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Decision ___ ~ ____ ~ ____ O __ 64 @oou~nQJifoj~ 
BEFORE mE PUBLIC UTILITIES COMMISSION OF THE STATE: OF CALIFORNIA 

Application o~ G~ TELEPHONE 
COMPANY OF' CALIFORNIA" a corpora .. 
tion" for authority to 1ncrease 
certain 1ntraataterates and 
charges tor telephone serViee. 

Investigation on the Commission's 
own motion into. the rates, tolls, 
rules" charges" operations" costs" 
separations, practices, cont.racts" 
service, and raci1i ties o~ G~ 
TELEPHONE COMPANY OF CALIFORNIA, 
a California corporat10n;and ot THE 
PACIFIC TELEPHONE AND TELEGRAPH 
COMPANY, a Cali1'or.n1a corporat1on; 
and of all the telephone corpora
tions • 

Appl1cation 60340 
(F11edMarch'10J,'1981;: 
amend'ed· April 0" 1981) 

OIl 88 
(Filed April 7" 1981) 

ORDER EXTENDING TIME 

SynopSiS of Decision 

Th1s is & supplemental order to DeCiSion (D.) 82 .. 04 .. 028" 
. dated Aprll 6, 1982. 

• 

This order partially grants General Telephone Company or 
Ca11!'orn1a (General) extensions ot time to comply With Ordering 
Paragraphs 6 through 10" inclus1ve" otD.82-04-028 .. 

This order approves a plan, submitted by General under 
Ordering Paragraph lZ 01' that dec1s10n tor a quarterly rl11ng 

imposing or remoVing surcred1 ts 1n accordance With the level ot 
telephone service being provided. 

1'h1s order also, approves. a proposal tor inter1mmod'1f1ca
tion or requirements spelled out 1n Ordering Paragraphs' 7 through 10, 
inclusive" ot' D.82-04-028," tor the purpose of expediting the 
implementation 0'£ the quality 0'£ service cr1ter1a measurement system • 
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Introduction 

Ordering Paragraphs 6 through 10 ~ 1nclus1 ve, and Ordering 
Paragraph 12 or D.82-04-028'dlrected General to: 

"6. General shall present a report, With1n 60 days .. 
on the teasib~ity and cost o~ conv~rt1ng within 6 months 
1 ts dial service measurement. system to a fully automated 
system capable or ta~ and tabulating measurements 
during pea\t hours without the a.ttendance or intervent10n 
of manual operators. 

"7. Commencing May 1, 1982 General shall commence 
collect1ng data on customer trouble reports per 100 tele
phones and d1a1 service indices during the da1ly two-hour 
per10d of maximum call volume on a central-oft1ce-by
central-oft1ce basia~ . 

"8. The data collected 1n accordance With Ordering 
Paragraph 7 is to be subm1tted tor COmmission review and 
evaluat10n on a quarterly basis wi thin 15, days of the 
last day or the quarter. 

"9. A surcrec1it or .1.40 a line shall be imposed for 
each line 1n a central office where in two of the three 
months ot the quarter the customer trouble reports per 
100 telephones exceeds S.O and in two ot the three months 
of the quarter (not necessar1ly the aame two months) the 
d1al service index during the d'a1ly tWO-hour per1od, o~ 
maximum call vol\Une is. less than 97;h 

"10. The surcredit imposed by Ordering Paragraph 9 
Shall remain 1n effect until a subsequent quarterly 
report indicates improvement in one or both or tbe 
ind1ces. to the acceptable level.·t 
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"12. General and start shall submit a plan Within 
60 day'S for a quarterly filing. impos1ng. or remoVing 
surcredits on a central office by central oft1"ce basis 
in accordance with the level or service- be1ng proV1d"ed 
as indicated by the level or customer trouble reports 
per 100 telephones and the dial service index during. the 
two-hour dai~ period or maximum call volume." 

On April 29" 1982 General tiled" a Petition tor Extension 
or Time to comply with Ordering. Paragraphs 7 through 10 ~ inc1usive)
of D.82-04-028 (Petition). In that Petition General requested 
an extension or time to October 15, 1982 Within which to- comply 
with those order~·paragraphs. The extension was requested 
primarily because of the time that General alleged would be required 
to acquire and install the additional equipment and to, hire and 
train the personnel needed to make the mandated" dial service measure
ments during the two-hour period or maximum call volume on a central
off1ce-by-central-off1ce basis. 

General also requested through a separate petition filed" 
June 4" 1982 an extension or- time to comply With the requirements 
of" Ordering. Paragraph 6 because it is unable to proVid"e by the 
riling deadline reliable data on the feasibility and cost or con
verting. wi thin six months its dial service measurement system to' 
a tully automated system. 

General estimates that it Will not be able to comply 
- . 

w1th Ordering. Paragraphs 7 through. 10 until October 15" 1982. 
However~ sinee filing. the Petition, General has. had discuss10ns 
'With the Commission t s starr regarding the possibility or modi tying 

the paragraphs on an interim bas1s so that procedures could· be
implemented prior to October 15 tor d.eterm1n1ng whether or not a 
service penal.ty should be impoaed. Based on these d.1scuss1ons 1 

two proposals. hAve been developed~" one by General and' ,the other 
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by the starr.. which could be implemented prior to' October 15" yet 
atill ~eet the spirit o~ the ordering paragraphs. General's 
proposal 18 entitled "Basic Service Index't (BSI). ~e Sta~~ 

proposal is entitled nInter~ sta£r Propos~l" (XSP). 
Basic Service Index 

The BSI is based on the present General Order (G.O.) 133-
Dial Service and Customer Trouble Reports levels. By 
this methodology, General would continue to' take dial serVice 
measurements throughout the day in accordance with current 1ndustry 
practice, rather than just during the two-hour per1od: o~ maximum 
call volume.. The measurements would also only' be taken in central 
offices With 3,000 lines (primary stat1ons) or more~ again in 
accordance With current G.O. 133 criteria. The measurements derived 
from these two 1nd1ces would then be converted into. numerical values 
using a po~t scale !'or the purpose of measuring the level or 
service prOV'1ded by each report1ng central ott1ce. In maldng this 
conversion both services ind1ces would be g1ven e~ual weight. 

In order.to determine whether the customers served by a 
particular central off1ce may be ent1tled tc>& surcredit· under 
Order~ Paragraph 9 o~ the deCiSion, General proposes to measure 
the points earned by that office using the BSI poin~ scale during 
each month or the report1ng period.. Whenever the total pOints 
earned by the central orrice dur1ng two· out or the three months 1n 

the reportillg period eQ.ual or'!'all below an arbitrarily' selected 
level of' 168.16, the Commiss1on could order General to give a, 
aurcredit or $1.40 to each customer line served from that otfice. 

General estimates that", based on t:trst, quarter 1982" 
resulta" the BSI po1nt system woUld have resulted in aurcredita to 
cU8tomers. served by central ot!'icea in Santa MOnica, PerriS, 
Ocean Park.. West Los Angeles, and' Malibu in the total. sum. or- $-720,,000., 
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Interim starr Proposal 

Tone other procedure which could be implemented pr10r to' 
October 15, 1982 was proposed by the COmmission staft. Under the 
ISP, General would take measurements during the two-hour period 
ot max~um call volume, but only at those central offices where 
customer trouble reports per 100 stations are trend'1ng at or 
exceed 7·5 per month. The COmmission could order a sureredit 
whenever the dial serVice index and customer trouble reports at 
one or these central offices. taJ.ls below: the reporting. levels. 
found specitied in Paragraph 9 ot D.82-04-028, during any tw~ 
of' the three months of the reporting period,. 

In implementing the ISP' methodology, General states that 
the following are requ1red: 

(1) General would require 10 w~r~ d~s to 
implement the ISP follo~ a decision by the COmmiss1on 
approV1llg 1ts use. Ten days are necessary 1n order to. 
meet the requ1rements ot the collect1ve barga1ning agree-

. . 
ment between General and the Communications Workers or 
America regarding employee scheduling. 

(2) General's work force ass1gned to making the 
service measurements would have to be scheduled' to- work 
continuous overtime 10 order to make the necessar,y 
measurements at each reporting office during- the two
hour per10d or muimum call volume .. 

(3) the Dial SerVice measurements would only be 
taken at central offices With 3,000 or more primar,y 
stat10ns 10 accordance With current (;:.0. 133 standard:s .. 

(4) Customer Trouole Reports Per 100 Stations 
would only be measured at those central o~r1cesw1th 
3,000 or more pr1mar.y stat1ons • 
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(5) Tone sample aize to compute the Dial Service 
index would consist or a m1n1mum or 300 calla.. Tbe 
measurements would be made manuallY. 

(6) The Dial Service index would be reported on 
a month-by-month basis .. 

(7) 1'he Dial SerVice index would be based' on the 
dial service per~ormance of intracompany facilities 
Wi thin the Home Numbering Plan. Area .. 

(8) Forty-five days Will be required from 
the end or the report. peric)(i" tor the prepare. t10n and 
8ubm1ss1on to the CommiSSion of the required report 
to determine whether a surcredit should be imposed:,. 
This time per10<1 is cons15tent with the current 0;.0 .. 133 
report:1ng system.. Initially the necessary reports would 
have to be assembled on a manual basis. 

At present neither General nor the starr can estimate 
What, it" a:tly, surered1ts would' result :f'rom 1mplementation of" the 
ISF. General, however, 'Iavors the BSI over the IS~ because the 
latter methodology would rely on d:1al serVice measurements taken 
during the two-hour period or- maximum call volume which, as General 
claims, do not properly reflect the adequacy or the service actually 
prov1.ded. 

The two proposals described above are intended,to provide, 
the COmmiSSion With an alternative method' to aehieve the objectives. 

... 

set forth in Ordering Paragraphs 7 through. 10 prior to October 15-, 
1982 .. 

In' regard to Ordering Paragraph 6 on the subject o~ a 
report on mechanizing the dial serVice measurement system> General 
alleges that the GTE SerVice Corporation (GTE), along With repre-
8entat1ves ~rom General and other GTE telephone operating companIes> 
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has developed spec1f1cat1ons for the equ1pment neeessar,y tG mechanize 
the present. manual 4:1i&1 service measurement systems. 1n the various 
GTE operating companies ~ including General. On August l3~ 1982 ~ 
,GtE plana to 1ssue bid specif1cat1ons to vendors for the equipment 
neceasar,y to implement the mechanizat10n program. Responses trom 
th.e vendors Will be due on September lO, 1982. The selection or 
a vendor is currently sche4:1uled to take place on October S, 1982 .. 
There~ore~ General requests that the deadline tor filing the report 
in compliance With Orderlng Paragraph 6 be extended to November 1, 
1982. By that date General expects to be able to provide the 
COmmission With a re11able feas1bility study. 

General, in compliance With Order1ng Paragraph 12 or 
D. 82-04-028. has f11ed a plan tor the quarterly- :f'1l1n& for 
imposing or removing surcred1 ts., General alleges that. the time 
reqU1red for implementat10n or the plan i8 the same whether the 
Commission grants an extension ot' time for complying with Ordering 
Paragraphs 1 through 10, inclus1 ve ~ as requested- in General' 6 

or1g1ne..l Pet1tion~ or whether it authorizes the extension subject 
to one ot the 1nter~ proposals contained' 1n General's SUpplement 
to Petition. 

General submits that once the CommiSSion has advised, 
General o~ its decision. regarding the Petition for ExtenSion ot 
Time on Ordering Paragraphs 7 through 10 ~ General Will reqU1.re 
45 d.qs from the en(1 or the report1ng period to' 
prepare and submit to the Commission the necessar,r report to· 
determine whether or not a surcredit should be imposed. As. soon 
a6 the Commission orders General t~ provide the customers served 
tram a reporting central orf1ee with a surcredit (o~ that a 
surc:red1 t previously ordered should be removed:) ~ General Will 
then require 15 days to update 1t~ billing master file 
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and identity those customers entitled to: & aureredit (or who no· 
longer are elig1ble for a eredit). Tbe surcred1ts (or 8urcredit 
deletions) will then appear beg1nn1ng with the first billing cycle 
(approximately the third day o-r the month). or the month .1.mmecliately 
folloWing the month in Which the 8urcred1t or removal of' surcredlt . 
was ordered.. 
D1scuss1on 

T.be date tor commencing the collection ot data (May 1" 
1982), as ordered in Order1ng. Paragraph 7" has already passed. It 
is also evident that· General's proposal tor an extension ot t1me 
until October l5, 1982 would cause an unacceptable delay conSidering 
General's past service pertormance. 

The two alternate proposals. that· were developed by General 
and our statt otter interim means to accelerate the implementation. 
ot the service penalty system. We are not satistied With General's 
proposal because its dial 8erv1ce~measurement would s.till rely 
upon measurements taken throughout· the day , rather than during the 
two-hour period ot maxtmum call volume. Our starr's proposal would 
provide tor measurements taken during the period of' maximum call 
vo1-ume and would cover" during the 1nterim period" those central 
ortices most l1kely to be impacted by the penalty plan. 

In Ordering Paragraph S- ot D.82-04-028:. we ordered 
the data to be submitted tor our review Within 15 days ot the last 
day ot the reporting quarter. General. has stated- that 45· days 

would be required... General claims. that this time period would be 
consistent nth the G.O. 133 reporting system. 

In our op1n1on" the collection and preparation of d'ata 
ror the first two months o"r the reporting quarter need not be
deterred until the end of the quarter. 1'heretore, the 30 days' time 
per1.od t'ound reasonable in F1nd1ng. 38 of D~82-04-02S 18 appropr1ate • 
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Since General would require onlY 10 working days tor 
notice to the union to implement the statt's proposal~ it· seems 
appropriate to deter the commencement date tor collection of the 
data to July l~ 1982. This Will enable General to make measure
ments at the beg1nn1ng. of a regular quarter. 

Our stafr bas reviewed General's plan tor a quarterly 
i"il1ng for imposing or remoVing 8urcredits and is in agreement. 
Wi th General on all the provisions of the plan With. the exception 
of the time requirement tor the reporting. system of 45 days.. As 

d.iscussed above ~ we are persuaded that 30 daye would be an appro
priate period. The plan shall be so adopted as mod1f:ted:. 

General's reques.t on the compliance with Ordering 
Paragraph 6~ regarding a feasibility study o~ mechanizing the dial 
service measurement system", appears to be reasonable. A vendor 
selection process 1a. under way and 1a. schedUled' to be completed 
by October 8~ 1982. In View of this" it is. appropriate to' 
extend the time of Ordering. Paragraph 6 to November i" 1ge2".· 
FindingS of Fact 

1.. General's. request for an extension of time to October 15" 
1982 tor compliance With Ordering. Paragraphs 7 through 10" inclusive" 
of D.82~04-028" is unreasonable. 

2". General. 's BaSic SerVice Index proposal for an interim plan 
to .implement a measurement system does not take into' conSideration 
peak-hour measurements. 

3. The Commi.ssion statf's proposal tor an1nter1m. plan to 
1mplement a measurement system on the central offices most likely 
to require rate penalties. is reasonable. 

4. General would require 10 working days arter a Commission 
deCision to, implement the staff's proposal . 
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5. Dial service measurements tor the plan should only be 
taken at central ot.fices With 3·~OOO or more prImary stations. 
Sample size for the manual~ taken measurements shall be a minimum 
ot 300 calls per month per central otfice. 

6. ~e D1al.SerVice Index should be reported on a month-to
month basis and should be based on the dial. service per.formance ot' 

intracompany .facilities Within each Home Numbering Plan Area. 
7.. Customer Trouble Reports per 100 statIons tor this plan 

should only be measured at those central ottices with 3.~000 or 
more primary stations. 

8·.. Ordering Paragraph 1 or D .. 82'-04-028· should be 
rev1.sed to read "Commencing July 1~ 1982' ..... " .. 

9. A period ot 30 days tor submitting the required reports 
to the Commission is reasonable'" thus requiring a change in 

Order1ng Paragraph 8 or D .. 82'-04~028 .. 
10.. General's plan tor a quarterly tIling imposing or removing. 

8urcred1ts is reasonable and should be adopted with the exception 
ot the 30-d~ period allowed by Paragraph 9 above. 

11. GeneraJ.'s. request tor time extension tor comply1ng. With 
Order~ Paragraph 6 ot D.82-04-028" on a feasibIlity study 
tor mechan1z1ng. dial serv1ce measurements" 1s. reasonable and should 
be allowed With a new date set tor November 1" 1982. 
Conclusions or Law 

1. The Commission start's proposal tor an 1nter~ plan to 
implement a dial service measurement system is reasonable and' should 
be adopted.. General should be g1 ven a minimum ~~ 10 days' to imple
ment the plan which should become effective on JUly l~ 1982. 

2'. General should make an advice letter tiling. on August 1, 
1982" sett~ forth its plan tor a quarterlY tiling tmpos~ or 
remoVing surcredits. The tiling should be made as per General's 
proposal with the exception ot the time 11m1t o~ 30 daya tor reports 
to be :riled • 
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IT IS ORDERED that: 
1. Ordering Paragrapha6~ 1) and 8 or Decision 82-04-028 

are revised to read as rollows: 

"6. General shall present a report by 
November l~ 1982 'on the feasibility and cost ot 
converting wi thin 6 months its dial service 
measurement system to a tully automated: system 
capable or taking and tabulat~measurements 
during. peak hours without the atten(1ance or' 
intervention or manual operators .• 

"1. Commencing July l~ 1982~ General shall 
collect data on customer trouble reports per 
100 telephones and dial service indices during 
the daily two-hour period or maximum call volume 
on a central-oftice-by-central office basis 
pursuant to the interim start plan of measure
ment. Commencing October 15, 1982, General shall 
measure dial service pertor.mance on all central 
offices ot more tban 3:,000 primary stations. tt 

"8. The data collected 1n accordance With 
Ordering Paragraph 1 are to be submitted tor 
COmmission review and evaluation on & quarterly 
basis- w1tlUn 30 days: 0'£ the J.ast· day 0'£ the 
quarter." 
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2. :By August 1" 1982" General shall :tile tar1:tr achec1ules 
/cont-ain1ng its proposed plan ror a quarterly filing tor 1mposing 
or remov1.ng surcred1ts. The tiling shall also conta1.n the 

methodology o~ the pert1nen~ serVice measurements" to include use 
of the interim proposal of the Commission's statf until October 15,,, 
1982 and dial service measurement or all central otr1ces or ~JOOO 
or more pr1ma.ry' stations thereafter. 

This. order 18 erfect1 ve today. 

Dated JON 151982 " at San Franc1sco·" California. 
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