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BEFORE THE PUBLIC UTILITIZS COMMISSION OF THE STATE OF CALIFORNIA
DONNA LECHMAN, et al.,

Complainants,

V.

THE PONDEROSA TELEPHONE CO.,

Case 10976
(Filecd April 9, 1981)

Defendsnt.
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Donna Lechman, for herself, complainsnt.

relavin, Norverg, Herlick & Beck, by Alvin
H, Pelavin and William R. Haerle,
Attorneys at law, for The Pondeross
Telephone Company, defendant.

Harry Strahl, for the Cormmission staff.

This is a complaint by Donna lechman and 72 other named
persons in the Bonadelle Rancho Community (complainants) against
The Ponderosa Telephone Company (Ponderosa). The complaint alleges
that Ponderosa has provided unsatisfactory telephone service for a
long period of time and seeks rectification of the situation.
Complainants also request an order directing Ponderosa to provide
Optional Calling Measured Service (OCMS) from Friant to Fresno.

A duly noticed pudblic hearing was held in this proceeding
before Administrative Law Judge Donsld B. Jarvis in Mzderas on
Septexber 16, 1981. The matter was submitted subject to the filing

of the transcript and late-filed exhibits which were received by
October 26, 1921.
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Descrintion Bf Systems

Ponderosa‘’s Friant exchange is bordered by The Pacific
Telephone and Telegraph Company's (PT&T) Fresno, Clovis, and Madera
exchanges to the south, southeast, and west, and Dy Ponderosa's
Auberry and 0’Neals exchanges to the east snd north. The communities
of interest for Friant subscribers are primarily the county seats of
Fresnmo and Madera. Ponderosa offers Extended Area Service (EAS)
taroughout its territory so thet all interexchange c¢alls within the
company are free. All calls to and from the outside ere toll calls.

All Friant exchange customers are served {rox Ponderosa's
central office in the town of Friant. This is an unattended dial
office with electromechanical switching equipment. All local exchange
calls originating in the Friant exchange go through this office. All
calls to numbers outside the exchange are switched through the Friant
central office to the O'Neals central office where EAS calls are
switched to the appropriate Ponderosa exchange. Calls to the outside

places are switched to PT&I's Fresno office for further routing.
Material Issues

The material issues in this proceeding are: (1) Is
Ponderosa providing satisfactory telephone service to ite customers?
(2) If Ponderosa is not providing adequate service, what action should

be taken? (3) Should Ponierosa be ordered to provide OCNS from
Friant to Fresno?

Contentions of the Parties

A. Contentions of Complainants

Complainants contend thst they have suffered inadequate

service for & long period of time. They specifically complain of the
following items: (1) Cutoffs occur during telephonme calls. (2) A
busy signal happens before dialirng is completed. (3) After dialing,
the line goes dead before the nuzber is reached. (4) Incoming calls
receive an incorrect recording that the nurber has been changed or
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disconnected: or callers hear a ring dut the called number does not
ring. (5) Poor comnec¢tions, static,and noise freauently occur.
(6) Customers are not listed uncer Madera listings in directory

assistance. (7) There is no OCMS service froxz Friant to Fresno.
B. Contentions of Ponderosa

Ponderosa acknowledges that service deficiencies have
existed. It contends that many of them were corrected on June 12,
1981 when an electromechanical switch located at O'Neals wss
replaced by a digital electronic one and additional trunk lines
and microwave facilities were installed. Ponderosz argues it plans
to install new electronic digital equipzent a3t its Friant central
office in May 1982, which will alleviate some of the defliciencies.
Ponderosa also asserts that in order to remedy the situation it was
necessary to secure a loan from the Rural Zlecirilication Administra-
tion (REA). Ponderosa applied for the loan in 1977. It was approved
in October 1980 a2nd announced in November 19€0.

Ponderosa contends that it had repeatedly taken the position

that when adequate trunking equipment existed between Fresno and O'Neals
it would apply for authority to offer OCMS. It argues that after
additional trunks were installed in conjunction with the June 13 cutover,
it submitted an initial tariff for Commission staff (staff) review on
August 21, 1981. After receiving staff comments and suggestions a revised
tariff was submitted on September 3, 1981 encompassing all but one of
the provisions suggested by the staff.
C. Contentions of the Commission Staff

Staff contends that much of Ponderosa's unsatisfactory
service could have been prevented by proper maintenance and operating
practices. The staff agrees that the new equipment which became
operational on June 13, 1981 will alleviate many of the complaints
a8 will the additional equipment projected for Iinstallation in May
1982. It argued that unless the new equipment is properly maintained
there will again be unsatisfactory sexvice. The staff supports
instituting OCMS. There is a dispute between the staff and
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Ponderosa over one item which the staff wants inserted in the
proposed OCMS tariff.
Discussion

Nine witnesses recived a liteny of incidents indicating
that Ponderosa has not been providing adecuate service. These
failures caused the following kinds of results. Subscribers V/
were unable to use their telephones in medical emergencies to summon
help or, in some instances, to receive calls cealing witn medical
emergencies. Subscribers were unable %0°quickly contact law
enforcement agencies and vice versa. Clergymen were unable %o make
or receive calls reloting to urgent pastoral matters. Business
losses occurred because subseribers couvlc not contact or he contacted
by their customers. ZIxira costs were incurrec by many subsceribers
because of the prodlems relating to incoming toll calls, which
resulted in thelr originating rother thsn receiving them.

The record discloses numerous incidents of cavalier treatment
of subscribers by Ponceross employees. As a result of this type of
conduct and vhe long uncorrected service ceficiencies,many subscribers
feel it is useless to complain to Ponderosa about service problens.

At the hearing Ponderosa’s counsel and operating witness
indicated that the company was seriously trying to remedy the
problems which are the subject of this proceeding. Whether this was
posturing for the purposes of litigation or the turning over of a
new leal remains to be seen. > Commission, nowever, will use its
regulatory jurisdiction to mandate proper service.

As indicated, there was a cutover %o a digital electronic
switch and the addition of more trunks and microwave facilities at
the O'Neals office on June 13, 1981l. Ponderosa anc the stafs agree
vhat this will alleviate many of the problems in the C*Neals ares.

The projected installation of digital eccuipment at the Friant certral
ffice in May 1982 should correct many of the oroblems in that area.
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However, these improvements will be shori—lived unlcss the
equipment is properly maintained. Furthermorn, proper maintenance
during the period prior to the cutover will lessen the amount of
problems.

The new eguipment 2lont may not completely cure one of
3

the problems: Ifailure to complete incoming or outgoing toll calls.

This is because the reason for the failure mny e in the equipment

of PT&T or another interconnected telephone company. Ponderosa’s
operations witness acxnowledged that it nac the responsibility of
arranging for corrective action regardless of where the malfunction
occurred. He testified that when o circuit is slocxked there is often
a recorded message which nas 2 code number et tihe end. The witnes
stated that if the customer experiencing the problem would stay on
the line for the entire recording, note the code number, and inform
Pondeross of the incident these prodlems could be corrected. This
proposal eavisions cooperation between Poncdeross and its customers.
The reluctance of customers to complain has already been noted. e
The ensuing order will reguire management to0 articulate iws new
stance.

One item of complsint is the allepged pili £ Tonderosa's
customers %o be listed in the lMadersa cdirectory sssistance.

Poncerosa publisihes its own telephone directory. The
alpha®etical listings from that bHook sre olso contained in the
alphabetical section of PI&T's Fresno, ladera, Mariposa, and Merced
Counties directory in a separate section in the back of the book.

PT&T provides all cdirectory sssistance for Ponderosa subseribers
{rom Fresno using the separate as updated.

The record incices nat the stall investigated ta

requirements for sutomatically interfiling all Pondeross

-

listings, or

in the alternative, listing Pondéross’'s sudbseribers with
addresses with PI1&7T listings

Yadera
. The staflf concluded that it would be
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impractical "because of the paperwork and cost involved. However,
there already exists a mechanism whereby any Ponderosa subscriber
may for LOg per month (75¢ for business subscribers) be listed in
any PT&T alphadetical directory st his or her mailing address and
in the correspoading directory assistance records. During its
investigation the staff determined that Ponderosa’s operating
management was unaware of this procedure. Subsequently, Ponderosa
informed some of its customers about this practice. The ensuing
order will require Ponderosa to inform all its customers of the
availability of listings in PT&T directories.

The complaint seeks an order requiring Ponderosa to
provide OCMS. Presently, OCMS is a discounted toll service which
allows single-party residence customers to sudscribe to one-, two-,
or three-hour calling per month on weekdays between € a.m. to 8 p.x.
and unlimited free calling during other hours snd on weekends.

For frequent calls into & neardy area, OCMS is generzlly less
expeasive than toll calling.

Ponderosa took the position that it could not provide
OCMS until there were adequate trunks between 0O'Neals and Fresno.
Additional trunks were added in conjunetion with the June 13 cutover.
Ponderosa submitted 2 tariff for OCMS to the Commission on September 3,
1981.

The OCMS tariff submitted by Ponderosa is substantially the
same as that of PT&T, which was accepted by the Commission and has
become the standard for OCNS tariffls of other California telephone
companies. There is a8 dispute between the staff and Pondeross
about an additional item which the stall wants inclucded in the tariff.

OCMS is generally limited to single-perty resicdentisl
customers. The stafl contends that Ponderosz has a poor record of
handling and filling requests for upgrading service. The staflf
argues that“as of March 31, 1981, Ponderosa reported it had 27

. orders for regrade service in Mriant which it had not filled within
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30 days, inecluding 24 which were unfilled for over 90 deys. Thus,
about 10% of the Friant customers had a lover grade of service than
they wanted. The staflfl urges that Pondeross's OCMS wariff should
include & provision which would allow multipsrty residence sub-~
scribers whose orders for upgrade To single~party service are held
by the company for over 20 days to subscribe to CCNMS on the same
basis as single~party subscribers.

Ponderosa opposes the provision urged by the staff. It
contends that as of September 5, 1981 there were no held upgrsde
orders in the Friant Zxchange. It argues that permitting OCMS oz
a multiparty line can cause problems and unfairness among customers
using the line.

The staflf’'s recorzmended provision stems from its desire %o
ensure that subscribers are not denied the opportunity for OCMS
because Ponderosa is slow or negligent in handling a reguest to
upgrade service., While the stalf's objective is laudable we do

not think the chosen means are proper.

An OCMS subseriber may purchase a discounted toll service
allowance of one, two, or three hours per month on weekdays between
g a.m. and 8 p.m., and unlimited free calling during other houwrs and
on weekends. If one subscriber on a multiparty line has OCMS and
the other or others do not, there will be a tendency of the OCMS
subscriber to monopolize the line to get full value of QQMS. If
each subscriber has OCMS there will be competition between or smong
subseribers. In either event, sn untenable situstion is presented.
The proper way to handle the situation is to require Ponderosa %o
properly handle and process upgrade orders.

Fonderosa’s problems cannot be cured 3t once. The new
facilities added in the June 13, 1981 cutover have helped.

The eguipment projected to be instelled at Friont in May 1982 will
8lso emeliorste the situation. However, these improvements will be
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transitory if Pondercsa does not properly maintain this ecuipment.
The Commission places Ponderosa ans its managerent oa notice that
it will be held accountabdle for failure to comply with our orcers,
rules, and requirements. (Cal. Consv. Art. XII, Sec. é: Pub. Util.
Code §§ 212, 2105, 2.07~10, 2112.) Ponderosa’s customers are
entitled ©o reasonable and azZecuste télepnone service. Ponderosa's
recent conduct augurs well for the future, il it is maintained.
We hope this continues without the need for further interveation by
the Commissioxn.

No other poinsts reguire ciscussion.
Findings of Fact

1. For msny years prior tc the commencement of this proceeding
Ponderosa's customers have suffered numerous anc frequent occurrences
of the following: (1) Cutoffs occur during telephone cells. (2) 4
busy signal happens before dialing is completec. (2) Aftver dialisg,
the line goes dead before the number is reachec. (L) Incoming ¢2lls
receive an incorrect recording that the number has been changed or
disconnected; or callers hear a ring but tne called number <does not
ring. (5) Poor connections,static, and noise frequently occur.

AS a result of these occurrences Ponderodsa’s subseribers were unable
20 use their telephones in medical emergencies to summon help, or,

in some instances, To receive calls dealing with medical emergencies.
Subseribers were unable to ocuickly contact law enforcezent agencies
and vice versa. Clergymen were unable to make or recelve calls
relating to urgent pastoral matters. Business losses occurred because
subscribers could not contact or hHe contected by their customers.

Extra COSLS were incurred by many subscribers tecause of the problexs
relating to incocing toll calls, which resulled In their originating
rather than receiving them.
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2. For many years prior to the commencement of this proceeding
some of Ponderosa's employees have not properly handled complaints
frox its telephone subscribers. Customers have been treated in a rude
manner. Service complaints were belittled. Requests for upgrading
service have not been recorded or were ignored. As a result of this
treatment, many customers are reluctant to complain to Ponderosa
about service problems.

3. Many of the deficiencies in Ponderosa's system result froc
the lack of,or improper, maintenance.

L. In 1977 Ponderosa applied for an REA loan to secure funds
for the purpose of improving its system. The loan was approved in
October of 1980 and announced in November 1980.

5. On June 13, 1981 Ponderosa replaced an electromechanical
switch at 1ts O'Neals office with a digital electronic one. In
conjunction with the switch cutover, Pondercsa installed adéditional
trunk lines between O'Neals and Iresno and additional microwave
facilities.

6. Ponderosas has plens to install new electronic digital
equipment 3t its Friznt central office in May 1982.

7. The cutover to new equipment at QO'Neals on June 13, 1981
has corrected some of the deficiencies in Ponderosa’'s service.
Installation of new equipwent at the Friant central office in May
1982, will further alleviate Ponderosa‘'s service problems. Any
improvement of service resulting from the installation of new
equipment will be transivory if that equipment is not properly
maintained.

8. Ponderosa has not always submitted the service reports
required by General Order 123 and Decisfion 86593.

9. Ponderosa publishes its own telephone directory. The
alphabetical listings from that book are also contained in the
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alphabetical section of PT&T's Fresno, Maders, Mariposa, and Merced
Counties directory, in a separate section in the back of the book.
PT&T provides all directory assistance for Ponderosa sudscriders from
Fresno, using the separate listings as updated. It would

not be practical to interfile some or all of Ponderosa's listings
with PT&T's listings for purposes of directory assistance.

10. Any Ponderosa telephone subscriber may for 40¢ per month
(75¢ for business subscribers) be listed in any PT&T alphabetical
directory at his or her mailing address and in the corresponding
directory assistance records.

11. It would be reasonable %o require Ponderosa to inform all
of its Friant exchange customers, in its August 1982 dilling of the
rates, procedure, and deadline for having their wiite page listings
appesr in PT&T's Fresno, Madera, Mariposa, and Merced Counties
alphabetical directory.

12. OCMS is a discounted t0ll service which allows single-party
residence customers to subscribe to ome-, two-, OF three-hour calling
per month on weekdays between 8 a.z. and & p.=m., and unlimited Iree
calling during other hours and on weekends. Acditional charges are
applied to use in excess of the purchased allowance. For frequent
calls into 2 nearby area, OCMS is generslly less expensive than
toll calling. OCMS is generally limited to single-party resiceatial
customers. Ponderosa took the position that it could zmot provide OQMS
until there were adequate trunks between O'Neals and Freszo.
Additional trunks were added in conjunction witk the June 13 cutover.
Ponderosa submitted a tariff for OCMS to the Commission on September 3,
1921. The OCMS tariff tendered by Ponderosa is substantially the same
as that of PT&T, which was accepted by the Cormission and has become
the standard for OCMS tariffs of other Californis telephone compsnies.
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13. As of March 31, 1981 Ponderosa had 27 orders for regrade
service in Friant which it had not filled within 20 davs: including
24 which were unfilled for over 90 days. Poncderosa had ne neld
regrade orders in the Friant Exchange on uﬂpt_mbor 5, 19€1.

14. Requiring Ponderozo teo include in its CCMS tariff a provision
that multiparty residence subscribers whose orders for upgrade to ’//,
single-party service have beexn held for 30 days are eligible to .
subscribe to OCMS on the same basis as single-party subscribers is not
reasonable. The result of such a provision would cause friction
among, and be injuriocus to, other users of the multiparty service.

15. It is reasonable to recuire Foncerosa o continue its
progran of special interim maintenance anc rehabilitotion in tae
Friant central office until the cutover to the new digital switching
equipnent.

16. It is reasonadle to reguire Fonderosa to submit records of
rouble calls by subscribers in the Friant exchange to tne ctafll
monthly; by the fifth working day of the following moznta. Such reports
should include the customer's name, adiress, aumder, time, and date
called in, nature of the troudble reporied, company action,and time v/,
and date the trouble wos cleared. Reports should continue until the
cate of cutover to the new Frisnt digital central office s itching
equipment.

17. It is reasonadble to recuire Ponderosa %0 set Up 3 maintenance
schedule in accordance with the manufacturer’'s recormendation for its
new Friant digital central office and o Xeep complete and 2ccurate
records of maintensnce performed.

18. It is reasonadle to order Pondeross to Submit the reports
requirea by General Order 132 and quarterly sumparies of held orders
as required by Decision £6592 in a timely manner.

19. It is reasonable to reocuire Pondeross to Keep accurate, clear,

PP

and current 1ists of all unfilled recuests for Primary and regracde
service and tariffed foreign exchange service, Dy exchange. Such lists
should include a notation of the dates each reeu €St wAas made, and
should be open for inspection by the staff at any time.

-11-
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20. It is reasonable to accept for filing the OCMS tariff
tendered by Ponderosa.

21. It is reasonable to recuire Ponceroszs to notify its
customers in its Friant exchange of the aveilability terms and rates
of OCMS service. The notice may be moce as a bill insert.

22. It is reasonable to reguire Poncerosa to instruct its
employees to treat custozers in 2 courteous manner and to notily
customers that heaceforth all requests for ungrad;ng service will
be properly logged and processed and all.servige complaints will be
investigated. The notice may be made by bill insext.

Conclusions of law

1. Ponderosa should be ordaerec to continue its program of
special interim maintenance anc rehabdilitation in its Friant central
office until the cutover tc the new digital switching ecuipzent.

2. Ponderosa should be ordered to submit records of trouble
calls by subscriders in the Fria“v excaange %o the staflfl monthly,
by the f£ifth working day of the following month. Such reports should
include customer name, address, numoer, time, and date called in,
nature of the trouble reported, company action, and time and date the
trouble was cleared. Reports should continue until the cdate of
cutover to the new Friant digital central office switching equipment

3. Pondeross should be ordered to set up 2 meintensnce
schedule, in accordance with the manufacturer's recommencation, for
its new Friant digital central office, and to keep complete and
accurate records of maintenance performed.

L. Ponderosa should be crdered to submit the reports reguired
by General Order 133 and quarte ly swummaries of held orders 25
required by Decision £6592 in

5. Ponderosa should »e o ; all of 4
exchange customers, in its August 1982 b the raves, procedure,
and deadline for having their white page lis vings appear in PT&T's

. Fresno, Madera, Mariposa, and Merced Counties alphadetical directories. /

- 2=




C.10976 ALJ/hh/in *

6. Ponderosa should be ordered to Xeep accurate, clear, and
curreat lists of all unfilled requests for primary and regrade
service and tariffed foreigrn exchange service, by exchange. Such
lists should include a notation of the dates each request was made,
and should be open for inspection by the staff a3t any time.

7. The CCMS tarifil tendered by ronderosa should bYe accepted
for filing.

8. Poaderosa should be ordered td notifly its Friant exchange
residence customers of the availability, terms, anc rates of OCMS, as
set forth in the tariff by letter or bill insert not later than the
first billing round following the effective date of the tariff.

Q. Ponderosa shoulcd be ordered to instruct its employees to
treat customers in a courteous manner ant to notify cuslomers taalt
henceforth all requests for upgrading service will be properly loggec

processed, and all service complaints will te investigated.
The notice may be made by bill insert.

1T IS QORDERED that:

1. The Ponderosa Telephone Company (Ponderosa) shall continue
its program of special interim maintenance and rehabilitation in its
Friant central office until the cutover to the new digital switching
equipment.

2. Ponderosa shall submit records of trouble calls by
subscribers in the Friant exchange to the Commmications Division staff
monthly; by the f£ifth working day of the following month. Such reports
shall include customer name, address, number, time and date called in,
nature of the trouble reported, company action, and time and date the
trouble was cleared. Reports shall continue until the date of cutover
to the new Friant digital central office switching equipment.

3. Within 30 days after installation of digital switching
equipment, Pornderosa shall set up a maintenance schedule, in accordance
with the manufacturer's recommendation, for the Friant central office,
and to keep complete and accurate records of maintenance performed.
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L. Ponderosa shall submit the reports required by General
Order 133 and quarterly summaries of held orders as required dy
Decision £6593 in a timely manner.

5. Poncerosa shall inform all of its Friant exchange customers,
in its August 1982 billing ©f the rates, procedure, and deadline
for having their white page listings appear in PT&T's Fresao, Madera,
Mariposa, and Merced Counties alphabetical directory.

6. Ponderosa shall keep accurate, c¢leaxn and current lists
of all unfilled requests for primary and regrade service and
tariffed foreign exchange service, by exchange. Such lists shall include
a notation of the dates each request was made and shall be open for
inspection by the stalf at any time.

7. The OCMS tariff tendered by Ponderosa on September 3, 1981
is accepted for £iling.

€. Ponderosa shall notify its IFriant exchange resicential
customers of the availability., terms, and rates of OQMS, as set

forth in the tariff, by letter or bill insert not later than the first
pilling round following the effective date of the tariff. '
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9. Ponderosa shall instruct its exployees to treat customers
in a courteous manner and to notify customers that henceforth all
requests for upgrading service will be properly logged and processed,
and all service complaints will be {investigeted. The notice mey be
made by bill insert.
This order becomes effective 30 days frox today.
Dated MAR 21982 , at San Francisco, California.

JORIN E. BRYSON
Provident
RICEARD D. CRAVELLE
LEONARD M. CRIMES, JR
VICTOR CALVO
PRISCILLA & CREW
Coramissionery

I CERTIPY THAT TAIS DECIS
WAS APPROVED BY TEE ABGTE
COMISSICNIRS ToRAY.

57 S %E
h B. . Bodevitz, Executive




