COmmiSSion for the 
revi.sion, modification or change or the General Order adopted herein. 

-7-



C-9353' 

The first report or sa.1d com:n1ttee sb.all be made to the Commission 
Dot later than July 1> 1973, and a.nnualJ.:>.~ thereafter", until t'urther 
order. 

5· case No. 9353 is hereby terr:l1nated. 
~e effective da.te or this order shall be twenty days 

after the date hereor. 
San Franciseo Dated a.t ____________ ~ CaJ.1f'ornia., this 

II~~ day or MAY, 1972. 

/. ." . 

l~... _ .. _ ;,. () ~ .... 
1-· -- ~- '" ~ ~ "t'---

Com:n1s::;1otlex- J. P. VWcas1n. Jr •• 'being: 
:oee~s~'t'11y n'osent.. did no't~1C'1p:lto 
1n 'the d1::pO::01 t.1011 O~ 'th1s l'roeeed1ng. 
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Adopted. 

ATTACEMEN'l' A 

~ ORDER NO. 15 

Public Utilities COmmission 
o-r tlle 

State o~ Cal1!'ornia 

!f~V 1 8 ,1972.. Effective October l~ 1972. 

~ci~ion No. 80082. Case No. 9353 .. 
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1. CENERAL 

1.1 Intent 

tl.. Purpose. The pu:rpose of these rules is to establish un1t'orm. 

:::ta:ldards of service to be observed in the operation of telephone 

utilities. 

b. Limits of Order. 'these rilles do not cover the subjects covered 

in the filed tariff rules of telephone utilities. 

c. Absence or CiVil Lia.bility. The establishment of<these rules 

sha.ll not impose \:poe. utilities,. and they shall not be subjeet 

to 8J:J.y' civil lis.bili ty for d.amages, which 11abi11 ty 'WOuld not 

exist at law if these rules had not been adopted. 

d. Revision of Seope. These rules cay be reVised in scope on the 

basis of experienee gained in their application and s.:: changes 

in the art of telephocy a:a...v require. 

1.2 A'PPl1ea.bil1ty. These rules are applicable to all teleph~ne utilities 

providixlg service within the State of Ca.l1for.c.ia. 

1.3 D~.n1tions. 

a. Central. Office Entity. A group of lines usiIlg cocm:on origiMting 

equipment. 

b. COrz:mission. In the interpreta.tion of these rules the word 

"Commission" she.ll be eonstrlled to mean the Public Utilities 

Commission of the State of Califo~. 

c. Cocmi tment. The eate agreed to 'by a customer and d. utility for 

the completion of requested work. 

d. Ectui valent Y.3.in Line. A line terc.ina.ted on equipalent other· than 

a st8.tion. 
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e. Order Taken :Date. The date on ~bieh eustomer requests serviee,. 

8.S~ -prior eoc:plianee with utility's ra.tes,. xules and 

regulations .. 

-r. Plant Installation Ce::lter. A eentra.li:ed control point for 

1nste.lls.tion orders. 

g. Plant Maintenanee Center. A eentralized control point tor 

eustooer trouble reports. 

h. Primary Serviee Order. Serviee orders for all business anCt 

residenee n:18.1n statioll3 or equivalent main Unes conneeted 

i.. Reg:re.de Serviee Order. Changes between 1::ldi vidual and 'Party 

lirie serv1ee as identified under Primary Serviee Order. 

j. Reporting Serviee Level. A speeifi.ed :,;erviee level or 

-performanee for eaeh reporting 1J.Ilit. If ~ormanee i:s e.t or 

·oelo-.r this level the utility W"ill submit per10die reports to 

the Coa:mission .. 

adequate serviee to the user. 

1. St&tion. '!hose in-serv1ee telephones and equivalent :ns.in lines 

:naintained by the loea,l plant maintenanee eenter. 

m. Telephone Plant. Equipment aM w1r:i.ng, exeluding that loeated 

on a customer's J;lroperty ~ require<! to eonneet e. telephone 

oerviee to the exChange network. 

n. Telephone Utility.. A :publie utility tele-phone corporation 

prov1dil::g publie landline telephone serviee as t'urther defined 

by Seetions 216 Mod 234 of the Publie 'O'til1ties Code. 
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o. Trouble Report. A c:ustQmer t c report a.bout dissa.tis:f'action with 

his telephone service. 

1.4 In:f'ormat10n Available to the Public. 

The utility shall ::a.i:ltain, open :f'or :public inspectioc. at its Cl8.in 

o:f't1ce in Ca.ll!'ornia, copies of &ll reports sub::litted to this 

COcmni ss1oc. in compliance with these rules. Reports shall be held. 

available :f'or one yea:r. A copy of these reports 'Will uso be 

::a.1nta.1ned and be ava1la.ble tor publie inspection at the CoCllllission ~ s 

Sa.:l Francisco end Los ~eles offiees. 

All record: required. by these rules sh.e.ll be kept a.vailable 

to r~resentatives~ agents or employees of the Comcission upon 

reasoaable notiee. 

1.6 Reports to the Commission. 

The utility shall furIli.:b. to the Commission, at such times a:ld in 

such torm. as the COmmission may require, the results or sucma.ries 

of ar,::t ::.ea.surements required by these rules. The utility shall 

furnish the Cocmission with any information eoncerning the utility's 

faeilities or opera.tions which the Commission may request and need 

1.7 Deviations f'r0Cl. /my of These Rules. 

In those cases where the application or ar.y o:f' the rules incorporated 

herein results in 'Ulleue hardship or expense to the utility, it may 

request speei!'ic: relief" by fil1:lg a :f'0r:naJ. ~:pplic:e.tion ill aceord.:mce 

with the Commission's Rules or Procedure" except that where the 

relief to be requested is of minor i::'portance or temporary in Mt-.:re, 

the Cocm1ssion may accept an application nnd showing of neeess1tyby 

letter. Requests for devia.tions provided. for by Rule 3.4.e may be 

c.ade by letter. 
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1_8 Revision of Rules. 

~elephone 'l;.tilities suoject to- these rules> mAY' individually or 

colleetively tile epplic~tion with this Commission for the purpose 

ot amending these rule=.. 'l'l:le aWlieation ~hsJ.l: cles.rly set forth 

parties sb.a.ll. have 'the same r1ghtz to );lropose modifica.tioc.s bY' 

appropr1a.te 'Procedure. 

2 .. 1 Generu.. These rules esta.blish uni1"orm standa.:rds of service for the 

ir.ste.l.la.tion,. ma.i:lt~ce a:ld c.ueJ.ity oot telephone ~ervice. The 

service measures establisheQ. are as follOW'S: 

Service Measure 

Held PriI:laJ:y Service Orders 

Reld Regrade Serviee Ord.e::,s 

Install8.tion Cocmitments 

Customer Trouble Reports 

Dial Tone Speed 

Dial Service 

Toll Operator A::.swering Time 

Directory Assistance Operator 
Answering Ti:le 

?;¥pe 0'£ Sern.ee 

Ilwta.J.la,tion 

lnsta.llation 

Installation 

Diu Se:t"V1ce 

Dial Service 

Opera:tor Services 

Operetor Services 

2.2 Description of Service Ranges a:ld tevels~ 

1'0::' each of the :::ervice mea...«-ures except held orders. Service 

pertom.ance ..,rithin the standard service :range is considered to 

be a.deq,uate. Ea.ch individual reportirlg unit should genere.lJ.j 
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to ill!luences .... h1cl:. '!fJly cause them to oecas10na.lly tall below 

the standard range or pertorQAnce. Sueh variations 1Dd1cate 

inadequate service only where the subctand.tlrd :per:t'orma:a.ee 

indications are :t'reql:ent and substantially belOW' the standard. 

range. 

e. Reporting Service Level. Tbese levels have 'been established so­

as to 1-odiee.te units wh1c!l are per:t'o:::cing: ~ign1tie8!ltly belo...r 

stalld.ard. service l"B:1ges and. to provide an indication 0'1: 

ine.deqw:rte ze:rvice. Report1ng service levels are established. 

tor ea.ch of tbe service measures except held orders. Reporting 

Service leve:~ are a.pplica.ble to each indiVidual reportitlg unit .. 

3 .. 1 Held Primary Service Orders. 

a. Description. Requests tor Primary (mAw) telephone service 

delayed over 30 days beca.use of lack or telepboc.e utility plant. 

AD. orQ.er -.rill count a.s held .... hen service is ~ot proVid.ed with1:l 

30 c.ays a...~er CO=m1t::1ent date. Alte:rna.t1vely the date the order 

is taken trom the C'Usto::er my be used 1n lieu 01: commitment 

date 'W'here 1t is :lot the ut1lity's practice to' estts.'bl1sh 

co::mitment dates. Orders requir1:lg the customer· to' meet Sj?ec1!ie 

prerequ1s1 tes (e .g.." line extension charges) vill be measured 

tror:. the time the prerequisites bave been met. 
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1>. Measurement. Count once a month the total primary service 

ordC!'c held ov~ 30 <!IJ.y::; 'tor ee.ch reportine u::li t. 

c. StaDdard Serv1ee Rnnge. Not applicable. 

d. Reporting Ser."1ee Level.. Not applieable 

e. ReportiDg Unit.. Exclls.nge or plant 1nstallatiOll eenter" vhich-

~er is lesser .. 

f. Re:port1ng Fr«ruency. Compiled :nontb.ly T reported. qUJlrterly tor 

all reporting un1 ts .. 

3·2 Held Regrade Serviee Orders. 

8.. Descripti00... Requests tOr ehange in grade of al:. existing 

Pr1mar.r service delayed over 30 d8ys 'beeause ot leek of 

telepb.Olle utility plant.. ~ order ViU count 4S held 'When 

serv1ee is not proVided 'Within 30 days atter the eomm1tment 

date. Alter::l4tively the date the order is taken from tbe 

eustocer r:JJ.Y' be us~ in liet: ot commitment date where it is not 

the utUity's practice to establish COlmllit::ent dates. Orders 

requ1.r1:lg the customer to meet speei!1e prerequisites ..... ill 'be 

measured trom tbe time the prereq,uisites have been I:'let. 

'b. Measurement. Count otlce e. ::ontb. the total beld regrade serJ'iee 

orders held Over 30 days tor each reporting unit. 

e.. Standard ~ee Range.. Not applicable .. 

d. Reporting Service Level. Not applicable. 

e. Reporting Unit.. Exchange or plant instel.lation center" which-

etVer is lesser .. 

t. Reporting Frequency.. COmplied. monthly" ~rted qtl8.rterly tor 

all re);lOrting tm1tj!:. 
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3.3 Inw~allation ~~ents. 

a. De$er1pti~. Eeq'Ue:t::: 'lor est~bli:hn:.ent or ehMges in :con-key 

telephone 1nCivic.uaJ. and party line service thatnomal.ly 

involve plant actiVity.. Requests tor disconnects are not 

included i:l. the m~a:u..""i%:.g ba.:::e. Camn1tm.ents,.-:tll not be 

cO:l.side:'ed :n1ssed when resultillg trom customer action. The 

mellS'lJrement 'Wi:U be expressed in ter:ns ot :percent ot eomcitment.s 

met. 

b. Mea::uret:lcnt. Count once a month the total comm1tments alld the 

coc::d~ents missed. Commitments met eQ,Ual totsl,. minus missed. 

eoc:mi tments. 

c. StandeN Service Range. At or above 94~ cocmitmell.ts me'!:.. 

d. Report1:c.g Service !.evel. 90% co:.:::n:tt:nents met. 

e. ReportiJ:lg Unit. Plant Install.ation Center. 

t.. Report~ Fre<;:uenc:y. Compiled monthly, l'ep¢rted quarterly for 

those reporting 'C:lits at or below tbe reporting service level 

for any month. 

3.4 CUstomer Trouble :Reports. 

a.. DesCl'1j;>tion. R~rts ~c::m eu.::tomer~ and users o! telephone 

:;.ervi~ relat~ to dissatistllction with telephone COinparly­

provided equipment and/or service. Reports not relatiIIg to 

tbe quality 0:::' telephone service) reports thst can't 'be 

requ.ests tor operator assistance in placing calls, requests· 

for busy verification, reports ~ting to toll private 

::.eX'Vices lind employee reports w1ll not 'be included. Re:ports 

received Will 'be eOWlted and reJ.ated to the tot81 stations 

including lines Wit.bin the reporting \mit in tenus of reports 

:pel' 100 stations. 
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b. Mea.sa:renent. Customer'trouble reports ~1~ 1'7 the utility 

wiJJ. be counted. montbly and rela.ted to the totaJ. station::, 

incl.~ J.illes, v.ttbin a report5.:cg'1XC.1t. 

c. S~d.a.rd Service Rallge. At or 'below 6.5 per 100 stations. 

d. Reporting Service Level... 8 per 100 ztations.. 

e. De'via.tion for smaller Reporting Units. Wben So deviation 

relati'\l'e to cu.staner trouble reports is a,1.tt.b.orized. tor reporting 

tlnits str.all.er t.han. 10,.000 stlltioXlS, the S't&l.dard serv:Lce raDge tor 

these units cllall 'be a.t or 'below 8 per 100 stations and the report­

ing service level sb.all 'be 10 per 100 stations .. 

to. Iteporti:cg 't:llnt. Pla.I:.t maic.te:c.ance center. 
" 

g. Iteport1.og Frequency.. Compiled montbly,. ~X'ted quarterly 'tor 
, 
I 

tho:::e reporting 'Units at or above tlle reporting serv1ce level 

for any montll in accordance with :record. retention req,'Uirements. 

h. :Exclusion. Central o:f't1ces or less t:b.:lll 1,.000 stations need. 

not 'be included. i:a. :reports. Eowever, records will' be maj,ntsilled 

on these offices. 

3.5 D1aJ. 'rone Speed. 

a. Description. A mee.sure of the lldequacy o't the central. ottice 

equipment to proVide ciia:L tone to tlle subscriber. Measurements 

are taken to obtain the percentage of originating average 'busy 

hour call attempts receiving diaJ. tone within 3 seeonds. 

b. Measurement. Measurements are a.ecocplished 'by utilizing a. lY...al. 

'tone Speed. Recorder,. T:imed.All. T%'Ul:lks~:SUSy Meters or the 

equ:t V8J.ent .. 
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./ 

c. Sta.tlCard. Sel"Vice ~e. At or e.bove 97. n 'Within 3 seeonds. 

d. Reporting Service Level. 97.0% W1tbin 3 seeona.s.: 

e. Reporting U:lit. Es.eb. ~ntra.l. offi.ee entity over 3,,000 priI/lfU'y 

Sta.t10llS where eq1l1pped 1:or ::r:ald.ng measurements. All offices 

over 3,000 St.a.tiOrlS sball be eq1.1ipped. when economicsJ.ly :f'~asi'ble .. 

-r. Report1Dg Frequency. Compiled monthly and reported quarterly 

for those reporticg u:ci ts at or below the reportillg se.-vice 

level tor any month. 

3.. Desc:r1:pt10n. A me8.Sure ot the a.bility of the equipment to 

complete s. customer d.i3.led, c:a.ll over the loeal andtOU messs.gc 

network '4 thout the ea.ll encounter:1.Dg an equipment ml...~ction 

and/or all z;e.ths busy condition. A sample of orig:i.na.t:tng ca.lJ.s 

over C'UStemer lines or OJ:'ig:l.na.t1ng ~ is taken through 

ser.1.ee observations to obtain the percentage ot ee.lls bei.o& 

cttectively eompleted. 

b. Mea.s~nt.. Count all observed c:a.lls and d.etermine the percent 

of ce.lls not eneou:c.tertng a:l eqilipment I:l3.lfunctio.c. Md./ or all 

paths bilSy condition. 

c. Ste.:aCard Service &::I.nge. At or above 98.Oi 

d. Report1Jlg Serviee ~vel. 97 .~ 

e. Reporting UDit. Eacll eentr&l. offlce entity over 3,000 priIl'.l3.ry 

st&tio.cs where equipped tor maki.og measurements. All ottiees 

over 3,000 stations sha.ll be eqtli:pped when economically feasible. 

t. Reporti.cg Frequency. Co:p1led monthly a.nd reported quarterly 

t:or those re:i;)OrtiIlg 1:n1ts a.t or 'below the .report1%lgservice 
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8... Description.. A 'l:leasure or time tor tbe o:t:el"3.tor to answer on 

is taken to obta.1n the per~Ilta.ge of wll" a.::lCl. a.ssista.."l.ce cc.ll.:;. 

answered Within 10 seconds .. 

b. Mea.surement. Sample of the s.nsweriIlg illterva.l on toll and 

assistanee ea.l.lz that is representative 0'£ the measurement 

:period. utilizi:lg 8.:! a.nswe~ time recorder 1 force a.dm1n1st:ra.tion 

da:ta system (FAnS), or equivalent. Wher:. FADS is. used as 8. 

Will be converted to :pereent a.tl.S'\oI'er 'Within 10 seconds .. 

c.. Standard Serviee?oJlge. At or above ~. w1thi!l 10 seconds. 

d. Reporting Service Level. 83% Within lO .::econds .. 

e. Report1Dg U:d.t. Ea.~ tra.tne o!'t'iee handling toll 8.l:.d s.s.s1ctrulee 

c:s.ll.s and. ba.V1~ an a.::nuaJ. a.verage business day ~ volu=e of 

2,000 or :lore- ea.lls. 

t.. Reporting Frequency. Compiled monthly :;u:.d reported. q~er;.y 

for those reporting u:li t: below the ~portir;:g service level' 

tor MY month. 

S .. 8 Directory AsSistance O);>era.tor Answering '.ri:e. 

a. Description. A measure or the ti:le tor the operator 'to 3JlS" .... er 

0::. direc:to:ry a.ssista.nee c:alls.. A sample of: the 8.nswel:'iDg 

interval is taken to obto.in the :peree:::ts.ge of directory 

s.s:::1sta.nee ea.lls aDSWered w1tbin lO seconds. 

8.Ss1stanee ea.l.l.s tba.t is representative of the tne8.Sw:ement 

period. \..'tilizi~ 3J:. a::....'"Wer.i.ng time recor<!er) forced e.dm1nistration 
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c. Stan«ia.rd Se:t"Vice Range. At or a'b¢vc ~ 'W'itl:1iJ:110 seconds. 

d. Reporting Service Level. 78% Witllin 10 seconds .. 

e. Reportillg Ul:lit. Eo.eh traffic office b.s.Ildllng di:rectoJ:y 

assistance ~ and h.a:v1ng an average bu.:iness dIJ::r vol 'time ot 

2) 000 or more ealJ.s .. 

t'. Reporting F:l:¢queney.. Ca:lp1led. monthly and :reported quarterly 

~or those report1ng unit.s at or below the rClpOrt1ng service 

level tor ~month. 

4. RECORDS PJ§!) REPORXS 

4.l lteport1:2g U.c1tc. Service measurements sb.ell be ms.:inteined 'by 

repor:.1ng urJ.i ts.. Reporting Wits Vill be exe.b.8.nge, plant inst~a'-

t10n center, ;plrult I:laintell3nee center, centra! office entity or 

traffic Ott:r.ee as. req\li.red. The reporting unit for eaeb. service 

measure is d.efined in Section 3. and ~zed. in Appe::ld:ix B. 

4.2 Repo:rti:lg Levels. Reporting levels are established. by these rules 

as set forth. in ~ct1on 3. Service measurements with levels of 

service at or "belw the x-e:POrtinS level in ru:lY given month will be 

cons1d.ere<i 1ndic3.tions ot :POs~1ble in.od.e~:IJ..a:te service. 

4. 3' R~rt1ng Require:nents. Reports :h.all 'be tlad.e to the C¢rr:missioll 

quarterly of' all. %'epOrt1tl.g w.1t: J?roVi~ serv:tee at or 'below the 

q,uar..er. Stt::na..ries ot held ptima~,. and. regrade se:t"V1ce orders by 

reporting tmit slul.ll be submitted Q..'llarterly tor each month. dur...::l.g 

t!:e quarter. ~ reporting units will be excepted. :!"rom'reportillg 
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on certn1n :::erviee :.ea:u:re: a:: set forth in Section 3. nnd 

or the end of eac:h quarter.. Reports to the Commission of 

perto:rmanc:e at or below reponing level shall state the levels ·01' 

service tor each service measure and the months 'being re,lX)r...ed, a. 

description of the cause 0'1: performance at the reported level and 

e statement or action beillg taken to improve service and. the 

est~ted date ot completion ot the improvements. A sample 

torm i:: included as Appendix D. A sample torm tor reporting held 

~ and regrade service orders is included as Appendix C. 

4.4 Retention of Records. Montbly S\mll:ll.8.l'y records of service measure­

ments tor each repo:t1n& 1.lXli t wi:U 'be retaiIled tor two years • 

.AJJ. su::ma..""Y records will be aV3ile.ble tor exsminstion"oy 

Com:r.ission repre::entatives d\1rl.ng the retention period and 

~eial ~l'ies of service meSC\ll'ements mBY' 'be req,uestedby 

the Commi::::ion. 
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APPENDIX A 

St8..n48rd. Serv1ce ~e$ a:ld Reporting Levels 

Held Regrade Service Ord.ers 

Installation COClm1tments 

CU$tomer ~oub1e Reports 

onder 10,)000 Stations 

OVer 10.,,000 Stations 

DiaJ. 'l'olle ~d: 

Dial Service 

Standard. Serv1.ee R3.:lge 
a.t or above 

NA 

NA 

*# 8· 

6.rjf· 

97.7~ 

98·0 

81.0 

82.0 

... ~en Autllor1zed 

# At or Below 

-l-

Report1tlg 
'Level 

NA 

10* 

8 

97~0'f, 

91·0 

83-0 

78.0 
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APPENDDC B 

Record. Keep1llg and Reportillg Requ:f.rementz 

:Held. ~ Serv1~ Orders ~ 

Eeld Regrade 5erv1ce Orders) 

~taJ.le.tion Ca::zm:ttments 

CUs.tom.er Trouble Repol"'t$ 

Dial ~ol:le Speed 

Dial Service 

~oll and. Ass1Stanee Operator 

Answe~ T"...me 

Compilation or Data - Montbly 

F:equency of Report1:lg - ~..erly 

Reporting un1t and. . 
M1nL-u:n Report1~ Size 

Ex~e or Plant InstaUa.t1~~ Center -

wbicbever smaller 

Plant Installat:too Ceoter 

Ott1ce UIlder l~OOO statioo~ oeed not 

be includ.ed. in perton:a::lce reports. 

Central Ottice ent1 ty 

CentreJ. otnce entity 

~sistaoce calls - average buz1nesc 

day call voltzme' 0-: 2,,000 or more. 

ass1s~ce calls - averao~ busiDess 

day call volume of 2,000 or more. 

Retention ot l'..easurementz - 'X'w'o years 
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~1)IX C 

:Held Pr1mary and. Regrade Service Order Reports 

" 

Re:PQrts on held Pr:tmar.r and. regrade service orders shall settortJ:. 

1. Report1l:lg -..mit DSX:e' and. t\lrther 1dentU'1cat1on ttnsme does not 

co~ey geograpb1c location. 

2. lJ:'ote.l telepho::1es in service 'Iodth1n reporting -wnt. 'Dl1s ngc..'""e 

may be supplied. once yearly as a yea.r-end. number. 

3· Num'ber of beld. orders for each :tonth o! the quarter. 

APPENDIX D 

Reports on all zerv1ce :De8.Slll'es except held. orders shall set !orth 

1. Report1l:g Ul:l1t na:me and. :f'urtb.er 1dent1t'ication tt ~ does not 

convey geogre:pbic location. 

2. Service measure, level a:ld months 'bei~ reported.. 

3· cause o~ pertor=anee a.t the reported. level.. For insteJ.lation 

comz::j.tments o.nd eustcc.er trouble re:ports l indicate loca:t1ons 

4. Corrective o.et1on and cocplet1on date. 
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