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EEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

In the Matter of the Application

of Pacific Telephone and Telegraph

Company to modify Decision 90642 Application 60105
pertaining to the requirement of (Filed November 21, 1980)
providing for a continuing

residential consumer advisory

service.

Decision

ORDER DISMISSING APPLICATION 60105

On July 31, 1979, the Commission issued Decision (D.) 90642
requiring The Pacirfic Telephone and Telegraph Company (PT&T) to
establish a consumer advisory service. The service was intended to
explain to customers which rate plans would be most cost
advantageous. (D.90642, Ordering Paragraph 25.)1

PT&T submitted to the Commission on December 5, 1979, a
plan for a three-month trial study of a consumer advisory service.
The Commission advised PT&T to proceed with the study, and on
June 19, 1980, PT&T began the trial study in the Palo Alto and La
Mesa residence service centers. PT&T distributed more thanm 10,000
brochures to residential customers. The brochures explained
different service options and billing plans. The brochures also

1 "25. Pacific shall provide a continuing residential consumer
advisory service, at customer request, to explain which rate plans
would be most cost advantageous to the inquirer. A plan to implenment
such service should be presented within sixty days.”™ (2 CPUC 2d 237.)
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contained a customer response card. This card instructed customers
Lo return the ¢ard if they wanted additional iInformation. Any
returaed cards were forwarded to <he appropriate'residence service
center and were given to a servicge reprsentative. The representative
then contacted the customer directly and answered any questions that
the custonmer had.

PT&T mailed out 10.875 brochures and received only 36
responses and inquiries. About .3% of the customer survey group
responded to PT&T's brochure. Because of the poor respoase to the
plan, PT&T was unable 10 complete the second phase of its trizl
study. PT&T instead filed Application (A.) 60105 asking the
Commission to delete the D.O06L42 requirement for a consumer advisory
service.

A.60105 was filed on November 21, 1980. On Decemder 10,
1080, Toward Utility Rate Normalization (TUEN) filed a response
opposing PT&T's A.60105. The Comrission staff (staff) filed 2z
response to A.60105 on February 24, 1081, also opposing A.60105.

TURN and staff argued in their filings that the consumer
advisory service should be continued so that its value to customers
could be evaluated over a longer period of time. '

The question of whether PT&T should be required to maintain
a consumer advisory service should be addressed in PT&T's pending

general rate ¢ase. In view of the dramatic changes now oceurring in
the telecomaunications industry, additional consumer information may
be necessary. We will disziss A.60105 and direct PT&T and the staff
t0 pursue this matter in the A.83-01-22 procceding.
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IT.IS ORDERED that A.60105 is dismissed.
This order beconmes effective 30 days from today.
Dated MAR 16 1983 , at San Francisco, California.

LEONARD M. GRIMES, JR.

Presig
VICTOR CALVO eat

PRISCILIA C. GREW
DONALD VIAL

Commiccsoners

CERTIFY TEAT TAYS DECISION
~.s LYEROTID BY T'S AZCVE
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contained a customer response card. This card instructed customers
to return the card if they wanted additional information. Any
returned cards were forwarded to the appropriate residence service
center and were given to a service reprsentative. The representative
then contacted the customer directly and answered any questions that
the customer had.

PT&T mailed out 10,875 brochures and received only 36
responses and inquiries. About .2% of the customer survey group
responded to PT&T's brochure. Because of the poor response to the
plan, PT&T was uzmable to complete the second phase of its fﬁal
study. PT&T instead filed Application (A.) 60705 asking the
Commission to delete the D.90642 requirement for a consumer advisory
service.

A.60705 was filed on November 21, 1980~ On December 10,
1980, Toward Utility Rate Normalization (TURNY filed a response
opposing PT&T's A.60105. The Commission staff (staff) filed a
response to A.60105 on February 24, 1981, also opposing A.60105.

TURN and staff argued in their/filings that the consumer
advisory service should be continued s¢ that its value to customers
could be evaluated over a longer pe{}od of time.

The question of whether PT&T should be required to maintain
a consumer advisory‘service should be addressed in PI&I's‘yen g
general rate case. We will dismiss A.60105 and instead Siiow PT&T to +»
pursue this matter in the A.8;fb1-22 proceeding. QL»J z-4i:2>£;7?52§j#/’
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Tecision

BEFORE TEE PUBLIC UTILITIES COMMISSION QF THE STATE OF CALIFORNIA

In the Matter of the Application )

of Pacific Telephone and Telegraph )

Company to modify Decision 90642 ) Application 60105
pertaining %0 the requirement of ) (Filed November 21, 1980)
providing for a continuing )

residential coansumer advisory )

service. g

O2DZR DISMISSING APPLICATION 601C5

On July 31, 197¢, the Commission issued Decis%pn (D.) 90642
requiring The Pacific Telephone and Telegraph Company (PT&T) to
establish a consuzer advisory service. The service wac intended to
explain to customers which rate plans would be most cost
advantageous. (D.90642, Ordering Paragraph 257V/

. PT&T submitted to the Commission on December S, 1979, a

plan for a three-month trial study of a consdmer advisory service.
The Commission advised PT&T to proceed wit /the study, and on

June 19, 1980, PT&T began the trial study/?n the Palo Alto and la
Mesa residence service ¢enters. PT&T d(stributed more than 10,000
brochures to residential customers. The brochures explained
different service options and billing plans. The brochures also
contaired a customer response card This card instructed customers
L0 return the c¢ard if they wanted/additional information. Any
returned cards were forwarded to/the appropriate residence service
center and were given to a service reprseantative. The representative
then contacted the customer directly and answered any guestions that
the customer hac. /

PT&T mailed out 10‘%75 brochures and received only 36
responses and inquiries. About .2% of the customer survey group
responded to PTLTI's brochuée. Because of the poor response to the
plan, PT&T was unable to complete the second phase of its trial
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study. PI&T instead filed Application (A.) 60105 asking the
Commission to delete the D.90642 requirement for a coasumer advisory
service.

A.60105 was filed on November 21, 1980. On Decexmber 10,
1980, Toward Utility Rate Normalization (TURN) £iled a response
opposing PI&T's A.60105. The Comzission stafs (staff) filed 2
response to A.60105 on FPedruary 24, 1981, also opposing A.60105.

TURN and staff argued in their filings that the consumer
advisory service should be continued so that its value to\cdgg;mers
could be evaluated over a longer period of time.

The question of whether PT&T should be req%}:ed to0 maintain
& consumer advisory service should be zddressed in PI&T's vending
general rate case, A.59849. We will dismiss A.60105 and instead
allow PI&T %o pursue this matter in the A.59849 roceeding.

IT IS ORDERED that A.60105 is*disnisﬁéi.

This order bYecomes effective 30 days from today.-

Dated , at Saﬂ’Francisco, California.




