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Decision

BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

Investigation on the Commission®s
own xmotion into the rates, tolls,
reles, charges, operations, cost,
separations, practices, contracts,
sexrvice and facilities of GENERAL
TELEPHONE COMPANY OF CALIFORNIA,

a California corporation: and of
THE PACIFIC TELEPHONE AND TELEGRAPH
COMPANY, a California corporation;
and of all the telephone corpora-
tions listed in. Appendix A, attached
hereto.

0II 88
(Piled April 7, 1981)

(Appearances are listed in Appendix l.)

Sy Application (A.) 60340, filed March 10, 1981, General
Telephone Company of California (General) sought authority to effect
stcp rates to increase its intrastate gross revenues approximately
$296 million for test year 1982 and an additional $90 million
attrition allowance for test year 1983. To enlarge the scope of
the proceedings to cover essentially all aspects of General's
public utility operations, this Commission issued Order Instituting
Investigation (OIX) 88 into the rates, tolls, rules, charges,
operations, costs, separations, practices, contracts, service,
and facilities of General, The Pacific Telephone and Telegraph
Company (Pacific), and of all the California telephone utilities
that interconnect with General. Decision (D.) 82-04-028, dated




April 6, 1982 in A.60340 and OII 88, set a prehearing conference
for the purpose of determining the nature of and times and places
for future hearings on QOII 88 in connection with modifying, adding
€0, supplementing, and/or deleting portions of this Commission®s
Gereral Order (GO) 133, Rules Governing Telephone Service. At
the prehearing conference, the Commission staff (staff) was
requested to prepare a report and present testinmony setting
forth its proposed modifications to GO 133.

After due notice, eight days of hearings were held in
Los Angeles before Administrative Law Judge N. R. Johnson during
the period July 13, 1982 to December 1, 1982, and the matter was
submitted subject to concurrent opening briefs due March 1, 1983
and concurrent reply briefs due April 1, 1983. Opening briefs
were received from Pacific, General, and staff and reply briefs
were received from Pacific and Gereral. Testimony was presented
on behalf of staff by supervising utilities engineer Harry Strahls
on behalf of General by its general network engineering managerw
Traffic Sngineering, Raymond E. Shultz; on behalf of Pacific¢ by
one of its assistant vice presidents, Maclellan Edgar King, Jr.,
by a Bell Laboratories supervisor-Traffic Engineering, Joseph G.
Kappel; and on behalf of Continental Telephone Company of Californi
(Continental) by one of its region directors-Network Services,
J. Rickhard Jones.
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I. BACKXGROUND

D.77947, dated Noveaber 10, 1970, on General's A.49835
for a general rate increase, among other things, ordered staff %o
organize a committee composed of staff members and representatives
of telephone companies in California, such committee to formulate
standard telephone indexes. As a result of the recommendation of
the committee thus formed, the Commission, on March 21, 1972,
issued an QOIX, Case 9353, into the need and requirement for a
general order governing telephone service standards. The QII
contained an attacked proposed general orxrder governing telephone
standards and made all telephone corporations in the state res-
pondents. D.80082, dated May 18, 1972, found that the public
interest will be served by the establishment of rules governing
telephone service o be furnished the public by telephone utilities
in California and adopted GO 133. In D.82-04-028 we found as
follows:

“25. The quality of service provided by
General as perceived by the subscriber
differs from the guality of service as
neasured bv existing indices indicating
the necessity for review and possible
Tevision of existing measuring indices.

26, It is desirable to review GO 133
stancdaxds with the participation of all
respondent telephone companies and other
parties to the proceeding who wish to
participate in the revision of GO 133.

“27. OII 88 should remain open <or the
purpose of resolving the matter of
establishing proper and adequate measure-
xent standard indices for all California
telephone utilities.” (Mimeo. page 158.)
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As a result, OII 88 was left open to review GO 133. It progressed
concurrently with meetings of the GO 133 statewide Review Comnlittee
nade up of representatives from staff, each of the telephone
utilities, and £from various governmental agencies and customer
groups. The efforts of the Review Committee participants and

the participants in A.60340 and OII 88 culminated in genefal
agreement deing reached bv staff, the telephone utilities, and

the other interested parties as Now to modify the major part of

GO 133 to produce a workable, practical, and effective set of
criteria for measuring telephkone company service levels.

II. POSITION OF PARTIES

Position of Commissgion Staff

Staff witness Harry Strahl presented his proposed
aodifications to GO 133 (Exhibit 1), as subsequently modified
by his Exhibit 10 and Exhibits 14 and 15 submitted by Pacific.
On the next %o last day of hearing on November 30, 1982, the
morning was taken up with a meeting of the GO 133 Review
Committee resulting in tentative agreement regarding proposals
for dial service measurement revisions to GO 133. It was agreed
that Pacific would present a Dial Line Service Evaluation Practice
which, if adopted, would place all reporting telephone utilities
on an identical reporting dasis. All parties were given two
weeks after receipt of the proposal to request hearings to Cross-
exanine witnesses regarding the proposed practice. No such
hearings were requested.
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In its brief staff azgues that the stafif-proposed
modilications to GO 133 set forth in Exhidbit 10, as modified at
the hearing, should be adopted. Enxphasized in the brief were
the adoption of the Dial Line Service Evaluation Practice
ceveloped by Pacific, the staff trouble report proposal, and
the staff answer time recommendations for toll operator,
directorv assistance operator, trouble report service, and
business offices.

Position of Pacific

in its brief Pacific argues that the purpose of GO 133
is to provide the Commission with an indication of when a utility
may be providing inadequate or poor service in a particular avea,
as reflected in D.8S0082 establishing the order and reemphasized
consistently by the various utilities, intervenors, and staff.
Pacific states that the utilities consistently espoused the

position that technological advances should allow for cost
reductions while maintaining service at current levels as con-
trasted to the staff witness's proposal that technolegical advances
should allow the service levels to rise and that the utility
should forego potential cost savings.

Pacific believes that the following major factors should
be considered in the modification of GO 133:

l. The proposed revisions aust measure service
as the customer views that service.

2. The reporting units must be of sufficient
size to be indicative of a possible problenm
area but not so large as t¢ mask poor results
nor so small as to provide meaningless data.

A buffer zone exists between the reporting
level selected and the objective levels for
which a utility must strive in oxder

£o ensure that it consistently provides
adecquate service to its customers.
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Standard methods and procedure should
be applied by the Commission to all
menbers of the iadustry.

The Commission should concentrate on
standarcdizing the service levels for
today and not attempt to guess at levels
which might be appropriate four or five
vyears from now.

Pacific disagrees with staff's proposed modifications
regarding establishing measurements for speed of answer in the
business office, the reporting unit recommended fLor customer
trouble reports and certain aspects of the standard proposed Zor
installation commitments met, and directory assistance service
speed of answer. Pacific also suggesté staff's recommendations
be modified with xespect to staff’s reports and annual neetings

£ the GO Review Commitiee.
Position of General

In its brief General indicates that the efforts

of the GO 133 statewide Review Committee participants culminated
in a general agreement being reached by staff, the telephone utilities,
and the other interested parties as how to modify the major part
of GO 133 to produce a workable, practical, and effective set of

criteria for measuring telephone company service levels with the
exception of service measurement levels for customer trouble
reports. General considers the customer trouble report a crucial
elenent of GO 133 and has propesed a practice entitled “CPUC
General Order No. 133 Customer Trouble Report Measurement Plan”
(CTR Practice) which it attached to its brief. General believes
the Commission should entertain comments £from the parties to this
proceeding on the CTR Practice and should either adopt this
practice or establish another such specific practice incorporating
any appropriate suggestions or proposals received Irom other
parties.
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As subsequently discussed, General recommends sone
nocdifications to the staff's proposed order with respect to
installation commitments and the GO 133 Review Committee, but
concurs with the staff's proposals relating £0 held primary and

regrade service orders, dial tone speed, toll operator answering
time, directory assistance operator answering time, and business
office answering time.
Position of Continental

The position of Continental, as testified to by its
Regional Director-Network Services, exclusive of the changes
agreed to by all parties subsequent to that witness's testimony,
is that:

l. PFurther sophistication in the methodology
of providing telephone service would not
necessarily change what was identified as
adequate service, but would enable the
telephone company to continue to provide
that level of service nore effectively and
at reasonable rates consistent with normal
increases in the cost of doing business.

Where present service indexes are consis=-
tently met, customer dissatisfaction is
virtually nonexistent.

Any extension of regularly reported infor-
mation would only increase utility costs
and, therefore, ultimately impact the
ratepayers, yet have little effect on the
service levels they enjoy.

The reporting unit for customer trouble
reports should continue to be plant
maintenance centers and the graduated
index for smaller nunber of stations
should be maintained.
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The use 0f a formula to convert percent
answer time for cordboard operators to
average answer time would ne¢essitate
complete revision of Continental'’s preseat
aethodology for force adiustnent and budget
considerations.

A nine-second average answer time is an
appropriate index for directorv assistance
operator answer tixne. ‘

There should be no change to the present
installation commitments met index.

Conversion to a unifornm statewide 6l1 repairs
service code would serve no useful purpose
and should not e adopted.

Continental disagrees with the staff-proposed
report levels for repair service and business
office answer time.

IIX. DISCUSSION

General

Proposed revised GO 133, Rules Goveraning Telephone Service,
was submitted in the recoxd and/or bv briefs by staff, Pacifie,
and General. Ia addition, proposed nmodifications were testified
to by Continerntal’s witness. The following paragraphs discuss by
paragraph number the provisions of the existing order, the proposed
changes submitted by staff, Pacific, General, and Continental, and
the bases for our adoption of the various rules and sections.
Section 1 -~ Genezal

Yo changes were proposed for Section l.l - Intent, nor
Section 1.2 -~ Applicability, so no changes will be made.

Since issuance of this OII, a number of applications
have been filed with the Commission by persons seeking to offer
long=distance, resale, and other forms of telephone service in
competition with telephone companies presently providing public

utilicy service. If authorized to provide service, such persons
would be telephone companies subject £o the revised GO 133.
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may be that some such competitive telephone companies would desire
offer a different grade of service not nmeeting GO 133 standards.
£ so0, the Commission would entertain applications for exemption from
all or portions of the revised GO 133. It should be clear, however,
that the Commission has reached no conclusions as to whether any
such exemptions should be granted.
Section 1.3 - Definitions. A number of changes and/or
additions were proposed by the various darties to the proceeding.
The following tabulation summarizes existing definitions,
definitions proposed by the parties, and the adopted definitions.
The footnotes which follow the tabulation set forth the bases for
the adoption of the various definitions. 1In those instances where
a new definition was proposed which appeared reasonable and
justified, it was adopted without a footnote reference as such
reference would be superfluous. The word "same" indicates the
.definition shown, as proposed by one of the parties, was the same
as presently contained in GO 133.
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ltem

Billing Center
Business Office
Central Office
Entity
Central Office
Wire Center
Centrex
Comnmisgsion
Commitment
Custonexr-Provided
Equipment
Custoner Trouble
Report
Demarcation
Electromechanical
Electronic
Employee Report
Equivalent Main
Line
Installation
Installation
Center
Line
Maintenance
Center
No Access
Order Taken Date
Primary Sexv. Ozd.
Regrade Serv, Oxd.
Reporting Service
Level
Service Observing,
Manual
Service Cbserving,
Mechanized
Special Services
Standard Service
Range
Station
Subsequent Report
Telephone Plant
Telephone Utility
Traffic Office
Traffic Sector
Trouble Repoxt

Changes

to
GO CPUC
133 Staff

No
No

Yes

Ne
No
Yes

Pacific

General

Adonted Footnote

Origimal
Original

Yes

Yes
No
Same
Yes

No

Yes
Yes
No
No
Yes

Ne
Neo

Yes

Genexzal
General

General

General
Pacific
No Change
Yo Change

Statf

General
General
Pacific
Pacific
Stag<s

Delete
Staft

Pacific
Staff
Pacifie
General
No Change

Staff
No Change

Stafs

Pacific

Pacific
General

Delete
Delete
Staff

Yo Change
No Change
Staff
General
Stafs




General's proposed definitioz is "a group of lines using
common origirating equipment or under stored vrogram control®
with the underlined portion as a proposed addition to the
existing definition. Such an addition appears reasonable
and will be adopted.

Pacific adopted the staff's proposed definition. General
included for digital switches remote processors that are
Rosted by a central processor as a part of the central office
wire center. Such an addition %o the other provosals appears
fully justified and will be adopted.

General proposes 3 comnitment date to be applicable Zor the
establishment of line service rather than requested work.
We are not persuaded that such a change is justified as
reasonable.

Pacific adopted staff’s proposed definition. General eliminated
clause *"independent of any coaversation with a customer™ which
we believe should be included.

Present definitioa becomes ambiguous with advent of deregulation
of terminal equipment.

“Installation Center" revlaces "Plant Installation Center” in

GO 133. The three proposed definitions are generally similar.

Pacific*s proposal was adopted because of superior sentence
structure.,

Staff defines "Main Line" rather than “"Line”. The three
definitions are essentiallyv similar. Staff’'s was the original
proposal and is, therefore, adopted.

Iacluded in GO 133 as Plant Maintenance Center. Pacific's was
adopted in dreference to GO 133°'s defirition as being more complete.

General®s definition was acdopted because it relates access to
the demarcation point rather than customer’s prenises.

taff*s definition adopted in preference to GO 1l33's definition
because of its conclseness.

Changes requirement for periodic reports from "at or below”
to "helow" which was original intent.

Adopted as most comprehensive of three proposed definitions.
Proposals not significantly differxent.
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Section 1.4 = Information Availabhle to the Public.

Staff proposes that this section be expanded to provide that
copies of the GO 133 reports to the Commission be nade available
to interested parties for a nominal fee to cover the cost of

processing and reproduction. The availability is %o de limited
to reports »rovided by the local serving company. The stafl's

proposal was fully supporxted on the record, appears reasonable,
nd will be adopted.

No changes were proposed by any of the parties to the
balance of Section 1 - General, including Section 1.5 - Location
of Records, Section l.6 - Reports to the Commission, Section 1.7 -
Deviations From Any of These Rules, and Section 1.8 - Revision of
Rules, as presently contained in GO 133, Consequently, these
pProvisions will be maintained unchanged.

Section 2 ~ Standards of Service

. Under Section 2.1 ~ General, the present ordexr provides
+hat the rules establish uniforn standards of service for the
installation, maintenance, and quality of telephore service.
Pacific propeses to change "uniform standards" to "uniforn
reporting levels™. The present orcder provides a "standard
service range” which has beern omitted in the proposed nodifica-
tions %o GO 133. Consecuently, the present "uniform standards”
is no longer appropriate and, therefore, Pacific's proposal will
»e adopted.
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The present order provides for the measurement of
Held Primary Service Orders, Held Regrade Service Orcers,
Iastallation Commitments, Customer Trouble Reports, Dial Tone
Speed, Dial Service, Toll Operator Answeriag Time, and Directory
Assistance Cperator Answering Time. Staff proposes the addition
of Repair Service Answering Time and 3usiness 0ffice Answering
Time. Aas subsequently discussed, we will adopt a new standard
for Repaix Service Answering Time but not £or Business Office
Answering Tine. Section 2.1 of our adopted oxder will he modified
accorcingly.

Section 2.2 -~ Description of Service Rances and Levels.
The present oxrder has been modified by the parties to "Description
0f Repor+ting lLevels" to reflect the elinmination of "Standard Service
Range" and “Service Below Standard” from the order. The description
of reporting levels proposed bv staff, Pacific, and General is
egsentially the same as the present "Reporting Service Level®.
The staff's proposal will be adopted as reflective of the adopted
aodifications of GO 133.
Section 3 - Televhone Service Measures

Section 2.1 = Held Primary Service Orders, subsection “a",
is a description ¢of held primary service orders. The present order
and proposals by staff, General, and Pacific are essentially the

sane. The staff's proposal containing minor clarifying changes to
+he present order will be adopted.
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The staff »roposal, generally agreed to by Pacific,
General, and Continental, would modify the present subsection "b" -
Measuvrement, to separate the service orders held over 30 days
into four categories: 31-60 days, 61-90 days, 91-180 days, and
over 180 days. 7This proposal is reasonable and will be adopted.

Subgection “d% - Standard Service Range, of the present
oxder will be celeted as inappropriate.

Staff and Pacific recommend no change anc General
recoomends only minor modification to -subsections of GO 133
relating to Reporting Service Level, Reporting Unit, and Reportin
Frecuency. Conseguently, no changes to these subsections will be
rade.

Section 3.2 - Held Regrade Service Orders. The changes
+o the existing order for Held Regrade Service Orders proposed by
the parties essentially parallel the changes proposed for Held

Primary Service Orders and generally reflect ninor clarifying
modifications to GO 133. Consequently, the staff’s proposed
Section 3.2 will be adepted.

Section 3.3 - Installation Commitments. Staff recommends

that the section title be changed to “Installation-Line Energizing
Commitments® to reflect the deregulation of terminal equipment

and technological advances. This position is well taken and will
be adopted.
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Section 3.3a. - Descrivtion. Staff recommends the

retention o the existing section; Pacific recommends that the
existing language, excluding disconnects and customer action
£rom the base figures, be moved to the section on exclusions:
and General recommends the section be revised to describe
installation commitments as a “"measure of the company's abilit
<o, nmeet the date established by the company and the custonmer
foxr imstallation, ...” and that multiline lines and special
services be added to the exclusions included in this section.
We will retain the present woxding as recommended by staff
nodified to reflect the additional exclusion of "requests for
the installation, change, or transfer of PBX, PABX, EPABX, or
other multiline lines and special services., . . .“

Section 3.3b. = Measurement. Staff recommends retexntion
of the present wording, Pacific recommends the present woxrding
plus “The peasurement will be expressed in terms of commitments
zet*, and General recommends replacement of the present phrase
with "The neasurement will be expressed in terms of commitments
made.” The latter sentence is included in Section 3.3a. of the
present orxdexr. We will delete the sentence from Section 3.3a.
and adopt for Section 3.3b. - Measurement, the following: "Count
once d nonth the total commitments and the commitments nissed.

Comnitments met, expressed as a percent, will equal total commit-
nents ninus missed commitments divided by total commitments."
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Section 3.3¢c. ~ Standaxd Service Rance. This section
presently in GO 133 has been recommended Zor elimination by the
various parties as no longer appropriate. We agree and will delete
it from the oxder.

The present reporting level is 90% of commitments net.
Staff recommends that this be raised to 94% and Pacific, Continental,
and General concur. We agree and will Taise the reporting level

to 94%. Staff makes tke following further recommendations:

a. 95% commitments met after Januaxy 1, 1984
or until depletion of the instruments®
inventory. :

. 97% commitments met for reporting units
equipped with electronric switches and
dedicated outside plant.

One-day (24-hour) service for inward

movenent into a reporting unit described

in "b* above where there are no require-
ments for additional outside plant facilities,
prewiring, or jack installations.

Pacific and Continental are opposed to raising the
reporting level from 94% to 954 after January 1, 1984 on the
basis that no justification for suck an increase is shown on
the record. We agree and will not adept the 95% reporting level
at this time. We will, however, request further consideration
be given this item by the committee at the next annual review.
Pacific, General, and Continental all object to the 97% level
for reporting units ecuipped with electronic switches and
dedicated outside plant and the 24-houxr service for inward
movement where there are no regquirements for additional out-
side plant facilities, prewiring, or jack installatioens. Such
objections are gemerally based on a position that the require-
ments are premature in that there are currently no telephone
utilities in California fully ecquipped with electronic switches
and £fully dedicated outside plant. This position is well-taXken
and we will not adont these specific staff-recommenced provisions.
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At the present time, GO 133 provides for the plant
zaintenance center as the reporting unit. taff recommends that
the reporting unit be: “Central office wire center which handles
an averace of at least 250 inward movements per month. In the
event that the wire center cdoes not meet the criteria, then the

resent plant installation center shall be the reporting uwnit."
The staff recommendation appears reasonable and will be adopted.

GO 133 presently sets forth the installation commitment
reporting frequency as “compiled monthly, reported cquarterly Zfor
those reporting units at or below the reporting level for any
omonta.” Staff recommends deletion ¢f “at or®™ so that only those
units below the reporting level will be reported. This suggested
change is well takern and will be adopted.

Section 3.4 = Customer Trouble Reports. It is generally
agreed amorng the parties to the proceeding that the dial service
and customer troudble reports are XKeyv indicators of telephone
service being provided customers. As subsequently discussed, a
consensus has been reached by the parties to the proceeding as
to an appropriate index for dial service measurement. No such
consensus has been reached fegarding customer trouble reports.
General considers the customer trouble report index a crucial
element of GO 133 deserving a s*tatus at least egual to the dial
service index and has therefore prepared a proposed practice
entitled "CPUC General Order No. 133 Customer Trouble Report
Measurement Plan* which it attached as Appendix A to its brief.




OII 88 ALJ/ZA/$c

General believes that the Commission should entertain comments
from the parties to this proceeding on its proposed CTR Practice
and eithexr adopt it or establish other such specific practices
or proposals received by other parties. Both staff and Pacifi
believe that any review of General’s CTR Practice should be
accoxplished in the context of the GO 133 Review Committee.
According to 2acific, such a procedure would permit a thorough
Teview Of General's proposed plan, together with iaput Zronm
stafs, interested parties, and other utilities, resulting in
a resolution of any further questions that may bhe pending in
this area. We agree that such a procedure should be followed
and the ensuing order so provides.

It is noted that neither our adopted Section 3.4 - Customer
Trouble Reports, nor General's proposed CTR Practice reflects
the time lapse regquired for resolving the trouble being experienced
by the customer, the pericd of time the customer is out of service,
the priority assigned the various types of troubles experienced
by the customer, and the effect of the utility’s holiday and
weekend servicemen scheduling on the time required to restore
service to a normal level. Obviously, these four factors radically
affect the customer’s perception of the level ¢f service being
provided and should receive careful consideration. Consequently,
the GO 133 Review Committee should include in its first annual
review of the order recommended additional indexes to this section
to reflect:




‘.
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Tine from receipt of trouble report
to time enplovee comnences review of
matter.

Maximun tine to effect repairs.

Time lapse for customer confirmation
0% repairs to line.

this time, staff basically proposes four changes
to the present practice:
l. Elimination of the Standard Service Range.

2. Changing the report level from eight report
per 100 stations for units of more than
10,000 stations to one report per 10 working
lines for units with over 3,000 working lixes,
and £rom 10 reports per 100 stations for
units of less than 10,000 stations %o 13
reports per 100 lines for units witk 3,000
working lines or less.

Excluding from trouble reports counted
requests for repairs to special services
and customer-provided ecguipment.

Changing the reporting unit from the plant
maintenance genter to the central office
entity.

The elimination of the Standard Sexrvice Range for customer
trouble reports is consistent with the changes nade in other iadexes
and will be adopted. '

Pacific concurs in the establishment of the reporting level
of one report for every l0 working lines. General, however, argues
that the record does not support such a level. According to
General, the ratio of stations to lines is approximately l.6 to 1,
Applying this ratio to the present reporting level, eight reports
per 100 stations, yvields a reporting level of 13 reports per 100 lines
which General believes should be used for units of more than 3,000
lines. In support of his position, staff witness Strahl testified
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that his recoxmendation was based on data submitted to hin Dy

Continental, Citizens Utilities Coupany, Pacific, General, and

Roseville Telephone Company. This data compared the reporting

levels orn reports per 100 stations as compared to reports per

100 lines and indicated to this witness that 10 trouble reports

per 100 working lines would be a reasonable standard considering

the fact that the recommended level excludes trouble related to

customer-provided equipment and trouble associated with the toll

network outside the control of the operating company. WwWe are

persuacded the proposed reporting level is reasonable and it will

be adopted as subsequently modified to reflect the exclusion of

terminal equipment. Consistent with the provisions of the existiﬁg

order, the reporting level Zor reporting units of 3,000 or less

operating lines will e raised to 13 reports per 100 lines and

central office entities of 1,000 working lines need not be included

in reports even though records will be maiatained for these offices.
General points out that the Computer II decision

established AT&T and each of its operating companies, including

Pacific, as dominant carriers directed to divest themselves of

all terminal equipment. Similar provisions are not applicable

to all other (non-3ell) companies with the result that troudle

reports regarding terminal equipnment will bde included for +the

terninal eguipment owned by the non-~Bell companies but not fox

the terminal equipment owned by a Bell Company subsidiary. Under

these circunstances it is General's position that if neaningful

comparisons between telephone companies are to be made and a

standardization of data collection and reporting is to result,

either the exclusion of all terminal equipment nust be acdded

to “he order or two separate measurenents aust be established

%o reflect performance of all utilities on a comparable basis.
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This point is well taken and the order that follows will provide
for a reporting level of eight reports per 100 working lines
excluding terminal equipment reports, or 10 reports per 7100
working lines including trouble Teports relating to utility-
owned termiral equipnment for reporting units with more thax
3,000 working lines; and 11 reports per 100 lines excluding
terminal equipment trouble reparts and 13 reports per 100 lines
including trouble reports relating to utility-owned terminal
equipmernt by reporting units of 3,000 lines or less. Reports

. 0f failure of equipment used for special service and failures
of customer-provided equipment should obviocusly be excluded in
computing the indexes, as the functioning of such equipnment is
outside the purview of the utility.

GO 133 presently provides for the reporting unit to be

the plant maintenance center. Staff proposes the reporting unit

be the central office entity, which is concurred in by Continental.
General advocates the retention of the plant maintenance center

as the reporting unit and Pacific recommends that wire centers

be used as the reporting units. The definitions of these various
proposed reporting units are as follows:

a. Central Office Entity. A group of lines using
common-originating equipment.

b. Central 0ffice Wire Center. A building that
houses the switching eguipment necessary to
provide dial tone and the facilities %o
process and/or receive telephone communica-
tions for a specific geographic area.

Maintenance Center. A location responsible
for the testing, dispatching, and tracking
of trouble indications generated by custoner
reports, abnormal conditioens, and routize
analysis. Administers maintenance field
work, schedules, dispatches, and tracks the
progress of field work.
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According to the testinony of staff witness Strahl,

he selected the central office entity as the appropriate reporting
wnit because it is the smallest unit that could generate the
problem. He further testified that the objective of the measure-
ment is to find out if customers are experiencing a problem and
to have available means to locate what he would perceive to be
improperly operating machines. According to the record, the use

£ too large a reporting unit could result in the average toouble
reports per 100 lines being below the reporting level even though
one of the central office entities operating within a larger

reporting unit could be experiencing trouble reports per 100 lines
well above the reporting level.

Pacific arques that according to the recoxrd less than
8% of all trouble reported is attributable to the utility's central
office entity and that the use of such entity as a reporting unit

is misleading as a measurement of customer trouble report areas.
Pacific notes that residential customers within a specific geo~
graphic area share common outside plant facilities but nmay not
share the same central office ecuipment and that if the trouble
reported is determined to be either at the customer’s premises

or in the utility's outside plant facilities, the work forces
responsible for taking the report of trouble, as well as the group
responsible for clearing the trouble, would be common to the
entire ceographic area. Pacific further argues that reporting
trouble reports is quite similar to reporting a utility's ability
to meet its installation commitments in that obstacles to meeting
objectives nay be found inside the central office, in the station
equipment, or in the outside plant. Under these circumstances

Pacific believes the same reporting unit should e used Zor both
indexes, i.e., the wire center.
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Another arqument proffered by Pacific in support of
the wire center as a reporting unit for customer trouble Teport
is that it can be more readily accepted by the public whe may not
be able to differentiate between a “step" entity, a “crossbar”
entity, or an "ESS" unit. Pacific also notes that central office
equipment already has two separate reports (Dial Service and
Dial Tone Speed) specifically designed to identify any problems
in a specific switching machine.

It is General's position, as testified to by witness
Shulsz, that since accountable trouble reports, which iaclude
those involved with outside plant as well as central office
ecuipnent, are reported to a service office or gentralized main-
tenance center for recording, the maintenance ¢enter should remain
as the reporting unit.

At the present stage of the art, it is obvious that nany
central office wire genters contain more than one tvpe of switch.
It is clear £rom the record that some tyves of switches, whether
because of overloading, age, or lack of maintenance, generate:
more trouble reports than other types. While it might be generally
true, as indicated on the record, that only 7 or 8% of reported
cases of trouble are attributable to switching machines, it could
well be that such malfunctions are not widespread throughout the
system but occur in a relatively small number of such machines.

It is axiomatic that if these mackhines creating a relatively high
percent of trouble reports are coupled with relatively trouble-
free switches at the wire center, the overall average rate of

troudble reports could remain below the reporting level and thereby |
mask the poor performance of the malfunctioning machine. Further-
nore, while it is true that the indexes for dial tonle speed and
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ial services are designed to identify problems in switchi=zg
machines, there is no bagis for a presumption that all switching
machines that are gererating trouble reports at a rate akove the
Teportable level will perforzx in such a manner that the dial tone
speed and/or dial service indexes fall within the reportable level.
For these reasons we will adopt the central office entity as the
reporting unit for customer trouble reports as recommended by staff.
Should future recorded data indicate that the use of the wir
center as the reporting unit would vield essentially the same
result as the use of the central office entity as the reporting
unit, the Review Committee could use this data as a basis for
recommending the reporting unit be changed.

Section 3.5 = Dial Tone Sweed. Stafs, Pacific, and
General proposec essentially tie same dial tone speed section.
The only change letween the present and proposed order is the
elimination of electronic analog and digital central offices as
reporting units, the exclusion of a Standard Sexvice Range, and
the use of 3,000 working lines instead of 3,000 stations for the
determination of the minimum size reporting unit. The stafi-
proposed Section 3.5 will be adopted.

Section 3.6 = Dial Service. Immediately preceding the
hearing which took place or November 30, 1982, the GO 133 Review
Committee met and resolved several major issues, including the
dial service index. It was agreed that Pacific would present and
distribute a Dial Line Service EBvaluation Practice by Janvary 17,
2983. All parties were given until January 21 to request hearings
£o cross~examine witnesses regarding Pacific's proposed practice.
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Yo such hearings were regquested so0 the issues relating to th
dial service index were considered resolved. Pacific's proposed
Section 3.6 includes, under subsection "b", the following:

*"b. Methods and Procedures: Detailed methods
for the evaluation ¢f calls and the con=
pilation ¢f results are contained in the
Service Evaluation Practice, Dial Line,K a
copy of which is on file with the Califor-
nia Public Utilities Comnmission.*

Copies of the Service Evaluation Practice were served on
all parties to the proceeding., We will adopt it as a part'of the
order without change. We will also adopt Pacific's proposed
Section 3.6 - Dial Sexvice.

Section 3.7 - Toll Operator Answerinc Time. The present
Teporting service level is 85% answered within 10 seconds. Both
staff and Pacific propose that when a force administration data
systen {FADS) or equivalent is used as a measurement device, the

reporting sexvice level will be an average answering time of 7
seconds with a standard deviation of 2.9 seconds and when answering
time recorders are used, the reporting service level will be the
present 85% answered within 10 seconds. These proposed indexes
appear reasonable and we will adopt Pacific's proposed Section 3.7 -
Toll Operator Answering Time.

Section 3.8 -~ Directorv Assistance Operator Answering

Time. GO 133 presently prescribes a reporting service level of

78% within 10 seconds. Staff proposes that when an FADS or
ecuivalent system of measurement is used, that an average answering
time o0f 7 seconds with a standard deviation of 2.9 seconds be
adopted and when answering time recorders are used, a reporting
sexrvice level of 85% within 10 seconds be acdopted both after £ull
establishment of a charge plan. Pacific proposes a 9-second
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average answering time with a standard deviation of 2.9 seconds
when an FADS svstem of measuremnent is used and the retention of the
present 78% within 10 seconds reporting sexrvice level when an
answering time recorder is used. Continental concurs with
Pacific and General proposes the xetention of the present reporting
level of 78% within 10 seconds.

Pacific argues there is absolutely no basis for raising
«he level of service for directory assistance once a charge plan
is instituted. According to Pacific, the entire purpose of the
directory assistance charge plan is to attempt to recoup from the
keavy users some of the expense associated with the provision of
directory assistance service. Pacific also notes that D.92108,
dated August 19, 1980 in Pacific‘*s A.58918 for authority to
establish charc¢es for directory assistance service, specifically
found that the proposed directory assistance charge plan would
izxprove the effectiveness of the expense dollars used to provide
directory assistance service and would keep basic rates lower than
they otherwise would be by reducing the directory assistance sudbsidy
being paid by the general body of ratepayers. According to Pacific,
it was obviously contemplated that the level of directory assistance
would remain constant and not be raised.

The record does not support either an increase in the
level of directory assistange service or the imposition of the
increased costs associated with such an increase in the level of
service. Consequently, we will accept Pacific'’s proposed Section
3.8 - Directory Assistance Operator Answering Time, for purposes
of this proceeding.
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Section 3.9 = Troudle Remort Service Answering Tine.

Accoréing to the testimony of staff witness Strahl, the trouble
report system’s accuracy depends on the ability of the subscziber
*0 access the 6ll svstem. Por this reason he recommended a lew
index be established to apprise tkhe Commission as to the ability
of the serving utility to provide its subscribexrs with Ieacy
acecess to the 611 system. According +o the record, the embers
of the GO 133 Review Committee agreed to the use of a lS-second
average speed of answer with a standard deviation of 3 seconds.
This agreed upon requirement was incoxporated in staff Zxhibit 10.
The reporting unit, as set forth in BExhibit 10, will be, as of
January 1, 1984, all centralized service groups which are equipped
with automatic call distributors and which support 50,000 or moxe
lines and as of January 1, 1990, all centralized service groups
which support 10,000 or more lines. These requirements appear to

be both warranted and reasonable. Consegquently, we will adopt
Section 3.9 - Trouble Report Service Answering Tine, as it appeaxs
in Exhibit 10.

Section 3.10 = Business 0ffice Answering Time, Accorxding

to staff testimony, a considerable amount of customers' interaction
is done through the business office over the telephone. Consequently,
staff recommends the establishment of an index for neasuring the

zime for a business office representative %o answer a pusiness
office~related call. The staff-recommended reporting level is an
average of 7 seconds with a standard deviation of 2.9 seconds to

be applied as of January 1, 1984 to all business offices eguipped:
with automatic call distributors and which support 50,000 or more
lines, and as of January 1, 1990 all business offices which support
10,000 or moxe lines. On November 30, 1982 staff revised its
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proposal to 88.8% of all calls within 20 seconds, a discontinued
Pacific.standa:d; Continental believes that the implementation
0f such a standard is unjustified and discriminatory in that it
would only be applicable to telephone utilities. General recommends
a report level of 87% of calls within 20 seconds. Pacific takes
the position that measuring the speed of answer for the business
office is 2ot appropriate Pacific'’s witness Xing presented
testimony that there was no indication that Pacific’s customers
are dissatisfied with the speed of answer they now receive in th
business office, that stazff had any indication of Pagific customer dis-
satisfaction, or that staff's proposed level was indicative
of inadequate service for business office access. Pacific further
argues that it is apparent that services offered in the business
office are totally different fzom the tvpe provided by the toll
ancd directory assistance operator and that common sense Qictates
that custoners would expect the speed of answer to be different.
Pacific estimates that the cost of meeting the staff-proposed
standard would be $26.9 million for the first year and $22.4
2illion a year thereafter. Pacific notes that witness Stxrahl
adnitted iz his testimony that Pacific'’s customers are satisfied
today witk their ability to get through to Pacific's business
offices and acknowledged that 92% of TELSAM=gurveyed customers
who have recently used Pacific's business offices had no
difficulty getting through to the residence business office.
Pacific further notes that in D.88232, dated December 12, 1977
in Pacific's A.55492 for a general increase, the Commission
disallowed $7,000,000 of commercial expense requested to provide
93.6% of calls to business offices whick would be answered within
20 seconds on the basis: "...Pacific's expenditure of this sum
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to improve business office accessibility does not cure anv actual
sexvice deficiency and is therefore unreasonable.” (83 CPUC 149
at 254.) Pacific interprets the above guote as a disallowance

of <«he specific staff proposal.

The recoxd in this proceeding is devoid of any indication
whatsoever that telephone utility customers are dissatisfied witk
business office accessidility. Uncder these circumstances we are
reluctant to establish an index setting forth a reporting level
for this item. Skould instances of cugtomer dissatisfaction of
the business office accessibility come <o staff's attention,
staff can, of course, address the matter further in the GO 133
reviews.

tion 4 - Recoxds and Reporis

With the exception of changing the due cdates of the

terly records fron within 45 davs of the end of the quarter

to within 30 days of the ead of the quarter, Section 4.1 = Reporting
its, Section 4.2 - Reporting Levels, Section 4.3 - Reporting
Requirements, and Section 4.4 - Retention of Records, proposed
by staff, Pacific, and General are virtually unchanged from the
present order. Consequently, we will adopt these four sections
as proposed by staf:f,
Section 4.5 -~ Commission Sta<ff Investications. 3Soth

staff and Pacific proposed the addition of Section 4.5 which
reads:
4.5 Commission StaZf Investigations. The
staff shall investigate, tinme and
resources vermitting, every reporting
unit which i3 repozr+ted Zor six or nmore
consecutive months.”
Such a recquirement appears both warranted and reasonadble

and will, thereZore, bde acdopted.




Section 4.6 - Commission Staff Revmorts. th staff and
Pacific recommend that stalf shall submit quarterly summary
zeports to the Commission that address the adeguacy of telephone
service in California, point out areas where service probleaxs
surface repeatedly, and discuss utility and/or staff-proposed
remedies. Pacific recommends staff sugges+t an appropriate course
of action whereas staff wourld make such a suggestion only if the
utility elects not to address the problems in a timely Zfashion.
Section 4.3 - Reporting Requirements, recquires a statement of
action being taken by the utility to improve service. The staff
report should comment on whethier or not such actior is appropriate.
Consequently, we will adopt the following Zor Section 4.6¢.: "Shall
evaluate the utilities® proposed remedies to the problen and if
believed to be inadequate, suggest appropriate courses of action."
Pacific also suggests a sentence providing: “The utility shall
retain the right to file comments on the staff's report.“ Such a
sentence appears reasonable and will be adopted.

Both Pacific and staff recommend that the GO Review
Conmittee meet at least oncCe a vear to examine the neasurenents
set forth in this GO and to suggest revisions, additions, and
deletions to these measurements. Minutes are to be taken and in
the event that changes to the GO arec recommended, an appropriate
report shall be submitted to the Commission with a suggested course
of action. Tkhe Comnmission is to be represented by at least one
meaber of the staff, the telephone utilities are to be represented
by individual or joint representatives, and the public may be
represented by any knowledgeable individuals or interested parties.
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Pacific suggests that one of the staff members chair the neeting.
This suggestion is well taken and will be adopted. We will adopt
the staff’s proposed Section 5.1 and Section 5.2, with the addition

£ the phrase “"who shall chair the proceedings" at the end of
Section 5.2a.

Avpendixes

The present order contains Appendix A - Standard Reportin
Levels, Appendix 3 = Record Keeping and Reporting Regquirements,
Appendix C - Held Primary and Regrade Service Order Reports, and
Appendix D - Reporting Level Performance Report. Appendix 2 to
this decision, our adopted GO 133-A, will contain similar appendixes
nodified to conform to our adopted order.

IVv. PFINDINGS AND CONCLUSIONS

Pindings of Pact

l. Additions, cdeletions, and/or modifications should he
macde in Section 1.3 = Definitions, for the following items:
Billing Center, Business Q0£fice, Central Office Entity, Central
Office Wire Center, Centrex, Customer=-Provided Equipment, Customer
Trouble Report, Demarcation, Electromechanical, Electronic,
Zmplovee Report, Zquivalent Main Line, Installation, Installation
Center, Line, Maintenance Center, No Access, Primary Service Orzder,
Reporting Service Level, Service Observing-Manual, Service Observing-
Mechanized, Special Services, Standard Service Range, Statioen,
Subsequent Report, Traffic Office, Traffic Sector, and Trouble -
Report.




2. The above-listed additions, deletions, and/or nodifications
%o the definitions, as set forth in Appendix 2 to this decision,
are Teasonabdle.
3. Copies of the GO 133 reports to the Commission should
e nacde available to interested parties for a noninal fee to
cover tke cost of processing and reproduction.

4. The provision in the present orxder Telating to "Standard
Serwvice Range" should be deleted.

S. The results of measurement ¢ both Held Primary Service
Orders and Held Regrade Service Orderxs should be separated into
the following four categories: 31-60 davs, 61-90 days, 91-180
davs, and over 180 Qavs.

6. Section 3.3 - Installation Commitments, should be changed
to "Installation=Line Energizing Commitments" to reflect the
deregulation of terminal equipment and technological advances.

7. Requests for the installation, change, or transfer of
PEX, PARX, EPABX, or other multiline lines and special services
should be excluded £from the base for computing the percentage of
installation commitments met.

8. The present reporting serxvice level for Installation-Line
Energizing Commitments met should be ingreased Zrom 90% %to 94%.

9. The:e‘is no basis for increasing the reportiig service
level for Installation-Line Energizing Commitments met above
the 94% set forth in Pinding 8 at this time, but this matter.
should be further considered in the next annual GO 133-A review.
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10. The reporting unit for <the Installation-Line Energizing
Commitments should be the central office wire center which handles
an average of at least 250 inward movements per nonth or the plant
ingtallation center for smaller central offices.

ll. The reporting f£freguency for Section 3.3 - Ianstallation-
Line Energizing Conmitments, Section 3.4 - Customer Trouble Reports,
Section 3.5 - Dial Tone Speed, Section 3.6 - Dial Service, Section
3.7 - Toll Operator Answering Time, Section 3.8 -~ Directory
Assistance Operator Answering Time, and Section 3.9 - Trouble
Report Service Answering Time, should be compiled monthly and
reported quarterly for those reporting units below the reporting
service level for any month,

12. General‘'s proposed CTR Practice should be reviewed and
conmented on by the various parties to the proceeding and its
adoption, together with possible additional indexes reflecting
time from receipt of trouble repor:t to time enplovee commences
Teview of the matter, total lapsed time £from trouble report to
completion of repairs, and time lapse for customer confirmation
of repairs, should be cansidered at the next GO 133 Review Committee
aeeting.

13. Section 3.4 -~ Customer Trouble Reports, should be modified
in the following four reguirements:

a. The Standard Service Range regquirement
should be eliminated.

b. The reporting service level should be
eight reports per 100 working lines
excluding ternminal eguipment reports
and 10 reports per 100 working lines
including reports relating to utility=-
owned terminal equipment for units with
more than 3,000 working lines, and 1l

reports per 100 workXing limes excluding



terminal egquipment reports and 13 reports
per 100 working lines including reports
relating to utility-owned terminal eguip—-
ment for units with 3,000 or less working
lines.

Customer trouble reports used in the com=-
putation of the service index should
exclude repoxts not relating to the
guality of telephone sexvice, reports
that cannot be completed because of a
lack of access to customers' prenises,
subsequent reports, requests for operator
assistance in placing c<alls, requests Zor
busy verification, reports relating <o
toll private services, special services,
customer-provided equipment, and employee
reports.

d. The reporting unit should be changed fronm
the plant maintenance center +o the central
office entity. .

14. The reporting unit for Section 3.5 - Dial Tone Speed,
should be each electromecaanical or hybrid central office entity
over 3,000 working lines. Electronic analog and digital central
offices should not be included as reporting units for this index.

15. Pacific-proposed Service Evaluation Practice, Dial Line,
agreed to by all the parties to the proceeding should be adopted
as detailing methods for the cvaluation of calls and completion of
results for Section 3.6 - Dial Service.

16. The reporting service level for the Section 3.7 - Toll
Operator Answering Time, index should be an average of 7 seconds
with a standard deviation of 2.9 seconds when an FADS or equivalent
is used and 85% answered within 10 seconds when answering tinme
recorders. are used.
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17. The reporting service level for the Section 3.8 -~ Directory
Assistance Operator Answering Time, index should be an average
of 9 secoads with a standard deviation of 2.9 seconds when an
FADS or equivalent is used, and 78% answering within 10 seconds
when an answering +time recorder i3 used.

18. A revorting sezvice level should be established for a
new Sectioa 3.9 - Trouble Report Service Answering Time, equal to
an average of 15 seconds with a standard deviation ¢f 3.0 seconds
with an FADS or ecuivalent. This starcdard should be applied as
of Janvaxy 1, 1984 to all centralized service groups whick are
ecquivped with autematic call distributors and which support 50,000
or zore lines, and as of Januaxy 1, 1990 all centralized Se:vice
groups which support 10,000 or more lines. '

19. The estadblishment 0f a service index relating to
business office answering tine is inappropriate at this time.

20. The Cdue date of gquarterly reports recuired by Section 4.3 =
Reporting Reguirements, should be reduced £from the present within
45 cdayvs to within 30 days of the end of each gquarter.

21. A new Section 4.5 ~ Commission Staff Investigations, as
proposed by staff and Pacific, should be adopted.

22. A new Section 4.6 - Commission Staff Reports, as proposed
bv staff and modified as follows: “¢. Shall evaluate the utilities®
proposed remecdies to the problem and if believed to be inaccurate,

suggest appropriate courses of action® and to include: “The utility
shall retain the right to file comments on staff's report™ should
be adopted.
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23. The staff‘s proposed 2ew Section 5 - General Oxder
Review Committee, with the additicn of the phrase “who shall

chair the proceedings* at the end of Section 5.2a. should de
adopted.

24. The Commission should adopt Appendixes A, B, ¢, and
D as attached to Appendix 2 to this decision.
Conclusion of Law

GO 133-A, Rules Governing Telephome Service, as set
forth in Appendix 2 to this order should e adopted.

IT IS ORDERED <that:

1. General Order (GO) 133-A, Rules Governing Telephone
Service, is adopted to read as set forth in Appendix 2.

2. A copy of this decision shall be mailed to eack
telephone utility under the jurisdiction of this Commission.

3. At the mext annual meeting of the GO 133-A Review
Conmittee, the committee shall include for consideration Zor
possible modification the £ollowing:

a. Raising the reporting service level
for Section 3.3 - Installation-Line
Energizing Commitments, from 94% to
95%. :
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General Telephone Company of California's
proposed Customer Trouble Report Measurement
Plan, together with the additional indexes

set forth in PFinding 12.
mis order becomes effective 30 days IZrom today.

pated OV 2 2 i9¢3 . at San Francisco, California.

ILEONARD M. GRIMES, JR.
Prealdent
VIC20R SALVO
PRISCLILA C. GREW
WILLIAM T. BLILEY
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LIST OF APPEARANCES

Respondents: A, M. Hart, H. Raloh Snvder Jr., Dale W. Johnson,
and Kathleen S. Blunt, Attormeys at Law, for General Telephone
Company o< California; James S. Hamasaki and Daniel J. MeCarthy,
Attorneys at Law, for The Pacific Telepaone and Telegraph Company:
Dale Roncev, for Citizens Utilities Company; Orrick, HEerrington,
& Sutcliffe, by Rodext J. Gloistein, Attornev at Law, and J. Richard
Jones, for Continental Telephone Company of Califormia: and Pelavin,
Norberg, Barlick & Beck, by Alvin H. Pelavin arnd William R. Haerle,
Attorneys at Law, for Calaveras Telephone Company, Capay Valley
Telephone System, Inc., Dorris Telephozne Company, Ducor Telephone
Company, Svans Telephone Company, foresthill Telephone Company,
Happy Valley Telepkone Company, Hornitos Telephone Company, Kerman
Telephone Company, Livingston Telephone Company, Mariposa County
Telephone Company, Pinnacles Telephone Company, The Ponderosa
Telephone Co., Sierra Telephone Company, Siskiyou Telephone Company,
and Volcano Telephone Company.

Interested Parties: George W. Tice, Director, Los Angeles County
Department of Communications, by James M, Nelson ITI, for Los
Angeles County; Stanlev Sackin, for himselfs Sarah Shirlev, Attorney
at Law (Texas), Consumer AfzZairs Specialist, Office of the City
Attorney, foxr the City of Santa Monica; T. I. Toczaver, Attoxzney at
Law, Zor National Univewxsiity; Svlvia Siecel and Mike Florio, Actorney
at Law, for TURN, Consumer Federation oif <alifornia, Gray Panthers,
California Legislative Council of Qlder Americans,and Consumer
Cooperative; Ira Reiner, City Attorney, by E4 Perez, Deputy City
Attorney, for the City of Los Angeles; James C. Dvcus, for himself:;
A. John Terrell, Carl Dewey, ard Alan Donnell, £or Regents of the
University of California: Ruth Benson, Attorney at Law, for
Communications Workers of America, Distrct l1ll: Morrison & Foerster,
by James P. Bennett and Elwood R. Sturtevant, Attornevs a%t Law,
and Scott W, Flournoy, for Telephone Answering Services of
Califormia, Inc.; and Marvin J. Xaitz, Brian Kiely, and Susan 3.
Jacoby, for CAUSE West.

Commission Staff: Rufus &, Thaver and Zdwaxd W, O'Neill, Attorneys
at Law, Harrv Stran., and Robert L. Howard.

(EXD OF APPENDIX 1)
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APPENDIX 2
‘Page:-3

- Commission .- In'-the -interpretation .of:‘these: rules, the
Tword "Commission” shall ‘be construed to mean the Public
Ut;l;ties Commission of the State of California.

Commitment - The date agreed toﬁby a customer and a
util;ty for the completion of reqpeated work.

Customer-Provided Eqpipment - Termlnal\equipment
provided by the customer.

- Customer Trouble Report - Initial line.reports from
customers or users of telephone service relating to

a malfunction or-d;asatzsfact;on w:th telephone company=
prov;ded lznes.

equipment and w:rzng toxminates a:_tho customer's premises.

Electromechanical - .A. class. .of -switching systems which

‘is primarily . based on electrlcally acx;vated movement
of mechanical switches, '

Electronic (Analog. or Digital) .- chlass of switching
systens in which the.control funct;ons ‘are performed

. principally by electronies. There ‘are two types in
use: time division and -space diviszon.

Employee Report = A trouble report £rom a telephone
company employee who detects a trouble condition while
perforning duties independent of . any. converaatlon with
a customer regarding the. txouble.'“ o

Installation - The provis;on of telophone servzce at the
customer's request.

P e e

Installation -Center - The locat;onnrasponsxble for the
installation of the customers® _loop-facilities and the
‘administration.of -installation_field work by scheduling,
d;spatch;ng, and tracking the progress ‘of "field forces.

L -

Line = An access. line" (hardwire: and/or channel) which
provides'dial tone-and which runs-from:the local central
‘office (Class 4/5,-.Class: 5, zor.a- :emote) to the sub=
scrzber s promisos.
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GENERAL o
1.1 Intent. =

a. Purpose. The_purpose of these rules is to establish
uniform'standards- of-service ‘to be»observed in the
operatlon -0f. .telephone-utilities.. . . i

b. Limits of-Order, . These.rules-do not cover the subjects
covered in the filed tariff rules of telephone utilities.

Absence of Civil Liability.. The establishment of these
rules shall not impose upon 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. : IS L.

,'fd.: ‘These rules may-be “févisediin scope
. on the bagis-of exper;ence ga;ned in_their.application

‘and as changes in the art of telephony .MAY . reqpire.

‘-.An--‘w

" Applicability. 'These rulas are applicable £67all telephone o

Jutilities providlng service with;n ‘the ~State’ o£-Cali£ornia-

g
v v m e
-Definitions. - OISR R .AJT. .3

.. .3.._ Billing Center - Location where customer inqnlries
regard;nq b;lling items are handled. T .

-
.. for new 1nsta11ation or chanqe xn exxst;ng service are
. _.recelved. T e e e ?, LRI

:,-\--n--4 R
i .....,,‘ . .
Siald - - e

- Central -Office- Ent;ty - A groquof‘llnes:using .common=-
- -originating - ecquipment-or-undex: storedﬁprogram control.

_Central ‘Office Wire-~Center. = A faczlity*composed‘of one
or more .central.office- sw:tches ‘which are”located on the
same premises:and which may ox. may,not .utilize  common
equipment. In the-'case of a dlqztal switch, all remote
processors-that-are-hosted.by a-central- processor are to
be- ;ncluded in-the-central. office wire.center----

B T

Centrex - A service £or. customers Twith’ many-. stat;ons that
permits 3tation-to—stat1on dialing,-generally one listed
. directory number -for -the. customer direct-;nward dialing,
- and station identification-on.. outgoxng ‘calls. The switching
, functions are performed-in-the. central-off;ce -entity.
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- -Commission .- I -the -interpretation of:-thesge  rules, the

“word "Commission™ shall ‘be construed to' mean the Public
Ut;l;ties Commission/of the State»of €alifornia.

Comm&tment - The Qate aqreed to'by ‘a customer and a
ut;lity for the completion of requested work.

Customex-Provided'Equpment - Terninal eqpipment
provided by the customer. :

. Customer Trouble Report - Initial line.reports from
 customers or users of telephone service relating to

a malfunction or dlssat;sfactzon w:th telephone company-
provzded lines.

‘JDemarcation - Poinx at wh;dh telephone company—ma;nta;ned
equipment and w;rzng terninates at. the .customer®s premises.

Electromechanical -‘A.class of—sw;tchznq systems which
is primarily based on electzzcally actlvated movement
of mechanical switches. DR

Blectronic‘(lnaloq or Digital) - A\class of switching

gystems in which the.control functions are performed
. principally- by electronics. There ‘are two types in

use: time division and -space d;viszon.

Employee Report = A _trouble report from a telephone
company - employee who detects a trouble condition while
performing duties independent of any. conversat;on with
a customer regarding the, trouble. L

Installation = The provis;on of telephone se:v;ce at the

- e

Installation-Center = The locatzonrresponslble for the
installation of the customers’ _loopfacilities and the
administration.of installation.field work by scheduling,
dispatching, . and tracking the’ proqress of ‘field forces.

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

office-(Class 4/S, Class::S,:or_a-remote) to the sub-
scriber s premises. R
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Maintenance Center: - -A-location. responsible. for the
;4testing;-dispatchinq;*and;trackinq=qfxtrouble indica=-
tions generated by customer::Xeports, abnormal conditions,
and routine analysis and the admzn;stratzon schedul;ng,
d;spatching, ‘and- tracking'of'maintenance ‘Leld work.

No Access. - A cond;tzon where an employee cannot gain
access to the telephone company demarcat;on point at
the customex'’s premises. ' .

Order Taken Date - The date on which customer requests
service, aasuming prior complxance w;th utility's
rates, rules and” regulations Cm

Primary Service Order - Servzce orders for all business
" and residence main lines wh;ch are 1dent1f;ed by a local
exchange teIephone number. - Les T

Regrade Sexvice- Order - Chanqes"between individual and
party-line - servzce as identxfxed under’Przmary Service

Order. - - .

Reporting Service Level -~ Arspecffzednservzceﬂlevel of
performance for each- reportinq unft.  “If performance.is
‘below this level, ‘the-utility- w:ll 3ubm;t pericdic.
reports to the‘Commzssxon. -

,Service ‘Observing, "Manual = A direct'measurement of
service provided to the customer, ‘obtained by an
evaluator sampling am actual call. The obsexvers do
not listen to conversations. - -

Service Observing, ‘Mechanized - A-direct measurement
of service provided to. the customer-obtained by a
~nechanlzed-system'wnthoutﬁreqpirement for observation
- personrel.. = - _r - e

- e ar e

' SpecfaI’Services - Telephone or- 1;ne-circu1ts such as
‘foreign “exchange; local:B intraexchange-private line,

..interexchange~private. line; exchange-data, ~radio=-
‘telephone; other common ~carrier,. INWATS, K OUTWATS,
off-premises extension: llnes,,and answer;ng serv;ce
lines. - L

-~ -

Special Services - Special applicat;on telephone cir-
cuit:y such as foreign exchange, wide-area telephone
service (WATS, both In and Out), private line, data.

.
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Subsequent Report =~ A customer contact relat;ng to a
previously reported trouble- which-occurs prior to
the time the initial or f£irst customer ‘trouble
report-has been cleared-and the customer-notified.
Customer contacts changing- or canceling-appoint--
aents and/or providing additional information to

a previous Teport’ are not‘subseqpent reports.

Telephone Plant - Equipment and wirzhg, excluding that
located on-a customer's-property, -required-to connect
a: telephone-servzce to- the- exchange- networXk.

Telephone Utility = A ‘public’ utzl:ty“telephone cor=-
poration providing public telephone-service-as further
defined by Public Utilities ' Code:Sections 216 and

234. . .

;mrafflc Offlce- Argroup of- operatorSrwhach receives
incoming:calls from direct: trunk: groups ornby Teans
of'an automat;c-d;str;butlng system.

Sote - . e haa

together by automatic: call d;strzbutzon equpment to
form a service network.

Trouble Report - Any oral or wrztten notice by a
customer or their representative to the-telephone
- utility which indicates-dissatisfaction-with their
telephone service,. telephone qpalzfzed equipment
- and/or telephone employees. i

-

The utillty shall’mainta;n open for- publzc~1nspect:on at
its zain office in Calcforn;a copies of all reports sub-
mitted to this Commission in compliance with these rules.
Reports shall be held available f£for one year. A copy of
these reports will also be maintained and be available fox
public ingpection at the Commission’s San Francisco and
Los Angeles offices. Copies shall also be made available
to interested parties for a nominal fee to cover the cost
of processing and reproduction. The availability shall be
limited to reports provided by the local serving company.
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All records reqpired by theSe:rules shall be kept
‘available to- representatives, . agents,‘or employees
0% the Commission upon. reasonable not;ce.ﬁ -

L.6’ Reportsfto~the Comm;ssion- mLnLre w.f:;;kt

The. utility shall furn:sh to. the. Comm;ssxon at such times
and in such form as the Commission may require, the results
or summaries of any measurements. required.by these rules.
The utility shall furnish the Commission:with any informa-
tion concermingthe utility's:facilities-or:operations which
the Commission may. request and need forﬂdetermining quality
of. servzce. T

'l 5 Locat;on of Records.

- s K‘v,-\- o e me
B T

1.7 Deviations- From-Any ofkrhese Rules.: :f:;:gf

In those cases-where the application of any’ of the rules.
incorporated:herein results in undue hardship' or:expense"
to theiutility, it -may request: specific:.relief by £filing
a formal application in~accordance~with~the-Commission’s
‘Rules of Procedure, except.that whexe the relief to be
requested is of aminor. meortance or’ temporary in- nature,
the Commission may’ accept. an appl;cation and showing of
necessity by letter. ' e

- - e wa e e N [P )

l. 8 .Revision of Rnles oI 1‘&"‘" PeSLTES L

S -~ - e

Telephone” utilities-subject\tO«these rules*may individuwally

- or collectively file application with-this Commission fox
the purpose of amending. these rules.. The application shall
¢learly set forth the changes proposed and the reasons there-
for. Other interested parties shall have the.same-rights
to-propose modificaticns by appropr:ate procedure.nm

R

-

o - - .
Al - o YT - B -

i e DN ILE -
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2. STANDARDS OF SERVICE . ___ .

----' L e -au-f [ )

2;1 General ;Ehese:zules establ;sh.uniform~:nportnnq levels of
LIT o service forwthe.znatallation -maintenance,z:and quality
::osﬂtelephone»sérvice.; mhe.se:vmce measures: established
are as follows: s T34 Tows

Service Measure 0 wtivicl T Type-of Service

"~ Held Primary -Service: Orders .  :-. -+.:Installation
Held Regrade Service Orcders . ' . =:-Installation
_,‘Installazion-LGe Energ:zing e e
" Commitments __,wwf' "“Installatlon
Customer Trouble Reports e "“Maintenance
Dial Tone Speed Lol o esaveedt o Diall Service:.
.. Dial Service, - . Dial Sexvice
" Toll- Operator Answer;ng Time “ZI Operator“Serv;ces
' Directory Asslstance Operator j“ﬁ;“.
~_Answering Time L _“Qpb:a;or Services
"HRepa;r Serv1ce‘Answering Time =,(_“_‘,;Re;:m:i::: Service

. Description of Report;nq~Levela‘, el a0l

These levels have been established soas to- indicate units
which are performing below standard thereby-provzdzng an
indication of ‘inadequate service.j'Reportzng service levels
are established for each of the ‘service measures except held
orders. Reporting. Service levels. are-applzcable to each
1nd;v1dual zeport;ng_unzt. R S R

3. &ELEPHONE SERVICE MEASURES ;;

3.1 Held Primary Service Orders. s i L

- a. Description.- _Requests-for,p:imary (mazn) telephone
service delayed over -30 days. because of. lack of tele-

. phone utility plant. An order will count as held when
service is not provided within 30-'days -after commitment
date. The date ‘the order is taken- from’ the customer
shall be used in lieu of commitment dates where the
utility cannot establish commitment dates. Orders re-

iring the customer to meet specific prerequisites
e.g., line extension charges), will be measured from
the time the prerequisites have been met.
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i Ly e

b. Measurement. Count once a month the total prlmary

"L service .orders. held. over\30*daysﬂfo:_eachhrepo:ting
unit,: ‘Separate:.the .results between four-categories
as follows: -31=-60-days, *61—90 days,,Ql-IBOvdays and
over 180 days.

...N.....—-.A L D

. Ce__Reporting Service Level. ~Not appllcable.

7 Qe Report;ng Unit. .-Exchange- or plant installatzon center,

. .. whichever is lesser-\ s o

- o “ .-....,n s [CEOU O Pt

.. €. Reporting Prequency. Compixed monthly; :eported quarterly

~ Held Regrade Service Orders. - s - as:

. for ‘all reporting units._

S et ey e
b e 4

-
- - PR

- - - ke

a. Descrzptzon. Reqpests for change 1n grade of an
existing primary’ service delayed- ‘ovexr 30 days because-
of lack of telephone ut;lzty plant. " An order will
count as held when serxvice is not provided.wathzn 30
days after the commitment ‘date. ' The date the order is
taken from the. customer  shall be used- in lieu of"
commitment date where the utility. cannot establish
commitment. dates. Orders:recquiring the.customer to-
meet specific prerequisites will be measured from the
time the prerequisites have been met.

Measurement. Count once- a: month,the total held regrade
service orders held over 30 'days for each reporting unit.
Separate the results between four categories as follows:
31-60 days, 61-90 days,--91-180 days, -and-over .180 days.

¢. Reporting Servico”Levdl.-betfapplicable;ﬁﬂi .

IQL. Reporting: Unit.: - Exchanqe-or p&anxamnstallatzon center,

: whichever is lesser.- Ve :

e @ Repo:ting.rzequency.» Comp;led’monthly;,reported quarterly

foxvall.reporz;ngvuni Term;natxon\date' Januvary 1,
L1987 L. Lo o .

B e T T
LTS TR LT

R e e

-~
o

(R R
s

- DT T LAl
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~ .
P e W
. e ey
AL g it
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3. 3 “Installation-Line Energiz;ng Commitments. = -=

‘a. Description..: Reqpests £for; establishment or changes in
non-key telephone individual and party-line service that
normally involve plant activity. -Requests- for dis-
connects or requests for the installation, change, or
transfer of PBX, PABX, EPABX; or-other multiline lines
and special servzces are not 1ncluded in the measuring
‘base. Commitments will not be cons;dered missed when
result;ng from customer action.

Measurement. -Count once a month the total commitments
and the commitments missed. -Commitments met, expressed
as a percent, will equal total commitments minus missed
commitments divided by total commitments.

Repo:t;pg ServleemLevel: 94% comm;tments met.

1Reportingivnit; Central off;ce wire-center which

handles an average-of at-least 250 inward movements
per month... In the event.that the wire .center does Dot

meet the .criteria,.then the plant. installation center
shall be. the. report;ng unit. - ... <

Reporting Freqpency. Compiled. monthly, reported quarterly
for those reporting unlts below the reportlng service
level for any month. o CLATTITI N

A~ - )

4. Customer Trouble. 'Reports.. iﬁiwmh s

a. Description.  Initial reports: from .customers and users
of- telephone service relating- to dissatisfaction with
telephone company-provided equipment and/or service.
Reports- not- relating to the quality.of telephone ser-
vice, reports that cannot be completed because of a
lack of access to customer's prenmises,.. subsequent
reports, requests for operator assistance in placing
calls, requests for”busyﬁverificationilreports relating
to toll private services, special. services, .customer-
provided ecuipment, and. employee reports will not be
included. Repoxrts- received will be.counted and related
to the total working llHQS*WEthln the. report;ng unit
in terms of reports per 100 lines.
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Measurement. .Customer. trouble-reports-received by
the utility will be counted monthly and related to
the ' total working linos-wnth;n a.repo:tzng-unzt.

' Reporting Service Level. . E;ght reports per 100
working. lines. excluding. terminal equipment reports
and 10.reports per 100 - working: l;nes-xncludzng
repoxrts relating to utility-owned terminal equip-
ment for. units with more than 3,000 working lines,
‘and 11 reports.per 100 working lines excluding
terminal equipment reports and 13 reports per 100

- working lines including reports relating to-utility-
owned. term;nal-equzpment for units w;th 3,000 or less
~working” lines.: o LT

’Report;ng Un;t. Central offloe ;ntxty.“

Reporting’ Frequency. COmpzled monthly, reported quarterly
for those reporting units at or above the reporting ser-
vice.level.for any-month in- accordance w;thﬁrecord
retention requirementS... ... - . . .. .. .

Exclusion. -Central® off:ces*ent;taes of“l 000 working
~lines-or-less need-not-be- zncluded-;n-reports. However,
records will- be‘mazntazned—on*these'of‘ices.

”"Dzal ‘Tone: Speed. S ERTY TN MTLITELAE L

L e

a. Descr;pt;on. A neasure.of the adeqyacy -of electro-
mechanical or hybrid central office equipment to
provide dial tone to-the” subscriber.” Measurements
‘are taken to-obtain-the percentage. of origizating
busy hour. call. attempts recelvmnq d;al tone within
3-seconds.. e N

Measurement. Measurements*arevaccomplished By
uwtilizing-a Dial- Tone Speed”Recorder ;- Timed All
- Trunks-Busy Meters, or the" equxvalent.»-

quortxng Serv:ce Level. 97‘4% wiih;n‘3 ‘seconds.

Reportxng*Unlt.. ‘Bach* eiectromechanical~or hybrid central
" office-entity over” 3,000 'working-lines.: Electronic
~analog-and-digital- central: ‘office entities are not
) repOrt;ng un;ts for th;s ;ndexlii B

i Tl bt s,
- j - - ST LT Na
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'44Re§ort1nq ‘Prequency.’--Compiled monthly‘and-reported

quarterly for'those reporting unita—at or below the
reporting-service.level:ifor-~any monthu

""Da.a_l Service R R S SR ORI Sl el oife g T

a.

.Plan Area (HNPA) measurement.  _...... -

v T e -

Descr:ptzon. A.moasu:e~o£ the abilxty of the equip-
ment to complete a customer-dialed “call over the
-local and toll message network. without:the.call .
encountering an equipment maltunction and/or all—
paths-busy cond&tzon.un

Methods and Procedures. Detazledomethods for the
evaluation. of calls and the. compzlat;on -of ‘results
are conta;ned in the Service Evaluation Practice,
Dial Line, a copy of which is on file with the
Cal;foxn;a Public Ut;lztzes Comm.ssionm

Reportang Service Level. 97.0% for:the Hbme Nunbexr

IR

- e

' Report;nq Unzt.~~Each central off;ce ent:ty ‘over 3,000
-‘I:.nes._ I . L RS

B

Reportinq Preqpency..JcOmpzled.monthly and reported
quarterly for those reporting units’ bélow the reporting

- service level ‘for- -any month. . Th-ITiof

Toll Operator Answerzng sze.;f‘“

2.

b.

Description. A _measure. of~t1me.£or the‘ope;ator to
answer on toll and asszstance calls. ~ 7 '

Measurement. When the force adminfstration data systen
(FADS) or equivalent measuring device is used, the
measurement . will be. computed in,terms ‘of average answer.
When a sample of the.angwering interval is taken utilizing
an answering time recorder, the measurement is expressed
as a percentage’ answered w;thin 10 seconds. -

Reporting Serviee Level. Seven seconds’ ‘average answer
with a standard deviation of 2.9 seconds to assure 84%
answered within 9.9 seconds and "95% within 12.8 seconds.
Por answering time- recorder applzcatxons the level is
85% within “10 seconds. R e
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. Reporting Unit...-Each.traffic-office-handling toll and
assistance calls-and havxng—an annual:average business
day-call volume:of-2,000-0r-more-calls.>

Reporting Frequency. Compiled monthly and .reported
quarterly f£for those reporting: units beloW'the reporting
_Sexvice’ level for any“month.ﬁw' '

T e

3.8“‘D1recto£y Assistance: Operator Answer;ng sze.

a. “Descriptlon. ‘A‘measure of the-time %or-the operator
to answer on dlrectory -assistance-calls.

b. ‘Measuremen When' the force administratzon“data systen
(FADS) “or equrvalent measuring device is used, the
- measurement-will- be computed in“terms of average answer.
When -a ‘sample of “the answering interval-is taken
utiliz:nq an answering time  recorder; -the measurement
. is expressed as a percentage- answered -within 10 seconds.

Reporting Service Level. 'Nine seconds-average. answer o

with a standard deviation of.2.9-seconds to-assure 84%
answered within 11.9 seconds and 95%.within 14.8 seconds.
Por answering time recoxrder applzcat;ons the level is

‘ 78$‘wtthin 10 seconds." uj‘~ =2 T

d. Report;ng Unit. . Bach traff;c office handlzng directory
assistance calls and hav;ng an average bus:ness day
volune of 2,000 ‘or more-calls. -~ v

3.9 Trouble Report Service Answerinq Time.

a. Descrzptlon. A measure of the tlme ‘or the trouble
‘report service attendant to answer -on trouble report
" calls. A sample of the-answering interval is taken.
to determ;ne if “trouble report calls are answered with
an average -0f 15~ seconds.1;

Measurement. . Sample_of thevanswe:;ng interval on
trouble report calls that is representative of the-
'measurement period utilizing-a. forced‘administration

data 'system (FADS) or- eqp:valent.”:n'f*'

Repoxtxng Servzce Level.._AVerage-of 15-seconds and a
standard deviation .of- 3.0 seconds. ... [ :
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Lo mam T e e ot A e

. d.Réporting Updfl T e -LUIST S L seliiuzes

.--..,»'- - .- ~ o S g g A e
s

”\,wl . As of . January X, 1984‘.allvceﬂtralized'service
S _.g:oups'which.are equipped ‘with automatic call
;ndistxzbutors and“whlch support SO'OOO O more
. . dines. .- b LI

2' As of January'l :1990," all-centralxzed~serv1ce
groupsfwh:ch.support 10 ;000::0or more lines.

-

Report;ng Prequency. Compxled’monthly-and reported
‘quarterly for -those reporting: unitSmbelOW“theareportzng
~service level for any'month. nILr T unT

4. chommxzpom's Cmenr o otoe foapn il

4.1

- e - -t

Reportlng Units. Se:vzce measurements shall be maintained
by. Teporting units. Reporting units will be ‘exchange,
plant installation center, central office ‘entity, wire
center, traffic office, trouble report service office,

- or business office as required.” The reporting unit for

each service measure zs defined in Section 3 and sunmarized

in Appendix B. SN

-~ "_.‘;..1»

Reporting Levels. Reporting levels are establ;shed by these
rules as set forth in Section 3. .Service nmeasurements with
levels of service below the reporting level “in“any given-
mnonth will be considered indications of possxble inadequate
sexvice. . -

Reportlng Requlrenents. ReportS‘shall beamade to the
Commission quarterly of :all reporting: units-providing
service below the reporting .gervice -level on any measure
in any month during the quarter. Summaries of held
primary and regrade service orders by reporting unit
shall be submitted quarterly for each month: during the
quarter. Small reporting units will be ‘excepted from
reporting on certain service measures as set forth in
Section 3 and summarized in Appendix B. -‘Reports shall
be filed within 30 days of the end of each gquarter.
Reports to the Commission of performance below reporting
level shall state the levels of service for each ser-
vice measure and the months being reported; reports on
reporting units for two or more consecutive months gshall
also include a description of the cause of performance
at the reported level, a statement of action being taken
to improve gervice, and the estimated date of completion
of the improvements. A sample form is included as Appendix
D. A sample form for reporting held primary and regrade
service orders is included as Appendix C.
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APPENDIX .2
Paiq‘e;:]‘- s

4.4 Retention of Records. Monthly summary records of service
measurements for each reporting unit will- be retained for
- . two years, - All summary records.will be. available for
- examination by Commission representatives during the
retention period and special-summaries .of service measure-
nents may be requested by the Commission.

Commission Staff Investigations.: The staff shall.investigate,
time and resources-pexmitting, every Treporting unit which
,is reported for six or more. consecutlve mon:hs

- L

Commission Staff Reports The -staff -shall- compzle and
present to the Commission a quarterly -report as to the
adequacy of telephone service in California. The report
shall (a) point out areas where service problems surface
repeatedly, (b) discuss utility and/or staff-proposed
remedies to the problems, and (c) “shall evaluate the
utilities' proposed remedies ‘to the problem and.if believed
to be inadequate, suggest appropriate_cou:ses_of action.

The utility shall retain the right to file comments on the .
staff{'s xeport. In the event of A ‘Commission ‘directive on
any particular area, the staff" shall prepare the appropriate
complzance report.

Ta e LN

- GEN'ERAL OR'DBR 'REV'IEW COMTTEB' o
5.1 Inten.t. St nm o ma ."x"f;‘.': e

a. Purpose. The purpose of the committee is to review the

‘ state of the- art in telephony., to’ examine--the measure-
mnents set forth in this -General -Oxder...and.’to suggest
revisions, addltions,.and delet;ons'to~aa;d measurements.

b.. Methodology " The committee shaII meet-at Ieast once a
year: meetzngemznutes shall be taken and in the event
that changes to the General’ ‘Order-are recommended, an
appropriate-repoxrt . shall be’. submitted‘to the Comm;ss;on
- with a- suggested course . of actzon..'~ﬁ S
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5.2 Participation.

2. Commission. The Commission shall be represented on
the comnittee by at least one member of the staff who
shall chair the proceedings.. .

b. Industry. The telephone utilities shall be represented
-7 by rindividwals- or*joxnt~representat1ves.~»~*~~-m~«~~1

C. ZPublic. The public may be represented: by any individuals

or interested parties knowledgeable in the sc;ence of
telephony and/or this General O:der;“ﬁ:‘l : i

Approved and dated Novembef 2Z/V1983F ratd San»Franc;sco,
California. ’_”°“ e DoeErT mamelal
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. ,;' AppendixA

C e m wemeom o

-7 .. '~ Service Measura""" o

‘Held Primary Service Orders . .~
Held Regrade Service Oxders = 7 - B
Installation-line  Energizing Commitmenta. .-
Customer Trouble Reports
Over 3,000 Working lLines ST e
Excluding terminal equipment reports 8 per 100 lines
Including ut{lity-owned. terminal equip. :
Teports 10 per-100 lines:
Over 1,000 Working Lines
Excluding terminal equipment reports 11l per 100 lines
Includi‘ng,utility—owned temiml cequip..
TePOTES. [ I L B : 13 per 100 lines
Dial Tone Spead o~ __ : 97.4%
Dial Serv:(.ce,. ON S ' : 97.0%.
‘Ioll~0pera.tor Answering Time . : Average 7 seconds
D:t’.:ec‘t:.ory ‘Assistance Operator. - Time Average 9 seconds
- I:onb‘I.e “Report Sexvice Amwe:ing " Time Average 15 seconds

\\ .

"
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T A,-."
R e
e - e

o ‘ Appendi._x B )
""Record‘i(’eepn.ng and" 'Reglortfg&‘Req‘n rement:s""'“—"""" i

-~ ST - € P n -«",p - g o Ff
-t s SOl LAl ——e e sate Wi i U

: -~ Reporting-Unit-and.. - .

M{ nimum Reporting Size

Excha.ngen or .Plant »Inst:allation Center,
whichever Mler

JUTA0LCTVLND NLTON - -

w sy

Service Measure

Held Prim:y SeMc&Orders)
Held Primary Service Orders)
Installation-Line Energizing "~ —"" -
Commitments. =73 Z0llTTUn o Cimn ?Centra.l Office-Ri'‘e-Center with 250
- 3EY {nward movements/month or Plent
- “imom fnse wol neohvelnstallation.Center o
Customer Tmuble Reports ' "7 Central OfficuEntLty-Central Office
Entity 1,000 I'ines or less need not
’fncIud’ed" “{niperformance reports
Each electromechanical or hybrid Central
Office Entity over 3,000 lines

Central Office Entity over 3,000 lines

{-. LLEN 2 ';‘

o SR meem
-l <

Dia.l Tone Speed.

.
-
.
-
-
-

Dial Service

Toll and Assistance Operator Answering

Time Traffic Office handling toll and

assistance calls - average business

day call volume of 2,000 or more
Jirectory Assistance Operator

Answering Time Traffic Office handling directory

assistance calls - gverage business
day call volume of 2,000 or more
Trouble Report Service Answering

Time Centralized group supporting 50,000 ox

more lines - January 1, 1984
Centralized group supporting 10,000 or
more lines - January 1, 1990

P S0 Be S e SN W BT KR &0 SF N W

Compilation of Data - Monthly
Frequency of Reporting - Quarterly
Retention of Measurements « 2 Years

v te 9 wr W




Held Primarv and Reqrade‘sérv1ce Order quorts_

Reports on held przmary and regrade service: orders shall
set forth the follpwing. ‘

IR 1”““Reportxng“unit”name and‘further”identfficatlon
o ~ if ‘name "does not convey geographicﬁlocatzon;i;

.

aem—rp e

2. Total telephones in service. w:th;ngreportingnv
~unit. This figure may be supplied once yearly -
as -a year-end .number.

‘Number of- held'orders for- each month of the

prgdnd) e

quartel'. ) M:' :.’ D Ve e T e
Réisonvforwthe\held oxrder- if carried’ over'lao days.
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Appendix D
Reporting Level Performance Report

Reports ‘on all service measures except held orders shall
set forth the following:

Reporting unit name and further identification if
name does not convey geographic lecation.

Service measure, level, and months being reported.

Cause of performance at the reported level if
reported for two consecutive months., For
installation commitments and customer trouble
reports, indicate locations affected if cause
is localized within a reporting unit.

Corrective action taken and anticipated completion
date for (3) above.

(END OF APPENDIX 2)




