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Decision as 11 018 NOV 9 1988: 
BEFORE THE' PUBLIC UTILITIES COMKISSION OF THE STATE OF CALIFORNIA .... 

:en the ,Matter of the Joint) Ms.:!od 
Application of Pacific'Bell ) 
(U 1001 C) ~ a corporation; General ) I ~\JOV l' 0 1988 
Telephone Company of california ) 
('0. '1002 C), a corporationr AT&T ) 
communications of. california~ Inc. ) Application 87-09-02'5.' 
('0 500ZC), a corporation;. and the ) (Filed5eptember18, 1987)' 
western Burqlar" and' Fire Alarm ) 
Association to- Revise Public ) 
Utili.ties. commission of the state' of ) 
California General Order 152 ' ) 
Reqarding'Rules GoverningPri vate ) 
Line. Alarm Service .. " ) 

-------------------------------) 
OPINXON 

5'J"MXY of Decision 
This deeision revises General Order 152 regarding Rules 

.Governinq Private Line Alarm. Serviee. 

Backcmmnd 
, '"'_ On september 18., 1987, Pacifie Bell (Pacific), General 

Telephone company of california (GTE), the Western Burglar and Fire 
Alarm Association (WBFAA), and AT&T Communications ofcalifornia~ 
Ine. (AT&T) (jointly Applicants), filed Application (A.) 87~09-02S. 

requesting to revise General Order' (GO) 152 in accordance with §1.9 

of GO 152". 
On october 20, 1982, the commission , adopted GO 152,' Rules 

Goyerning Private" Line Alarm Service, .. which became effective on 
November 19, 1982".. These rules established uniform standards' of 
service for the installation, maintenance , and" the operation of 

private. line alarm. service. 
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GO 152 established the ~ollowing service measuring units 
t~ evaluate the level ot private line alarm service: 

a. Alarm Held" Orders 
b'. Installation commitment 
c. Installation Trouble Report 
d. Service Trouble Report 
e. Repair Response 

According to GO 152, the service pertormance ot a utility 
within a stana.ara service range i5 consiaered to-be adequate. GO 
152 requires a report to' the Commission when the level otservice 
~alls substantially below the standard., 

Section 1~9 ot'G01S2 allows telephone utilities to, 
, , , 

individually or collectively, tile application for amending these 
rules. 
Quarterly Meetings . 

Section 1.10 of GO 152 requires representatives from 
telephone utilities, the Division of Ratepayer Advocates (DRA)l 
and the alarm industry t~meet periodically t~ discuss generic 
problems associated with the installation and maintenance of 
private line alarm service. Accordingly, the parties.meton a 
quarterly basis. Applicants are the only parties which have 
continuously actively participated in these quarterly meetings. 
Reyision ot GO- 152 , 

In 198&, the alarm industry felt the need to revise 
GO 152 t~ reflect the effects of the state o~ the art technology 
and telephone utilities' current operational procedures. 
Therefore,. a GO 152 Review Committee (Review Committee) was 
eStabl.ished to examine the needed' changes. and recommend appropriate 
revisions to the general order. The Review committee included 

1 GO 152 requires representatives from telephone utilities and 
the alarm indUStry to meet' with the Commission staft. However, ORA 
has ,been' the active:participant trom the Commission." 
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Section 2.-3 "Plant Control Ottice* has been added to the 
GO to recognize the varying responsibilities for circuits that came 
into existence as a result of the divestiture of AT&T. The current 
general order does not consider the different responsibilities of 
the utilities for a jointly provided service~ 

3.1. Alarm Held Orders. Section 3.1.5 has been added to· 
require.utilitiesto use the same "eluedate interval" for all 
customers. DUe date interval is. the duration of time between the 
date of receiving an order for installation of an alarm system,and 
the date the installation is. committed to be performed. Section 
3.1.5 also prohibits a utility from changing its due date interval 
without notifying the interested parties. 

The measurement for reporting alarm held orders. has 
remained substantially unchanged.. The standard service and 
reporting. service levels have not Deen modified.. Such a' change may 
result in a modification of the performance levels. 

In the original general order the reporting service level 
for alarm,held orders was phased in and had different standards for 
calendar years 1983 and 1984 and thereafter.. References to 1983 

and 1984 have been deleted as they are no longer applicable. 
3.2. Installation Commitments.. The measurement of 

installation commitments met has remained unchanged. The 
description of the measurement has been expanded to require the 
utili ties to inform the customers regarding their due date interval 

or any changes thereto .. 
3.3. Service Trouble Reports.. Section 3.3.1 has been added to 

require the utilities to provide the alarm company with a toll'-free 
trouble reporting number to report service operation problems­
Although it was not' a requirement of the original general order, 
the utilities have had provisions allowing "all service troubles to 
De reported by dialing 611. The standards for the measurement of 
se,rvice trouble reports in § 3.3 .. 2 have been revised to- accommodate 
theeurrent'measurement practices used by the utilities~ The 
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standard service and reporting service levels and the nature of the 
measurement remain unchanged. I ' 

3.4. Re'Ra ir ReSROpse.. This section has the most substantive 
revl.Sl.ons. 'Onder the existing general order, the standard service 
level and the reporting service level were measured for tw~ 
different types of data gathering systems. In addition, since the 
inception and implementation of the general order, there' has been a 
continuinq difficulty in comparing the results reported by the 
utilities and the generally less satisfactory results being 
reported by the alarm companies. This difficulty stems in part 
from different interpretations of the procedures for measuring the 
duration of repair responses. 'rherefore, §- 3 .. 4 has been modified 
to. have a uniform system of measuring repair responses so that the 
results reported by the utili ties and the alarm companies will be 
comparable. The standard· service and reporting service levels have 
also, been changed to reflect the new procedUres and measurements .. 

4. Records And Report§.. 'l'his section has remained 
substantially unchanged. The minor modification to. this section 
requires utilities to. file their reports within thirty (30) days 
after the end of each quarter instead of forty-five (45-) days, and 
to. retain the records for three instead Qf, two years. 'rhis 
proposed change ,is expected to facilitate record keeping and 
provide timely information to. the Commission statf. 
DBA's 'B§COPMd«tion 

RepresGntatives of ORA participated in the development of 
the proposed revisions to. the general order and the proposed 
modifications were developed with ORA's concurrence. Accordingly, 
in a .memorandum date~ March 1.5-, 1.988', ORA provided the 
Administrative Law Judge (AlJ) its. re..::ommendation to, adopt the 
proposed modifications' to; GO 152 .. 

By a rul.ing: dated Karch. 24, 1.988" the ALJ provided 
. ," '.; , 

parties an opportunityt~ comment on DRA/s recommendation. No. 
party has filed comments. 
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DRA recommends that the revised GO 152 should be adopted 

as 'proposed. 
Discussion' 

Since the proposed revisions t~ GO 152 reflect the state 
of the art- technology and;eurrent operational procedures' ot the 
telephone utilities and are j ointlyreco:mmended :by the telephone 
utilities." DRA:, and the alarm industryr we will, ad0J.:!~ them:.. 
Aecordinqly, we wil'ladopt Appendix A' as a revision to GO 152' .. 

Iindings or FAct 

1':. Applicants filed A.87-09-02S requesting revisions to-

GO 152. 
2.' The proposed modifications to GO 152 reflect the state of 

the art technology and current operational procedures of the 
telephone utilities and are jointly recommended by the telephone 
utilities, DRA, and the alarm industry. 

3. The revised qeneral order contained in Appendix ~ 
incorporates the proposed modifications to GO 152. 

~clusiOn of Lay 
The general order inclUded in Appendix A should be 

adopted. 
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Q'B'D E"'R 

rr XS ORDERED that: 
1. Appendix A is adopted as. General Order 152-A ot the 

commission. 
z. 'rhis proceeding is closed. 

This order beeomes effective 30 days from today. 
Dated 'NOV 9 1988 , at San Francisco,calitornia. 

L 
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STANLEY W;' HUt.E'rr' 
~e:ot 

DONAL1YVIAL,. 
FREDERICK R. DUDA 
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1. 

AdopteCl 

APPENDIX A 
Page J. 

GENERAL ORDER- 152-A 

PUBLIC trrILITIES COMMISSION OF THE 
STATE OF CALIFORNIA 

R'O'LES GO~:tNG PlUVA1'E LINE AIJUU( SERv.tCE 

(The provisions of this General OrCler supersede 
the provisions ot General Order l52 adopted 
october 20', 1982-, ettective November 19, J.982, 
by Decision 82-10-069': amended December 7" 
J.98-3, effective December 7, 1983, by Decision' 
83-12-006-; amended March 7,. J.984, e:fteetive 
March 7, ",1984, by Decision 84-03-006 in 
Application 59849 et al.) 

NOV 9 1988: Uteetive ,OE~ 9 1988 

Decision 88 -11 018 , Appl'ication 87-09-025 .. 

1.1 Xntent· 
1.1.1 BeAson tor AdqvtiQn. These rules are adopted by 

the Commission as a result of and ,in compliance­
with Ordering paragraph' 3 ot Decis'ion 933,6,7 dated' 
August 4, 1981. 

1.1.2 Purpose. Tbe purpose of these rules is. to 
establish'uniform standards for the installation 
and maintenance of private line alarm service 
provided by telephone utilities on file with this 
commies-ion .. 

1.1.3 T4pits ot Qrder. These rules are not intended t~, 
revise or modify any of the provisions, rules, or 
special conditions contained in the tariffs of 
the telephone utilities on tile with this 
commission. It is desirable that the alarm 
companies and utilities work toqether at the 
local level to resolve mutual concerns. 
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1.1.4 Revision or SCope. These rules may :be revised in 
scope on the basi~ of experience gained in their 
application and as changes in the art of 
telephony may require. Revisions in scope shall 
be proposed :by a joint committee comprised of the 
commi$sion staff, telephone utilities, and alarm 
industry representatives. 

1.1.5 NmMce of civil Liability. The establishment o·f 
these rules shall not impose upon the telephone 
utilities and they shall not :be su:bject .to· any 
civil liability for dalllages, which liability 
would not exist at law if these rules had not 
been adopted. 

1.2 Applicability. These rules are applicable to all 
telephone utilities providing service within 
Ca.lifornia having more than 100 private line 
alarm company serving links. 

, 

1.3 Detinitio.ns-

1.3.1 Addition. Adding a new customer to an existing 
private line alarm service, typically a new 
segment added to a bridged or multi-point private 
line alarm service. 

1.3.2 Alarm eowpany. A company engaged in providing 
the monitoring of electronic and electrical 
protection systems for bur~lary~ tire and holdup­
detection systems using pr1vate line alarm 
service~. 

1.3.3 Alpra C9plpAD¥ SUbscr1.Jter. A· subscriber o'! alarm 
company serv1ces that is billed for private line 
alarm services by the alarm company and ~ the 
telephone utility. 

Mom Held order. An order for a new service or 
an addition which is not completed on or before 
the commitment date not due to the fault 'of the 
customer (e .. ~ .. , an order delayed due to: a lac]c; of 
telephone ut11ity facilities). 
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~.3.5 Alora seaice Orde:r;:. An order placed with a 
telephone utility by a customer or an alarm 
company for a new service or an addition to. a 
private line alarm service. 

l.3.6 alArm TrOUble B§port. A customer's communication 
to a telephone utility indicatinq dissatisfaction . 
with the operations of a private line alarm 
service.. ' 

1.3.7 pqwwission- The Public Utilities commission of 
the State ot california. 

1.3.& CUstomQr. The party billed by the telephone 
utility tor a private line alarm service. said 
party may be an alarm company or a private party 
that is serviced by an alarm company but is 
billed directly by the telephone utility for ' 
private line alarm services • 

1..3.9 DUe pate. The latest elate aqreed to by the 
customer and the telephone utility for· the 
completion of an installation ot a new service or 
an addition. same as commitment date. 

1.3.10 Elapsed Time. The time used within a 24-hour 
clockinq system that represents the total ,time 
involved in a trouble report,. from the time 

,reported to the utility to' the time closed out 
with the alarm company. 

1..3.1.1 lpterexcbanae carrier. A post-divestiture 
telephone utility whose purpose is to serve as an 
inter-LATA (Local Access Transport Area) 
interconnect for local telephone utilities when a 
private line alarm service appears in more than 
one ~A. 

1.3.1.2 Jeopardy Notice. Notification to the customer by 
the utllity ot an anticipated' delay in the 
completion, of their private line' alarm,service 
order. . ' . 
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l.3.l3 Joint Jleet- Date and time of an aqreedmeet 
between utility and alarm company technicians. 

l.3.l4 IQcaal Telephone l'ltiliJ;y. The telephone utility 
which provides the local tacilities to reach the 
customer andlor subscriber premises .... 

l.3.l5 Bex Seryice. The establishment of a new private 
line alarm service .. 

1.3.l6 PlAnt control Office CPC.2l.. The telephone 
utilit~ office responsi~le tor tracking 
provis10ning and maintenance of a prtmary alarm 
service. order. This lead party designation is 
assigned by the utility and designates the area 
servin~ the primary circuit location with the 
except10n ot orders dealing with an interexchanqe 
carrier. The interexehange carrier asswnes. peo 
responsibilities whenever a private line alarm 
service uses its facilities .. If a multi-point or 
bridged service contains at least one segment 
which uses interexehange carrier facilities and 
the entire service is billed by the interexchange 
carrier, then. the interexchange carrier assumes 
PCO responsibilities over all segments on that 
service, including those segments not using its 
facilities which segments are· provided and 

• maintained by a local telephone uti,lity • 

'. 
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1. GTE to GTE - Intra-LATA: Regional GTE 
entity serving the alarm company master, 
station is peo. 

2. Pacific Bell to Pacific Bell -
Intra-~A: Regional Pacific Bell 
entity serving the alarm company master 
station is PCO. 

3. GTE to- Pacific Bell - Intra-LATA: 
Where billed party is in GTE serving 
area, GTE is PCO. 

4. Pacific Bell to GTE - Intra-LATA: 
Where alarm company master station is 
in Pacific Bell serving area, Pacific 
Bell is PCo • 

5-. GTE to interexchange carrier to GTE,. or 
pacific Bell to interexchange carrier 
to Pacitic Bell - Inter-LATA: 
Interexchange carrier is PCo. 

6. GTE t~ interexchange carrier to Pacific 
Bell, or Pacific Bell to interexchange 
carrier to GTE - Inter-LATA: 
Interexchange carrier is peo. 

1.3.17 EQ.yate Line AlArJI S$rvie. For the purposes of 
this qeneral order, a private line alarm se.rvice 
shall :be defined as a private line service-
provided by a telephone utility for the .1 

transmission of customer-generated alarm signals. 
This encompasses services that are monitored by 
alarm companies as well as fire and police 
c1epart:ments~ but excludes. any service that is 
connected to the public (switched) exchange 
network. 
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1.3.18 ReqiQMl Reporting units. Units assigned by 
geoqraphic location. to compile and record data in 
accordance with the service measurements of 
General Order 152. See Figure A ~or the Pacific 
Bell Company, Figure B tor the General Telephone 
Company of california r ,·and Figure C ~or the 
Continental Telephone Company of california. 
American Telephone and Teleqraph will report on a 
statewide ))asis. 

1.3.19' Service HCosgreaent. A specified service 
category to· be measured by the telephone utility 
reporting units and reported to the Commission 
when set service levels are not met. 

1.3.20 Serying Link. The local cable· pair from . the • 
telephone utility's serving central office to' a 
customer's or alarm company subscriber's premise. 

1.3.21 Telephone ptil~. A public utility telephone 
corporation providing telephone service as 
turther defined by Public Utilities Code sections 
216 and 234. 

1.4 IntoxaatioD available to the Public. Telephone utilities 
shall main'blin, open ~or public inspection· at their main 
offices in california, copies of all reports submitted to 
this commiss.ion in compliance with these rules. Reports 
shall be held available for one year. Copies of these 
reports shall also be maintained and be available tor 
public inspection at the Commission.' s Sanr:'ranciseo and 
Los Angeles o~fices. Copies of such reports shall be 
sent to interested parties by the telephone utilities 

. upon request. . 
1. S XQs:ation ot Becord'l- All records required by these rules 

shall :be made' available to representatives,. agents,. or 
employees of the Commission and to interested parties 
upon reasonable·· notice.. . .. 
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1.6 Reports to the Qgpaission. Telephone utilities shall 
furnish to the Commission at such times and in such form 
as the Commission may require, the results of summaries 
of a:ny measurements required by these rules. Telephone 
utilities shall furnish the commission with any 
information concerninq telephone utility facilities or 
operations which the commission may request and need for 
determininq quality of service. 

1.7 

1.13 

DeyiatiODs Prga 'these Rules. In those cases where the 
application of any of the incorporated rules results in 
undue hardship or expense t~ a telephone utility, it may 
request specific relief by filinq a formal application in 
accorda:nce with the Commission's Rules of Practice and 
Procedure, except that where the relief to be reql.1ested 
is of minor importance or temporary in nature,. the 
commission-may accept an application and Showinq of 
necessity by letter. All requests for deviations from 
a:ny of these rules shall also be mailed to interested 
parties. 

Interested Parties. A person wishinq t~ become an 
interested party under these rules shall notify the 
telephone utilities a:nd commission in writinq. 

1.9 RevisionS of Rules. Telephone utilities subject to these 
rules may, individually or collectively, file application 
with this Commission for the purpose of amendinq these 
rules. The application shall clearly set forth the 
chanqes proposed and the reasons for them, and shall be 
served upon all interested parties. Interested parties 
shall have the same riqhts to propose modifications. -by 
appropriate procedure. 

1.10 Meetings .... Representatives of the telephone utilities, 
the commission staff, and the alarm- industry shall meet 
periodically t~. discuss qeneric problems' associated. wi tho. 
the installation and maintenance of private line alarm· 
service .. _ . 
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S'NfDARDS OF SERY.ICE 

2.1 General. 'rhese rules establish uniform standards of 
service ~or the installation, maintenance, and 
operation o~ private line alarm services. 'rhe 
four service levels listed below are 
applicable to each of the service 
measurements. 'rhe service measurements 
established are as follows: ' 

SeryiceMeasurgment 
Alarm Held Orders 
Installation· Due Date 
service Trouble Report 
Repair Response 

:rype or Service 
Installation 
Installation 
Maintenance 
Maintenance 

2.2 pescription of SeroW LeVels. 

2.2.1 stAndardseryice Leyel. 'rhe standard service 
level reflects the average or basic level of 
service provided to the customer. Service within 
this level is considered adequate. 

Performance below the standard service level that 
is on the verge of becoming a reporting service 
level will be qiven immediate attention by the 
telephone utility. 

2.2.2 Reporting Seroc5; I.eys!l. 'l'his level has been 
established to indicate reporting units which are 
performinq significantly below the standard 
service level. Service that falls within this 
level will be considered inadequate and will 
require a report'to be made to the, Commission. 
Reportinq service levels are applicable to each 
individual reporting unit. 

2.3 Plant CODt;ro1 Office CPCQ). 

2.3.1 PCO responsibilities are as follows: 
1. OVersee and assure that alarm 
service orders are completed on time. 
2. Be the _in contact for the 
customer forprovisioninq and 
maintenance • 
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3. Oversee the repair of any network 
problem in a timely manner. 
4. Report the completion of alarm 
service orders and the repair ot 
troubled service to' the customer or 
reporting party. 

Z.3 .2 Petemininq PCQlReporting unit. 'l'he telephone 
utility will designate a peO/Reporting unit 
within the area serving the alarm company master 
station, except for alarm services involving an 
interexcbmlge carrier. When private line, multi­
point,. or bridged alarm service is ordered from , 
or billed by an interexchange carrier, the, ' 
interexchange carrier assumes peo ~eportinq 'Unit 
r~ponsibilities • . ~ .,.' . 

2.4 :rmrt:allation TroUble Reports. 

2.4.l. Description. My operational trouble reJi>orted on 
a new or rearranged service within 7 busl.ness 
days of the order completion date. 

2.4.2 Procedure- 'l'he utility shall be notified by the 
alarm company of an installation trouble report 
problem. 30 days in advance of the GO 152 
committee meeting. SUfficient details will be 
turnishedto enable the utility to investigate 
the complaint and be prepared to reply. 'l'he item 
will be placed on the agenda of the next GO 152 
meetinq. 

3.l. alArm Beld orders· 

3.1.1 pescriptiQD. 'l'his measurement indicates the 
total number of alarm service orders not 
installed within 30 days o'! the due date. 'l'he 
reason for an order being held shall be 
determined as soon as the due date has been 
missed. Due dates missed as a result of a 
customer's,action or request (i.e., building not 
ready or access-related delays) will not 'De ' 
counted as a missed order for this, ,measurement. 
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3.1.2 Procedure. A tracking function will collect data 
as well as track the held order's status. An 
alarm service order given an immediate held-order 
status, (i.e., n~ available facilities determined 
at order processing center) will have a Jeopardy 
Notice drawn up at that time and the alarm 
company will be notified prior to the order's due 
date of the expected relief date. ' 

3.1.3 Measur8leDt. Count once a month for each 
reporting unit the total alarm orders not 
installed within 31 to 60 days, 61 to 90 days, 
and over 90 d~ys of the due date. Divide by the 
monthly average of the alarm service orders due 
tor the month being measured, plus. the five '. 
previous months. 

3.1.4 §.tondarcS Service Leyel· 
31 days to. 60 days ........... less than 3% 
61 days to 90 days ........ ., •• less- than, 2'% 
OVer 90 days ...................... less than 1% 
RepoJj;inq Service Leyel· 
31 days to· 60 days ............ more than 5% 
61 days to 90 days •••••••••• more than 4% 
OVer 90 days •••••••••••••••• more than 3% 

3.1.5 Installation Pue=dateXnteryals. 
The Alaxm Held Orders measurement is based,. in 
part" upon the telephone utilities' installation 
due-date intervals that are in effect at the time 
the Standard and Reporting Service Levels are 
adopted. A utility that eleots to change its 
installation due-date intervals shall notify the 
Interested Parties ot such a change. A change of 
an installation due-date interval may result ina 
modification of the performance' levels set forth 
in Section 3.1.4. 

3.1.6 Reporting' vuit. Regional reporting entity. 

3.1.7 Beporttng Prequency. compiled monthly. Reports 
submitted quarterly to the Commission for any 
reporting' unit which does not meet the reporting 
service level for any month during the quarter .. 
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IDStal10tipn CgwDitMents .. 

3.2.2 

3.2.3 

3.2.4 

Description- This measurement indicates the 
number of new services and additions that are 
installed on or before the due date.. Requests 
for disconnects and inside-move orders (i.e., a 
request to. move the private line alarm service 
termination within the premises) are not included 
in this measurement. Due dates missed as a 
result of a custom.er's action, such as a building 
not being ready or access-related delays, will 
not be counted. This measurement will be 
expressed as a percent o:f the orders completed. 

Jkasureaent. Count once a month the total alarm 
service orders completed, the due dates missed, 
and the due dates met. Divide the due dates met 
by the total orders completed., 

Standard Service Level .......... at or aJ:)ove 90t. 

Reporting service LeyQl. .......... at or below 85% .. 

3 .. 2 .. 5 Reporting Entity.. Regional reportinq unit. 

3.2.6 BepoJj:inq Frequency.. Compiled monthly.. Reports 
submitted to. the commission quarterly :for any 
reportinq unit which performs at or inferior' to. 
the reporting service level for any month during 
the quarter. 

3 _ 3 Service Trogble Reports .. 

3 .. 3 .. 1 Trouble Be.vorting "Door. The telephone utility 
will provide the alarm. company with a" to.ll-free 
trouble reportinq number 'to, report service 
operation problems. 
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3.3.2 ~criptiOD. This measurement indicates the rate 
of service alarm trouble reports from eustomer~ 
relating to dissatisfaction with the operation of 
a private line alarm service. Reports received 
during the reporting month will be counted and 
related to. the total serving links in place in 
terms of per 100 serving links. Trouble that is 
found t~ be caused bf customer error or customer 
provided equipment w1ll not be counted in this 
measurement. 

3.3.3 Procedure. Upon reception, alarm trouble reports 
are entered into a.computerized data base. At 
month's end, applicable trouble reports will be 
tallied and related· to. the total serving links in 
place tor the reporting month. The total serving 
links in place shall l:>e updated each quarter to 
provide an accura~e service measurement • . ~ 

3.3.4 M§agurewent. Count the total number ot service 
trouble reports received by the reportinq unit 
d.uring the reporting month and divide by the· . 
total number of serVing link$ in place during.the 
reporting'month. 

3.3.5 standard Serxice Leyel •••••• at or below 6.S per 
100 serving links in place. 

3.3.6 Rep9rttna SerxjeeLeyel ••••••• at or above S per 
100 serving links in place. 

3.3.7 lleportiM EntitY. By company, by region. 

3.3.8 Repoz;j:inq FrequeDCCY- Compiled monthly. Reports. 
suJ:)mitted to. the commission quarterly for any 
reporting unit which performs at or inferior to 
the reportinge service, level for any month during 
the quarter. ' 
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3 .4 Repair R.esPAAse. 

" 
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3.4.1 Description. ~he average time taken ~y a 
telephone utility to clear an alarm trouble 
report is indicated ~y this measurement and is 
expressed in hours per trouble report. This. 
measurement is intended t~ further indicate the 
number of alarm trouble reports which require 
qreater than 48 hours to clear, and is expressed 
in percent of total alarm trouble reports 
received during the reporting month. Alarm 
trouble reports determined to ~e caused ~y 
customer error or customer provided equipment, as 
identified by standard trouble isolation and 
identi~ication techniques, will not be included 
in this measurement .. 

3.4.2 Procedure. For the purposes of GO 15,2, alarm 
troUble reports can be said to' be of thr~e ~asic 
dispositions: (1) Involves found trouble 
attributable to the telephone utility's 
facilities or equipment and will be counted in 
this measurement as well as in. the reports per 
hundred measurement, (2) trouble reports that 
involve non-found trouble (test okay: found okay 
in: found okay out) will als~ ~e counted in this 
measurement as well as in the reports per hundred 
measurement, and (3) trouble isolated to. customer 
provided equipment. CPE disposition will not be 
counted in this measurement .. 

Duration time will start with the reception of a 
trouble notification by the utility. The time 
will be continuously tracked via a computerized 
system until closed out by the alarm company .. 
(Reports concerning chronic, intermittent-type 
trouble will be escalated to management at the 
alarm company and utility for resolution .. ). 

Tbe utility will test'the circuit and report the 
resul ta· t~ the alarm company. 'rhe alarm. company 
will elect to dispatch their technician. or, 
request a utility dispatch. 
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If the alarm company does not elect a utility 
dispatch, the trouble report will be closed by 
the utility. 

If the alarm company elects a utility dispatch: 

1. ~he protected premises open-hours will be 
furnished. If out of these hours, the alarm 
company must arrange access to test the 
circuit (end of the utility'S facility). 

z. If access cannot be arranged, the report may 
be held open. until the normal business hours 
for the protected premise . . 
Should this interval extend beyond & hours, 
the report will be closed out and· the alarm 
company will be required to· initiate a new 
report when access is obtained • 

3.4.3 lIeasureaent. compile the total elapsed time to· 
clear all alarm trouble reports received by the 
reporting unit during the reporting month using a 
24-hour clock. SUch amount will then be divided 
by the total number of alarm trouble reports. 
received by the reporting unit during the 
reporting month. The reporting unit will also" 
count the total number of alarm trouble reports 
received· for each reporting month which require 
more than 48 hours to· clear. That amount will be 
divided by the total number of alarm· trouble 
reports received by the reporting unit during 
each reporting month. This. 48-hour measurement 
will be expressed as a percentage. 

3.4.4 standardSerri.ce Leyel. Average elapsed tiIneof 
3 hours or less. 
More than 48 hours in elapsed time ....... less than 
2%. 

3.4.5 Reporting service Leyel. Average elapsed time of 
10 hours or more. 
More than 48- hours in elapsed time ••••• over st • 
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3.4.6 R@portinq Entity. By company, by region. 

3.4.7 Reporting Pregu1;)nscy. compilea monthly. Reports 
sUbmittea to the commission quarterly, tor any . 
reporting unit which pertorms at or interior to' . 
the reporting service level tor any month during 
the quarter. . 

4. RECORDS NfD REPQRTS 

4.1 Reporting VOits. Service measurements shall be 
lDaintained by reportin~ units. Reportin<1 units will be 
regional reporting ent1ties. A descript10n of the 
repo~ing units tor Pacific Bell,. General Telephone and 
Continental Telephone is shown on Figures A, B-' and C, 
respectively_ Telephone utilities with more than 100 but 
less tban'2,OOO serving links shall tile one statewide 
report. Those utilities reportinq' on a statewide basis· 
shall show the actual number of occurrences for missed 
installation commitments and h~~d orders. 

4.2 Report Leyels. Reporting levels are established.by these 
rules as set forth in Section 3. service measurements 
with levels of service at or inferior to the reporting 
levels in any given month will be considered inadequate 
service. ' 

4.3 Beport1ngReqyirements. Quarterly Reports shall ~e made 
to- the Commission for all reporting units providing 
service at or below the reporting service level on any . 
measurement for any month auring the quarter. Reports 
shall be tiled within 30 days after the end of each 
quarter., Reports to the commission of performance at or 
below a reporting level shall state the levels of service 
for each such measurement, the month ~einq reported, a -, 
description of the cause of pertormance at the reportinq 
level, a statement ot action being-taken to improve such 
performance, and- the' estimatea aate o:f complet1on. ,of the' 
improvement. . '. 
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4.4 Retention of Record~- Monthly summary records of serviee 
measurements ~or eaeh reporting unit will be retained for 
three years. All summary reeords will be available tor 
examination by the commission and other interested 
parties. during -the retention period: speeial sUllImaries: of 
service measurements may be requested ~y the Commission. 

Dated November· 9, 1988, at San Franoisco-, california. 

PUBLIC UTILITIES COMMISSION 
S1:A!!Efl~CA:LIFJ'AAIA-

~ilJJJl f~4f 
By VICTOR, WEISSER 

Executive-Director 



• 

• 

A.87-09-025 ALJ/AVG/rmn 

representatives from the telephone utilities,. ORA, and the alarm. 
industry. The Review Committee identified certain items in GO, 

which had been rendered obsolete by the advancement of measuri 
system technolO9j". After several months of meeting's and 
negotiations among' its members the Review Committee propo 
revisions to § § :I. through 4, of GO :1.52. A copy of the 
GO :1.52' incorporating the proposed modifications is 
Appendix A. The proposed revisions 
intent or purpose .. 
Proposed Chancres to. GO 152 

Following is a ~rief 
various sections of the general order. 
have remained substantially unchanqed. 

:I.. GenEtral. 

proposed changes in 
tions not referred to 

accommodate chanqes set forth in 0 r sections of the qeneral 
order .. They are'in §§ 1.3 .. 3, 1.3. , 1.3-.9, 1.3.10, :1..3.11, 1 .. 3.12, 
1.3 .. 13,1.3.:1.4,1.3.16, and 1 .. 3.. Existinqdefinitions have:been 
renumbered so· that all definit ns are set forth in,alphabetical 
order ... 

2. Seryic~., ing qeneral order provides service 
measurement for alarmhel orders, installation commitments, 
installation trouble rep s, service trouble reports, and repair 
response.. The existin method for measuring' installation trouble 
reports has proven to. unworkable,. and there seems to :be no, 
workable alternativ for capturing the necessary data. Therefore,. 
the measurement sy em for installation trouble reports has ~een 
deleted' in the r ised qeneralorder. However" the applicants have 
aqreedto addre s.specific instances of installation trouble that 
are reported . the utilities ~y, the alarm. companies durinq, ,the 
qu.arterly m tinqe. requ.ired ~y GO :1.52.. The new procedure is set 
forth in § 

\ 

e', lIlethod of measuring the' remaininq' service cateqories, 
ubstantially'uncbanqed. 

- 3 -


