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(See beoision 83-12-067 ZLor appearances;)'

SECOND INTERIM OPINION

Svumary of Decision
The pu*poee of this opinion is to speci’ieally direct the
attention of all respondent telephone utilities,,and interested
parties, w0 the proﬁosal of our staff for establishing a cooperative
centralized credit bureau. Staft’ s‘goal’ia %o reduce the preoent‘“
tatewide amount of. uncollectibles, now in excess of 8160 million
annually ’cost‘ng about $13/year per subserider). The- initial '
concept and mechanice were p*esented by staff's p*oject manager, H.
Strahl, in Exhibit ;4. Strahl has refined hie proposa_ oince '
initially tes*ifying about it on December 13, 1983 Today 8.
decision, o ve served on all appearances and the -espondent° in
Order Inotztu*ing Inveetlgatzon (0II) 83 -08-02 is accompanied by )
staff's proposal as Attachment. . L
A hearing to allow cros s—examination of Strahl and receive
testimony by telephone wtilities or interested partieo is. sec for
June 12 1984. We <think Strahl’e proposal. ha° eonsiderableE‘
potential merit, and we want it addressed expeditiou y.

e
e
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Badkg;ound
\ Ve allow a reasonable level ¢f ‘uncollectibles as an offset
to revenues when ratemaking. Accordlngly, all telephone customers

bear, through thelir rates, the burden eaused by those nonpaying
customers. '

Strahl points out that pres ently, among all telephone
wtilities, there is a lack of information exchanged about nonpaying
customers. The nonpaying customer of, for example, Pacific Bell
could terminate service and move %0 General Ielephone Company of |
California's (General) territory and ‘have. service instituted, very
likely without General knowzng the customer is a credit risk. _
Existing tariff rules provide at the nost, even if. credit.worthinees
is in doubt, for a deposit equal to two months of the average
expected bill. As sucn, in addition to the centralized credit ;
bureau, Strahl proposes a new deposit rule for tariffs, so that a
xnown credit risk customer (who has not paid the prior serving :
telephone-utllity) would have $0 put up 2 deposit of. 75% of the
amount. owed the prior utility.

Mechanics of Staff s Proposed:
Centralized Credit Check Systenm

‘Strahl proposes that information on all mew sub cridvers,
and those who have terminated service without fully paying theif
bi;ls, go into the data base of the centralized credit system check.
mhuo, there could be an almost instantaneous cross-check on credit’
worthiness. Also, the telephone utility holding an unpaid,bill would
be notified of the nonpaying customer's new address so it could
pursue. collection. General, working with Strahl, found a company in
San Jose, Information Management International Ine. (IMI), whicn
. eould be contracted with to compile the data base and eaeenzially,
serve as the centralized credit bureau for all. telephone ut ilities.‘
Costs, about $3.7 million per year, could be shared among utilities.
A reduction in uncollectibles~of about $20 million during uhe first
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year is estimated by IMI. At this time Strahl recommends to‘quickly
institute his propesal, that the utilities contract. with the San Jose
firm for a maximum of two years. Thereafter the data~base
collection service would be let out to competitive bid.

Other Proposals Related to Uncolleectibles |

Staff also has proposals to reduce late payments credit
card fraud, and dealing with repeated non-paying customers These
proposals warrant comsideration, and should be addressed after the -
proposed centralized credit check system
Issues to be Addressed . : ‘ :

Reducing uncollectibles is Without question a desirable
benefit for all customers. It can reduce the cost of sexvice. The
pivotal issues we expect parties to address at the hearing are:

1. The cost benefits of staff's proposal

2. The reasonablemess of the ancillary tariff
rule charges recommended by staff.

3. Whether there can be adequate safeguards to
protect customers' privacy rights and the
confidentiality of credit information
pertaining to the utilities' customers,

Whether the staff proposal, which would use the
services of IMI on a two-year trial basis, is
preferable to an RFP process which would select,
on a couwpetitive basis, a company to carry out.
( on a trial basis ox otherwzse) the particular
proposal adopted in this proceeding

5, The various other items recommended in‘the
staff's report dealing with uncollectibles.

If Strahl's proposal or a variation, is found workable and
cost effective for telephone utilities, we may then explore in 2
separzte proceeding the feasibility of ultimately havzng_energy
utilities join in the effort. o

Staff's proposal reflects the initiative and imagination $0
critically needed as we endeavor to seek ways of keeping utility
service affordable and rates reasonable, Its proposals are in its
report which is. attached to this decisron as an appendix

“3a
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SECOND INTERIM ORDER

IT? IS ORDERED that:

1. This order shall be served on all appearances in
Application: 83-07-02 et al., all respondent telephone utilities to
0II 83-08=02, and appearances in Pacific Bell's pending Application,
83=-01-22 et al. : ; , .

2. The following inter-LATA long distance carriers shall be
mailed a copy of this decision: American Telephone and Telegraph
Communications Company of California, Inc., MCI Telecommunications
Company, Western Union Telegraph Company, and GTE Sprint
Communicatzons Corporation. These utilities are not. resPondents %o

CIZ 83-08-02, dut thezr partmcipation in these proceedings may be o
uoeful., :
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3. A public searing will be held on June 12, 1984, at -

10:00 a.z. in the Commission's Courtroom at 350 McAllister Street,
San Prancisco, to receive the staff's attached proposal in evidence,
allow cross-examination, and receive the testzmony of any respondent
utility or interested party relating to staff's proposal. Those who
wish %0 present testinony shall submit it as prepared testimony,
served on all parties and respondents, no later than May 18, 1984.

This order is eff ective today. ‘ | ,

Dated APR 4 1984 _, at Sen Francisco, California.

uEONARD M. GRI 1ES,. :R.;
Prosidon"'
VIC;OR CALVO SRS
. PRISCILLA Co GREW
DOVALD VIAL RN
: Commis ioners
Commiss.aonor w4 liam T. Bagl. -
being: nocevvarily ab_ent ‘3137*‘
2ot pal‘tif.‘i.p.‘z..o. . . \

I CERTIFY TEAT THIS DW""Q"'ON o
Vibs: ADPROVED. BY. THE LoV
oSS T \"’QS--‘I.'C"*M.. ,
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ON THE
TREATMENT OF UNCOLLECTIBLES.
AND RELATED ISSUES
FOR TELEPHONE’COMPANIES

OLL No. 83-08-02
Application No. 83-07-02

San Franclsco, California
March 16, 1984
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- . SYNOPSIS
. ‘\‘ -
\\

The Revenue Requirements Diﬁision staff recommends ‘that:

A centralzzed credit check system should be set up as quickly

as possible to aocomodate all the telephone utilities in
California.

The telephone utilities be directed to work with military

authorities on military bases that have high uncollectibles
50 as to reduce that problem.

The utilities be directed to implement a late payment charge

Ofll .5% per month on the uwpaid balance of all customers'
~bills. ‘

The utxlxties be. dlrected to take appropriate steps to reduce
credit card fraud. -

The utilities be directed to modzfy their rule on

discontinuance and restoration of service to include in it

provisions for customers who discomnect and reconnect undex
different names.

The Roseville Telephone Company be directed to tmplement
special network restrictions in its system.

The utilities be directed to study the possebility of
offering various neCWorP rescrictions.

.
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CHAPTER I

INTRODUCTION

T. During 1982, the California telephome companies recorded

uncollectible‘charges of over $160,000,000 or asbout
$13.50/custoner/year. Recent changes involvlng‘restriction of
third‘party calling and new deposit rules will aid in reducing‘this
staggering amount to some degree; nevertheless, the 1984 | |
anticipated amount will still be around $160,000,000 due to the
growth in Both revenues and customers. Another factorzthat anight
well contribute to increased uncollectibles is the ATT dzvestiture
whzch will result in a number of interLATA toll carriers serving
California and will pose new problem as to the~revenue‘collection
practices in light. of the various possible serving combimations and
jurisdictional problems. For example, a customer served by Pacific
Bell for intralATA and by ATT for interLATA might walk away from }
hundreds of dollars on both blllings relocate and reestablish
service in General Telephone s area for imtraLATA and MCI for
interlATA. Due to the present lack of coOperation between the

utxlities, Pacxfic and . AmT‘would have to write off the amount and,

.in effect, charge it to thelr other customers, while General and

MCI (and their;ratepsyersj would unknowingly take on a riskyﬂ\‘

customer.
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'.. 2. In order to reduce this abuse, the Revenue \ReQuir_ements'

Division staff (hereafter referred to as staff)rrecommends that a
centralized credit check entity be set up and funded by all
pnrticipants on the basis of use. This entity will obtain names

and identification data of individuals who disconmnect and relocate ﬂ
‘without paying their telephone bills. The data will be compared tot
a data file containing the names of customers of all telephone
utilities who have recently ‘established service (six months or
less). 1In the event that a verifiable match is found then the
entity would notify both the current and the former utility. The
current utility would be allowed wmder tariff, 0 charge the
customer a special deposit which would be higher than what is.
normally provided for, and the former utility would be given the
current address of the customer in order to facilitate the
expeditious collection of the unpaid bill.

3. The staff enviszous a fully mechanized system that would
use few, if any, paper records. Appropriate measures should be
taken to prevent the use of the data by unauthorized entities aud

in order to motivate the utilities to use the system efficiently,
the names of newly established customers should be purged*fromrthefv‘
data base after six months. | |

be Afueeting was_heldlin'San Francisco.on August”4,<1983-toi“
.discuss this particular issue. Representatives of-many'local ”
exchange telephone utilities, the staff and other entities such as

AT&T and GIE Sprint were present. ALl participants.have agreed
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-

. that there is a need to further explore this issue as well as other '

items that relate to 'it. This report addresses the results of the

exploratory activity ‘and also covers related issues.
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CHAPTER II

ENVIRONMENT *

Utilicy customers are a heterogenous lot but mey be

roughly classified ag belonging to.one of five generalvcategdrieS-_‘

as follows:

1.

Regular Paying Customers - Cuetopers whoﬁgenerally pay
their bills on or before the due. date, an&'&ho,'on | |
oceasion, may miSS-payments due to fergetfulneés,‘pOStal
delrvery‘problems; vacation and .other absences\o?*a bili a
dispute; in the latter cases, resolution'ef the'matcer is

relatively expeditious and usually terminates in a

satisfactory manner to all parties. The vast majority Of-c

customers belong‘to this category.>' |
Threshold Customers - Customers who are frequently late
paying their bxllﬂ because of forgetfulness or because of
other pressing £inancial and nonfinancial matters. Ihesev
customers generally have no intent to disconnect their
service or defraud the system, andrif'treated in.thee
appropriate manmer, may be persuaded tOujeiﬁftHe‘fifst5
category. |

Working Cash-Customers - Cuetomers-(primarily'business)'
who understand the mechanism of working cash and exploit
it to the maximum level possible. They constantly com=-

pare the benefits derived from deferring payments: to the
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assoclated costs, and this economic anakycis is their

sole motivator. They are habitually late and:pay;theirt
bills just before the disconnection notice;.however, they
operete within the letrer of the tariffs and genereily
have no intention. of disconnecting;orcommitting:freuot
Financially distressed customers - Ctstomerelwho arel
wable to pay their bills but have no wish to disconnec‘
service (The exception might be bank:upted individuals

oxr corporations); nevertheless, customers in this
category do not intend to commit fraud. |

Frauvdulent customers - Customers who, for diverse
reasons, elect to defraud the utilicy through the use. ofl
various devices. These customers span~the demographic
and social spectrum and only exhibit unity in the way

they use the system to further their owm aims.

2. It is possible for a customer in one of the first three
groups to gravitate to a lower group through wnforseen
circumstances; for example, a business customer in the‘thi:d group
might suddenly declate bankruptey and, as such, would fali'into the
fourth group, but the key issue is that the intent to commit ftaud

is inherent only in the last group.

3. By far, the major generator of uncollectibles ie'the .
£ifeh group, although some writeoff nay be ascribed to the fourth
group. As mentioned before the wmcollectibles for teleghone
utilities in Californiavexceeded $160.QO0,00Qiin 1932 alone;‘




A.83-—07-02'et al. /ALJ/jt' ATTACHMENT

_ Page 9 - ‘
or $13;59 per customer per year. Most customers are aﬁd have}beeh
totally desensitized to\this because the entire wmcollectible
amount is treated as a legitimate expense for rate making!purposeé;

as such, most utilities £ind it easier not to pursue this issue.

t

Also, the recent campaign to stimulate usage of the tollfﬁétwork

OF ‘ : .
thru'easeAaccess.and'credit cards has resulted”in.a_vfrc%al

-

¥

- o (
b4y The customers in the £ifth group may belong ‘to one or

invitation for abuse.

more offthe folldWihg'subgroups as follows: '%& '
a. Cuétomers who charge calls to billing numbers other than

their own (Operator Number Identification (ONI),
circle digit Identification and credit card).
Customexrs who fraudulently contestlegitim&te chafges in
the hope that the utility personnel might £ind it eéSiérf
to drop the-chargevthan to investigate it.
Customers who skip outJon‘legitimate biils‘without
leaving a bill forwarding address. |
Customers who skiﬁroﬁt or discomnect service without
paying the final,billandre;onnectunder'anochériname
through reiated~or unre1ated'memberS"inﬁtﬂe sémg'

household.
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" 5. The motivation of customers in the £ifth group is a
complex issue that may encompass greed, fum and challéﬁge (alé
"Captain Crunch"), radicalization ("a blow against the
establishment"), revénge and other factors. The staff3iséf the |
opinion that the Comnmission cannot and should nét‘address those

factors and should onl& concentrate on protectinggthé firstufour'

groups against the last.

6. . Appropriate tréatments of the fifth group are proposed in"

Chapters 1V, VII and VIII of this report. Treatment ofvthe'sécond
and third groups is proposed in Chapter V, and treatment of the

fourth group is proposed in Chapter IX.
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CHAPTER III

ISSUES

1. The staff, through meetings and cortespondence with the .
exchange telephone utilities in California, identified a number of
issues that need to be'rcsolved - Those issues may‘be-addressed'
indivi dually or collectively and final resolution need not be

concurrent ‘or all

2. _ The issues are as follows: | |
Should-customers in the‘first four groups~(as spclled out
in Chapter 2) be forced to carry the burden imposed by
the fifth group? '

Should the utilicy (and its stockholders) be held -
reSponSible for sharing some or all of the uncollectible
burden as an incentive to keep uncollectibles as low as .’.
possible?

Should‘rcgular customers bear the’financial burden

imposed Sy customers who habituallylpayithcir bills late?
“WhatVShould be donme about customers who:move frequently‘
from one utility s service area to another utility

without paying the final bills"

What needs to be done in order to reduce ONI circle

digit identification and credit card fraud’ -
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f.  Are there any fair and reasonable means O suppress the

incidents of customers who discommect and reconmect under
another name through related or unrelated membersfin‘the‘
same'hoﬁsehold? | |
Could the network be rec0nfigured'torhandie.customers'
with temporary or permanent financial difficulties so
that provision of emergency services would not. be denied’
Could .he deposit rule be made more flexible so as to
enable utilities to handle different types of customers’
Should the Commission demonstrate more support to
utilities that are taking extra measures to reduce and’
maintain low wneollectibles?
Shodld.the entire issue be enlarged se-as to cover all
other regulated fixed utilities in Cslifbrnia (Energy &
Water)? ' ‘ :
3. It is quite possible that additional"issuesmsy'surfsce
during the courSe'of the hearings in this OII; if_such,isethevcase,_
the staff woqid reconmend that additional time be arlqcated~tc

address the new issues.
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CHAPTER 1V

PROPOSED SOLUTION AND RECOMMENDATION ON THE
ISSUE OF SKIP OUTS ON FINAL BILLS

Te Customers who skip out on final bills and reconnect in

anocher company, without making arrangements toApay the final bill

are, in effect, foreing the general body of ratepayers to: pay the
bills for them. To the extent that means are readi.ly available to
suppress such activities, those meanms should be utilized The act
of ferreting ocut customers who do not pay‘their.bxlls and-demanding
paymeﬁt represents an-attempc*torprotect the general body of
ratepayers. In light of the above, the staff started exploring

solutions to this problem in early 1983.

2. On‘August 31, 1983, the staff sent all participanre in
0II 83-08~02 a data requestvregarding‘uhcollectibles in‘general;
and staff's proposed‘Centralized Credit Check System (CCCS) in
particular (Artached-as‘Appendix aA). Pacifio'ﬁell (forﬁerly
Pacific Telephone), in'its,Ocrober 18, 1983:reeponse, ma&eLa number:
of statements to the effect that, due to lack ofvtime;wresoorees
and a neavy workload, it was unable to conduct an in-&epthestudj of

this matter; further, Pacific suggested that this repreéents]"a

potential new business opportunicy"‘and :hat-irewouldilikeftoa

consider it in the future.
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‘. 3. General Telephone tespond‘ed to the tequest on October 18,
1983 with a more comprehensive tesponse than Pacific's. Aside‘from |
addressing the many issues, General solicited‘an independent study
on CCCS from a non-affiliated entzty named Infbrmation Management
International, Inc. (IMI). ™I s study and CCCS.proposal are
attached as Appendix B. The study was detaxled and its conclusion
was that it would cost approximately 33,7 mi’lion-tofimplement and i
operate CCCS during the first year and that 'on the conservative
side, it would result in savings of over SZO million per year; the
study also suggested that, in subsequent years, the savings will
increase due to improved collection procedures and education of™ the’?

general puolxc in the existence and utilization of the proposed

CCCS.” IMI indicated wxllingness and abilicy to commence setting

up CCCS as soon as possxble and it has confided that CCCS could be o

fxlly operational within four months from the go-ahead-direct:ve.;‘

4. The basic flow chart of the CCCS-function-istshonn:on'
page vd.,1z. The concept iS'that.all new”seruice anplicationsvwill
be compared, on a monthly basis, for a period of six months, to the
file of wnpaid £final accounts from all California telephone |
weilities. If a match is-discovered, then the forner'utllity~would
be'notifled of the customer's new address,‘so‘as-to‘facilitate
collection and the current serving utility'would‘charge‘af'
‘reasonable deposit to reflect the fact that it (the utility) is

| serving a. rxsky customer.




S onmUD et or@won @

" NEM SERVICE
APPLICATION

ACCESS €CCS
FILE OF UNPAID
FINAL ACCOUNTS

LOCATED

INPUT NEW CREDIT
"DATA TO CCCS

'MATCH OCCURS
WITIIN 6 HONTHS

HO

OBTAIN SECURITY
DEPOSIT. NOTIFY"
FORHER UTILITY
OF NEW ADDRESS

CONTACT CUSTOMER
FOR ADDITIONAL -

“INFORMAT{ON
REHOVED FROH
CCCS DATA BASE

DFEPOSET. NOTIFY
FORHER UTILITY OF
NFW ADDRESS.

UNCOLLECTIBLE
ACCOUNT

_ INPUT CREDIT
INFORMATION TO
cces

C/0U¢/ °Te 39 Z0=L0-€8°¢ - °

MATCH OCCURS
IHMEDFATELY

ST abeg

INTWEOYIIY .'-"

_ASSIGN TO
COLLECTION

ATTEMPT COLLECTION

AT NEW ADDRESS

v

HATCH GSCURS |7
WITHIN 2 YEARS

AT S |

YES NO

ADDRESS.

JE DAT
TO STORAGE




A.83-07-02 et al. /ALJ/3t ATTACHMENT
‘ Page 16

- . The staff is of the opinion that: a) the d‘epesit,‘ as d';iscﬁssed' |
above, should equal 75% of the umpaid balance owedvto the previous
utility but not less than $100.00; b) in the event that the
customer makes a complete and tapid restitution (ﬁithin one month)

to the former utility, after discovery, then the deposit should be'

reduced to 25% of the former unpaid balance but not‘less‘than
$80.00; and c¢) the deposit should be held for.s period of two

years.

S. In order to protect the rights of customers and encburage
efficiency, new service application data should only be retained
for a period of six months from the in—service date and thereafter

purged from the files. There should also be safeguards in the

. system which would"prevent its use by unauthorized entities‘ as:

a. A restricted access system which would only allow input
from authorized users and lock out amy attempts to obtain
output, manipulate the data file or input information
from wmauthorized entities

An in-house security system to imsure that personnel of
the operating CCCS entity will not manipulate the data
file on behalf of wmauthorized emtities.

A clause in the contract of the CCCS entity which will
specify that 1) the customer's information data base is
the sole property of the utilities; and 2) failure to
achieve a reasonable level of- security in protecting the
data base shall comstitute grounds for termination of the
cccs entity 3 Operating contract. ‘
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.6. The staff has already recommended, on the record, that

this system be implemented as quiokly as possible 30 as to derive "
benefits from-:he excellent cost-benefit ratio.‘ The benefits
(through reduced revenue requirement) could be reflected in all
1985 telephone rate proceediugs. The scaff appreciates the
difficulries encomntered by Pacific in developing‘a'ciﬁely”study
for the systenm; however the 'atepayers of Calzfornia need not wait-‘
witil Pacific is ready.‘ The staff is of the opinxon :hat chere rs
a need to implement CCCS as quicklv as possible because a delay :
costs the California celephone ratepayers at leas: $1. 3 mill on per
month; ctherefore, the staff recommends that IMI be_given a(‘
contracye, for.e limited period of two years, to implemenr,aud
operate the system; thereafter; the contracts foruoperetingfcheff
systen should be-letoou: ou-tue'basis of'compericive’oidssfor a

period of three years.

7. vahe centralized customers' information systeuvis‘noc'
substantially different from the inéhouse systens of major
telephone utilities; as such, CCCS is simply an excension‘of the
current systems. CCCS‘ as proposed above, does. provide a fair
reasonable and efficacious way to deal with the issue of cuscomers
who skip out on final bills. Further CCCS will eventuallv br;ng‘r
about a reduction in the number of customers who skip out due to

increased public amareness and exposure to the sys-em..




A.83-07=02 et al. /ALI/It ATTACHMENT
: ‘ Page 18

. 8. The staff has determined that the skip-out problems are

quite severe around nilitary bases bécause some 'milii:a.z.v p'erlsonnerl ‘
assume that the local serving entities will not bother to tré.c}c
them to bases in other states or overseas. The _staff vrecom‘mend‘s-ﬁ
that the utilities be directed to wofk closely iai;ch'mi'litary '

guthorities on the bases to reduce this problém;
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CHAPTER V

LATE PAYMENT CHARGES

B “The utility's working cash requirenents are‘greatly'\
affected by the epeed of collection of due Billé. As more
customers lag in their payments, the utility is forced to make up
for that through short tetm borrowingeor eventual,tate'adjustments;,
Further, such customers bring about a substancial advinistrative
burden which gets reflected in higher commetcial expenses. The
logic of the habztual late payers is fairly obvious in that they
have three alternatives as follows: |
8. Pay the due bill on time.
- b. Delay the due bill and, if cash is available usge that

cash to earn interest or put it to ‘other uses.

1f cash is not available, delay the b11l and thereby

avoid the costs of borrowing the cash.

The most beneficial arrangement for most customers from a
cash flow standpoint is alternative C because thejcustoper, in
delaying bill payments, negates the need for obtaininé a short tem
Loan. The current cost of an unsecuxed short-term loan (from a

legal money-market source) is anywhere from 17 to 20 percent per

year.
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) . 2. The reasomable solution is to assess a late payment

charge on the unpaid'balance of the bill, andfGeneraI'TeIephoﬁe -
has already implemented such a'chargé in 1983. General~isiqf‘the
opinion that this charge will result in a saving,dffaboutf$9‘.
pillion during 1984. Thévappropriate term forsﬁch;chargeé{sﬁould
be Late Payument Charge, and the amount set‘on the basisféf the
unpaid~balance-and'expreésed-as a percentagé,' The peféentage
should be eQual'to:the current cost of obtaining a short té:mg‘
unsecuiéd.léan plus a small premium toreflect:administr&ttvel
éoSts. The staff is of the opinion that imﬁlegentétionvof such a‘
charge for all‘telephoné utilities in Californiawbuldfcﬁr;ail
abuse and wodl& eventually result inm lowef ratéélfbr éll—cuétomers;

The charge should be set at 1.5% per month of th¢ unpaidfbaisnce.
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CHAPTER VI

RESPONSIBILITY_FORtUNCOLLECTIBﬁES :

1. The reasomable costs of operating the telephone.system
should be borme by all customers;‘nevertheless; there is.e‘trend
toward compensatory rates whereby customers will aseume ﬁore of the
burden that they themselves impose upon the sjstem; hence; a
customer who moves frequently will have to pay-for themmoves and-
charges rather than have the general body of ratepayers pay for
this activicy. Similar measures are being\proposed‘or have alreedy
been implemented for terminal equipment maintenance and operator

assisted calls.

2. Uncollectibles are a,stratge and wique expense cetegory'
in that they may be controlled, to eome degree, by/utility and
regulatory practices.‘ The ratepayers, as aiwhole, have been |
consistently paying for those expenses and, as such‘ the
environment has been made ripe for a cost-plus operation on the
part of the utilities. Also, regulatory restrictions way also
affect utility attitudes in that it is generally easier to write

off an accoumnt rather than pursue ic.

~18-
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3. The suppression of all uncgllectibles,.an‘ideali?ticf
goal, is generally not féasib1e dueI%o unreésénable costs;  The
nost reasonable mode of operation is to find 5n'optfmﬁm-fange of
suppression-unco-lectibles costs and operate within that range
while seeking new means to affect eagse of collectzon and

supp:esszon.

. Ihe staff is of the opinion that, while the. general body
of customers should be responsible for payment of uncollectibleo,
the utility should be held liable for minimizing the‘suppression-
wmcollectibles costs. This means that uncollecﬁibiesishépld T |
receive more than just a cursory review duriﬁg}faﬁé ﬁroceediﬁgsj :

the utilities should be ordered to demonstrate, through appropriate

studies, that they are\indéed]pfotecting,thefratepéyers-v
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CHAPTER VIT

REDUCTION OF TOLL FRAUD -

1. To the extent that modern technology in communications is
doing away with Operator Number. and Circle Digit Identifications, |
the problem will simply disappear in time; however, credit card
and related toll fraud are increasing due'torthe:£o11ovitgi
reasona: | | -
a. In the spirit of showing 2 "new market"” with a
potentially "new source of revenues”, some utilities

wight be eagerly issuing credit cards to individuais‘who

shouldn't have them. The stories about cards issued to~‘

SuCh'worthies as ¥r. AL E. Gator might be3ex388étated;"

but the proliferation of such casually treated
instruments invztes fraud through card theft |
eavesdropping for card- numbers or unauthorized use. |
The cards genetalky show all the customer s information
in bold print on the front of the cart no other :
verifications are required to make a call This is in |

marked contrast to the banlking system 8 automatic teller

cards.
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The toll network, at present, does not restrict the use.

of credit cards on the basis of a dollar amownt limit on
calls. This means that, wmtil abuse and/or theft are
reported,'the calls charged to a particular card may keep
on accruing; it is mot unuuual to-run_over a thousand

dollars in fraudulent credit card billing.

The staff is of the opinioﬁ,thet some solutions should be

conszdered such 2s:

a.

Increasing the nunber of public telephones which allow

direct credit card dialing.

‘Restructuring the contents of the credit\eards s0 as to

eliminate some of the identification and network access
information in a fashion similar to- the bankinp system s
automatic teller cards. ‘

Exercise restraints-in issuing credit cards coupled with
a Commission order to the effect that credit catds
uncollectibles shall not be assigned against the |
ratepayers for ratemaking purposes 1if an investigation

determines that a partiecular utilitv is issuing ¢redit

‘ I
i i
!l

an

cards without safeguards.

[ I S S A

-21-
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d. Set an upper limic on the monthly amount charged. Most
card carriers would prcbably use less than $150.00 worth
~of calls per month; others requiring a higher liﬁit-could
convey this‘need to the utility. ALl this inforﬁatioﬁ'j |

may be readily stored electronically and ccﬁparéd+agains:

the on-going use, with-denial,applied'at-thegapprbpriate

time. Most regular bank credit cards‘have.én,uﬁpér‘lrmitt‘
based on use and need and there's no ‘reason why‘teleﬁhoﬁeﬁ
companies_could-not.aGOPt a‘sﬁnilafxsystem to‘feduéepthev

potential for fraud.
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CBAPTER VIlI
\

TREAIMENT OF CUSTOMERS WHO DISCONNECT AND RECONNECT
\ UNDER OTFER,NAMES

1. A frequent irritant to many utilities is the case where a
customer diseonnectsfservice without p;ying_theVbill'and another
member of the household recomnects under another name."The cycle
may continue on wntil all of the family or soctal members have
piled up impressive delinquent bills. The CCCS-entity,.pfoposed‘by
the staff in Chapter 4, may suppress the. prac:ice coia very limifedt
degree if one of the offenders attempts to reestablish telephone
sexrvice elsewhere in California- however, to the extent that the

offenders continue £o reside in the same dwellmng, o:her mechanisms ‘

. might bde necessary to suppress this activicy.

2. Continental Telephone Company, in a recent
correspondence, offered a possfble solution to the problem by

adding a paragraph to its Rule No. 11 (Discontinuance and

Restoration of Service) as follows:

"C 5. The utility may not discontinue or deny
service at a premises where services provided
to a prior customer were discomnected for non-
payment except where it is found that the
delinquent customer. resides at that same .
premlses. s




—
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. 3. The staff concurs with Continental's language -bdt’weultlt“. "
recommend added language to specify that "the utility may obtain ;
written statement from a newly connecting customer stating that the ‘
former custemer at that address was not and 1s mot a member of the
household. In the event that the statement is £alsified, the new
customer will be held liable fbr the entire delinquent bill owed o
the utility by the previous‘customer and shall also be liable-for”

a deposit". The staff recommends that the particular language be

. m—— - .

introduced to the pertinent rules of all telephone utilities..
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CHAPTER IX

NETWORK RESTRICTIONS

1. There are times when, rather than a total discommect, it
might be more suitable to restrict the. customer's access to the -
network for a specific period of time. For exémﬁle, a customerx
with an excellent credit rating might conme back from a long

vacation to find that the phone has been disconnectedrfo: "failure

to pay the bill", or 3 customer with financial problems‘whérintends."

to pay the bill and remain on the system but needs help iﬁ
cu:tazling long distance calls might still be disconnected - This
is of prime importance in those particular cases: where the phone' is.

a must because of a medical or ocher‘emergency related needs. -

2. The staff has explored this issue to some degree‘witﬁ the .

California utilities in 1982 :hrough a'daca,requestv(Appehdix C).

The basis of the staff's request was to explore‘the'possibility'of-

providing limited local service, namely acceﬁs,to 911 emefgehcy'
sexrvices and utility business offices through a Speeial intercept
system. This system would work with digital and late model
electronic analog sw1tches and basically would requzre a recon—
figuration of the software. The Lntent is to provzde unlimited
access to 911 for handling emergency situations and any other call

a:tempts or inconing calls would be denied fbllowing a suitable
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. period after the phone is taken off-hook, an intercept system would

connect the customer to the business office for provision of credit
information and/or settlement of the account. Thzs special system
would continue for a period of 15 to 30 days snd would bc fbllowed

by a total disconnect if no further action is taken by the

customer.

, ' . :
3. Some ‘utilities responded to the request and it sppearS"

that this may be implemented in a total electtonic switching
environment. The Roseville-Telenhone Company (Roseville) in”its
December 22, 1982 response (Appendzx D, suggested fhat Lt would
cost approximately $60,000 (one time cost) to arrange its entire
switching system for this sexvice. This cove:s.the cost of
software nodification,‘time delay typeftrunkfcircuitslfton'each
office, the recordingyunits and- other eQuipmentﬂandufacilitiest
The staff recommends that Roseville be directed to'conmence;onsa
test of 2-3 years duration in its entire system to determine actual
cost of implementation and impact upon the customets and utility.,
If the tevt is successful, then 1mplementation should be ordeted
throughout—the state in every exchange which is served by |
electronic swmtchesvcapable of bezng s0 modified. The staff also

, recommends that Roseville be allowed to recover its entire cost in

. any fu.ure rate proceeding.

[
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. b. The staff also recommends that the utilities be directed
to study the possibility of offering selective toll denial and
limited toll or measured local service for certain consenting
customers who make appropriate arrangements for such services. To
the extent that such sexvices may Dbe offered with only some

mod;fica ions in che software ic might prove to be very beneficzal-

to those customers who need assistance'in controlling their'callingyv ,

hab;ts.
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] . | CHAPTER X

OTHER MATTERS
\

Te A question was ralsed during the investigattve portion of:
the proceeding about bringing in the energy utilities in California "
under the umbrella of the proposed cces entity SO 3as to. reduce
their wnecollectibles. The staff has explored this with,somehof‘thel
enexgy utilities and has determined that a) the amount of
uncollectibles involved is substantially lower than that of
telephone utilities; b) the potential for abpre-zs lower; ¢) the
energy eompaniesl servicepereas are'moredefined*and.leseg'_
intermingled thereby reducing :he‘incidents~oflcueromers moving'
back and forth and d) quite a few of the! energy comp&nies are .
municipal and REA utilicies- and the. COmmission has no ratemakzng
Jurigsdication over them. Nevertheless the energy utilzties which
were. contacted expressed interest in the subjeﬂc and as such it

night be desiraole to keep them informed about CCCS and’ other

pertinent matters. - B 'l‘f Lﬁi"
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|

Subject: Uncouecbiblesf

| - Reguesy: Puwrsuant to the industry meeting on uncollectibles whickh: took place on

August L, 1983 in San Franc:.sco, it is recuested that uhe fo...loding items
be provided: ,

Item 1. It is reguestod that both Pacific and General analyze a ‘ ;ample‘of their
ent wneellectibles, such as 100 skip payments, to determine: ‘

2. The suppressicn effest, if any, of the stasfl proposed centralized. credit.
check system (cces) as it would relate to the sample, and to the total
camany delinguent accouxzts.

The estimated anmmal sum that weuld be collected. througk. the use ¢l CCCS
for the eatire company {rom deldncuent accounts., -

The impact of imposition of a large. deposi‘c. en custa.-ers who have had
delinguent accounts with ancther utﬂit,r (suppres sicn, c'_.scoxmectior, ete)a .

Item 2. It is reguested that Gemal Lwestigate the various sest-up. and opera'c.i..g
costs associated with the sta.f.... proposed CCCS entity with the assumptions thats

2. The entity shall be independlent i‘rcm the telenhone‘ companies.”

be The ermtity shall be ml.'ly mecham.zed to the extent of aperatir.g on 2 Sl
teleprocessing basis with few, if any, paper records. ‘

¢c. The entity shall have. nermal werk heurs of E=5y Mond.ay through an,
consistent with business hours of the utilities’ sa:'vice orrices.

Item 3. It is requested that Pacific investigate the various sct-up and. operaving
costs associated with ‘.:.he sta:.'i"s proposed CCCS en..ity w.‘.th the assumptiomthab-

2. The CCCS entity ahall be an integral part of Pacific (nm:. neces..a.rily
regulated operations).

l.
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b. The entity shall be fully mechanized and tied electronically to Paciﬁc's ’
. custaners accounts teleprocessing systen. ' D

Iten L. It is-requested that both Pacific and General investigate and determine the
ammual sum- saved through the reduction of credit treatment personnel that would core
about from ...mplmentation of the proposed CCCS.

Jtem 5. It ds recuested that azv utility or entity wishing ¢¢ do so prmd.de suzgestions
for the Commission's consideration as to how to deal with members of family or social
groups who skip out on payments and reccnnec* under other names,

vem 6, Tt is requested that any utility or entity wishing to do so provide ccmx:'e*t..,
fonthe Comdssion's consideration regarding any cdeficient or inenuitable deposit or
service commection rules currently an file with tze Ccmission, a..d suggestions 25 Lo
how %o izprcve then. , _ ,

Itez 7. It is recuested that both Paci.f.‘::.c and Gcneral analyze the immact of issx.in:;
telephome credit cards without the cardholder's name, address or phone number and with
only the four number access code showing on the carc. The analyses should examine the
potemtial reducticm in frauvdulent calls anc'. potential reductim in uncollectiblez.

Please provide your ..naJy.aes, esults and cooments oy October Ly 1083, and. &.culd there
be a need i‘or additioral time, please call me at (..l;) 557-3631. | ,

BS/amp:

All participan:s in OII-83-08-02
L. Andrcgo _
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PROPOSAL
. TO IMPLEMENT A

CENTRALIZED CREDIT CHECKING SYSTEM

OCTOBER 6, 1983
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v JINTROROCTION
.n order to reduce the delinquency/uncollectibles of the California .
telephone utilities the California Public Utilities Commission (PUC)
requested that the General Telephone Company of California (GIC)
analyze the feasibility of structuring an independent organization

for implementation of a Centralized Credit Checking System (CCCS).

" The following proposal addresses this request which was made to GTC
on August 31, 1983. ‘

This proposal‘envisions The formation of an entityﬁtOvbe known as the
Centralized Credit Check Company (hereafter referred to as CCCC). '

This entity will bhave competent management expertzse-an the followang
areas: _ , _ :

o Credit & Collectaons
o\Systems,Analysxs and'Desagn
o Data Base" Management

o Computer Operations

o Public Relations.

¢ Contract Compliance

CCCC will interface with the California telephone utilities and will
contract with Information Management International (IMI) for the
actual implementation and processing of the state-wide CCCS. 1IMI has
such a system in operation and is providing credit and collection
ervices to numerous California telephone utilities. The following
roposal describes IMI's current services and the enhancements which
would be made to meet specific requirements of the CCCS.

CCCC shall be a for-profit organization. It is anticipated that
members of the California telephone utilities will participate in
board positions directly or in an advisory role. It shall be the,
responsibility of CCCC to market to other telephone/telecommunica-
tion users and/or resellers such as MCI, Sprint, AT&T. etc. O
increase the data base f£or mutual use and to belp reduce the overall
cost to the existing 25 California telephone utilities which were the
statistical basis for thaslproposal. '

It is :espectfully submatted that the zmplementataon of thas proposal‘/
shall significantly reduce delinquencies/uncollectibles. The cost |
justification is- significant_evenfwithin_the'£irst.year530pe:ati9n.
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IMI qualifications to provzde’the necessary Services are
based upon over l4 years experience in data processing and 5
years ¢f.production on-line processing for the

credit/collection industry. IMI has the largest on-line
network supportxng all areas of the. zndustry, 1nclud1ng~

o Major Credit Grantors.
o Collection Agencies -

o Credit Bureaus .

¢ Lawyers. ‘

IMI has shown that this service (Software, Hardware,

Network) can be geographically distributed. Current on-line .
customers are located in Washington, Oregon, California and
Arizona. IMI expects total geographical coverage in the
Western States by nid 1984.

IMI is a laxge privately held corporation w;th the fznanczal
backing to meet its growth requirements. IMI is responsible
for 6 data centers and a world wide telecommunications.
network (London, Tokyo, Paris, New York, Los: Angeles,.San»
Francisco, San Jose). o

 The organization of IMI includes staff requzred for all areas of
the proposed support service: '

o NetworkAand'Termxnals
o Operations and Logistics
- 0 Customer Service and Traznzng
¢ Systems and Programming

Append;x 1l of this p:oposal ‘includes brochures desc:zb;ng
IMI's products/se:vzces and financial capab;lztles.

The following describes the types of services: currently be;ng
provided to telephone utilities by IMI.

The current IMI system is operational today with over 400
ternirzals supporting organizations in Washington, Oregon,
California, and Arizona. The Data Base has over 4,000,000
records and can be searched on-line over 100 different ways.

IMI bas expended significant effort in working with telephone
utilities, major credit grantors and collection agenczes to
Create a2 system to meet the requirements of all
organizations. . This effort has taken over 5 years and as a
result IMI has over 50. terminals in the follow;ng telephone
utllxtzes- ‘ o

. O ATT
e Contxnental
U 0.GTC.
o PTT
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‘Colleetion ‘Agencies on the IMI system currently prov;de

services for most California telephone utilities including

Sprint and MCIiZ IMI receives on=line fransmissions. directly .

§§°mftfe telephone utxl;tlea as well as tape, £or updatzng of
e files. -

The IMI system has been designed for on~line input, access’
and display of information through CRT terminals. Many
features have been. automated 50 the users can decrease their
labor costs and realize significant increases in
productivity. Mundane reporting efforts can thereby be
eliminated and profztab;lzty 1nc:eased.

Control and auditability are two of the magor features with
the system. From any terminal within the telephone utilzty,
any debtor on the files can be searched for and: displayed.
The d;splay shows all of the ;nformat;on avazlable 1ncludzng-

© Debtor Information , Names,‘Addreas,_andfother zntotma.;on
'O Notice History " Number and Date sent: A

¢ Payment History Date and Type of. Payment

¢ Comments Up to 2,000 llnes per Debtor

The following paragraphks describe specific appl;cat;ons\
being provided for telepbone utilities by IMI.

' r ~ In the Sacramento Cred*t Managnment Office
(CMO) IMI has installed 32 terminals for collectors and 11
terninals for new additions and payment postlng. '

The colleCt;on effor is in a paperless mode where ‘each
collector has a terminal. When a2 collector starts the.
system, the computer tramsmits a screen of information
regarding debtor that the collector should contact next. On
the work card sc¢reen the collector can:

¢ Update info:mation (Address, Emplover, etCe..)

o0 Add or change comments (up to 2,000 per debtor)

o Request a notice (Dynamic insertion of data)

o0 Change follow up date and status (next date to work

this debtor)

When debto:* are to be asszgned to outside collectzo“
agencys (OCA) the collector inputs tne OCA number and
todays date. Each week tkhese records are p:ocessed and
sent to the OCA via teleprocessing. y

Paynments and'status changes are input using a number of .
different screens. These screens were created to help make
file maintenance easier and faster. Mail returns and
address corrections are also updated. .
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. Special “réports arxe produced at month end so that

management can have more control, better information and
a faster method of managing the department.-

The sear&h capabilities of the'system‘are‘uSed by a1l
staff. 'This feature significantly improves collections.
Searches' may be made by use of the following keys:

Name, (Person or Company)

Name, Spouse. o

Name, Grantor (Company or reference) -
Address, (old service, new service)

Address, (old billing, new billing)

SSN, Social Security Number.

Drivers L., Drivers License

Source, Telephone Number (Area-Prefix-Number)

000000CO

o

The basic system'usédlat sacramento includes the following
elements: % :

L

Payment Processing
Assignment to outside collection agency
Notice series or single notice ‘
Status update and ¢orrections

Automatic (paperless) mode

Report requests | ‘ ,
Message transmission to other terminals
Display comments from debtor record -
Searching = ALl combinations e

addition/Changes to debtor master record

=)
o
o
]
o)
o]
©
)
<
©

‘.,-zg‘_nmhe*z_te:minals‘located athl Cerzito are
used to: - ' ‘ |

o Add Debtors to OCA Pre—Commission Letter Service

o 2dd Debtors to OCA for Hard Collection Effort

o0 Search for Debtor Information -

o Direct inquiry to Debtor Record at OCA

o Send messages to OCA or other terminals on the network
o Control and Auditability o :

- The 4 terminals located at Cerson are. used
similarly to these in El Cerrito. An additional function is-
searching the files on all new applications for Business.
Accounts. By this function PTT has found that over 15% of
new service applications are on the PIT uncollectible file.

GTC - The 3 terminals located at‘Mentoné‘d;éhused«for“the-same
functions as PTT in El Cerrito. S o '

'~ The one terminal loated at Manteca is used for,
the same functions as PTT in El Cerrito. & | '
AT Qakland - The one terminal located at Oakland is used for
the same functic-e as PIT in El Cerrite.

-4-
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MCI Washington D.C. — Direct tape to tape data input
reporting is provided for this location. : '

' - On-Line input and reporting for an OCA in Southern
California is provided for this location. : -




ATTACHMENT

A.83-07-02 et al. /ALJ/jt SYSTEM DESIGN ‘Page 42 .

The proposal Centralized Credit Check System (CCCS) consists
of two subsystems - New Service Applications and
Uncollectible Accounts.  Figure 1 contains an overview of the
systen and the znterrelatzonshxps between : the subsystenms.

One or more compute: termznals will be located at- telephone
utility locations which process new service applications or
uncollectible accounts. All terminals will be connected to
an analog teleprocessing network capable of on-line real-time
inquiry and update of information. All information would be
transmitted electronically with a minimum amount of paper or
microfiche for backup records only. The following provides a
brief descrlptlon of the features and capabxlltzes of the
proposed CCCS \

All applicants f£or new service will be processed through the
CCCS. The following discussion applies-to the use of on=line
computer terminals, but it is also applicable to batch
operation or use of a central phone numbe¢xz where a terminal
is located. 1In this way even the smallest telephone utility
can share in the advantage of the CCCs.'

To eliminate the cost of redundant CRT terminals and
duplicate data entry it bas been assumed that .all large
telephone utilities will provide new service applications,
uncollectible accounts and status changes on uncollectible
accounts via magnetic tape or teleprocessing on a periodic
basis compatible with the matching requirements of the CCCS.
On-line terminals at large telepbone utilities will be used
to verify possible matches, and small volumes of adds,
changes and deletes to the data base. Since almost all of
the new service applications are made before the prior
telephone utility final bill could: reach the uncollectible
state, on-line verification of a new service application is
not mandatory. The match will be found in the next. bateh
p:ocess;ng and an increased depos;t can still be requz:ed.

The following parag:aphs correspond to the numbe:;ng on
figure 1.

1. The followxng basic 1n£ormatzon to search‘the uncollectible
account file for a- match would be.entered:

o Name of prior sexvice

© Address of prioxr service

© Phone number of prior service
¢ Drivers License number

o Social Security number

0 Telephone Credit Card number
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In addition to the above search keys the address of new
service, CBR (can be reached number) and current employer
would be entered.

If a match occurs 2all information. from the uncollectible
account file will be displayed on the screen. This will
provide the information necessaty to determine the
amount of security deposit required for new service.

As & possible option the system could determine the
security deposit based uvpon previously defined
parameters, The system will automatzcally-generate

a record containing all available new information about
the applicant for transmission to the former utzl;ty.

Addlt;onal information, including the amount of
security deposit, would be added t¢o the new sService
zecord. This could be accomplished via on-line, -
or computer=computer (teleprocess;ng, magnetrc tape)
£or large utmlrtxes.

Periodically “(weekly, monthly) the CCCS would match all

new service application records with all uncollectible
£ile records. Tkis would uncover new customers who:did
not pay their final bill, but there was no uncollectible
account record when the agplication £or new service was
taken. The system would automatically generate 2 record
containing all information about the new service account
for transmission to the former utility. The information'
from the uncollectible account f£ile would be available on
a screen for the new utility for review to determine if
the customer should be contacted for additional security
deposit, and for the former utility to determine what
followup action should be taken. A hardcopy in the form
of a report or microfiche could also be. ava;lable..

After six months from the new service appl;catzon date oz
estimated installtion date the new service application
recorés would be moved from the on-line file to magnetic
tape. On a periodic bacsis (monthly, semi-annual, annual)
a batch program would attempt €O match all new service
application and uncollectible account records. Reporting
would be the same as matching of the on-line files. This
task would take increasing amounts of, computer resourses
as the bateh historical files keep increasing in size.
The frequency of the attempted matching and the time at
which records are actually droppeéd from the bateh '

historical files would be cdetermined through.experience.

-
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- 2All uncollectible accounts will be processed. through-the
CCCS. It will normally take about two months from the
. disconnect date before an account is considerxed
uncollectible. The follow;ng discussion is also applxcable
o on-line or batch process;ng. The following numbers
correspond to the numbering in figure l.;‘

6. Complete znformatzon on uncollectzble account w;ll be
entered. , , :

7. CCCS will search on-line new service application £ile
for match and display all information if-match:occurs
to provide former utiltiy additional/mew information
for collection procedures. The new utility will Dbe
informed of uncollectible account information to allow
determination if increased security deposit should be
required. A Match Reported Flag will be set to prevent
redundant reporting of the same information du:zng :
batch matching. If any information is ¢hanged in
either the uncollectible account record or new service
application zecord the Match Reported Flag will be
checked and the CCCS will automatically report to the
other utility that a change bas taken place; i.e. pazd
in full, settled in full, bank:upt.

8. After two years from the disconnect date, uncollectible
account records would be moved from the on-line £iles to
. magnetic tape files. The time at which records are
actually dropped from the historical lees.would be
determined through expe:*ence.

MAIQHINQ_BBQCESS

On a weekly basis all new service appl;cat;ons will be
matched against the uncollectible file. Any equal condition
resulting from at least one of the match fields will cause an
entry £o be made showing the match. These entries will be
sorted by the utility with the new application and the:
utility with the uncollectible. They will be transmitted to
the CRT stations designated by each utility for match
processing. Each utility is expected to take the approprlate
action based upon these results.

Once a month a match will be prepared of the entire new
service application f£file and the entire uncollectible file,
and a matched report will be sent to each utility. This
report will identify the debtor and the utilities that are
effected. All records that have at least one match will be
listed. £ is possible for many matches to be in the
ucollectible file due to multiple bills. The match report is
a list of all records that have one of the followzng test
results.
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¢ Equal Driveégvnicense Numbe r PaggﬂﬁgNT

o Equal Social Security Number
0 Equal Telephone Number
¢ Equal Name and Address Keys

The match report and on—lxne terminals can be used to
effect;vely search the data base.

: ! E I '! . : . ! &
Data Bases canfbe initiélized from:

3 In—Eouse computer system files on tape or via telep:ocesazng_

¢ Existing data bases from IMI service bureau |

o Datz Entxy from xeports or source documents by IMI

¢ Data Entry from reports oL source documents by telephone
utilities : . {

There are two data bases that must be loaded:

© New service applications (up to 6 months)
¢ Uncollectible accounts (up €0 2 years)

In all cases the on-line terminals can also be employed

to add, change or delete records in the data bases. Additional
terminals can be made available for short periods of time

under dial-up or leased line environments.

It has been assumed that all data base information from
the large utilities will be provided in machine readable
form, IMX will assist the small utilites in the
development of their data base. ‘

SECORITY |
The security procedures currently utilized by IMI will

be utilized in the CCCS. The IMI system has four levels
of secur;ty. > '

o Station (phore lire and terminal)
0 User

o Screen

0 Extended Authorxzatzon

The combination ¢of station and user security provides a
working level security since the combination must be valid;
i.e. only specific users can utilize specific terminals

on a specific pbone lime. The working level security is
then further verified against the screen level secur;ty

to provide the extended autborization security level; i.e.

not all users have access to all sc:eens (capabzl;tzes)
of the systenm.
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N P e —————— o1

L

Every station (network mode) must bave aaval&d identification
or it will not be allowed into the systew. | )
gxtended authorization means that the working level security
access is dynamically controlled to a limited set 0f screens
with .or without further application level. codes (client,

user, groupingsl. IR

Dial-up access will not be allowed in thiﬁ‘system except
during installation or on a requested basis. The extended
security is also applicable to dial=-up. - '

‘¥MT will utilize its extensive experience in security
provisions of data base information (IMI operates a world
wide international banking network for a, large California
mank). All access to the network, computer room, Programs,
and data base is strictly controlled. Exteasive tape control
and f£ile backup procedures are Zollowec. L
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SYSTEM_EARDWARE

'!!e system hardware consists of Burroughs Corporation computer
equipment and terminals, and General Datacom Corporation modems,
diagnostic units and network controller. Appendix 2 contains the
computer configuration. : ”

Burroughs Model ET1100 Ergonomic workstations have been selected 2as
the CRT device for this application (see Appendix 3). The ET1100 is
a recently announced product which offers several features not found
in other units. Typical of these are:

o Terminals are completely'cbmpétible with all ea:lier_Burroughs.'
terminals

o Terminals have significantly enchanced reliability with a
considerably longer mean time €O failure than other terminals. This
fact is further reflected in an "on site"” maintenance annual. fee that
is 20% lower than previous Burroughs terminals and an even greater
reduction when compared to several other "Burroughs look alike”
terminals presently available. s

o Burroughs Corporation provides on site maintepance; even in small

communities throughout all of California.

-
.
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’ e cost of the CCCS consists of one~time startup costs and recurring
nthly costs. The following assumptions were used:

o GTC-provided average monthly statistics for 1982 for the 25
California telephone utilities (see Appendix 4 and 5) were utilized.
These volume figures £o0r new service applications were: assumed to-
increase slightly while the number of uncollectible accounts was
assumed to decrease over time - primarily due to the CCCS.

o New service applications were considered stored on-line for six
months. Uncollect;ble accounts were conszdered sto:ed on—lmne for 24
months. ‘ . ‘

o An ln;tmal data base of appzox;mately 1,000,000 uncollectible»
accounts was assumed provided to IMI in machine readable form.

o0 Terminals were assumed to be required in 100 1ocatzoﬂs. \Thzs
considers the consolidation of the 175 PT&T offzces to. approx:mately
S6. ‘

¢ The number of.terminals_at each location were considered small .
with 150 terminals estimated 2t the 100 locations. Telecommunication
costs were based upon analog phone lines due to the significantly
higher cost of digital service.. Digital service would be considered
for network nodes with significant number of terminals.

Input of new service applications, uncollectzble<accounts and
tatus changes of uncollectible. accounts were considered provided by
the large teleprocessing or magnetic tape exchange on a frequency
. compatible with the matching requirements of the CCCS.

o Output reports were considered limited ‘to most of the znformatzon
prov;ded via the on—lxne terminals.

Startupfcosts,consist of both'fixed'andvvariable amounts.

The £ixed startup costs of $190,000 (see Append;x 6) include the
following:

o Software modifications necessary £o meet ut;lxty/PUc requirementay
o Installation of host computer

o Systems analysis and computer time for data base installation
including processing of all 1nformat;on recezved in machine readable
form _

o Legal review and opinions

Training consisting of three one-day clasees in Sacramento, San
rancisco, San Jose, Los Angeles, and San Diego

o Traxnxngumanualsvand systen documentation

P =13-
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The varxable scartup costs are as follow

. Phone line :.nstallatzon at an est:.mated cost of $100 per locat:.on'

o. Medem and CRT installation at a f;xed.pzlce 0f $250 per location.
o Additional training at $250 per day plus expenses.. |

Based upon 100 locat;ons the var;able costs would be $10,000 for
phone; line installation and $25,000 for modem and cnx 1nstallat1on
(see Appendlx 7). . . o

_ o e
Recurringzcosts.also consist of fixed and wvariable amounts. The
fixed'monthly base cost of $230 000 includes the~following~

¢ Computer resources necessary to implement the. CCCS system
containing on-line storage for six months of new service application
entries and 24 months of. uncollect;ble account entz;es

o Processmng of uvp to 250,000 new service requests pe: mon*h
o Processzng of up to 100, 000 uncollectzble accounts pe: month

© Base repo:ts fo: reporting of 90351b1e matches and statlst;cal

°eport:.ng

o Computer supplies - paper, r;bbons, tape, dzsc packs

|
o Weekly Report delivery - via first class mazl J

° Software paintenance
The variable monthly costs are as £ollows:

0 Telecommupication costs estimated at approximately $300 per phone
line drop. . All telecommunication <osts will be based on shared
netwo:k costs, and will be billed at actual Phone company charges.

=3 me rental of $190 per. month per terminal

O New sezv;ce appl;catzon ent:zes in excess of 250, 000 per month at
a cost of $.55 each .

o Uncollec £ible account entries in excess of 100,000 pex month at a
cost of $.80 each

Assuming 100 locations and 150 CRT terminals the variable monthly
cost would be $30,000 for telecommunications and $28,500 for CRT
- terminals, or an add;t;onal cost of approximately $58,500.

us the total recurring system cost would be $288,500 per month (see
Appendox 8). All costs will be billed to the utilities based upon
usage = actual charges for telecommunication and CRT rental charges
and prorated charges for base system and excess entries.

-14-
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COST_JNSTIFICATION
¢ ‘

The proposed CCCS has one-time startup costs of approximately -

$225,000 and recurring monthly costs of approximately $288,500. The

rotal cost for the first year of $3,687,000 is less than 2.2 percent

of the anticipated $160,008,000 uncollectibles for the 25-.California

telephone utilities for 1984. It is extremely difficult to forecast

the suppression effect of the proposed CCCS, but collection industry

personnel familiar with telephone utility coxlections.estimate-ls to
25 percent. The following table presents posSible‘savings,basedsupon
the anticipated 160 million dollar uncollectibles and -a first year -

cost of 3.7 million dollars. o -

PERCENT REDUCTION NET COST SAVINGS
5 . $ 4,300,000
10 12,300,000
15 20,300,000
20 28,300,000
25 36,300,000

If the 15 percent estimate is acurate the net‘SAvings would exceed 20
million dollars the first year. In subsequent 'vears the percentage

will increase due to improved collection procedures and education of

the geperal public in the existence and\utili:aﬁiup of the proposed
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MI will start” installation and training within two montbs from

ntract go ahead. The existing IMI ACCT (Automated Collection
ontrol Technology) system will support on-line and batch entry of
new service applications and uncollectible accounts with only minor
nodifications. The current system also has extensive search
capabilities utilizing mult;ple search keys. The two month perzod
will provide adequate time to incorporate the matchzng and associated
reporting ualng existing search technology. ‘

It is eat;mated that installation and.traznzng'wi’ take two .
additional months. This assumes normal response time from the.
telephone utilities and conducting three sepaxate one day training
classes in Sacramento, San Francisco, San Jose, Los Angeles and San
Diego. During this two month period IMI system analysts will assist
telephone utility personnel in the extraction and generation of the
initial uncollectible account file and possxbly new. servzce
applicatiion file. : .

IMI currently has a Burroughs B4900 computer scheduled for delivery in
December 1983 to replace an existing Burroughs B4800 computer. The
B4800 computer has about one half the capabilities of the B4900, but
it will be more than adequate for the first few months until the
proposed B4900 configuration can be delivered. - The network
controller is currently operating at the IMI data center, and there
does not appear to be ‘any problem in obtaining modems, diagnostic
unzts and CRT term;nals.wzthzn the above time constra;nts.

.n summary, IMI is conf:.dent ‘that the CCCS: system can be fully
operational in four months from the date of contract award.
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.
"
CONTRACT CONDITIONS .-
U o
. Py

Q.

The costs in this proposal are based upon an znxtzal five yea:
contract. IMI shall have the sole right to increase the monthly base
cost at each annual anniversary by up to the annual increase in the
cost of living index for the San Francisco Ban A:ea for the
immediately proceeding twelve month period. ‘

RAIMENIJIERMS

IMI will invoice all telephone utilities in advance at the begznn;ng
of each month for their portion of the shared teleprocessing network
cost, all CRT rental charges, and 90% of their estimated pro rata
share of the monthly base cost. As soon as possible after the close
of each month IMI will- issue adjusting invoices for the actual charge
to each telephone utility for their pro :ata ha:e of the monthly
base cost. :

IMI will furnish on-line computer servicges fr%m;7:oo a.m. until 6:00
p-m. Monday through Friday except for legal holidays recognized by
California telephone utilities. Up to an additional 10 hours per
month of scheduled on-~line computer services: £from 9:00 a.m. to 4:00
‘i.m. on Saturday will be included in the monthly base cost. - Saturday
ervices must be scheduled at least three days ia advance and must
not interfere with IMI weekend processing or maintenance.

All programs, documentation, written procedures and other supporting
data of the current IMI system are and will remain the sole property
of IMI. Additional programs and other supporting data paid for in-
full by California telephone utilities shall become the sole property
of California telephone utilities. All data bzse masterfiles shall
rexain the sole property of California telephone utilities. -

. o»
o
v s
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- ' CONCLUSION

Qhe current state of computer technology allows the feasibility of the
massive nature of the CCCS as described herein. The storage
requirements for the data base and computer power to accomplish the
matching can be met today with a small outlay compared to the cost
savings. There is no question that the CCCS will more than pay for
jtself - immediately. A 2 percent reduction in uncollectibles is the

breakeven point. No major capital outlay is required. .

The ability of IMI to implement such 2 system in such a short time
frame through the use of existing hardware, software and technology
makes the proposal even more attractive. The system and its concepts
have already been proven. What remains to e done is to use this
knowledge and experience to help the California telephone utilities
solve a major problem -~ the reduction of their‘uncollectibxes;

We look forward to the solution.

_ RespectiveIY}Submiﬁted} o

INFORMATION MANAGEMEN& INTERNATIONAL




A.83-07-02 et al. /ALJ/it

. . | ATTACEVMENT
C 2age 55

APPENDIX 1




A.33-07-02 et al. /ALJ/jt o

INFORMATION
MANAGEMENT

ATTACI-MENT
Page 56

INTERNATIONAL, INC.

As.A Company:

INFORMATION MANAGEMENT INTERNA.-
TIONAL, INC. is an effective mix of contrases -
contrasts that accent, complement and enhance
one another It is2 company that provides. eradi-

tional batch processing to satisfy one set of needs,
while developing and implementing state~of-the-
art microprocessor technology %0 meet others. leis
a company providing “pre-packaged” software
solutions to-some problems, and: offering sofoware

consulting and development skills to-create custom.
solutions to-others. It is 2 company that is-global

scope for clienrs who-need. worldwide suppor,

rcgaonalmmmpponofchmwbomqma- ,

more locah..ed structure.

‘Whatmkcsthxsmncofconmsmcﬁ'ccuvcuan

understanding of bodh. dam processing systems and.
industry specific needs. This understanding is so
complctc'somunuvc.dmlnformmangcw_ ,
ment Internadional (TMI) is free to concentrate on

the best solution 10,2 problem. The customer is
d:cobvm:sbemfaaotofthulcvdofocpemsc.

Focmdedml969 Mpmddconmlmg,soﬁ'—
warcdcvdopmen:.dmpmces&ngma\d.
computer systemas” tatored to the information -
management needs of the fmancial and health care -

inclustries, as well as human resource, educational,
labor and’.commercial organizations. IMI's low
corporareprofile is. in contrast-to the depth and
exeent of its value to, and involvementwith, these
speaalm&xsuygmupszndo:ganm' '

Tocﬁ'ccuvdy ucilize the powcrofcom:mcs
requires versadlity, and IMI 'is indeed: versatile,
Processing:

scmccsmbchandlcdonabmh..
-cn:rybauh.on—hnc -custom. in-house
ides management basis. The processing

‘may beas small as 2 stand-alone micro-
compuummoﬁcc ocashrgcasagbbalcou:o

IMI designs and develops new syscems (or te-
designs. old ones) to keep 2 client’s informarion.
processing: capabilities current with indusery re-
quirements. Additionally; IMI, licenses: busiriess
sofware/hardware -packages’ for in-house client
use, Mﬁnsthcnccdsofdmburgconmgmo-
computer indusery as'a-worldwide, value-added . -
of a variety of microcomputer hard-.

ware, software. and: technologies. IMI also-utilizes .

:tsm:croproccssoracpcmscmmccmgchcnt '

needs. -

Founded in 1969; M1 promdescomultxng
sommdewlapmnt dawpmceasmgaer\-
vices and computer systems.tailored'to the -
information management needs of the finan-
cial and hedﬂ:muzdxm&wweaas
humaumum,educa&onal, Iaborand
comumercial organizations. . :

ThccmoEMsrcsoumcsuitscorpomc
headquarters. in. San Jose, California. - Technical
staffs and data centers are’ located ‘in. San Jose,
PhloNxo,andLosAngdcs.CaMorma.mdm
Metairie, Louisimna. Terminals. communicating.
with the IMI' computer facilities, are located. in
Tokyo, Londoa, New York; Chicago, Los Angeles,
ia:l:mmcomdocbamzjormthmwgiwur

The - mmmoonal aspec: ofIMI mﬁn-:h:r
enhanced, ‘when Sin. 1979 Societe Generale de
Service et de Geston (SG2). dx:computerscn-

vices subsidiary of Socicte Generale- (the 5ith.

largest bank in the world) acquired-an ingerest in -~

IML SG2 choseito invest in IMI, and- o enter’
into an exclusive agreement for the: exchange: of
Products, services and-expertise, because.of IMI's:.
reputation. of excellence.in-serving the:needs. of -
gxcﬁnmalcamw mdmpomalforthc
wre. .
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Porthel'inmdallnﬂusﬂy:'

< ey ' . .

* For ‘more than a decade, IMI has been involved
mdzvxrmaﬂycvcryaspcc:of&:cbmhngmdum'y.
It is this involvement that has developed a staff of
specialists in the Selds of asset/liability manage-
ment, fomgnctbzngc.ﬁxcdmamg
letmers of credit, automated lock bex. processing:
andmulw.m-macco&mnng. '

Anmmanooalbmlmgsysm (IBS)de
produced and implemented by IMI demonserates
this. synthesis of data processing: systems mastery
- ad knowledge of the financial industry'’s workings.

and requixements. This system. provides the full -
range of computer services necessary to- SUppOrT

the management wnd’ accounting needs of 2 major

US/Bridsh  banks international - division. In
addmon.Mmgaandopcratcsdnssysmm
on.an ongoing basis. This system is an example of
IMI's capabilities on. 2 global scale, with terminals
around the world connected by telephone lines |
mdsamﬂuclmbwamamframccomputcr. .

© APTACHMENT
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Formorethana demde,IMI ‘has.been
involved with virtually every aspect of the

A contrast - scale is IMI's involvement with a
~microcompurer based system designed expressly
for commumnity banks, savings and loans, and thrife
insdtutions, This systern gives smaller fimancial or
ganizatons 2 competitive edge with the larger

banks in terms of information handling, It provides

asset/Liability management, budgcung. profic

plmmg.ﬁxcdmctaccammxg, . processing,

data base manageraent and: other tools o satisty

cb:bankcr’snccdformfomauon.con:rolandv

plarming.

Bcwccndwmofglobal communications-

networks and stand-alone, microcomputer bank-

ing systems, IMI offers a variety of other financial
software - solutions. Custom ' asset/liability syscems

for bank services companies are onc example.
Another example is a series of retail remittance

processing systems that ¢an fully aucomate the

labor intensive *lock box” process- and provide

xh:&dmguxﬁ:mmmmgmrcpom,

and-even “bot listng.”

, mﬁnmdmmmmaummmm'

banks and thrifes, and-IMI' understands. thae As.

. an exarople, IMI'meets the unique needs of land”,
dcvdopmcn:compmcswxdu.sysmmlotcdto

their specific requirements for receivable account-

mgforbo&xsmplcmdadd-onlomcommon '
computation and- recording, inventory control,
sales and-lead processing, and escrow accounting
and conmol These companies. utilize’ 2 propri-
ctary Land Development. Accounting System'
(LANDAC) that was developed by IMI, and'is in-
sraﬂcdonavanctyofcompuwcqmpmudud-'
ing IBM. Bunu@s. chlcu»Packaxd and DEC.

The financial industry includes more than

In 1983 IML chuntdthe asscuof the GA.Smxth :
Company . to-further broaden IMI's portfolio’of

- finaneial services with- additonal applications thar

offectively complement. those offered. by IMI. -
These applications:include a'comprehensive, on- .
line .collection’ conerol system. designed ‘for thc}
spcc:ﬁcnccdsofdaccrcdx:/conccuonmdum'y

Thusysmsolmdmaccounnngcompbawof

trusts and; caleulating-interest, and-offers search.
capabilities based on. a large varietyof keys, repore-:
ing on. pumerous custom forms and: the automatic: -
generation.of notices. The system was.chosen by -
one-of the counery’s largest uglities for its in-house
debe collection activities.:It is 2:system thar meets
a client’s needs primarily because it was designed: -
bycxpcmmbochaedu/coﬂccuonmddataﬂ

Inmuocnl :md commumty—bmhng' global ,
communicztions: networks and stand-alone sys- -
tems; mainframes and- . microcomputers - mMight
seem like polar: m::mmscopcmdrcqwc-

mencs. IV sees them as poines aloog a continuum,

of:hcﬁmncmlmdmtrysnccdfotmformmn:

processing. It is this mamwrity-thac allows IMI'to. o

consiscently” produce cosvcffccuvc sohmons :o',f
wchundcrangmgmcds. ;

I"ortheHalthCarcIndusa'y-

'l‘hehaldx' wear’xdﬁnmal“ m‘ arc‘smﬂar’\ '\
in that they each have unique information man-,

agement requirements. Beyond: that, the similas- . .

idies end-and'the contrasts begin. IMI HEALTH: -
SYSTEMS,}a Division of Information; Manage-

mcntlnmmaml.hnbecnscmngbospmhand g
home healchiicare agencies since. 1970 with'solu~

tions developed: from’a complets understanding of

the capabilities and’ pomalofdamproccxmg; '
sysn:ms.andadnorwghlmowkdgco&hcmdmu-y
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' Ahosp.mrsmcdxcalmcmd‘dcparmmedspa-
tient daca caken from an abswract and organized in
avanctrofways.lcnccggag:mmmspg '
reporting to- sa requirements of.
agencies, regional bospital councils .

and health insurers; and reports for its manage-
ment seaff. Its people must also-be informed about
changes in government regulations and’ industry

5 uuadsMnmdmmdsmdmthucmds.

Ahomchaldzmagmpwvxdcshomcm:s

N . . 'of '
plmu.aspmmbcdbyphynam Itsscgmm:of

- community is distiner. from. that of a’
hospml‘szndhmccmmformauonnccdsarc_

equally distiner. A home health: agency requires
governmental and private billing: services; statisti-
cal reporting-on boch patients and individuals pro-
viding services; and its. seaff must keep: up-to-date
mmmmsmmmmdm-
dx:semedsaswcn. ‘

thdm»dsdwwpuofmﬂomauonahospn,

@l or home health agency needs, and provides i
in concise, readable formars. IMI also realizes that
for mformation. to be usefd it must be.current. To-
these ends IMT: provides’ mformaaonprocesang .
._systems. that produce. requir

- present data 'in. 2 clear-and useful manner

‘TEpOrTs.

a turnaround tirae that is-unequaled in the

IMIHBWHSYSTEMS aDwmonof

IMT's health care clients are served by centralized
~ compurer processing in the Palo Alto and Merairie
~ Data Centers.. Versatility is the key here-as well .
Documents can arrive by mail and be key-entered:
by IMI HEAITH SYSTEMS' personnel, or a.
client may dect to-supply data on magnetic tapes

or disks. Data can also be entered: direcdy from.
on-line, client operated verminals over tedephone.
lines. These remote-batch enery terminals, which
can be complete micro-or minicomputer systems,
alsompmwdeachmm&mnhm—oﬁccdcrml
ﬁmonsaswordptocasmg. general ledger and'
payroﬂ accounting. The proven power and relia-

~of IMI HEALTH' SYSTEMS® mainframe

lications is also available in 2 ‘scand-alone -

microcomputer based system. for those clients re-
' quiring tocal m-housc conn-oloftbarprocamg.
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IMI HEALTH SYSTEMS publishes one news-
lcmcrforhospttalsandasccondforhmhcakh

mdusuvmdhwlm HEALTHSYS’IEMSW :
rupondmg. , ‘

xnwszmaacqmwmeaccmpmmi
plications. (DCA) of Palo- Alto,. California, and-

. Hospirl. Computer Systems, Inc: (HCST) of =
Metairie, Louisiana. As of February 1, 1983, both .

began operating under the name of IMIHEALTH

SYSTEMS. DCAdeCSIbrough:wMar :
long history " of ! detailed’, systems *knowledge” . .
coupkdwxdmmm—qcpthundusmdmof:bcm- :

dcpm:nmandhomchcaldamagemcs. This. .
mxxofacpauscraulmmarcpumonoﬁ:cspon.'
sive;. rd:ab!candconwcnmmumwthcw

| chmmnccdscfdmmduwy

P 11
T

ML combmcs its years ofproccssmg ccpencncc‘
and familiarity with business tequirements to.pro-
vide a wide range of processing services for human.
resource, educational, labor and commercial or- -
ganizations. These services. include direct mail
management for markeging, sales prootion, char-
mblcsohcmonmdcdzmuomlmaﬂmghmmda -
mcn:%:hscwmspccﬁcwcumhnon. ‘market,

mgmdﬁnmalmnvﬂakooﬂ:cxsaﬁnmc‘“,
of accounting and insurance: services for commer- -

czalaccoun:s.Thcma)on:yof:hxsprocamgus;
camcdou:at&chmJosczndPabAleau?‘

Onc of IMI's spcaalucs is: prowdmg dm da:av
proccsangrequsrcdtomomorcmployoc ligibiliey
for union health, welfare and' pension benefies> To--
fully administer such-programs requires more than.
systems that keep- track of employee concributions.”-
and eligibility. It also,requires monitoring employer -
tions. to- insure: they are fulfilling cheir
obligadions. to their employees. IMI's on-line'sys-
terns:-take this. info account..to! produce, the.
mformanontoolsnccdcdwc&'ecavdyadmmocr?"g
suchprog:am. o .
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Moﬂ’usamﬂymmgrancd.on—hmmofﬁﬁa;

culsysmsiorcomamlacm'rhaem
include order entxy, accounts: receivable,
payable, general ledger, fixed assets, pex-

pcmdandphwcalmcnmna,pmonnd/hbor ‘

and - work-in-progress.  They are designed to
dmmnemdxmdammandthcreforcmowdc
significant economies of tme and cost for users.

A unique feansre of these financial systems is dhat
they are table~driven. This means that only key

denents. of information need be entered. The re-

maining information is supplied from the daca files.

It also means that by entering a few primary codes -

in the tbles, the sauctures of reports. can ‘be

accounting systems that are thorough, yet cost-
efficient, and responds with integrated, on-line -

syseems tailored to satisfy that need. -

AT combines its years o, pméessmg
experience and familiarity with business
requirements to provide a wide range of

rocessing services for human resource, .
*mﬂonaLlabormdcommal

M]mowsd\éspcazlnccdsofthcvcnmm

indusery guilds. Its membership-is highly mobile

and individuals. frequendy work under more chan
‘one. professional name. IMI uses its processing sys-
terns o manage this: geographically diverse and
coostandy changing base of informadon. IMI

serves. the major guilds primarily from. ics daca
center.m southern California. This' center is-con- -
pected to-more-than. sixty on-line :terminals lo-
cated throughout the United Stares. The-services -
include accounting and reporting of membership

dues, pcmmconmbuuons. mxdual paymcn:s.:
Cﬂmmmthcmmmﬁddmdudccam.'
and production. companies, guﬂds. pcnmn and

hmkhmpmgrms.

‘Incon:rasctodmcmcdsofdﬁcc.mm)amm:

busmMpwwdcsdmrc&mandamlym

mxc:::vmw*” '
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Fortbelvﬁaocomputerlndusu-yand
Tts Markets: - .

IMI is a value-added, worldwide discributor of
microcompucer haxdware and software. Sales are -

rargered at OEM's and involve, besides the micro-
computers. themselves,  specialized. components

and related. software. Imwama)ordxambuwrof'

the Burroughs B20 business corputer. -

IMI is a value-added, worldwide distributor -

of microcomputer kardware and software. :

BemgadxsmbutoruonlvpartofIMIsmvon:- :
mcmmdwcmxcrocomptmﬁdd.lhrﬂhasmwe .
microcomputer  experience with . Apples IBM, -
Cromemco, Hewlet-Packard, - Bunouglu jand .-
many other manufacturers. This experience in- .
cludes hardware, systens design, appbauonsprovv.f

grammmgandconvu'swns.

InformanonMamgcmcncInmuomlxsmdccd‘
mdfccmcnuxofconmw.Bu:ﬁxecomm -

only lie'tn the nature of unique solutons reached:

forumqucproblcms.'l‘hc underlying: unity" is-the -
mastery. of processing ‘systems: and. thorough.
underseanding of industry vequirements. Together =
these form a'tool thac is.not bound to- a:single. |
approachior concepe, but is free to-fill aneced with: - -
au‘dyeffccuvcrcmcdy.Ardncdyd‘xa:wzﬂbcaf :

umd%coﬂ-cﬁ'cmvemhmtoaws

1101 S\ Winchesoer Blivd.
San Jose, CAL95128.
(408) 2486250

Tt 171555

ConnHuSﬂﬁlnanCcnmu

uOIS.WlmhauBlvd. 8850 Veterms Bivd.

San Jose, CA 95128. - Meaairie, LA. 70003 .-

(408) 248-8250 (504)469-7.591 o
2525 E. Bayshore Rd. ZMSOCAhmed.

Palo Alto, CA 94303 - WHIHLCAM :
(415).493-2100' ‘ © Q21435

SduOﬁnau . -
Sdaoﬁcambcmdmche%wdSm

‘ ]lmllllxnuJI |

1 ! )
I
1]1;3’- o

.(111]11 1';

i
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1969 Ffb The Present - An dBeyOnd : ‘
, (19821=imngal Summary)’ “ | o o

INFORMATION MANAGEMENT INTERNATIONAL'’s growth since its founding in
1969 has been significant in all financial, product, personnel and market areas. The
following charts and graphs illustrate this expansion for the fiscal years 1977 through
1982, and present the projected figures for 1983. S

SR . .

Increases are due 10 new business development, greater market penetation and
acquisiton of complementary organizations. :

(Millions of Dollars)

$154

$10 4

1581 1982 1983
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A.83-07-02 et al. /ALJ/3t
Personnel:

== S M— | -
IMI’s technical, operztions and xanagement staff has gr m:oscm.ceandsuppor:an ’

increzsing customer base. The following bar chart dcpxc:srh.s increase.

(Number of PMd) '

L3004

1980 1581

The current composition of the IMI'
staff is reflected in this chare.

Marketng/Sales (5%)

Adminutracion (5%)
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-

. IMI’s facilities, computer hardw:m: and terminal locations havé also grown in order to B
service an. increasing customer and product base. In 1969 IMI had one office with one ol
Burroughs mainframe computer. Today IMI bas four ma;or processing centers. . . |

1969 1982

Offices: Sunnyvale, CA . San Jose, CA
- Palo Alto, CA-

Los Angeles, CA . . R

Menairie, LA - s ' E

Computers: 1 - Burroughs 6 - Burroughs
1-NCR |
1-I8BM |
3- HmIcc:-Packard

Remote | _ '# ‘ : |
Terminals: Ovcr 300 mxcrocomputcrs
| and termxnals

. Terminal . g i, ,
Locadons: Londom
‘ "New Yonc
‘Tokyo 'z ol ,
Chicago’ -
San: Ptmc::.sco o
'Los- Angeles c
20 Othcr Ma;or Cites .

Since 1969, all business indicators demonstrate IMIs. growth. The most significant
factor conmributing to this success story has been the company’s abiliry to retain its.
ourstanding technical and management staff. The members:of this team typically have
over 10 years with IMI, and consequently provide a continuum of experience not

possible in a less stable environment. IMI also continues to-artract individuals with 2

broad range of expertise and tcchmcal d:saphms 0 guamntc- connnued g:owrh.

IMI R
INFORMATION MANAGEMENT INTERNAZTIONAL

1101 S. Winchester Blvd., San Jose, CA 95128
(408) 248-8520 / Telex: 171555
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| ®* _CHECKLIST

(Check all that apply) . .

i
AR
1

DiALER AR b

~ Frustrated? |

Paper-Bound?

®

Pre-Collect Problems?

Limited Debtor Searches?

Trust Accounting Headaches?
~Accrued Interest Lost? v

- Tired of Excuses?

If two or more of the above apply,
information Management International has the answer for you.
We offer answers - Not excuses!
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"l don't have the money.

| haven't worked in
onths.”

"My insurance was
supposed 10 pay that.”

“You should have gotten
(e check weeks ago.”

"You can't get blood out
of a turnip.”

ATTACHMENT
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Answers - Not Excuses'

You get enough excuses from
debtors - you don't need any .
from us. Information Manage-
ment International (IM!) offers.an
unequaled, on-line collection
control system 10 provide the
collection agency and major
credit granter with the informa-
tion tools necessary to do their
job in a professional, cost-eﬂ'ec-
twe manner

The bottom line is

greater prof)’ta'bility

for your agency.

With this system you ¢an search

based on a wide variety of factors. =
They include, but are not limited

to, driver's license number,

spouse’s name, responsible party

name, address, social security:
number and suit number. You can
perform any of these searches
with complete or partial.informa-~
tion, and the system will respong
with exact matches and possible
matches. There are 98 ways 10
search your files.

But searching and skiptracing

are only part of the job. The ad- .
ministration of pre-collect letters

is a major problem for agencies.
with: the IMI system, the pre- .
collect letters are generated
automatically - at the intervals.

you select and with the text you.
choose. Because it's automatic,
you can forgetit-butnothing gets
forgotten.

If a pre=collect letter series does
not.cause payment 1o be made,
the account can automatically be .

converted to-“hard core” collec- B

tion. Again the notices are pro-,;_"-‘-
duced at the intervals. and with -

‘the message, you specify: Even.
the name of the.collector. can be K

mcorporated mto the, not:ce 10 -
give your. not:ces that add:txonal
clout A , _
When you recelve a new account
and the mformatxon i entered
there-is no delay in. stanmg 10
work thataccount. The work card
is automatically. generated the
pre-collect ietteror notice. seﬂes:s
started; and'the full. debtor hxstcry
is on-ine and ready for your COI-*
lectors There i5 no wamng

The headaches of trust account- |
ing are-removedfrom yowshoul- :

ders. The collection-control system -
keeps track ot ailthe percentages,.

all-the payments.and even calcu- +
lates the accrued interest youare
entitled to- ¢collect. This informa-
tion is always ‘on-line and.ready
for your immediate recafl and-' use. -

TheIM! Collection Control Systeml:v .
doesn't just follow industry trends,
it sets them, With this system
agencies who agree amongthem-
selves to share limited, read-only
access to each othersdebtortiles
camdo:so. Theintegrity and:.
secu rstyof each agency sf;les as.v ;
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’urse, maintained, and this is
done among mutually agree-
ing agencies, but it gives those
agencies skiptracing powers
never before possible. It's new!
it's revolutionary! It can make your
agency more effective! 1t's only
from IMI!

A partial listing of the IM! Collec~
tion Control System features.
incluges:

o Automatic, customized
Pre-collect letter series

Notice series that are
customized and generated
automatically

On-line histories of notices
sent 10 each cebtor and
address changes

Overnight turnaround of
new accounts

Onsline trust activity. witha
complete history for each
cebtor

Reporting 10 TRW, Trans-
Union ang CBI ¢redit
reporting agencies

Seemingly limitless search
and skiptracing ¢capabilities

Multiple cebts canbe Insted
on one notice

A variety of work card,
check and other torm
formats

Terminals can be installed
in the offices of your major
clients -

Security tailored to needs
of the agency -

ATTACHMENT
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Instantly available information is.
what this whole systetn is about.

It gives your collectors, the tools.
they need to do-their )ob better.
When a debtor calis aiter receiving
anotice, your collector can search
through: millions of pieces of
information in seconds.to pull up

the correct account. He caneven

do it with incomplete information,
or from a reference name. A

receptionist can route an incom-
ing call to the right desk, because

the desk number is partotthedata

tile. A debtor need never be lost
again, because you couldn’ tfmd'
“his” account. '

As the owner of the agency the

system gives.you the information

t00!ls you need 10 run your busi-
ness effectively. All the-trust
accounting and ¢heck genera-
tion is-done automatically, Alithe
accrued interest is calculated
and incluged in the accounting.’
All the management reporting
you require is immegiately avaii-
able and waiting for you. '

The result of this instantly avail-
able information-is that your col-
lectors can getthe job done faster

and with a greater collection ratio..

You have more control over your
business, because you have the
accounting and management

information tools you need to d¢ -

your job, The bottom line is.
greater profitability for-your
agency.

IMI

INFORMATION MANAGEMENT INTERNATIONAL

“l can't pay anything right
now - maybe in a week
or two.”

“How am | supposed to
pay? | can't find wor‘ “

“There must be a mistake.
| don't owe him anything.”

. “The chec¢k's in the mail.”
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INFORMATION MANAGEMENT INTERNATIONAL, INC. (IMI) has
provided data processing and software consuiting services 10 many
aspects of the financ¢ial community since 1969. IM! serves the banking-
and health care industries, as well as human resource, educational,

labor and commercial organizations. It supports these target markets
with a combination of a thorough understanding of each segment's
unique business requirements and a complete mastery of data
processing techniques. IMI has data centers, consulting staffs and
sales offices across the United States, and its mainframe computers.
communicate with terminals throughout the world via satelhte and,
telephone hnks. L .

INFORMATION MANAGEMENT INTERNATIONAL
1101 8. Winchester Bivd.

San Jose, CA 95128 -
(408) 248-8250
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-

CENTRAL COMPUTER CONFIGURATTON _'
, , . W‘U m‘i | . . . . , o

Burroughs B4900 Central System consxst;ng of-‘”

- A stored logzc processor which is a series’ of - $ 816,107
asynch:onously operating microprogrammed processors ‘

S mzllzon bytes of zntegrated circuit e:ror
correcting main memory

Three-DLP processors for:

Operator display/d;agnostze console (1)
Disk Pack (8)

Magnetic Tape. (2) :

Front—-end Processors (2)

Card:Reader (1) .

Prznter (l) :

Mass Stcrage Sub—systems consxst;ng of:

-~ A4 x16 Spindle Exchange . o 278,000
with 3.252 billion bytes of disk pack ' :
A 2 x 16 Controller with 804 million bytes: of disk pack . 80,000

— A 2 x 16 Controller for access to program library system . 30,000

Data Communications System consisting of: . | 133,417

- A Communications Processor (EP1000)

- 512 X Bytes of disk storage

-~ 20 million bytes of disk sto:age

- System console : :
9 dual port m;cropzocessor based sync/async lxne adapte:s

Magnet;c Tape System consxstzng of: - : : - 234,000

~ 2 path access to a 2 x. 8 tape. exchange ,
- 6 GCR (Group Coded.Recording) tape drives: with program
selectable :eco:dzng densities of 6,250 EPI or 1600 BPI

ToTAL . $ 1,571,524

In addition to the above the £ollowxng exzstmng IMI equzpment wzll be
utzlxzed on. an as-needed basis o 1 ‘
- 4. B-bxllzon bytes of disk pack
= 10 GCR tape drives
~ 5 line printers:
- 2 card readers = ' o
-~ General Datacom NETCOM 5 network controller
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ET 1100 Ergenomic Workstation

-

. THE DISPLAY UNIT
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QN/O" SIWITCH

S . e £,. " ."THIZ SWITCH ALLOWS POWER FAOM THE
' .= : c U - WALLSOCKETTOSTAPPLILD TOTHEUNIT.
S THE 0 IS THE OFF PCSITION' OF TRE
' ' ] “SWITTM, AND THE “1°15 TME ON POSITION.
. CONTRAST CONTAGL L
. THIS CONTROL VARILS “THE DEGIITE. OF
OIFFERENCE RETWEEN THE CHARACTERS
AND THE BACKGROUND, WHEN THE CON«
. TRAST CONTROL IS TURNED CLOCXWISE,
' THE CHARACTERS BECOME DIMMER ANO
. THE SCREEN BECOMES BRIGHTEA.
' - .
BRIGHTNESS CONTROL "
' THIS CONTROL VARIES THE DEGREK OF . '
, SCAEZEM AND CHANACTER MIGWUGHT. U ‘
' WHEN ‘TME DRGHTNESS CONTROL I3 : :
, . TURNED CLOCKWISE, SOTH THE SCREEN'
_ AND CHARACTERS BECOME BMGHTER, -
L] |
. . ,
¢ - - . i
. * M 1
. - 1160397
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APPENDIX 4

(Monthly Averages for 1982)

PT&T GTC  CONTINENTAL  ALL OTEERS
TOTAL ACCOUNTS 8,250,080 2,165,000 160,000 ~ 100,000
NEW CONNECTS 160,600 43,170 3,120 3,000
UNCOLLECTIBLE | -
ACCOUNTS . 69,300 18,175 1,344 840

% TOTAL ACCOUNTS - .
ONCOLLECTIBLE . .8% 8% .8% L .8%

" ok OF. SERVICE | . T
PLICATION OFFICES 175 46 14 22

- TOTAL UNPAID ACCOUNTS | | | \

IN CURRENT FILE 800,000 200,000 16,000 10,000

DOES NOT INCLUDE MCI AND SPRINT

" ToTAL
10,675,000
209,890

89,659
8%
257

1,026,000
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APPENDIX S

MONTHLY VOLUMES

CALTFORNIA TELEPHONE UTILITIES

.

PTr & T - 16,150,411 3
GIC . 4,161,369 42,000 -
Continental Tel. 288,679 g 2,919
Roseville Tel. 68,500 _ 693
Citizens Utilities 63,275 -3 636
C? National . 20,847 .1009 212

West Coast Tel. 13,413 .06 126

volcano Tel. , 8,194 .039 82
Sierra Tel. 7,619 .036 75
Kerman Tel. 7,000 .034 71
onderosa Tel. 5,845 .028 59
vans Tel. 5,006 .024 ‘ 50
Livingston Tel. 4,954 .024 50

. Siskiyou Tel. 4,895 .024. :

‘Mariposa Co. Tel. 4,625 022

Tuolumne Tel. 4,278 - «021

Happy Valley Tel. 2,615 .013 -
California Oregon Tel. 1,964 .009

Foresthill Tel. 1,735 .008

Dorris Tel. 1,317 . 006

Calaveras Tel. 857 .004

Hornatos Tel. ' 467 .002 .

Capay Valley Tel. 459 002
Pinnacles Tel. . 200 000986

TOTAL 20,829,137 — 210,000
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APPENDIX 6
START [P COSTS
£ALiEQBNIA_IELEBHQNE_HIILIEIES

| ' T START .
SOMRANY. STATTIONS . PERCENT  DR.COST
PT & T 16,150,411 77.53 147,278
GTC. 4,161,369 20.00 - 38,000 
Continental Tel. 288,679 - 1.39 2,641

"Roseville Tel. 68,500 L .33 627
Citizens Utilities | 63,275 . . .303" - 576
CP National ' ‘ 20,847 . .1009 coooo 182
B est Coast Tel. ' 13,413 0 .06 ll4¢';
‘o_lcano’-«'xel'.‘ 8,194 . 039;-_ 747
Sierra Tel. | 7,619  .036° - 68"
Kerman Tel. ' 7,000 1 .034 65
Ponderosa Tel. 5,845 . «028° 53
Evans Tel. ' - 5,006 -024: 46
Livingston Tel. : ‘ 4,954 .024: 46
stklyou Tel.,j _ 4,895 .024. © 46 .
‘Tuolumne. Tel. © 4,278 - L02L 40
Happy Valley Tel. 2,615 - L0130 25 . .
California Oregon Tel. 1,964 - . .009 .. 170
Poresthill: Tel. o 1,735 . . .008 . 15
Doxris. Tel. ' 1,317 ., 006 11 -
Calaveras:Tel. Lo - 857, L0040 ‘ :
Ducor:Tel. . = . 613 o <0035
Hornitos Tel. 467 . L0027
Capay Valley Tel. 459" < .0020
Pinnacles' Tel. . 2000 .00096
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SOMPANY

PT & T
GTC.
Continental Tel.
Roseville Tel.
- Citizens Utilities
CP National
" West: Coast Tel.
Yvolcano Tel.
Sierra Tel.
Kerman Tel..'
Pondexrosa Tel..

‘l'rmms@&elg o

ivingston Tel.

Siskiyou Tel. .
Mariposa Co. Tel.
Tuolumne: Tel. .
Happy -Valley Tel.
California Oregon Tel.
Forestbill -Tel.
porris Tel. .-
Calaveras Tel.
Ducor Tell. -
Horaitos Tel.
Capay Valley Tel.
Pinnacles Tel.

ooQoéoopopoooopgoooqqowmo '

HHHEHRHHHHE R R R © O
TRy e i slal ol el ol ol

3507
35,000

(=]

TOTAL
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APPENDIX 8

QN_GOING COSTS

| | BASE NETWORK .- _-,}“""f,; :
COMPANX 2952  LQQAEIQKS;};;

PT & T 178,000 15,000 - 17, ;r 210,100 -
GIC. . ° 46,000 . 6,600 e o 58,300 -
Continental Tel 3,200 3,000 L 8,480 .
. Roseville Tel. : 760 300 i o 1,280
- Citizens Utilities 700" 300 i 3 ‘1,190
CP National 230 - 300 R s 720
- West Coast Tel. 140 » 300 - " 630 -
‘Yolcano Tel. | 90 300. - 5800
Sierza Tel. 80 360 180 570
‘Kerman Tel. 80 300 - 570
- ‘Ponderosa Tel. 70 300 ”"‘ - 560
s Evans:Tel. ‘ ' 60 300 ‘ o 550 -
‘)Livingston.‘rel. 6 3000 | . 550
Siskiyou Tel. : 300 . i 550
Mariposa Co. Tel. Q- 3000 5 . 190 550
Tuolumne Tel. . ) | 300 190 - ,940.
Happy Valley Tel. ‘ i 300 . 190 520
California Oregon Tel. ' 300 | 190 - 510
Poresthill Tel. o i 3000 . 190, 510
Dorxis Tel. A | 300 - - 190 505
Calaveras Tel. ‘ - 300 , 190 . 500
Ducor Tel. 0 300 190" 500 -
Hornitos Tel. : 300. 190 495
Capay Valley Tel. 300 . 190 495
Pinnacles Tel. 300 190 452

TOTAL 230,000 30,0000 28,500 233‘,,5301"
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NO Yut COwM 33D,
CALIFOANIA STATE BUILDING

) o rRREIS €I
. R APPENDIX €
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STATE OF CALIFORNIA

September 24, 1982

ALL OPERATING TELEPHONE COMPANIES IN CALIFORNiA: )

Iz is reguested that you study ‘this proposed alternate interin disconnect
practice for non-payment of telephone »{lls and sudmit your comments TO the
Comoission staff on or before January 1, 1983.  The alternate disconnect
practice, which would be applicadble to 3ll central offices service by digital -
switches or late model clectronic analog switches with adequate proces:o.
capacity, {s as follows: ' \ S - o

1. After che appropriase ¢iscomnect notices, 2 nome~paying subscrider
shall be placed on lizmited service as Zollows:' '

2. Unlizized out-going calls to 911 emergemcy services (i£
provided by the local county). '

Interceps system for all other out-going call attesmpts whick
will give the subscrider two recordings. During aormal busizecs
office hours, the recording should state: "This telephone was
disconnected because of a billing prodlem. If you wish o
rexedy this, please stay om the line and a business office
representative will be with you shortly". If the subseriber is
still off-hook after the recording, the intercept 'systern wouls

channel the subscriber to the business office.

During non=business hours,.:he-secondfrccordihg'shouldgu
state: “This telephone was disconnected:because of a.billing
problen, If you wish to remedy this, please call again during -
business office hours, Monday through Friday'™. ‘ o

¢. Incoming cails would .not be recetved.

The intercept practice shall be an interiz measure only, lasting

15 to 30 days, and followed by 2 total disconnect, ' '

1¢ the subscrider elects to make payment and recomnect the telephone
service during the interim measure, then the recomnection charge
would be based on the actual costs of setting up and removing the
intercent system and any associated service order activities.,
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Please mail your response to Harry Strohl, Communications Divisien, and. . .
should you have any questions, please write or call Harry at (415) 5573265,

Very truly yours,
bdR) :

i A /—\-‘ &A{W.«\{—"
. Dear J..Evans, Chief =
Surveillan;e;B:anch
Conmunica:ion Divi,ion

ce: Al Pelavzn ,
 Robert Risgman, CITA
Roger Barker . -
Harry Strahl
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December 22, 1982

Mr. Harry Strahl

Communications Division

Public Utilities Commission
California State Building~ .
San Francisco, California 94102

Dear Mr.‘SfrahI:’

This is in response to your Tetter dated September 24, 1982 requesting our
comments on a proposed alternate interim disconnect practice for non-payment
of telephone bi1ls. . The proposed approach has merit and would provide the
customer with access tc emergency services during the period of resolving
the payment of the bill. : T

We have Jooked at each of our common ¢ontrol type equipped central offices
to determine if they were technically capable of providing this. service.

It is estimated it will cost approximately $60,000 %o arrange our present
equipment for this service. This covers the cost of a reconfiguration of
the software of the No. 2 EAX equipment, the time delay type trunk circuits
from each office, the recording units and other equipment and facilities..

Presently about 70% of our access Tines are connectédjto;comﬁon control
type central office equipment. The remaining 30% are served from:step by
step type control offices. o N '

“t

Please Tet me’know'if}additiohal information is desired. -

Very truly yours,




