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Decision 92-12-007 December 3, 1992 7
BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIi‘_‘ORﬂIA

In the Matter .of Amending Cértain )
Clausés in General Order.133-3,

Governing Service Standards for ) Applicatlon 91-07-041
Teléephone Companies. ) (Filed July 30, 1991)
)

ORDER ON LIMITED REHEARING AND PETITION
FOR MODIFICATION OF DECISION 92 05-056

Background

Call America Business Services Corporation (Call
America), MCI Telecommunications Corporation (MCI), and Sprint
Communications Company (Sprint) filed Applications for Rehearing of
Décision (D.) 92-05-056, which amended Genéral Order (GO) 133-Af
GO 133-A established the proper and adequate measurément standard
indices for all teléphone utilities providing service within the
State of California. Based on recommendations from the GO 133—5‘
Review Committee (Review Committee), D.92-05-056 updates GO 133-A
and retitles it GO 133-B. The decision also specifically directs
all interexchange carriers (IECs) providing operator service in
California to fully comply with the amended GO.

Call America and MCI alleged in their Applications for
Rehearing that their due process rights had been violated because
they never received notice of an Administrative Law Judge (ALJ)
ruling issued in this proceeding which solicited comments on four
issues! from a supplemented service list2 which included all

1 "a. Does G.0. 133-A, as amended, ignore the current
competitive regulatory environment?

{Footnote continues on next page)
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Review Committee members, interested parties, and a11 the IECs
operating in California. : : _
o MCI and Sprint in their ApplicatIOns also raised the
quéstion of whéther D.92-05-056 is inConsistent with previous
orders of the Commission delineating the pfoper approach to
regulation of non-dominant intérexchange ¢arriers (NDIEC).
Specifically, sprint maintained that D.92-05-056 céntains errors
tegarding the current competitive environment ‘and the scope of
opéerations of the NDIECs.

Pursuant to D.92-08-047, thé Commission granted limited
rehéaring to ”allow all those on the Appéndix A and Appendix B
service lists in this procéeéding who have not heéretoforé done so to
commeént on the four questions raised by the Administrative Law
Judgeé’s November 14, 1991 ruling in this proceeding. Accordingly,
Sprint, MCI, and the california Association of Long Distance - :
Téléphoné Companiés (CALTEL)3 filed comments on the. questiOns.
Pacific Bell (Pacific) filed reply comments.

(Footnote continued from previous page)

“b, Should G.0. 133-A, as amendéd, continue to apply to all
telephone utilities?

"c. Should all interéxchange carrieérs be exempted fron
amended GO 133-A7 :

7d, Should those provisions of the General order which apply
to intereéxchange carriers apply solely to ATLT?”

Identified as Appéndix A and Appendix B servicé lists,

: By letter dated August 24, 1992, CALTEL declared that while

Call America filed an application for réhearing of D,92-05-056, the
conpany would be participating in the limited rehearing as a member
of CALTEL. A September 4, 1992 ALJ ruling accepted thé comnénts
CALTEL had subnmitted in its representative capacity.
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on June 22, 1992, GTE california Incorporated (GTEGC)
petitioned for modification of D.92-05-056 on the ground that the
delays in the effective date? of the decision have made the
ekisting compliance dates for the category of Business Office
Answering Time (GO 133-B, Section 3.9) unworkable, GTEC requeSté
that the order be modified to specifically extend theése compliance
dates. ' '
Positions of thé Parties and
Representative in the Limited Rehearing
CALTEL

CALTEL submits that 7"no reasons exist to apply the
reporting requirements set forth in GO 133-A to interexchange
carriers.” (CALTEL Comnments at 1.) It maintains that the
cormission created the reporting requirements under GO 133 to
ensure that telephone services meet certain quality standards. -
Further, CALTEL argues that the reporting requirements only serve
»as a meaningful means of monitoring sérvice quality when applied
to monopoly providers of telephone services.” (Id.) (Emphasis in
the original.) CALTEL conténds also that since IECs operate within
a highly competitive marketplace, they are inherently motivated to-
provide consistent high quality service. CALTEL asserts that =
imposing the GO 133 reporting requireménts on IECs will “merely
create costs without providing any related service benefits for
customers.” (Id. at 2.)

Sprint
sprint maintains that "no public interest is served” by

applying the requirements of GO 133 to long distance companies such

4 The Review Committee originally contemplated that the amended
GO would become effective 1/1792. D.92-05-056 was issued May 20,
1992. Pursuant to Section 1733(a) of the Public utilities code,
the applications for rehearing created an automatic stay in the
proceedings which has continued.
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as itself. It contends that ”the forces of competition set the
prices, terms, and conditions for interLATA services provided by
non-dominant interexchange carriers.” (sprint coﬁments'at'za)‘
Further, sprint argués that the NDIECsS do not have
jurlsdictionally specific infrastructure, such as california-
specific recording and reporting systems. Therefore, they submit,
NDIECs should not be required to déevelop them without a
determination that a significant consumeér probléem exists that can
be addreéssed no other way. )
Sprint conténds that GO 133-A ignorés the competitive
environnent faced by NDIECs in California today. It argues that
application of thé GO to NDIECs is duplicative of the discipline
imposed by market forces. Further, Sprint maintains that a1l
" NDIECs should be exempted from GO 133-A because it is unnecessarily
burdensomé without “serving any useful public purpose.” (Sprint
comments at 4.) Sprint states that application of *traditional
régqulatory requirements to non-dominant firms would impose
substantial burdens on both the firms, and the comnission and its
staff, without creating any offsetting public bénéfit," (1d.)
Pinally, Sprint assérts that many aspects of GO 133-A do not apply
to thé way an NDIEC doés business. :

MCI :
MCI maintains that theé record evidencé in this proceeding

contains no adéquate factual basis for thé imposition of GO 133-B
regulatory requireménts to IECs. It argués that the application of




A.91-07-041 ALY/JAR/jac

the amended GO to NDIECS ”éffectively undermine(s) cléarly-stated
commission ‘goals for the California teleconmunications - :
market...without furthering any other Commission goal or policy ’
purposé.” (MCI Comménts at 4.) MCI asserts that IECs operate in a
highly competitive market in which application éf technical -
standards promulgated by, and for, local exchange carriers furthers
no rational public policy purpose. ' '
MCI also points out that many of the provisions of
GO 133-B aré inappropriate or irrelevant to the way in which IECs
offer service in california. In addition, it notes that ‘
D.92-05-056 silently assumes that the authorization of intraLATA
conpetition is imminent in california, and contends that there is
no adequate basis for imposing “burdensomeé and unnecéssary
regulatory réquiréements on NDIEC market participants in |
Ccalifornia.” (MCI comménts at 4.) Finally, MCI submits that
compliance with GO 133-B will increasé the cost of doing business
for NDIECs in the state.
Pacific
Pacific was the only party to file reply comments ‘
pursuant to D.92-08-047. Paocific states that application (A.)
91-07-041 was “designed to clarify and revise specific portions of.
GO 133-A and replace it with GO 133-B.* It asserts that one of the
séctions of GO 133-A that the Application does not attempt to
nodify is Section 1.2. Pacific submits that section 1.2 clearly
states, both in its current and aménded forms, that GO 133-A
applies #,..to all telephone utilities providing service wlthin ‘the
state of california.” :

Pacific notes that thé commenters do not take issue
with or otherwise address the mérits of the specific amendnments to
GO 133-A requested in the Review committee’s Application. Rather,
Pacific points out, Sprint and MCI claim that GO 133-A requiféménts
should not apply to them at all and that D.92-05-056 will somehow
increase competitive firms’ regulatory burdens. Pacific arques
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that the commenters ignoré the fact that they are already required
to follow GO 133-A: It continues: ' :
#(t)he issue of excluding certain telephone

utilities from the requireménts of G.0. 133-A

is clearly beyond the scope of the Application,

and the applicability of G.0. 133-A to all

interexchange carriers is unambiguously covered

gn)section i.2.#7 (Pacific Reply Comments at

pacific maintains that Section 1.7 of the GO éstablishes
the appropriaté procedure for telephone utilities to follow in
requesting a deviatien from GO 133 rules. The company subnits that
the commenters have thé burden of establishing that they are
entitled to a change in the commission’s rules. It notes that they
have not met that burden. '

pacific contends that GO 133-B does not ignore the
current competitive regulatory environment. It argues that by
requiring the same standards of all telephone companies in
california, unless specifically exempted by the Commission,

GO 133-B ”fosters the concept of a lével playing field which is the
foundation for true competition.” (Id. at 4.) Pacific observés
that while the commenters complain that GO 133-B may cost them
money, they do not quantify how much it will cost thém and present
no facts which will allow thé Commission to weigh thé benefits and
costs,

Pacific cites case law refuting the commenters’
implication that the commission has exempted them from meeting
requlatory requirements. Moreover, it asserts that the -comnmenters’
arguments that custémers can ”"vote with their feet” ignoré the fact
that customers can incur costs when they “vote” or change from
their presubscribed IECs. Pacific maintains that it does not
object to an ongoing réview of GO 133-B as the competitive nature
of the marketplace is further defined by the commission. However,
{t subnmits that any such ongoing review is most appropriately

performed by the Review Committee.
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- Pacific argues that the requirements of GO 133 -B need to .
apply to all telephone companiés. Pacific notes that the -
comnenters’ submissions imply that they do not comply with GO 133-A
today. It character1zes the issué as one not of content but of-
compliance. Pacific conténds that the commentérs have failed té
présent any facts that support exempting them fron rules to vhich

they are already subject.
Finally, theé company asserts that éliminating the service

standards or monitoring requirements for oné group of compétitors
is inappropriate. Pacific submits that the provisions of the
GO which apply to IECs should not apply solely to AT&T. It
observés that the purpose of GO 133-B is not to disadvantage any
particular IEC or local exchangé company, but rather: ~,..to
establish uniform standards of service to bée observed in the
operation of telephone utilities.*® pacific requests that _
GO 133-B continue to be held applicable to 411 telephone utilities,
including IECs, authorized to provide sérvice in california. 1In
the alternative, it requests that if the Commission elects to
exenpt any IECs from the requiréments of thé GO, that Pacific’s and
all other local exchangeé companies’ competing services also be
exénpted.
Discussion

Weé havé carefully considered all the comménts filed.
Notwithstanding, we substantially concur with Pacific’s comments.
D.92-05-056 does not expand the application of GO 133-B., It simply
gives notice to all telephone utilities providing sérvice within
california that the comnission éxpécts full compliance with the
amended GO. The I1ECs are speécifically directed because, with the
éxception of AT&T, they have consistently ignored GO 133-A.
Although Sprint and MCI’s sharp comments insist without legal

5 Section 1.1(a).
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" support that the IECs are being newly and irrépar;biyfbu

GO 133-B, the facts, the ‘law and the words of the GO 1tse1ff
'  indicéte otherwise. , ’
When the Commissiont ) !

7found that the public interest will be served
by the establishment of rules governing
telephone service to bée furnished thé public by
telephoneeutilities in california and adopted
G.O. 133”7

long distance service was provided by one company --- AT&T. In

" November 1983, the first time GO 133 was amended, ! AT&T was about
t6 succeed to the interstate and interLATA operating authority of -
" the Bell operating Companies and a competitive market for
intrastate interLATA authority was emerging in california. -We
acknowledged the changing environment and specifically addressed.

~ the potential new entrants:

ngince issuance of this 0II, a number of
applications have been filed with the
commission by persons seeking to offer
long-distance, resale, and other forms of :
teléphone service in competition with telephone
companies presently providing public utility
service. If authorized to provide service,

such persons would be telephone conpanies
subject to the revised GO 133.” (Emphasis

" added.)

Moréover, we anticipated that some of the new competitors
might be interested in providing service of a lesser grade from
that established by GO 133-A. Therefore, We recommeénded the
‘procedural method through which this issue would best be présented

to us!

71t may be that some such competitive teléphohe::
companies would desiré to offer a different

6 D.80082 (May 18, 1972).
7 D.83-11-062, 13 CPUC 2d 220 (November 22, 1983).
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grade of service not meeting GO 133 standards.;
if so, the commission would entertain :
applications for exemption from all or portions
of the reviseéad GO 133. It should bé clear, -

however, that thé commission has reached no

conclusjons as to whether any such exemptions
should be granted.”° (Emphasis addeg.) '

. The only other time we specifically addressed this matter was in T

our recent D.92-05- 056.9
As Pacific correctly points out in its réply comments,

Section 1.7 of thé GO itself establishes thé appropriate procédure

for telephone utilities to follow in requesting a deviation from

its rules:! ’ -
"peviations From Any of Theéseé Rules.,

7In those cases where application of any of the
rulés incorporated herein results in undue
hardship or éxpensé to the ut111ty, it may
request specific relief by filing a formal
application in accordance with the Commission’s
Rules of Procedure, except that whereé the
relief to be requested is of minor 1mportance
or témporary in nature, the Commission may
accept an application and showing of necess1ty
by létter.”

In addition, the GO details the procedure by which affected or

interested parties may amend GO 133:

#Telephone utilities subject to these rules may
individually or collectively file application
with this commission for the purpose of
amending these rules. The application shall
clearly set forth the changes proposed and the
reasons for them. Othér interested parties
shall have the same rights to propose 10
nodifications by appropriate procedure.”

1d.
Mineo. at 7.

Section 1.8.
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MCI and Sprint argue that NDIECS should not have to
comply with amended GO 133-A because many of its provisions are
minappropriate” or "frrélévant” to the way in which IECs provide
service in caltifornia. We find their argument puzzling. Theré are
at least two specific measurement standards that couvld apply to IEC
services todayt Toll Operator Answering Time and Directory
Assistance Operator Answering rimel!, 1If an 1EC providés either
or both services, we eéxpect it to report on the applicable service
-index or indices. If an IEC provides neither service, we do not
expect it to submit reports. The Commission staff is available to
respond to IEC quéstions of whether or not it should filé a reéport
for one or both of the service measurement standards.

MCI maintains that D.92-05-056 extends GO 133-A beyond
its original intent by applying the GO to IECs providing service
within the state and "silently assumes that the authorization of
intraLATA competition is imminent in california"l2 MCI is wrong.
D.92-05-056 amends certain technical service quality standards and
gives notice to all teélephone utilities in california, particularly
IECs providing operator service, that this Commission expects
compliance with amended GO 133-A. Notwithstanding the commeénters’
conténtions, we have given no blanket exemptions to thé IECs, ' 
dominant or nondominant, operating in this state, to simply pick -
and choose among the rules governing telephone utilitiés for the
ones with which they wish to comply. The deviations from
traditional regulation for AT&T and the NDIECs have been based upon

11 In D.92-05-056, we identified Section 3.7 on Toll Operator
Answering Time as the sole service index applicable to the IECs.
In its reply comments, Pacific correctly noted that there aré two
specific measuréement standards that could apply to IEC services
todayt Section 3.7 on Toll Operator Answering Time and Section 3.8

on Directory Assistance Operator Answering Time.

12 MCI Comments at 6.
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_ ¥ecoérds substantiated byfeVidénde,'nét'ihvectives.'_uc;iéss'ié' |
acceptable with respect to amendéd GO 133-A. Accordingly, wé deny

- the requests of CALTEL, Sprint, and MCI,

GTEC’s Petition For Hbdificatidn

GTEC asserts that the Review Committeé particularly
contemplated implementation perlods for Business Office Answering
Time that werée an integral part of the proposed schedule of
A.91-07-041. The company further submits that the propésed
scheduling language was adoptéd unchanged in D.92-05-056,
notwithstanding an unanticipated delay in the éffective date of the
decision. GTEC notes that the situation may be unintentionally
aggravated once the decision on rehearing is issued.

The Review Committee proposed a compllancé schédule for
Business Office Answering Tlme13 that required:

770% answered with1n 20 séconds starting from

January 1, 1992‘

#75% answered withiﬁ 20 séconds starting from

Ooctober 1, 19927

780% answered within 20 seconds starting from

July 1, 1993.7

: GTEC maintains that the schedule assumed compliance W1th
the 70 percent answer timeé on or about the anticipated eftfective
date of the order, January 1, 1992. The company states that the
proposed schedulé also specifically contemplated a ten-month
implementation period for the progression from the 70 percent
 answer time to the 75 percent answer time, with an additional nine-
month interval before thé 80 percent ansver time standard would
take effect. ,
GTEC conténds that whén the Comnission issued

D.92-05-056 and ordeéred all local éXchange carriers to comply with

13 A measure of the time required for a business offlce
repreésentative to answer business office calls.

- 11 -
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GO 133-B by June 30, 1992, we inadvertently shortenéd to four
months the ten-month implementation period for the 75 péfcéﬁt:
‘answer time originally recommended. The company assérts_that we
unknowingly alsé shorténed to twélve months the éfiginal nineteen-
 month impleméntation périod for 80 percent answer time. GTEC
submits that the originally inténded périods of timeé are necessary
to implement the changes in systéms and personnel needed to meet
thé new standards. Consequently, GTEC requests that D.92-05-056 be
modified to specifically éxténd the compliance dates for Business
Office Answering Time!

#70% answered within 20 seconds starting from

the éffective date of the ordér:

#75% answered within 20 séconds starting from a
date ten (10) months from the effective date of

the order:

*80% answered within 20 seconds starting from a
date nineteen (19) months from the effective

date of the order.”

GTEC’s petition is appropriate in these circﬁmsténces_and
should be granted. We did not intend to shorten essential
implementatlon periods for Business Office AnsWerlng Time,

Findings of Fact _
1. call America, MCI, and Sprint filed Applications: for

Rehearing of D.92-05-056,

2. Pursuant to D.92-07-089, the stay of D.92-05-056 was
éxtended until further order of thé Commission.

3. On August 11, 1992, the cCommission issuéd D.92-08-047
granting 1imited rehearing to allow all those on the Appeéndix A and
Appendix B service lists in A.91-07-041 who had not previously doné
so to comment on the four questions raiséd by the Administrative
Law Judgé’s November 14, 1991 ruling in this proceeding.

4. sSprint, MCI, and CALTEL, as representative for call
America, filed comments pursuant to D.92-08-047.
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5. Pacific filed reply comments on september 2, 1992, and
the record in this proceeding was closed on September 3, 1992.A{[
: 6. The appropriate procedure§ for seéking an exenptioén or
deviation from amended GO 133-A have not béen followed.
7. GTEC filed a petition for medification of D.92-05-056 on
June 22, 1992. ‘ |
" 8. ordering Paragraph 4 of D.92-05-056 ordered all local
exchange and IECs providing service within califernia to comply by
June 30, 1992, inadverteéntly shortening thé implémentation periods
for the compliance dates of thé Business Office Answering Time.
Conclusions of Law
1. Upon careful consideration of the comments filed by
CALTEL, Sprint, MCI, and Pacific, no changés should bé made in
D.92-05-056 with respect to IECs prOV1d1ng serviceé within
california.
3. The stay of D.92-05-056, pursuant to D.92-07-089, is
1ifted. : :
3., GTEC’sS petition should be granted.
4. This order should be effective on the date signed because
it has previously been stayed 90 days.
- IT IS ORDERED that: |
1. Theé requests of Sprint CommUnications Company, McCI
Telecommunications Corporation and california Association of Long
Diéféﬁce Telephone Companies, Inc., as a representative of call
Ameriéa Business Services Corporation, with respect to Decision
' (Da) 92405 -056, are denied.
: _2. GTEB california Incorporated’s pPetition to Hodify
D. 92 05 056 is granted.

I.\!

;;-i“




A91-07-081 ALIJ3AR/fac

-3, D.92- 05 056 dated Hay 20, 1992 is modi.fied as followst
General order’ 133 B {6 changed to read:
3.9 Business Office Answering Time.

¢ Reporting ‘Service Level., 70% answered
within 20 séconds starting from
pecembér 3, 1992; 75% answered within
- 20 séconds starting from
Octobér 4, 1993} 80% answered within
—2gggeconds starting from July 5,
1 '

‘This order is effective today.
‘pated December 3, 1992, at San Francisco, California.

DANIEL Wm. PESSLER
President
JOHN B. OHANIAN
PATRICIA M. ECKERT
NORMAN D. SHUMWAY
Commissionérs

i CFRTIFY THAY THIS DECISION
VWAS APPROVED BY THE ABOVE
COMMISSIONERS ronAv

N (" (fgtxecume Dlreclor
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 GENERAL ORDER NO. 133-B . -~
‘(Supercedes General Order.No, 133-A)

- -APPENDIX:II:

PUBLIC UTILITIES COMMISSION OF THE
 STATE OF CALIFORNIA =~
RULES GOVERNING TELEPHONE SERVICE
Adopted May 20, 1992. < Effective June 19, 1992.
pecision 92-05-056 in A.91-07-041
as modified by Decision 92-12-007.
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1

General

1.1 Intent

Q.

shall not ‘be

Purposé.  The purpose of these rules is to establish

uniform.. standards -of service to be observed - in - -the
operation of telephone utilities.
Limits of Order. These rules do not cover the

subjects - covered in the filed ‘tariff rules of

telephone utilities.

Absencé of cCivil Liability. The establishment of
these rules shall not impose upon utilities, and they
sub)ect to any civil llablllty for
damages, which 1iability would not exist at  law if
these fui s had nct been édcptéd.n

Revision of Scope. These rulés may be revised »in'

scope on theé basis of expérience gained in theéir

»application and as changes in the art of telephony may

require.

Appl{bability. These rules are applicable to all
w#ithin the State

teléphone utilities providing service

of california.

1.3 Definitions.

a.

Billing - Center--Location where custoner inquiries

regarding billing items are handled.

Business Office--A Centralized service Group which

receives Small Business and/or Residence Custonmer

requests for new installation or change in existing
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service. This ,doésA not ?iﬁclﬁdétrbiliiﬁg {’qéntéf
inqﬁiriéé;‘ o ' i
central office Entity——A‘érdup'of lines ﬁéing"COmméh}
”originating équipnent or under stored progranm control.,
Céentral Office Wire Center--A facility‘coﬁposed of oﬁe>
or more central office switches which are located on
the same premises and which ray or méy not utilize
conmon equipment. In the case of a digital switch,
all remote processors that are hosted by a central
processor aré to be included in the central office.
wire center.
‘centrex--A service for custoners with rnany-‘stétidns
that permits station-to-statioﬂ dialing, generally oﬁe
iisted ‘directory number for the custoneér, direct-
inward dialing, and station jdentification on outgoing
.calls. The switching functions are pérfofméd in the
central office entity.
Commiésion——ln the interpretation of these rules, the
word E"CommiésiOn" shall be construed to nean the
public Utilities cCommission of the State of
california.
Commitment--Theé date agreed to by a custcmer and a
utility for the completion of requested work.
Custoner-Provided Equipment--Terminal equipment
provided by the customer.

customer Trouble Report--Initial line reéports from

customers or users of telephoné service relating to a .
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palgunetion-or dissatisfaction with “telephone company-
provided lines. | - o
Demarcation—4Point at  which ‘“télephpne‘ compaﬁy;
.maihtainedv eéUipment and wiring terminates:-at the
customér’s premises.
Electromechanical--A class of_switching:systems thich.
is primarily bésed on éleétricélly activated movement
. of mechanical switches.

Electronic (analog or Digital)--& class of switching

systens in which the control functions aré perforned
principally by electronics. There are two types in
usé: time division and space division. |

Empioyee' Réport?hh trouble réport from a télephbné'
conpany employeé who detects a- ‘trouble condition while
.perform1ng duties 1ndependent of any conversatlon witn
a customer regarding the trouble.
Installation--The provision of telephone serQice at
the customer’s request.

Installation center-—-The lccation responsible for the’
instailation of the custoners! lo

administration of installation field work by
scheduling, dispatching, and tracking the progress of
field forces.

Line--An access line (hardwire and/or channel) which
provides dial tone and which runs from the local

central office (Class 4/5, Class 5, or a remote) to

the subécriber's prenises.
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A

Maintenance cehter—;A»16ca£ion_resgbnsibielfor !the
testing, dispatChinq, and ~tracking of tfauBle
indiéations générated by customer Htéporﬁé, abnornal
conditiéns,. . and routine analysis . and'."theA
administration, scheduling, dispétchiﬁg, and traékiﬁg
of maintenance field work.

No Access--A condition where an employee cannot gain
access to the telephone company demarcation point at
the custormer’s prenises.

order Taken Date--The date on which customer - requests

service, assuming prior compliance <ith utility’s

rates, rules and regdlations. -
Primary Service order--Service orders for all pusiness

and residence main lines which are identified by a

local esxchange télephone number.
Regrade Service Order--chaﬁges7between individual and

party-line service as identified under Primary service

Oorderx~

Repor%ing Service Level--A specified service level of

performance for-each reporting unit. If perfornance

is not meeting this level, the utility will subnit

periodic reports to the connission.

Serviée Observing, Manual--a direct neasurement of
service provided to the customer, obtained -by an
evaluator sampling an actual call. The observers do

not listen to conversations.

service Observing, Mechanized--A direct measurement of
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service  provided - 1':.61? théf',;:llsf:dm_‘”er-" ','ébé'ainé*d by a -
mechanized system without fequiréméﬁt kbr ,obééfﬁafion
pérsdnnel.r |
,Smail Business--Thosé business accounts which are néf
designéted by the utility for special handiihq.
Special Services--Telephone or line circuits such as
foreign ekchange, locél intraexchange private 1line,
interexchange private 1line, exXchange data, radio-
telephone, other conmon carrier, INWATS, OUTWATS, off-
premises extension lines, and answering service lines.
Subsequent Report-—A‘éustomer contact relatihg to . a
previously reported tfouble whicﬁ occurs prior to the
timeé the initialror fitét-customef trouble report has
been cleared and the customer notified. Custoner

contacts changing or canceling appointments and/or

to a previocus réport
are not subsequent reports.
Telephone Plant--Equipment and wiring, excluding that
locat;d on a customer’s property, required to connect
a teléphone service to thereXChange network.\
,Telephéne Utility--A public utility telephone
as

corporation providing public telephone service

further defined by Public Utilities Code Sections 216

and 234.
Traffic Office--A group of operators which receives

incoming‘calls from direct trunk groups or by means of

an automatic distributing systemn,
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¢e., Traff1c Sector-—A gfoup of trafflc offlces lfnked

.together by automatic call distrlbutlon equ1pment to

forn a service network.

ff. Trouble Reéeport--Any - oral or written noticejfby a
custonmer ‘or their representative to the telephone
utility which indicates dissatisfaction with their
telepﬁone service, teléphoneée qualifiéd eduipmént,

and/or telephone enployees.

1.4 Information available to the Public.
The utility shall maintain, open for public inspection at
nain offlce in Callforn1a, coples of all reports

its
with- these

'submltted to thls commission in compllance

Reports shall bé held available for one Year. A

rules.-
and be’

copy of these reports will also be malntalned
available for public inspectiOn at the Comnission’s San

Francisco and Los Angeles offices. copies shall also be

made available to {nterésted parties for & nominal fee to
"The

-

cover the cost of processing and' reproduction.

availability shall > Feports provided bj the

local sefying compaﬁy.

focation of Records.
AlIl records required by these rules shall be kept

available to representatives, agents, or employees of the

comnission upon reasonable notice.

Reports to the connission.

The utility shall furnish to the commission, at such
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tlmes and in such forn as the Connission may require, thee
results or summaries of any measurements requlréa by

" The utillty,sha11>furn;sh the CommiSSIOn

 these rules.
facilities

with any information concerning the utility’s
or operations which the Comnission may régquest and need

for determining qualit? of service.

Deviations from Any of Thesé Rules.

In those cases Qhere the application of any of the rules

incorpofated hérein fésults in undue hardship or expénse

to the utility, it may reaueet specific relief by 'fiiing

.a formal appllcatlon in accordance with tné Lommlss1on s

" Rules of Procedurés, except that where the relief to be
requested is of minor “importance or temporaty in nature,

the Conmission may accept ah appllcatlon and show1ng of

necessity by letter.

Revision‘of Rulés.
Telephone utilities subject %o these rules nay

individually or coilectiveiy file applicatidn with this

commission for the purpése of amending thésé rules. The
applicatioh shall cleéarly set forth the changes proposéd
Other interested parties shall

by

and the reasons for them.

have the same rights to propose modificafions

appropriate procedure.

. 5. STANDARDS OF SERVICE

2.1 General.
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Théseiruies"establiéh;unifora.tégoéfinq levels of service
for the ihstéliation;‘ﬁaintenancé,Véﬁd,Quélity of‘_ |
télephone service. The servicé measures established are
as follows:

Type of Service:

service Measure

Held Primary Service orders ‘ installation

Installation-Line Enexgizing .
commitments : Installation

customer Troublé Reports Maintenance

pial Tone Speed pial Service.

Dial Service (Service Observing) - pial Service

Toll Operator Answering Time Gperator Services

pirectory Assistance Operator
Answeéring Tinme

Trouble Report Sérvice A
Answering Time Repair Services

‘Business Office Answering Time Business Office . -

Operator'ServiCés

bescription of Reporting Levels. ‘

These levels have been established so as to indicdfe
units which/'aié not meeéting the standard fheréby
providing an {ndication of inadequate service. Reportinj
service levels are established for each of the service
meaéureg; except held orders. Reporting Service Levels

are applicable to each individual reporting unit.

3. TELEPHONE SERVICE MEASURES
3.1 Held Primary Service orders.
a. Description. Requests for primary (maih) telephone
service delayed over 30.days pecause of lack of
telephone utility plant. An order will count as held
when service is not provided within 30 days after

comnitment date. The date the order is taken from the
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i—customer shall bé used in liéu of comnitment datégj' :
-where the utility cannot establlsh connitment dates.7" 
Or&érs réqu1r1ng the 'custOmer tor meet spec1fic
_prerequ1siteq (e.9s, 1line extension. charges); will rbe:-

_ measured from the time prerequis1tes have beén met.

Measufenent. Count once a month the total,'primafy
service orders held over 30 days for eadh reporting
unit. Separate the results between four categories as
follows: 31-60 days,_61—90 days, 91-180 days, and over
180 days. '

‘Reporting Servicé Level. Not Applicable

Reporting Unit. Exchange or plant installatioh
'cénéer,>whichevér"is‘1esser.

Reporting Frequency. Conmpiled moﬁth}?; reported’

quarterly for all reporting. units.

Instailatidn—Line Energizing conmitments:

a. Description. Requests for establishnént or changes in
non—K;y telephone individual and party-1ine service

that normally involve plant activity. - Requests for -

discOnnects or requésts for the installatlon, change,

or transfer of PBX, PABX, EPABX, or cther multiline

lines and special services are not included in the

measuring base. Connitménts will not Dbe considered

missed when resulting from customer action.

Measuremént, Count once a nonth the total commitments

and the commitments missed. Commitments mét, expréssed

as a percent, will equal totél_cOmmitments“minus
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"'nissed commitmente lelded by total comnxtments.

Reporting Service Level.‘ 953 connltments met.-'

Reportlng ‘Unit. Central offlce wire center which

handles at least 250 1nward moVenents per month. In

the event that the wire center doeés not neet the

criteria, it should be combined with all other wire

centets not meeting the criteria ithin the samé plant’

1nsta11at10n center area and reported as a unit under

the ptant installation center.

Reporting Frequency. Compiled monthly, reported

quarterly for those reporting units not meeting the

reporting service level for any rénth.

3.3 Customer Troublé Reports.:

a.

reports, réquésts for operator aésistance_in

Initial reports from customers and users

Deserlptlon.
'with

of teéelephone service relating to clssatlsgaction

telephone company proV1ded equinrent and/or sarvice.

Reporgs
service, reports that cannot be ccnpleted because of a

lack - of access to customer’s prenises, subsequent

placing

calls, requests for busy verification, reports

relating to toll private services, special services,

customer-provided equipment, and enployee reports will
Reports received will ke counted and

the

not be included.
related to the total working 1lines within

reporting unit in ternms of reports‘per 100 lines.

‘not relating to tne quality of teléphone
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‘b; Measurement, CUStomer trouble reports received by the? ]

‘utility will be counted monthly and related ‘to - theﬂ

. total working 11nes within a reportlng unit. B
.Reporting Service LeVel. six reports per 100 worklng—
lines (exCludlng terminal equ1pment reports) for units
with 3, 000 or more working 11nes, elght reports per
100 working 11nes (eXcludlng terminal © equiprent’
reports) for units wlth 1 001-2,999 working llnes, and
10 reports pér 100 working lines (excluding terminal
equ1pment reports) for units with 1,000 or fewer
working lines. ‘
Reporting Unit. Central Offlcé entity.
Reporting; Frequency. Conplled nonthly, . reportesi
quarterly for those reporting units at or above the,
reporting service level for any month"in - accordanceé

with record retention requireméhts.

3.4 Dial Toné Speéd.

a. Descfiption. A neasure of the adequacy of eleéctro-
mechanical or hybrid centrel office equipment to
provide dial tone to the subscriber. Measurenénts are
taken to obtain the percentage of originating busy
hour call attempts receiving dial tone within 3
seconds. |
Measurement. Measurements are accomplished by
utilizing a Dial Toneé Speed Reoorder, Timed All Trﬁnks
Busy Meters, or the equivalept. |

Reporting Serviceé Level. 97.4% within 3 seconds.
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4. Reporting Unit. Fach  éléctroméchanical or hybrid-
central 6ffiée énfiif over 3,000 working 1iﬁés.
Electronic énéiég and digitai central bffiée 'éﬁtitiésr
are not repbrtiﬁg units for thié index.

Reporting Frequencf. Cbmpiiéd monthly and reported
quarterly for those réporting units at or below the

reporting service level for any month.

pial service (Service Observing);
a. Description. A measure of the ability of the
equipment toé complete a customet—ﬂialéd call over the
_ local and tofl méssage’ nétwork wiihout‘ the -ééil
encéuntering. an eéuipmént"malfunction ~and/or all-
paths—bﬁsy condition.
Methods an& Procedures. Detaiied methods for the
evaluation of calls and the cohpilatioﬁ cf results are
confa?néd' in each utllity’s - respéctive Servicer
Evalq;tiqn practice, a copy of which is on file with
the California Public Utilities Ccommission.
Réporting service Level, 98.0% for thée Home Number
Plan Afea'(HNPA)/service Area Measurement.

Reporting Unit. Each central office entity over 3,000

lines.
Reporting Freguency. Compiled monthly and reported

quarterly for those reporting units not neeting the

reporting service level for any month.

3,6 Toll Operator Answering Time.
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e A"néaédrémeht’of"timé for‘tﬁé*'opéréibfi'

Deséfiptibh.
to answer toll and assistance calls. A Samp1e>téf-
answering intérval is taken to obtain the percentage

of toll and assistance calls answeréd within 10

seconds.

Measurement. A Samplé of the answering interval on
toll and assistance calls that is representative of
the measurément period using a force administratioh
data system (FADS), or an équivalenﬁ measuring device.
Reporting service Level. 85% answWeréd within 10
secondé. If measurenent data éf aVeragé ansﬁerihg
time is used, it will be conVerted to the percent
answered W1th1n 10 seconds.

Reporting Unita Each traffic office handling toll and

assistance calls and having an annual average business
day call volume of 2,000 or moré calls.
Reportinq Fréquency. cCompiled monthly and renorted'

quarterly for those reportinq units not meeting the

reportlng service level for any month.

pDirectory Assistance Operator Answering Timeé.

a,

Description. A measuremént ot time tfor the operator

to answer diréctory assistance calls., A sanple of

answering interval is taken to obtain the percentage

b.

of directory assistance calls answered within 12

seconds.

Measurement. A sample of answering interval on
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‘directory asslstance calls that is representatxve rofr

the measurenent period using a force adninistration

data SVSth (FADS), or an ﬁﬂulv 1- tlméa ring device.

-

Reporting Service Level. 85% answered W1th1n- 12
segonds‘ | I1f neasurement data of 5vefége answer1ng—
time is used, it will be converted to the percent
answered within 12 seconds,

Reportlnq Unit. Each traffic ‘office  handling
directory assistance calls and having an average
bhsiﬁeSS day call volune of 2,006 or more calls.
Reporting 'Freqﬁency. Compiled ponthly and reported
quartefly‘ for those repoftinq units not-_ meeting the

rep0rtinq'serVice level for any month.

Trouble Report Service Answering Tine.

ads

Description. A measurement of the time for the

trouble report service attendant to answer trouble -

report calls. A sanple of the answering interval is

takenﬁto obtain the percentage of trouble report calls

answered within 20 seconds.

Measuremént. A sanple of the answering intérval on

trouble réport calls that is representative of the

measurement period using a force administration data

system (FADS), or an equivalent measuring device.

Reporting Service Level. 80 $ answered within 20

séconds. if measurement data of average answering

time is wused, it will be converted to the éercent

answered within 20 seconds.




2}591597%611"AIJ7Jiﬁ7tcgiif'4:V

4.

e,

Reporting Unlt. fhlirééhtiaiiéédVSéfV{cé‘QféuﬁSHAQHiéhL

'support 10,000 or nore lines.

Reporting Frequeéncy. compiled monthly and répbftéd
quarterly for those reportlng units not meétlng the

reporting service level for any ronth.

. 3.9 Business Office Answering Time.

&

LSt e e S

~a percentage of businéss office calls answWer

- Measurement. A -

Ta R b Gl e e N o e RN s b e A ol o §Y =R e e . .
S P e Y T T L WA SN T g LA P A T e

A méaspremént of time for the businéss

ils.

Description.
office representative to answer business office ca

A sanmple of the answering interval is taken to cbtain

ed within

20 seconds.
sanple of the answering intérvalr on

business office calls that is representat1Ve of the

measurement peéeriod using a force adnlnisyratlon daua

systen (FADS), or an équivalent measurirg device.

Reporting Service Level. 70% answeréd within 20

secoﬁés starting from December 3, 1993 . 75% answered
within 20 seconds Stérting fron October 4, 1993 ; and
80 % answered within 20 seéconds starting from July 5,
1994,  If nmeasurement data of avérage answering tine

is used, it will be converted to the percent answered

within 20 seconds.

Reporting Unit. All business offices which serve

10,000'or more lines.

Reporting Frequency. Compiled'monthly and reported

quarterly for those reporting units not meeting the
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‘reporting serﬁﬁéérlévéi for any month.

4. RECORDS AND REPORTS
4.1 Reporting Units. Service measurements shall  be
maintained by reporting units. Repbrting units will 4bé‘
exchange, pléht- jnstallation center, central office
entity, wire center, traffic office, trouble report.
service office, or business office as required. The

reporting unit for each service measure is defined in

Section 3 and summarized in Appendix B.
Reporting Levéls. Reporting levels are established by
these - -rulés as set forth in Séction 3. Service
measufements ‘with"levels of service not néétinq the

reporting level in any giveén month will be " considered

indications = of ‘possible inadequate  service. The

reporting level -for each service measuré is sumnarized in

Appendix:A.
Reporting Requireménts. Reports shall be nade to the

conmission quarterly of all reporting "units providing

service fhot meeting the reporting service level ‘on any

neasure in any month during thé quarter. sumnaries of

held primary service orders by reporting unit shall be

submitted quarterly for each month during the quarter.

Small reporting units will be excepted fron reporting on

service meéasures as set forth in section 3 and
within

certain

summarized in Appendix B. Reports shall be filed
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30 ‘déysfidf';thé=énd of:eéch5quar£ef.;' keﬁorés :tof tﬁé:'
‘Commissicn of performance not meeting ﬁhe reportlng 1eve1_'
shall state the levels of service for each. service
measure and the mnonths being reported; reports . on
reporting units for two or nore consecutive months _éhall
also include a description of tﬁe cause of-perforjance at
the reported leVel, a statement of action belng taken to
inprove serV1ce, and the estlmated date of conpletlon of
the imprOVeménts. A sanmple format is included as

Appendix D. A sample format for reporting held priﬁafy

service orders is included as Appendix C.

Retention bf;RéCOtds. Mbnthly sumpary records of service
rneasurénents for éach reporting unit will be retained for
two years., All sumnary records will be available for .

/ekaﬁinafion by Comnission representatives during tﬁe

retention period and special sumnaries of service

neasureménts may be requested by the connission.

-

comnission Staff Investigations. The staff  shall
investigate, time and resources-pérmitfing, every report

unit whiéh is reported for six or nore consecutive

months.

commission Staff Reports. The-staff shall compile and
present to the conmission a qu&rterly réport as to the
adequacy of telephone service in california. The réport
shall (a) point out areas where service problens surface

repeatedly, (b) discuss utility and/or staff-proposed
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Lemedies to the problems, and (¢) shall evaluate ‘the

utilities’ préposéd remedies to théT,prbblem- and if
believed to be inadequate, suggest appropriate couréeS«of-
action. The utility . shall retain theq right to fiie
comments on tﬁe ‘staff’s report. In; the évent of a
Commissibn directive on any particular area, the staff

shall prepare the appropriate compliénce report.

5. GENERAL ORDER REVIEW COMMITTEE

5.1 Intent.

aQ Purpose. The purpose of the cbnmittee is to review
the state of the art in télephony, .to_ exanineé thé
measurements set forth in this General order, and to
suggest revisions, additiqns,.énd deletions to said
neasurements.
Methodology. The committee shall meet at léast once a
year; meeting minutes shall Se taken and in the event
that ghanges to the General oOrder are recomnended, an
apprépriate report shall be subnitted to the

connission with a sugqeéted coursé of action.

5.2 participation.
The Commission shall be represented on

who

a. Comnmission.

the committee by at least oneé member of the staff

shall chair the proceedings.

b. Industry. The teléphone utflities shall be

represented by individuals or joint représentatives.




Pubiic.;, L, public may be represented be ) eny"
individuals or interested parties knowledgeable in the

science Of telephony ‘and/or this General order,

and dated _May 20, 1592, at san Francisco,

"~ Approved’
california:
PUBLIC UTILITIES COMMISSION

'STATE OF CALIFORNIA

| SHULHAH
Execut1Ve Director
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~ Appendix A

standard Reporting Levels
_ . . _ Reporting
Service Measure: Level
Held Primary Service orders Seelsection 3.1
}nstallatiOn;Line Enefgizing‘éommitments - 95%
Custqmer Troublelkepotts' '

For Céntral Office Entity with

3,000 and More Working Lines . ~
Excluding terminal equipment reports 6 per 100 lines.
1,001 - 2,999 working lines L
Excluding teérminal équipnent reports 8 per 100 lines.

1,000 or Fewer Working Lines . _ : :
Excluding terminal equipment reports 10 per 100 lines.

Dial Tone Speed 97.4% within 3 seconds.
pial Service (Sérvice'Observing)" 28.0%
rToil Operator Answering Tine 85% answeréd within 10 seconds.
Directory Assistance Ooperator 85% answered within 12 seconds.
Answering Timé ' : ‘

Trouble Repoﬁﬁ service 80% answered within 20 seconds.
Answering Time ' : :

70% answered within 20 séconds
starting January 1, 1992; 75%
answered within 20 seconds
starting october 1, 1992; and
802 answered within 20 seconds
starting July 1, 1993.

Business office
Answering Tine
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Appendix B

Record Keeplng and Reportlng Regquirements

A o Reporting Unit and
‘Service Measurée Mininum Reporting size
EXChange or Plant
Installation Center,
whichever is smailer

'Held Primary Service Orders

Central Office Wire
Center with 250 inward
movements/month or
Plant Installation
Center

Installation-Liné Energizing
Conmitments

Custonmér Troublée Reports Central Office Entity
pial TOné.Speéd ’ Each electromechanical or
o E hybr1d central Office
Entity over 3,000 lines.

pial Service (Service Observing) Central Ooffice Entity

3 over 3,000 lines.
Traffic office handiing
toll and assistance calls
~--average business day
call volune of 2,000 or

rore.

Toll and Assistance Operator
Answering Time

Traffic office handling
directory assistance
calls--average business
day call volume of 2,000

: _ ‘ or more.

Directory Assistance Operator
Answering Time

-

Centralized group
supporting 10,000 or .
more lines.

Trouble Réport Service
Answering Time

Centralized group
supporting 10,0600 or
more lines.

Business office
Answering Time

compilation of Data--Monthly
Frequency of Repofting--Quartérly

Retention of Measurements--2 years
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‘ Appendlx C
Held Primary Service Order Reports

Reports' on held primary service orders shall set forth the

following!
1. Reporting Unit nane and further indentification if nane

does not convey gecgraphic location.

Total Telephones in service within reporting unit. This
figure méy,be supplied once Yearly as a year-énd number.
Mumber of held orders for sach

Reason for the held order if carried over 180 days.

Appendix D
' rReportinq Level Performance Report -
Reports on all service measures except held orders shall set

forth the following:
1. RéﬁOrting unit nancé and_further idehfificétiou if nace
does not oonvéy gesgraphic looation. '

2. service méasure,‘leVel, and months being reported.

3. Cause of performance at‘the réeported level if reported for

two consecutiVP months, For installation commitments  and

custoner trouble reéports, indicate locations affected if

cause is localized within a reporting unit.

4. corrective action taken and anticipated completion dateé

for (3) above.

22

(END OF APPENDIX II)




