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Decision

In the Matter of the Application of
THE PACIFIC TELEPHONE AND TELEGRAPH
COMPANY, a corporation, for author-
ity to inerease certain intrastate
rates and charges applicable to
telephone services furnished within
the State of California.

In the Matter of the Application of
THE PACIFIC TELEPHONE AND TELEGRAPH
COMPANY, a corporation, for author-
ity to increase certain intrastate
rates and charges applicadble %o
telephone services furnished within
the State of California.

Re Advice Letter (PT&T) No. 13640
to reprice certain telephone
terminal equipment and Resolution
No. T=-10292 granting approval of
said changes.

In the Matter of Advice Letter
Filing No. 13641 of THE PACIFIC
TELEPHONE AND TELEGRAPH COMPANY
for authority to increase certain
rates for key telephone service by
$30.1 million.
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Application 59849
(Filed August 1, 1980
amended August 28, 19é0

and October 14, 1980)

Applicatsion 59269
(Filed November 13, 1979;
amended November 15, 1979)

Application 59858
(Filed August 1, 1980)

Application 59888
(Filed August 19, 1980)
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Investigation on the Commission's
own motion into the rates, tolls,
rules, charges, operations, costs,
separations, inter-¢ompany settle-
ments, contracts, service, and
facilities of THE PACIFIC TELEPHONE
AND TELEGRAPH COMPANY, a California
corporation; and of all the tele-
phone corporations listed in
Appendix A, attached hereto.

0II 63
(Filed Decembder 18, 1979)

Investigation on the Commission's
own motion into the rates, tolls,
rules, charges, operations, costs,
separations, inter-company settle~
ments, contracts, service, and
facilities of THE PACIFIC TELEPHONE
AND TELEGRAPH COMPANY, a California
corporation; and of all the tele-
phone c¢orporations listed in
Appendix A, attached hereto.

0II 81
(Filed August 19, 1980)

Investigation on the Commission's
own motion into the Matter of
Revision of the Accounting for
Station Connections and related
Ratemaking Effects and the Economic
Consequences of Customer-owned
Premise Wiring.

0Ir 84
(Filed December 2, 1980)

M Ml NP N NI NS NI NI NI NP NI NI P N PN NN PN NP NI NP NI PN N NFP PN PN,

(See Decisions 93367, 93728, and 82-08-01
for appearances)
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OPINION ON PROPOSED GENERAL ORDER TO ESTABLISKE
INSTALLATION AND REPAIR STANDARDS

In Decision (D.) 9%3%67 issued Augus®t 4, 1981, in this
matter, the Commission, in its discussion on service considerations,
addressed service complaints made by the Western Burglar and Fire
Alarm Association (WBFA) against The Pacific Telephone and Telegraph
Company (Pacific). At mimeo. pages 148 and 149 in D.92%67 the
Conmiscion stated:

"...the more serious complaints came from WBFA and
concerned the repair and installation of private
line servicesz. WBFA contends Pacific has failed
to provide adequate service for the installation
and repair of private line services used by the
alarm industry. WBFA witnesses presented
evidence of this failure and it appears it has
been 2 recurring and unsolved problem since
1975. Testimony shows the number of new
installation orders that are not installed on
assigned due dates have increased dramatically
recently. Evidence reflects that less than one-
half of the installation due dates are met and
long delays are not uncommon. Art Nettles, a
staff engineer and witness for the staff on
quality of service, stated he 4id not prepare an
independent study of the quality of service for
private line cireunits. He did, however, make 2
limited telephone survey of the large
metropolitan areas in California on bdurglar and
fire alarm companies and telephone answering
services. He contacted %0 burglar and fire alarm
companies and his findings reflect that about 50%
of the companies polled said their service was
unsatisfactory. Nettles testified the main
reason given was installation commitments not
met. WEFA c¢laims Pacific's performance in
repairing alarm ¢ircuits has been steadily
declining since the early 1970s. 3Because alarm
circuits must be operational 24 hours per day in
order to 4o the job they are designed for, Bell
Systen practice requires that out-of-service
conditions should be cleared within two hours.
As 2 result of these problems, and in an attempt
To improve the situation, WBFA recommends that a
committee be formed with representation from the
alarm industry, Pacific, and the staff. The
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committee would establish reasonable standards
for the installation and repair of private line
services used by the alarm industry and such
standards could be incorporated into a Commission
General Order. We will adopt the
reconmendation.”

On this subject we made the following three findings in
D.9%%67:

"S54. There are serious prodblems with the service
of Pacific in repairing and installing
private line services.

"55. A committee should be established with
representation from the alarm industry,
Pacific, and the staff to determine and
recommend reasonable standards for the
installation and repair of private line
services used by the alarm industry.

"56. The committee referred to in the previous
finding shouvld incorporate its
recomnmendations into a proposed general order
and present it to the Commission.”

Ordering Paragraph 3 of D.933%367 required the following:

"%. Pacific and the staff together with any
representatives of the durglar and fire alarm
industry and any other parties who may wish
to participate shall form a commitiee to:

"a. Meet and confer %o determine
reasonable standards for <the
inztallation and repair of private
line services used by the alarm
industry.

Incorporate the determinations of
Paragraph %.a. into a proposed
general order.

Present the proposed general order %o
the Commiszion within 120 days from
the effective date of this

decision.”

Under Ordering Paragraph %, the required submission 0 the
Commicsion was due December 2, 1981. Pacifie and WBFA made good
progress on the proposed general order dbut asked for additional time
to complete their work. By D.9%842 dated December 15, 1981, the
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Commission changed the time in Ordering Paragraph 3 from 120 to 210
days, thus extending the filing date %o Mareh 8, 1982. A%t a hearing
in this proceeding on March %, 1982, Pacific and WBPA indicated that
although they were close to an agreement on a general order, there
were some provisions on which they could not agree. With the
concurrence of the parties, the assigned administrative law judge
(ALJ) set the matter for hearing on April 1, 1982 with the
understanding that Pacific and WBFA would file their proposed orders
on or before March 8, indicating the differences that still existed
hetween them. The filings were timely made, the hearing was held on
April 1, and a letter of clarification relating to identification of
regional reporting units wag received from WBFA on April 9, 1982.
The matter is now ready for decision.
Petition of County of Los Angeles

By letter dated March 17, 1982 to the ALJ, the County of
Loz Angeles (LA County) stated it was in general agreement with the
proposal of WBFA. However, LA County requested the proposal be
modified so it would apply to 2ll private lipe services, not just to
the alarm industry. In support of its positiBnJ_LA County cited
Pinding 54 of D.9%367 (see quote above), and stated that
estadlishment of standards which apply to only one class of customer
would be in violation of Public Utilities (PU) Code § 453(a). At the
hearing on April 1, the ALJ correctly concluded Ordering Paragraph 7
of D.9%%67 applied only to the burglar and fire alarm industry and
suggested LA County could petition the Conmiszsion %0 opén
establishment of the general order to all private line services. LA
County filed such a petition April 12 and the ALJ gave all parties
until April 30 to reply. WBFA, County of San Diego, Pacific, and
General Telephone Company of California (General) replied.

LA County in itsc petition repeats the argument in its
letter of March 17, concerning FPinding 54 of D-93%67 and PU Code
§§ 45%(a) and (e), and, in addition, claims that failure of utilities
4o provide timely installation or maintenance of private line
services for other customers such as governmental agencies,

-5 -
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hospitals, etc., can have as detrimental an impact upon the pubdblic
nealth, czafety, and welfare ag failure to provide such services %o
the alarm industry.

In its reply, WBPA states it does not oppose LA County's
request provided that the standards it proposes for the alarm
industry are not modified and/or implementation and enforcement of
the standards are not delayed. WBPA takes exception o several of
the arguments of LA County. WBFA maintains that although Finding 54
does indicate prodlems with provision of private line services in
general, it is clear Lrom mimeo. page 148 that the preponderance of
evidence on the quality of service for private lines was offered by
WBPA and the telephone answering service industry. WBPFA contends its |
proposed general order is not in violation of §§ 453(a) and (c)
because the general order does not preclude utilities from providing
rensonable and adequate service to all private line users based on
the needs of +he users, the nature of the circuits, and the services
provided. The proposed general order does not, in WBFA's opinion,
diseriminate or provide a detter class of service to the alarnm
industry but only guarantees service levels that are reasonable and
adequate as required by PU Code § 451.

County of San Diego supports the petition of LA County.

Pacific does not oppose expansion of the general order to
include all private line services if the standard service ranges and
the reporting levels for the various measurements are set at the
levels proposed by Pacific in its March 8 filing or as modified by
Pacific at the April 1 hearing. Pacific claims it may be easier and
poszibly lecs costly for it ¢o make measurements on a generic private
1ine basis rather than on an alarm industry only basis. However,
Pacific also maintains that the procedures it has contemplated for
the alarm industry only may de unworkable if all private line
installations are included in the program. Also, Pacific brings up
the problem of the presently contemplated lower 1limit of 100 or fewer
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installations exempting utilities from the géneral order; if all
private line installations were included, the smaller independents
would be brought under the general order.

General strongly opposes including all private line
services under the general order proposed by either Pacific or the
alarm industry. General ecstimates that by the end of 1982 it will
have about 150,000 private line circuits in service. 100,000 of
these fall into the intrae-exchange or local private line category and
15,000 of those are the type of circuit used Lor alarm purposes. In
order t0 equip these local alarm services with the remote test
capabilities required if the standards proposed by Pacific and the
alarm industry are adopted, General will be required to spend an
estimated $3.9 million over the two-year period 1983-84. 1If the
order were expanded to cover all private line ¢ircuits, the cost
would increase proportionately, (100,000/15,000), and the %time for
completing the work would increase by up to five years. Ceneral
believes adoption of any new standards will be costly and require
higher rates. Although some private line circuits may require
priority installation and maintenance, not all private line customers
nced such service nor would they be willing to pay the higher raves
required.

We will not grant the petition of LA County to expand the
proposed general order to all private line services. Athough the
suggestion may have merit, the record in this proceeding to date does
not provide enough information to make the requisite findings and
conclusions. TPor instance, If Pacific's ratio of alarm circuits
covered by the present proposal to total circuits is similar to '
General's, then it appears there would be significant expense and
time involved in setting up the proposed procedures for all private
line installations. There is no doubt from the representations of
the parties that there would be a delay in implementation and the
record to date convinces us that rectification of the alarm industry
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problems, at the least, is long overdue. Tinally, we do not
understand why LA County waited so long, August 1981 to March 1982,
to suggest that the negotiations we ordered in D.93%67 ghould have
been applicadle to all private line circuits and not just those of
the alarm industry. Although the petition will be denied, it will
without prejudice to further filings and/or evidence by parties on
the feasibility of LA County's proposal.
Major Issues .
Based on the f£ilings made by the parties and the hearing on
April 1, only a few issues remain before a general order can be
adopted. These are:

1. How a utility's cost of complying with the
general order should be recovered.

2. Whether adoption of a general order can de
construed as creating priority services for
sele¢t customers.

%. Piling of reports on reporting service
levels.

4. Service measurements.

5. Reporting service levels.
Cocst of Compliance

Pacific proposes a provision in the general order that
customers affected by the order shall bear any expense of the
utility's compliance. Such expenses would bYe defined as "abnormal
expenses, including dbut not limited to both developmental and
operational expenses" and would be recovered through tariff rates and
charges for the customers affected. WBFA takes the position that any
such costs should be borne by the utility and "not be an element of
cost in ratemaking."

We believe general orders should not contain provisions for
how the cost of dompliance with the order should be handled. The
establishment of a2 general order may or may not result in increased
expenses for a utility. How the expense, if any, should be
determined, who should pay for it, and in what manner, are all proper
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considerations in utility general rate cases or specific proceedings
brought for that purpose. Neither of the suggestions by Pacific and
WBPA should bYe included in the general order adopted.

Creation of Priority Services

WBFA recommends the general order contain a specific
statement that adoption of the standards it proposes not be construed
ag creating priority services but that private line alarm services be
considered candidates for priority repair. Current Bell System
practice ic that alarm service circuits are candidates for priority
service which is defined as a repair completed in less than two hours.

Pacific's version of the general order contains no section
similar to WBPA's. I¢s position is that no provision like WBFA's
should be included; it appears from Pacific's contentions at the
hearing that it might prejudice Pacific from later using the priority
services contention as an argument supporting special rates for
special services.

We view this issue similarly to the issue of who pays for
costs of compliance. We see no valid argument for including in a
general order, in isolation from all other services, a clause
describing the priority level of service that order provides.

Piling of Reports on Reporting
Service Levels

A reporting service level is a specified level of
performance €or a given service measurement. Performance at or below
that level is an indication of inadequate service. WBPA urges that
the utilities should submit performance reports to the Commission
regardless of whether the standard set had or had not been achieved
because it would ensure the reports are complete and accurate.
Pacific believes that if it meets the service standards set, it iz a
waste of time to submit reports to the Commission. It argues that
the regults of its monitoring will be available to the Commission and
any of its customers or customer organizations such as WBFA. We
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agree with Pacific. OSubmission of routine 3 10 the Commizzion
is necessary as long as the information iz iled and maintained by
the utility for review and inspection.

Service Mecasurements

and Pacifie five:

™
Type of Service Pacific
Installation Alarx Held Orders Alarm Held Crders

Installation Installation Installation
Commitmens Commitment

Installation Installation Alarm Installation Trouble
Troudle Report Report

Maintenance Maintenance Alarm Maintenance Trouble
Trouble Report Report

Maintenance Duration of Service Repair Response
Interruption

Maintenance Duration of Location
Report

ther than the service measurement deseriptions “he recommendations
0f WBFA and Pacific are similar with the exception of the last one,
Duration of Location Report, which is recommended by WRFA but not by
Pacific. We will accept Pacific's deccriptions which we balicve %o
Ye more indicative of the cervice to be measured.

WBPA agreed to deleve ites last recommended measurement if

the Commission would adopt its recommended cerviee levels for he
other five criteria and the utilit

ieg would make an effort to obtain
the location of a reported trouble within two hours whisch iz the
current ¢riterion of The Bell System. WEBFA recopnizes that even
though the troudle may not be corrected within the two nours, at
least customers would have the opportunity %o $take alternate security
zeagures pending repair. Pacific agreed to this on the record =and
the other utilities presgent nad no comment s0 we will nssume they
agree also.
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As noted in the section which follows on Reporting Service
Levels, we will adopt the service level recommendations of WRBFA;
therefore, the s3ixth measurement criterion will be deleted.

Reporting Service Levels

Almost all of the differences between the proposals of WBFA
and Pacific on reporting service levels were agreeably worked out at
the April 1 hearing.

The reporting service level for the Installation Commitment
measurement is at or below 85% by WBFA and 70% by Pacific. This
measurenment indicates the numder of new services and additions
installed on or bYefore the commitment date, i.e., the date service ic
promised by the utility. Commitments missed as a result of customer
action are not counted. WBFA argues that the utility is usually the
one to set the numbder of days needed t0 complete an installation.
This is worked out with the customer and any other phone companies
involved. WBFA points out that 90% is the reporting service level in
General Order (GO) 1%% with a standard service range of 94% for the
installation of simple non-key telephone sets. Pacific claims that
alarm service is more complex than regular telephone service and
Pacific has no experience hiztory with measurement of alarm gervice
commitment levels. 3Because the utility sets the time intervals we
will adopt the recommendation of WBFA. It will be up to the
utilities to adjust their estimates if they find current time
intervals are not reasonable.

The main difference between WBFA and Pacific on maintenance
trouble reports and repair response criteria is that WBFA proposes
meagurement levels be established in the general order and Pacific
propocses additional time for study before actual levels are
established. WBPA proposes the levels in effect in GO 133 for
Maintenance Trouble Reports. Pacific contends it will not be ready
even to measure its performance before the end of the third quarter
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eports required under the general order would

the Lirst quarter of 198%. WBPA arpues that

if the standards set are 400 stringent, then Pacific c¢an petition for
a revision to the general order; Pacific's rejoinder is that ¢ is

imprudent to set standards with no nistory or guidelines for doing

s0. Also, Pacific fears that guidelines cet and not met could

c

sed as an arguzent for penalizing Pacific in a general te

-

in
be
as
Under Pacific's proposal the general order would have t0 be amended
in any cace by +the addition of the actual guidelines found
reasonabdble. We will adopt WBFA's proposal and if, after experience,
Pacific £inds the guidelines should be adjusted, it can £ile a
petition Yo do so.

Regional Revorting Entities
At the ¢close of the hearing on 4nis matter, the

varticipants had no%t agreed on a definition for the regional

reporting entities. dated April 9, 1982 WEFA suggected the

boundaries proposed by Pacific with 2 modification of the area of the
.State left over after taking out the San Francilsco Ray, Loz Angeles,
and San Diego arcas. was %00 large nnd should oo
broken into three paris. aren comprines primarily the

State north of *he San Franciczco Buj Aren and the Uacramento nnd Jan
Joaquin Valleys. Wc believe it

would suffice t0 break +that aren into
“wo parts instead of vhree. TFOor convenience we will break it between
north and south by the 209/714-216 area code boundaries. This
oroduces then Pigure A contained in the adopted general order. As
agreed with the parties, only utilities naving over 500 szerving links
as Cdefined in Appendix A will be reguired to file by the five
reporting units chown; utilities with fewer than 500 links but

than 100 will file on 2 statewide dasis: utilities with 100 or

will not %e required to file at all.
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Pindings of Fact

1. As required by Ordering Paragraph 3 of D.93%67, the alarm
industry, Pacific, and the staff have presented to the Commission a
proposed general order containing standards for the installation and
repair of private line services used by the alarm industry and
furnished by telephone utilities.

2. A pudblic hearing on the proposal was held at which all
interested parties had an opportunity to appear and bYe heard.

%. LA County petitioned the Commission to make the proposed
general order applicable to all private line services, not just those
provided to the alarm industry.

4. This record does not contain enough information %o act
favorably on LA County's petition to expand the general order %o all
private line installations. -

5. The establishment of a general order will not necessarily
result in increased expenses for those utilities required to comply
" with the general order.

6. A utility's expense, if any, of complying with a general
order is a proper consideration in a general rate case of the utility
or in a proceeding brought expressly for that purpose and should not
be provided for in the general order at issue.

7. There iz no need for a utility +o f£ile service standard
reports to the Commission if it meets the standards set dy the
Commission provided that data concerning compliance with the
standards are maintained by the utility for review by the Commission
and interested parties.

8. The service measurements and reporting service levels
proposed by the parties as modified dy the discussion in this
decision are reasonable and should be adopted.

Conclucsions of Law

1. TUnder PU Code § 761 the Commission may establish the
general order provided for by the following order.

2. LA County's petition for expansion should be denied.
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IT IS ORDERED that:
1. The petition of LA County to expand the general order
adopted dy thiz decision to all private line services is denied.
2. Appendix A iz adopted as a general order of the Commizsion.
This order vecomes effective 30 days from today.
Dated OCT 201982 , at San Prancisco, California.

RICHARD D, CRAVELLE
LEONARD M. GRIMES, JR.

VICTOR CALVO
Commissioners

Commicsicnor_ IO E. BRYSON

wln

Presont but not participating.

Commisrioner Priseilla C. Crow,

desing Ducossarily adsont, did
Lot participate

THLIS DECISTION
TR AZOVE

v
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APPENDIX A
Page 1

GENERAL ORDER __ 152
PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

RULES GOVERNING PRIVATE LINE ALARM SERVICE
Adopted 10/20/82 . Effective 11/19/82
(Decizion  82-10~069 , Application 59849 et al.)

1. GENERAL

1.1 Intent

1.17.1 Reason for Adoption. These rules are
adopted by the Commission as a result of and
in compliance with Ordering Paragraph 3 of
Decision 93367 dated August 4, 1981.

Purpose. The purpose of these rules is %o
establish uniform standards for the
installation 'and maintenance of private line
alarm service provided by telephone utilities
to their customers.

Limits of Order. These rules are not
intended %o revise or modify any of the
provisions, rules, or special conditions
contained in the tariffs of the telephone
utilities on file with this Commission.

Revision of Scope. These rules may de

revised in scope on the basis of experience
gained in their application and as changes in
the art of telephony may require. Revisions
in scope chall be proposed by a joint
conmittee comprised of the Commission staf?f,
telephone utilities, and alarm industry
representatives.

Absence of Civil Liability. The
estadblishment of these rules shall not impose
upon the telephone utilities and they shall
not be subject to any civil liability for
damages, which liability would not exist at
law if these rules had not been adopted.
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APPENDIX A
Page 2

Avplicability. Thece rules are applicable to 211
telephone utilities providing cervice within California
having more than 100 private line alarm company serving
links.

Definitions.

1.%5.1 Addition. Adding a new customer to an
existing private line alarm service.

providing monitoring of eleetronic and
electrical protection systems including
ourglary, fire, holdup, and emergency alert
systems, usiag private line alarm services.

Alarm Company. A company engaged in
r
S

Alarn Heléd Order. An order for = new

cervice or an addition which is not completed
on or before the commitmens date not due 4o
the fault of the customer.

Alarm Trouble Rewnort. A cuciomer's
communicatvion To a telepnone utility
indicating dicsatisfaction with the
installation or operation of a »rivate line
alarn service. Troudble, which after
investigation is determined to e causced by
customer-provided equipment, will not be
considered an alarm froudle report.

Commiss
he

*“
QI %

on. The Public U4ilities Commission
e
v

i
State of California.

Cozmitment Date. The date agreed 40 by the
custonmer anc tane telephone utility for the
completion of an installation of a new zervice
or an addition.

Customer. Alarm company or customer of an

alarm company using a private line alar:
service.

Tne cctablishnent of a new
alarm service.
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APPENDIX A
Page 3

Primary Alarm Service Order. An ovder

piaced by a customer with o telephone utility
for new service or an addition to0 private line
alara service.

Private Line Alarm Jervice. A private line
service proviced by a telephone utility to be
uveed by a customer £or the transmission of
alarm signals. Such service does not include
any cervice which iz connected t0 the pudlic
exchange network.

Regional Revorting Entity. Sec Pigure A.

Reporting Service Level. A upe ified

gervice level of performance for cach
reporting unit. Pers roance at or below this
level ic an indication of inadequate service
and the utility shall submit periodic reporis
t0 the Commission.

Service Interruntion.
fault, outage, interr
noize, or oxher
service.

pair from the
ral office %o

Standard Serviee Range. A service range
which encompassces adegquate service +o 4the
wSer.

Televhone Utility. A public utility
telephone corporation providing telaphone
service ac further defined by Public Urilities
Code Scctions 216 and 234.

information Available to the Publiec. Telephone ustilities

shall maintain, open or pudlic inspection at their main

offices in California, copies of all repor s submitted ¢o

this Commizsion in compliance with thece rulec. Reporis

shall be held available for one year. Coplec of these

reportc shall also be maintained and dbe availadble for

public inspection at the Commiscion's San Francizco ané J//
Los Angeles offices Copies of such reports shall he sent

to interesvted part ;cs by the *ﬁlopnone utilities upon

“thpu v e




A.59849 et al. ALJ/ks/vdl

APPENDIX A
Page 4

Location of Records. All records required by these rules
shall bYe made available To reprecentatives, agents, or
employees of the Commission and to interested parties upon
reasonable notice.

Reports to the Commission. Telephone utilities shall
furnish to0 the Commission at such times and in such form as
the Commizcion may require, the results of summaries of any
measurements required dy these rules. Telephone utilities
shall furnish the Commission with any information
concerning telephone utility facilities or operations which
the Commission may request and need for determining quality
of service. Telephone utilities shall begin £iling reports
required by +these rules for the first quarter of 1983.

Deviations From These Rules. In those cases where the
application of any of the incorporated rules results in
undue hardship or expense €0 a telephone utilidty, it may
request specific relief by £iling a formal application in
accordance with the Commission's Rules of Practice and
Procedure, except that where the relief 4o be requested i3
of minor importance or temporary in nature, the Commission
may accept an application and showing of necessity by
letter. All requests for deviations from any of these
rules shall also be mailed to interested parties.

Interested Parties. A person wicghing {0 become an

interested party under these rules shall notify the
telephone utilities and Commission in writing.

Revisions of Rules. 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, and
shall be served upon all interested parties. Interested
parties shall have the same rights to propose modifications
by appropriate procedure.

Meetings. Representatives of the telephone utilities,
the Commission staff, and the alarm industry shall meet
periodically to discuss generic¢ problems asszociated with

the installation and maintenance of private line alarnm
service.
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2. STANDARDS OF SERVICE

2.1 General. These rules estabdblish uniforn standards of
service for the installation, maintenance, and operation of
private line alarm service. The service measurements
established are as follows:

Service Measurement Type of Service

Alarm Held Orders Installation
Installation Commitment Ingstallation
Installation Troubdle Repori Installation
Service Trouble Report Maintenance
Repair Response Maintenance

Description of Service Ranges and Levels.

2.2.1 S+andard Service Range. Standard service
ranges are established for each of the service
measurements. Service performance within the
standard service range is considered to bde
adequate. ZEach individual reporting unit
should generally maintain service levels
within the standard range.

Service Below Standard. Individual

reporting units are subject 1o influences
which may cause them to occasionally fall
below the standard range of performance. Such
variations indicate inadequate service only
where the substandard performance indications
are frequent and substantially delow the
standard range.

Reporting Service Level. These levels have
Peen established to indicate reporting units
which are performing significantly below
standard service ranges and 4o provide an
indication for inadequate service. Reporting
service levels are established for each of the
service measurements. Reporting service
levels are applicadble to each individual
reporting unit.
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5. PRIVATE LINE ALARM SERVICE MEASUREMENTS

2.1 Alarm Held Orders.

3.1.1 Deserintion. Thic measure indicates the
total number of primary alarm service orders
not installed within 30 days of the commitment
date. Comnitment dates missed as a result of
a customer's action or request will not Ye
counted as a missed order for this
measurement. This measurement will be
expressed in terms of percent ¢of such orders
held compared t¢ the monthly average of orders
due for the month measured plus the five
preceding months, i.e., a six-month moving
average.

Measurement. Count once a month for each
reporting unit the total primary alarm service
orders not installed within 31 to 60 days, 61
to 90 days, and 91 and over days of the
commitment date. Divide such numbers by the
monthly average of the primary alarm service
orders due for the month measured plus the
five preceding months.

Standard Service Range.

31 days to 60 days - Less than 3%
61 days to 90 days - Less than 2%
More than 90 days - Less than 1%

Reporting Service Level.

1083 1984

31 days to 60 days

Less than 15% 10% 5%
61 days to 90 days -

Less than 7% 6% 4%
More than 90 days -

Less than 5% 3% 3%
Reporting Unit. Regional reporting entity.
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%.1.6 Reporting Freguency. Compiled monthly.
Reports zubmitted quarterly to the Commission
for any reporting unit which does not meet the

reporting cservice level for any month during
the quarter.

3.2 Installation Commitments.

%.2.1 Descrintion. This measurement indicates
the number of new services and additions that
are installed on or bvefore the commitment
date. Requests for disconnects are not
included in this measurement. Commitments
mizsed as a result of a customer's action will
not be counted. The measurement will be
expressed as a percent.

Measurement. Count once a month the total
primary alarm service orders completed, the
conmitments missed, and the commitments met.
Divide the commitments met by the total orders
completed.

Standard Service Range. At or above 90%.

Reporting Service Level. At or below 85%.

Reporting Unit. Regional reporting entity.

Reporting Prequency. Compiled monthly.
Reports submitted to the Commission quarterly
for any reporting unit which does not meet the
reporting service level for any month during
the quarter.

%.% Installation Trouble Reports.

3.%.1 Description. This measurement indicates
The rate at which each reporting unit of 2
telephone utility receives alarm trouble
reports relating to the installation of
private line alarm services during the
reporting month. Each customer will be given
2 special toll-free number to report to the
telephone utility any trouble with the
installation of a private line alarm service.
Sueh customer reports will be the sole hasis
of this measurement. This measurement will be
expressed on a per 100 primary alarm gervice
order installation basis.
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Measurement. Count the total number of

alarm trouble reports received by each
reporting entity during the reporting month
relating to the installation of private line
alarm services and divide by the total number
of primary alarm service orders completed by
eachhreporting entity during the reporting
month.

Standard Service Range. At or below 5 per
700 primary alarm service orders completed.

Reporting Sqry;gg Level. At or above 15
Per 100 primary alarm service orders completed
2or 198%, and 8 per 100 thereafter.

Reporting Units. Regional repoftihg
entity.

Reporting Frequency. Compiled monthly.
Reports submitted gquarterly for any reporiing
unit which does not meet the reporting service
level for any month during the quarter.

Trouble Reports

.41

Description. This meacurement indicates

The rate of service alarm trouble reports Irom
customers relating %o dissatisfaction with
telephone utility service for private line
alarm services. Reports received will be
counted and related to the total service links
in place in terms of per 100 service links.

Measurement. Count fthe total number. of
service trouble reportc received dy the
reporting unit during the reporting month and
divide by the total number of service links in
place during the reporting month.

standard Service Range. At or below 6.5 per
100 service links.

Reporting Service Level. At or above & per
100 service links.

Reporting Units. Regional reporting
entity.
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Reporting Frequeney. Compiled monthly.
Reports submitvted to the Commission quarterly
for any reporting unit which does not meet the
reporting service level for any month during
the gquarvter.

3.5 Repair Response.

3.5.1 Description. The measurement indicates the
average time taken by a telephone utility to
¢lear an alarm service trouble report, and is
expressed in hours per trouble report. The
average time %0 ¢lear 2 service trouble report
may include up to four hours of time spent dy
the customer 4o clear the trouble independent
of the telephone utility. This measurement is
intended to further indicate the number of
alarm service trouble reports which require
greater than 48 hours %o clear, and is
expressed in percent of total alarm service
troudle reports received during the reporting
nonth. If, after communicating the alarm
service trouble report to the telephone
utility, the customer elects to independently
invectigate the cause of the service problem
and does not report back to the telephone
utility within four hours of such election,
the troudle will be assumed to be caused by
customer-provided equipment.

Measurement. The telephone utility will
compile the total duration time to c¢lear all
alarm service trouble reports received by each
reporting unit during the reporting month.
Such amount will then be divided by the total
nunber of alarm service trouble reports
received by each reporting unit during the
reporting month. The telephone utility will
alzo count the total nunmber of alarm .service
trouble reports received by each reporting
unit during each reporting month which
requires more than 48 hours to c¢lear. That
amount will be divided by +the total number of
alarm service trouble reports received by the
reporting unit during each reporting month.
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Standard Service Range.

Six-hour average duration.
More than 48 hours in Lesz than 2% of
duration. total service
trouble reports.

Reporting Service Level.

Eight-hour average duration.
More than 48 hours in Less than 5% of
duration. total service
trouble reporis.

Reporting Units. Regional reporting
entity.

Reporting Preoueney. Compiled monthly.
Reports submitted to the Commission quarterly
for any reporting unit which does not meet the
reporting service level for any month during
the quarter.

4. RECORDS AND REPORTS.

4.1

Reporting Units. Service measurements shall be
maintained by reporting units. Reporting units will be
regional reporting entities. A description of the
reporting units for telephone utilities with at least 500
service links iz shown on Pigure A. Telephone utilities
with more than 100 dut less than 500 service links shall
file one statewide report.

Revort Levels. Reporting levels are estadblished by
these rules as set forth in Section 5. Service
weasurenents with levels of service at or below the
reporting levels in any given month will be congidered
indications of possidle inadequate service.

Reporting Reguirements. Reports shall be made to the
Commission quarterly of all reporting units providing
service at or below the reporting service level on any
measurement for any month during the quarter. Reports
ghall be filed within 45 days after the end of each
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quarter. Reports to the Commission of performance a% or
Below a reporting level shall state the levels of service
for each such measurement, the month being reported, 2

description of the cause of performance at the reporting
level, a statement of action being taken to improve such

performance, and the estimated date of completion of the
improvement.

Retention of Records. Monthly summary récords of service
meAsurements TOr each reporting unit will be retained for
two years. All szummary records will be availadle for
examination by the Commission and other interested parties
during the retention period; special summaries of service
measurements way be requested by the Commission.

Dated OCT 201932 , at San Pranciszco,

California.

PUBLIC UTILITIES COMMISSION
TE OF CALIFORNIA

s %—{——‘
Executive Directof 5;—J

(END OF APPENDIX A)
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FIGURE A
REPORTING UNITS
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agree with Pacific. Submission of routine reports to the Commission
is necessary 28 long as the information is compiled and maintained dy
the utility for review and inspection.

Service Measurements

WBFA recommends six service measurements and Pacific five:

Service Measuremen?t
Type of Service WEFA Pacifice

Installation Alarm Held Orders Alarm Held Orders

Installation Tnstallation Installation
Conmitment Comnitmen®

Installation Installation Alarm Installation Trouble
Trouble Report Report

Maintenance Maintenance Alarnm Maintenance Trouble
Trouble Report Reporet

Maintenance Duration of Service Repair Response
Interruption

Maintenance Duration of Location
Report

Other than the service measurement descriptions the recommendations
of WBFA and Pacific are similar with the exception of the last one,
Duration of Location Report, which is recommended by WBFA but not 54?4
Pacific. We will accept Pacific's descriptions which we believe Yo
be more indicative of the service to be measured. ’
WBFA agreed to delete its last recommended measurement if
the Commission would adopt its recomménded service levels for the
other five criteria and the utilities would make an effort to obtain
the location of a reported trouble witﬁ@n two hours which is the
current criterion of the Bell System. WBFA recognizes that even
though the trouble may not be corrected within the two hours, at
least customers would have the opportunit} to take alternate security
measures pending repair. Pacific agreed to, this on the record and

the other utilities present had no comment so we will assume they

agree also. \
\
\
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of 1982. The first reports required under the general order would
not be filed until after the first quarter of 1983. WBFA argues that
if the standards set are too stringent, then Pacific can petition for
a revision to the general order; Pacific's rejoinder is that it is
imprudent to set standards with no history or guidelines for doing
s0. Also, Pacific fears that guidelines set and not met could bve
used a2z an argument for penalizing Pacific in a general rate case.
Under Pacific's proposal the general order would have %o be amended
in any case by the addition of the actual guidelines found
reasonable. We will adopt WBFA's proposal and if, after experience,
Pacific £inds the guidelines zhould be adjusted, it can file a
petition to do so.
Regional Reporting Entities

At the close of the hearing on this matter, the
participants had not agreed on a definition for the regional
reporting entities. By letter dated April 9, 1982 WBPA cuggested the
‘boundaries proposed by Pacific with a modification of the area of the
State left over after taking out the San Francisco Bay, Los Angeles,
and San Diego areas. WBPA felt this was too large and should de
broken into three parts. This left over area comprises primarily the
S+4ate north of the San Francisco\ﬁay Area and the Sacramento and San
Joagquin Valleys. We believe it would suffice to break that area into
two parts instead of three. Tor éanenience we will break it between
north and south by the 209/714-916“grea code boundaries. This
produces then Figure A contained in\xhe adopted general order. As
agreed with the parties, only utilitf@s having over 500 serving lirks
as defined in Appendix A will be requﬁqed to file by the five
reporting units shown; utilities with fewer than 500 links dut more
than 100 will file on a statewide basisy utilities with 100 or lese
will not be required to file at all.
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Applicability. These rules are applicable to all
telephone utilities providing service within California

having more than 100 private line alarm company cerving
links.

1.7 Definitions.

1.7.1 Addition. Adding 2 new customer 10 an
existing private line alarm service.

1.%.2 Alarm Company. A company engaged in
providing monitoring of electronic and
electrical protection systems including
burglary, fire, hold-up, and emergency alert
systens, using private line alarm services.

Alarm Held Order. An order for a new

service or an addition which is not c¢ompleted
on or before the commitment date not due %o
the fault of the customer.

Alarm Trouble Report. A customer's
communication o 2 telephone utility
zndlcatlng dissatisfaction with the
nstallation or operation of a private line
alarm service. Trouble, which after
investigation iz determined to be caused by
custonmer~provided equipment, will not be
considered an alarm troubdle report.

Commission. The Public Utilities Commission
of the State of Cali‘ornia.

Commitment Date. \The date agreed to by the
ustomer and the telephone wutility for the
completxon of an in°tallation of a new zervice

or an addition.

Customer. Alarn com;\ny or customer of an

alarm company using a private line alarm
gservice.

New Service. The establis@ment of a new
private line alarm service\\
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Primary Alarm Service Order. An order
placed by a customer with a telephone utility
for new service or an addition to private line
alarm service.

1.%.10 Private Line Alarm Service. A private line
cervice provided by 2 telephone utility %o bde
used by 2 customer for the transmission of
alarm signals. Such service does not include
any service which is connected to the public
exchange network.

Regional Reporting Entity. See Figure A.

Reporting Service Level. A specified

service level of performance for each
reporting unit. Performance at or dbelow this
level is an indication of inadequate service
and the utility shall submit periodic reports
to the Commission.

Service Interruption. The existence of a
fault, outage, interruption, foreign voltage,
noize, or other defect on a private line alarm
service.

Serving Link. The local cable pair from the
Telephone utility's serving central office to
a customer's premise.

Standard Service Range. A service range

which encompasses adequate cervice to the
user.

Telephone Utility. A pudblic utility

telephone corporation providing telephone
service as further defined bysSections 216 and
234, 0i~ae “Public UEIIItIes Code.

\
Information Available 'to the Public. Telephone utilities
shall maintain, open 10r public inspection at their main
offices in California, copies of all reports submitted to
this Commission in compliance with these rules. Reports
shall be held available for one year.\ Copies of these
reports shall also be maintained and be available for
public inspection at the Commission's San Francisco and
Los Angeles Offices. Copies of such reports shall be sent
to interested parties by the telephone utilities upon
request.




