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BEFORE THE PUBLIC UTILITIES CClo1MISSION OF mE STATE OF CAi:iF.ORNIA~ 

Ccmplainant. 

vs. 

1m: PACIFIC ttLEPHONE AND 
TELEGRAPH CCMPANY ~ 

case- No-, 9468' .... ".'. 
(Filed. November 10-:; 197Z) 

Defendant. 

Frank Powell, for himself ,canpla!nant~ 
James M. Ph1111¥S, Attorney at Law, for 

The Paciflcelephone and'Telegraph 
Company, defendant. ' 

o 'P I N I O. N --------
The above matter was heard before' Examiner Daly on 

April 13, 1973 at San Francisco. 

, Complainant testified that he is a residen~ of Tiburon 
and a subscrtber to defendant f s telephone service; that on 
NOvE:mber 10, 1971~ November 24" 1971, December 3'" l7~ and 20" 1971 , 
Jarxua:cy 10, 21, and 22, 1972, Februa:ry 22, 1972, March 10 and,2S:, 

1972, and April 8, 1972 he called defendant'sM!ll Valley office 
and complained about unsatiS£acto't'Y service for various reasons, 
including no connections on out-going 'calls, poor cOIlXlections,wrong 
n'IDber interruptions, and unwanted recorded messages; that des~te 
frequent complaints his telephone service remains unsatisfactory;' 
that since Februa:ry 1, 1972~ there have been a numberof'Z4-hour 
pertods when his telephone has been totally inope1:"at::tve;that 'at 
the present time he is able to place one 'out' of eight c411S;4nd' 
that up to the time of filing the canpla'1nt" he had spent $23:,.80: on 
placing local calls at neaTby pay statioQ$. 
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Ccmplai'Cant requests an o~r: (1) restoring good service; 
(2) grantingcanplainant the right to. deduct from any menies owed 

defendant an ameunt equal to. the menthly service Charges" plus 
taxes" pre-rated to. the day en which service is satisfactorily. 
restored; and (3) a money award in the amount of $23.80 •. 

Representatives of defendant testified that there were 
some difficulties in the area during the last part of 19'71 and the 
first part of 1972; that tbe problems during this. periOd., were & . 

result of equipnent changes made in the Central ~ffice; that because 

of these difficulties credit adjustments were made to complainant's 
1:elephone bills for tbe menths. ef .october and: November,197l" and' 
January and February 1972 in the total amount of $27.30; that the 
records fran defendant's Custaner Service Department- ind1C4t,e siX, 
trouble reports by ccmplainant fran November 29:" 1'9.71 to., and includ
iug April 3" 1973; that the canplaints varied fran "'no d1altone"" 
wCan't callout"" "'can't call 411", and "'gets recordings"'; that on 
foUX' occasions the se1:Vice "tested OK" and on two occasions. the 
difficulties ccmplained of were corrected at the Centraloff1ce; 
that representatives of defendant checked the telephone facilities 
leading. into complainant 't s premises and" except for the line in the 
basem.ent aTe8" also. examined the telephone £aci1it1es ~th1n com
pla1'Cant f s premises; that some adjustments were made and before' ' 

leaving the service "tested OK"'; that the base:nentarea' wa's locked 
and complaitlant did not have the key; that on subsequent oeca'si'ons 
representatives of defendant have called at complainant's premises
to check the base:nent area" but canpla1nant was not available; and 
tha t according to defendant t s: eUstcmer trouble reports. Wit~in the 
Tiburon area" per 100 stations. the high of 9.0 in November 1971' 
has dropped to 3.5 in March of 1973,,, which is below-the 5,.5 set bY 
defendant's- standards and the 6-.5- standard. eseablished,by: General 

. :1 

Order No. 133. ... :: 
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After consideration the Ccmmission £inclsthat: 
1. Canplainant is 11 resident: of T:tburon~ Ca11forn14~ and a 

subscriber of defendant's telephone service. 

, ~" 

2. Defendant is·8 public utility subject to-: the jurisdiction 
of this Caam1ssion. 

3. As a result of equipment changes in defendant:~ s Central 
office in Mill Valley, service pr<?b1ems of a high degree:.were . . 

experienced Within the se'rV1ce area during the period· fran November 
1971 to February of 1972. 

4. Canpla1nant eXperienced difficulties With his telephone 
se'J!'V'ice during said period .. 

5.. C<:.mpla1.ne.nt received eredit adjustments in the:' amount of . 
$27 .. 30 for the perlod November 1971 to FebrUaTY i9·72. 

6. As the result of complaints received after February 1972 
representatives of defendant: checked the telephone facilities lead
ing into and Within cexnpla1nant t S premises, except for the' 'basement 
area. Subsequent attempts to check the 'basement area hav:e been 
unsuccessful. .. 

7.. Defendant's trouble reports Within the Tiburon .area as of 
April 4, 1973 are well below the requirements of General Order 
No .. 133·. 

The Camniss10n concludes that, with the consent 4nd' 
cooperation of complainant, defendant should again check the tele
phone facilities leading into the premises of complainant and the 
facilities Within the premises includ1:i.g the basenent area ~ In. 
addition thereto de£enGa.ut should keep a debl11ed'· record of a,ny 
service ccmpla1nts made by ccmpla1nant, 1n~luding, ccmpla1nts . to 
defendant f s service representative, for the period of one month 
following the effective date of this order.. A written acCount 

. . . '. 

thereof should be filed With the Ccmm1ss1on. 
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IT IS ORDERED that: 
1. With. the consent and cooperation of canplainane, defendant 

shall examine its telephone facilities leading 1nto-and'W1th!n 

~e preclises of canp14:Lannt and shall file 6; wr1ttenaccount thereof 
With the Ccxmn1ss10n Within thirty days after the effect1vedate of 
this order. If no inspection is: made Within the time specified,. 

the report shall so state a.nd shall speCify the reason why the 
1nspeet10n was not made e' 

2. For a perlod of thirty days after- the effective da~e hereof 
defendant shall maintain a record of any canpla1nts that ccmpla1nant' 
may have With respect to service and: Within forty days a.'fter th~ 
eff:ect1ve date of this order shall file With the Ccxmn1ssiona .written 
account th~reof specifying the dates and times. that trouble, was 

reported and the action taken 'by defendant in response thereto~. 
3. Conpla1nant Ts requests for a money award and for' the right 

to deduct any'monies owed to defendant a;-e denied. 
The effective date of this. order shall be twenty days. 

after the date hereof. 
. Da ted' a 1: San Fnnci8c:0 , C&.11forn1a,this _3.1.>_' _.'f1...>_ ' '. 

day of MAY , 1973. 

,,,./, ... ~, .. ~ 
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