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orr:tek •. Herr~ngt;on~"Rowley,}l,nd,,,S,,:tcl~ff'~,.,,,, 
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Suyder, ,and .M. L •. ",sullivan""b1, .. Mary 1... "_," 
Sull1van;.Attorney at<·LaW'.::'£o'r",~.e:ra·~:~~,,· '" 
Telephone'Company"of 'Cali£o~~,and~, .~" 
v!estern ca11forn1a-,Telephon~-Comp8uy·; ,." .. '.' 
R •. H. ~Tal11ng, Jr. ~~.Atto,r:neY" a~tP~4'~~:';,'::,:,~:,'" 
and Milton J .. Morris, Attorn~y"at .. Law~,. ... ~. 'r'. 

'for'Pacific'Telephone"and Telegraph'; ,.:;":., ~,., 

Company.;. and, Coop~"JJ:h1t.e::;:~~?~~~:t;:~::',?y ,~:,.:" 
, , John M. Ross~ for Rosev~ll~:,~e;~~J:;i5)~~:"~,<" .,..." 
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Robert G •... Ryan .. ,·for"Sena'tor ',Alex:- ? '. -Gare1a:; .' ""':' RiTO A. Cllllejo,. Atto~eyat' ':La~~.:, 'for .... " . 
. ~pash spealdng" Su:-named:'·'Po'lit,!'ca·]:·· ;:,'" '., 

.. Association, ':~ Inc .• : .,.and· Spanish~; Speaking.",:, 
.. R~seareh, and. Deyelopment; RobertW ~~'''... . 

- 'R\iSsell,,:y..anuel·-Kroman.';·aIid .. Kenneth"'P~:~:·~ .':~ .~: .,.::, 
. Wolford . for, Department. of Public::.;.~· ·,,,V'. 

lIt111ties& l'ranspor1:at1on~,", c~~y"'of:::.~:~::' 
.. LoS'Angeles;' Neal- Ce' Ha8brook~·>£or'.":;':'h/'~

Califorr.ia Inaepe~aent Telep'6one".,.,~> .. ;v:.(~ '.' 

Association; Mario Eva'¥eelisea; 'Felix" ,'oJ. '. 

Gutierre2, an~r1a E ena Yepe~~ for 
themselves; Jose Angel ROdr~ez. 
Attorney at Liw, for Cilifo a Rural 
Legal Assistance; and Manuel R.. l>e Ortega, 
for Individual and Spanisn Speaking 
hofesso'rs. and Students; interested 
parties.. 

Christo§hcr E. Hamilton, Attorney .at: taw, 
for .I: exieanos UDIdos, intervenor. 

Lionel'S .. l-.Tilson, Attorney at taw, an~ 
Stithen p!p2.1er, for the Commission 
sta f. 
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C.9976 STlI/dz *It " '" 

'I' " .~ '", .... 

""'~" (.~.' ~, ': w , V~· ~'.~':1 ~ ~ 4 
. . . . ~~ 1IiTElt'Dt 'OPINION '.' . .... . . ' .. '.' ". ' ... :. 

'This. is an inve~;tigation 'on the :Co~ssion:'~s..:':own motion 

to develop a ::eeord :on .the re'quirements:,£or:. bil1.ngua:l::·tele~h~ne:,.: •• 

service, 'to-. provide 'an ~ opportunity :for' all, ,"pa7;ties: :t'Q,te."t:est;ed; :itl.~~;o 
such.matters toappea.r, before ".the-.,Commiss·ion.:to',ma'ke;"their ,,~~.<:;:, 
known; and "'CO determine ·whether .... the -:rul:es .,.:regula't,ioDG:,.; .::pra,ctices';, .-
operations.; .and services,- ~or,:any..:of,:them,: of:all.,·tel~hone:::com~'~ 

pauies operating within. California- are ~:unj,ust, ~or,;,u:m:easoaab:le<: :';.;~ 

with 'respcet·.to services ~providcd· to :non-Eng11sh~spea1c::ln&::·~rs~ns, 
and ". to determ11:e.' the ,need 'forb1lingual ',:services.:by ~:the :'.respondent . ." , " 

telephone utilities.. . . ,'" ... ,.: ,::.:,.;",:;"/~::-:; ,)::~: .. ,:::;, .. :>;<:~): .. ~. ::;:';, 

Tbe. illvest1gat1on .' "«'8.S,instituted ,;,pursuant; ::to,:,gena.t,e :).~: .. ~ .~: 

Concurrent, Resol-ution ~No~ 3&:. (S6R.,.36)~:adoPt~:.~by :;the.~;Cali~o:r:o:ia~~,·",: 
Legislature August,14, '1975~_ attached:,hereto::~~s,.Ap~di;~~A~~{c ';;.:' 

'!he' Comm1S8ion~.s:Order~Inst:ttut:tng.::Investigation· (011);,. 

was sent to 28 telephone utility companies· and it d1rec~ed;~e8ch1:/.~' 
to file a repott within ninety.::days."providing::the information 

•• •.• • •• ,.", ., •• __ ,"'" _." • ..... < ,,,,,1,, ··.~.,'~ __ '· .. I'r ....... 1 

requir~ by. Item~7"of ·Append1x'A·:to·.the·.:,~tent:"tbat8uch' require ... 
menta were:,applicable: 'within the., telepholle,:.ut1.11ty .. companies'" ," 
respective:' jurisdictions.': ' .. ," :.":;.''::-. . .~~~:., ':' :." ':.';'-.'0,':) ~"::;, :,:,";;'./":: ... ~.,,.,;: 

On. September 23:.: 1975,:': the.~Comm:tssioD.'<sent~:'a;:.press~,;:,:,,;/, ... 
release cons.:1sd.ng of~more than.·two':pages-:;,t().~64" £ore1gn,:"language<" 
public:&t1ons,'- 35. Spanish. language radio ~tat1ons:;,,:and :~m.any=newsPapers, . . , 

news .' serv1ces;and' other persons ::and~:,organizat:tons>·,in~ ·Cal:t~ornia.;, .. 
, "(Exhibit .. 42Y'~informing-·the~ reeip-ient~;of~tre-nature. -of-.the~~O,n.:-... .. · 

1/ the time f~r f!l!ng.:,the Comm1S810n,~ePo~::~th::~~~;·~i'.ii~e 
'Wasextend~.·from August,.l~:,: .1~l~~~.~-".'July,·:l: ~:.:.1~71.;. ,~b,~E.~~).,_ 
to OCtober 1, 1977, then to FebX'\18.l:Y ''1'',' 1978".' (Letters"to" . 
Senator G.u:c1a from Senate Rules~. Committee dated December ,.9. 
1976~ Yebruary 23, 1977 ~ and 'October 5, '1977.) , . 
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A c:opy of the OIl was sent to 34 foreign. language n~'I7s'';':" ' 

papers~ 28 Am~rf.can Ind1a~.n~pers.,'.2i':Slack neWspapers, and, 
34 organizat1or.s of fore!~~~~,a~g;'~it1Zens, a total of 117"'~ 

':'" ":" .',::. ~.~:'."':, 1 ~:'.- '.~.~ ~,.~'~'.::,> <·,,~.I·' .-... ~' .~.~';:: ~ .,:,:.' . addressees. " .... "' __ 4_'";".,_, .. "-" .. ,,-_ •• _ ..... -,,.,,_ •••. _-" .... 

'The-teafter" ,~noti:ee W4S:7",sent: -,to-~theabove': 1:1:7:':perGons 
alld~ ;organizae:[onS' ~and: approxim4tely., ,80~ additiolla-l. =persoDs).'and~:::, ~>:: 
or&aUizat!o1:S~ 1'ncluding'a,; list ·of:na.mes--::of:organizat1ons ,and~7~,:';",~ 
persons ',to' : whom: ,notice',was: . .'reques.ted,to·' :be~ given,by.:a1l. ,,:aclmiu1s~i;:;'::; 

ttative'-4ss1stant,:to'theS-eaeesenator' who ,·:proposed; the :::r.e~ol-u~."~:': 
tion; ',that aprebean-ng c:onference:was",t() ~be.·held: in:;Los:Ange:les:.:: 
on December IS: 'and:::16,.1975 ~ to, mS.ke:,eer1:a:in:dete%m1natioZl$'· ~':,",~ ,,~ 

1nc:lud:tng."'thc':dateS.,. ,'d.mes ... · .. and p,la.ees'·:o~ ,hearings: Gto :.be,:~held'..:·~ ;.' 
A page :~s attached ';,to'":the . notice . further '.'advis,ing.~'of::::tbe::nature-·: 

, • I' 

of the hearing, inviting interested persons and;~:organ.1zat,1ollS;;,to-:' 

file statemenes'-collcerning,their ~vi~'1S "wich;::the·;'Cam'Q,iss1on,. and 
request:iJ:lg ehe ;·addiessees. ":to ·,.advise .. the Commiss1on::.of::any.~persollS:. 

or organizat1ons:which:.might" have·;·an .interes t· ,:in·:. the.·suoj.~et ~~,;.> '}"::~ 

mateer of:'the' OIl' and~ .. wbo: .. m1ght.::wish,:,to<:f11e:·.il:statement with .the· 
Comltdssion; ,:: :. :. 

The prehearing, conference' ,was,':held:;:on" Decembt:r. lS.~,and.;,,:., 

16» 1975·1u:·t.os'"Angeles:as,:.sehedulCd.:" Exh!bit8'·.1.::through~>S were,~: 
2/ . 

received in ev1dence.- Exhibit 1 was. the",;agenda.·;and" cer:tain:,~~:·:,:,: '. 
suggestio'l.la for the:prebearlng.conference.; ·Exh1b:it::,2,,:a statement' 

by .. the' CoDmission t s:; seaff-:mth.-respeee .to: an":': ,is,t!ue-.::in·~;~eease:;:.:: :,' 
. Exhibit ·3~· :'4:' statement',by Mario Evangelis.ta:: c:onc:ern:[ng:~:a.n::1ssue:.:;~:· 
in~ the-'.case;. Exhibit ~. 4~ :-.3.:-:: clec:lara tion.~ of i;ssues:::io. ~he:..case,:: by..;~:· 

Zl~ . These- 'exhibits-wi-ll" 'hereafter ... be.--referr~ct.. to:-as-.'Pr~eai1Ilg,....:,",:., 
Exh:1bits ~::tb%ougb. S.",to, avoid" confus.1.ng "thera,.w.t.th the: ." ,,>~>' ',: 

. Exhibits. l~ ,through", S·.,rcCe1ved·:tn:evidence·-at'.hearl:,~gs'subse-"·· 
q,uent.'to the' prehearing"·confer.euc:e : .. ,.",J;, ,""'" _:'"., ~~'",,,<"'I,,'\";-•• : •. ::.... \ .. ;,,: 

" 'L_ , " ~ ::". ; :'" ' .. " .,.' ,., •••• ,.,: •••• ~_ ••• ;.:.',.' •• ,:,.· ••• ·,·_ ••••• ~, •• .',."_~, •• , ••••• r~~l,,' ....•. ,·., :', '.",'.i:-:,:;' f".: I~'_': ",-.c··> -;" :~:~~.~'I~,: ':;<':J. ~:.'::\ 
~,' ". .., h<, ,~'.: ~.''':'~'I::.' ,- . .,.. ~ - ':~ ... ~'~>;~ .:t:,.:~\ P:.,' ':.,. :_:,;, ~:/:: :,~.~:~ . "~~.~:: ,~:. ~':;~"!"~2' ... , ...... '. ~ r-._ ..... " 

'.,,.' - I ',. :~">."'<~~' ',I .;,.:." !r ~~\·'r:,.:~ ~ ;,~.:~', .\("';:;\o'-~~:,<}:,~);~'.' J'~ ,~y\~?,::.-
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C.9976 ~~ ..... 

R .. A';"<~Callejo:~,.:attorney:::at'~law;:)a.'D.d',~~it:OJ<::.p~opo:s,ed1stNes. as ,-"1' . 

sUbmitted"' by : ThC!: ::PacUic Telephone, &-ad,:. Telegraph,~ C:ompany ,.{~~~e) .. 
• 4 , • .~ 

, ',::: :.-: All·;off1cia.~: eou:t, ':!nterpret~",:~::employ.ed~ pY:'::th~;c~,~tyc' 

'. of' Los Angele~ ·and.~·assigueci ,to' ·the.' munio1pa;t:, ,e()~~or:r~h~~: ~~, 

LoS Al:lgeles: JUdicial-.: D1s1:1ct~ ,test:t:f:[e~:..~ ~He:.; :$tat.~d_~'.;th,a.t::;,~p.e)J~; )",' 
interpreter is able to interpret English to Spanish and ,Spanish.. 

- ' .... -, .' •. ,.,,_.,. _ .... ".A 

to 'Engl1.sh· ~for<one:~or: .. more<witness.ea~ tu· :an.J~::ho~:';iday':: and that· 
the:' rea;sonable~cos.t' would:.;be:,;:$7.5:;.:per~i.:day;,,:p'1U8:-;mil~ge (:8nd;:~~~ . 

expeDse~ ':: ... >,:;.: :( ':--~ ,:.:">',' ,.-~::::..: ;:>::::: ~:::),:., :,:: .;,.:.::;::;.:; -;<~ ;:.:.::,,!>~::~ ~:;,::,.'.,:"'G~~.:::.~,: 
. ':::' ~ .. ::." :'It;~'W3S:;:,'ma:nimou:tly ;agrecd: ;:by:,al;l~,~'pr..es~t ~'it~:.~~~,:p~~1e 

hearings in: ~S:':Ar!8eles""~.Fre31lO, .SacramentO:~7:':San..'~:l:.:~~~, ~; 
.Jose'~, Santa", Barba.r~ 'sau BernardiuO.,;:' Indio:.:: El, Ce:ntt:~.;'::4.nct..~§:a1?:: :.: .. 
Diego ~on 'cert.a.1n :dates.~'::-and.,:puoli.e,::hear.1:ngs:· wex:e:~hel.d:~::,th..os.*:,,:;: 
cit::[es ,on ·those:d.1.tes':and'~at.:J:he·;~~times::.agreed'.:.UPOll. ~~. l3;;;B:~~~te 

'. days during -:the ::perlod _~·from(Februa.ry :,,2 .'t,o~Mar.ch ;:S,~.;;;.l~:7~·.: :'~I1~,.:.of· 
tbe'<,he:lrlnga were.~held.::'from 7·:;to:9~:p.~.·.:,to,:enable:,,)per:s~~;~~::.~,i 

worked ':duri.ng·.::.the,~·day::'to:.;:be.:~1>resent .. w1thoutJthe ··ueceB.S:~ty;,;~f~);;~8i~ 
time from wOrk.: :. Not1ce':,' of.: the':,. times ;: .:;dates,> and places",of",·pub11e .. .. ~.. .• _ .. ' .r., .... ' .. ' 

hear1Dgs~:lG8;·,'sent: to· .the;:: 197 persons and~organ1zatio1l8~;,~~:s.h.!~·i:; 
been~g1ven not1ee~'of:,the;:.prehear1Dg. eonference-:and" to 10 other .. , 

. " It j ~ ,';' I '. k •• ' " •• " ... ~ 411,. •• , 

persons-::and 'organizatiODS .. for .. &;- tota1~;.oft;1201,'::persons.:~nd~,:or~~-

. 't1:ons in -:a.ddition to:· certain. .members:~of' ,.the..,Commission... st8.ff,.,aud 
',:' -, .'.", .. , , ............ 

the:· respondent compatdes~(Exb:t'b1t$:·1.::andJ2) .... <~A:> press-release...,., ... .,,~., '.".. '.. ...... _" 

settfng forth' the 'datea~7times»: and:. p'laces~ .. of pul>1:1~: h~~~>~s. 
" 

sent;:· to' more :tban:.~;.OOO·: newspapers .. ::,.radio.c;~,tat:io~,.\:::t.~:l~~~ 
stations 'J'~' .and: other;·.persoll8 .aDCl;, o~gan1zat;lo'Q8~~,thro~out';""Cal1forn1a. 
(Exh1b1ta: 43. :and";44:..)~~>:I'·:;::<~,~. ,:~::~·:::,:::,:,:·~:~s :;,\~:,.,::,~.: .. " .":,,- '~=:'~l.':~ ~';:::' 

• - • . "".' ........... ,.. ...... ' _ ... 1. AI- ..... "'" 'I. .. \c ... ~p.,.;,.. .,~..J'...,.~ .. 

""':''''''' '",. "J ....... ~ .... .;,;.\~ .. " ...... - .• ,I" t- ... '" •• ".. ...... .f'''''''''' ~t .~', ~.. ,"'"'" ',ot,. ',,"'. 
I •• " •• ",7'.' I, .. _ .,01,'_:,.,w' .... 1 .. 1 •• ~ .... J:. "~(,,,,,_ .. ;/ -iA' .~)~ '-:'~~~ •• .,IIy ·}!..-::~'~l''':'~)t.j',~~ ~a:~~ ';'7 ... : <'::,(.t~.)!.~~"""!;\.~ 'O"'!.:~lA.r· 

• ' ,,'f 

~,:.:'. ,,~)~:;:t ........ :::>~.:~: .. ~:. r·:\'::'~0::'· .. ~,~~~:';. I~""" .......... ,,~ • ..,.J. ~.,,-I' ......... , .. .,,.,,..~:~.1' ..... \t, ... r !,~,' ... '" .. 'II r., ,I' ..... 'fI-". '. :,..;' 
L. ,!,~,~.~ ... \..J ... ""'.','" '- "',,', ", ," .w' ".1".,.-... Jt,.... ......... ' D ..... ~~"tI,"" C.r~rlt\ .;!:''!':.j: ::~~, J. .t:.;:'.!" .~'00=':,. 

:':, ;:~·~:.~:.:~,<::::::.::':':":.7 ... :~~~:' ':::~::'.r.=' ... '~: "'~f'·t·,·.·'·"', '~"".tt'""'/'!' ""- ;Al~"'~·"';j .,. .' I _If(,.,~ 'I"" ",~. ,~.: ." 
, ~"\,, .... ,.~ 'Oi

r 
\< "_., f •• ,wi ~i ... ".""'(,.~;;;j~,~",,, ~\p.' ~ .. ~:t.~o,~~/f, ,~.,:.. '~~~O,.j~i;~~t.:.T 

~:r,::~,::,"~;~:,!:~,> ~>:<..;':,:. :,: /~.:~ .~~,,:;<~.:~; ::~:", .. J.~' ,~~/~~:~ .. :~:.r~~ /~ 1·tfr-:~ ~~~ ~ l'r ~ .,...,,~~.~ ..... .'. ,..: .. ~ 
~'" -# ."""' ....... ' ,,\,.., " ... '\.!"'IoIf"t.,l f( \1"\''';'' .!...O' .... :~":C~ .. -~,tJ! 

Y'. " No .. ' ....... ,. ".. .... ~ 
.. \lJ.". ~" ..... ' ....... ~ •• ~ ~ f 

" -3-...... ;-.;,.-



,; 

C.9976 STrY/dz 

,":: ~.', :,' :" ·;'A:e::'the:-:: Y'\rCheailng::, comere:lce:; i. e,·wa~J!.a-&'!'-eed/ bv'"those ',';,' 
.. _, ~ , . it' \-.. ~ ". .,. J....... .. ... " .. 

, ;, preSent. 'and, an; order? wits: ~de ,::.' .. that:·,tne ·hearl.ngs')for·{,the:,'p~se 
of: the:' partieS It>~the: 'Co:nm:ts:s.'1on.:·sta.fi It:'''an~' the~ 1:espond.ent: " utili
ticii' t({ present:':w1denee::Wouldj ,begin :U1~Sau:.;Franefs<:0:..;on\~Jofax:ch->l6 ' 
and;'eonti'nu~"on~'March l:rlt')·18:,:~ :1'9".. 307lt"·~':3~'::1:and'.Aprll: ... 1:~·an4s:;2"~ :1(:; 

I 1"'. ~ .. 

... :....e· M.~~.f.u..:.':-:;'·I .. ~ ',.~,,':-::~'~-::."~ (>,:' ,~;~.r.,~.,~<,,,,:,.~.,.,~,,.;:~ ::r")-t~-!·~"~-'.'" '" I"~N- II"'~ "',"f\ , ....... ~ \"~~,,,\~ I'~I"""""'''' "'fIIJ-,~r''' .. 
.... ~ ~~""J' -"" .. ' ~ ..... ~ .... - .... ,.. .... --"~ ...... , .... '" 1 ... , •• , •• ,',.,. ,., .... L ..... ,,~ "",_, 1i.<A.'/r 

: :-,<,:,>~~, It:,::wa8';~reciuestee: thae;~the:"~C0mmf8$!on,,:prMde:::1n~er: ~:: 

, ?ret~'so ~·thae. "those: <personsJ'~ttending.-~e' hearlngs:~:· .. :Who~i~,e:: 
ut'l3.ble to speak or 'l."'lderstltnd' English, would be able to .undex:s.tand 

e,' 

", the' 1:esttmony ;)f' ~'w:ttc.e$:s'eG::~spea.1d.ng ":in :a·:::l:mguage-ll,tbat such persons, 

~ 'unab-l:e, to:- unC:-erstand-,:'.:'::'Ihe .s:eaff:\reportedr/tlute: it: had~.made;~ 
an:·1uves'tigiit..con of: ti'le::fea.s.:tb!l1.tTo£ suc:h 1.1.~:program;;and: d,et~~
m1ned'~e -i'n "~rder' to-::prov.tae·.::!nterpre:tat1on.:::of~a.,:witlles:s~::: ,:::c 
tes~i:nOny !u English "to:the·'lnembers :of ::the:'aud1e~;:~bo::.:.:were::: .;::::, 
unable to~uneerstand.>,Engl:(sh--:andcwho'~COuld('un~&tan~;~some, ,o.~e.r 
larigUage:;' ::tt ':-was (necessaxy ~ to~dc>=s.o by':obtaiDing':a- ~th,.:whex:e:.:; 
the :::!nte:preter' c:ould:·bC':: stat:Lo'O.ad.;1n.::sueh ':,:a.!:;man:le1:':;~,as:):;n~t~,tO;c':.;, e 

:' ,'interfere:: With the proeeedings;::;'t:he::1nt:erpreeer would, ba~e eax::: 
pSones,<so"'tb4t:"he:-wuld;)be able";to he.ar:.'wbat::,;the<.)w1t:lless~~s :::,:)r.:: 
saying in En&iish'~ ::and::·then he.:would"::hav:e::;a~mC4llS:of cOlDlll\11l1catiDg 

-::. through:; a L1D1crophone:; t:O::.he.adphones~be1Dg'.,)~rn.;;.bY.":'~ the:.perS~~;'1~ 
·1:he:.aua1ence:-~wh~,;:requ1red·:·~h~"; "111terpre.ta'tiou; ~:a.::maDIler tl'~lar 
t:<{~ tMt::/'rov.r.:de(r'.1n~ th~"·Un1ted,:· N:id:ons ;~'a.nd:;..that it~would,)1».;'J~::;1·. 
'lleeessal:Y-: for: two iuterprecm.-. t()<:.:OO:: :emp.loyed ~<:h";,dayS: ~~r1.tbez 
mterpretat1on; 'of:: Engl1.8h:. ':to. one:: ·other: ~ge--....a:t' 'a::;,Co.S~::: of~(~~~ 

. ,"- ' ~.'" 'apprOXima'tety,)"$:SO<P:per:: daY'::·for' ea.c:h :s.ttvat1on;.,Mlere;:1it~,wa.s.:: ~ c: ~ 
necessary to interpret English to another la:nguage";::":' I£:.~thex:e:?::\ 

were persons in the audience who. were unable to· understand, 

English and who. could underst:alld Spanish, ~ne8e" Japanese, or 
Tagalog, it would be necessary to have four such' arrang~ent$ at 
d~~ cc;)8t of $2,.000 per day. A rultag Was made that such service 
was not necessary 'and' woufd·/noe 'be'" prOvided at': the 'hearings:' .. ' 
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, .,' ',There"~was.; a,~,request~·that interpreters be .. pro~ded.and.,,_ 
• .• ·,,-1.,,··· ~ ... ~'.' .•.••• :.'.' .L" .... ·1 ... ··"..J~.,. '(~~ ... ,..~? .. ~..} .... "" :;".'1';~' 

paid for by the.:: Comm1s'sion.,.,>or,~.by: ,thc~;·r~pon~~t~.,,:\l'Jl~,,~rder' ~~~ " ' 
• " "r ,'It" ..... to,. .... " I ,.,.. '" ,. ,I .. ./ ....... , " .... 1 ~ ., ~.~ •• 

persons ,'who.'might\'appcar;' at':, the:, bear,iogs:- fo.r.~: '~'J?e.r.p~OS,~", of..:~:Idng 
~ .• ' ' .. "" ~ ~ ~''''i'' •. _I ..... • "",,1 ... 1 "', , 

statements· or~,: g1v1ng·."testimony"wbo ,we:t:C!:,,~ble.~.to'.$peak .Engl1s~" 
, " .... "I •• ", ..... •• ·w '.', ........ ,' ',"';'_'" ... ~.i ..... '# "J.,:. 

'WOuld~ not· be preve:l.ted' from' ,doing .so ,:,;:~n~;<~~.u:~d::)e~ a~~e;:. t~?::~~~:: 
such' statements:: or give-: testimony., with ,the; aid: ,of ... 1ntex:pr~te~s,._ 

..... , ... " ...... , ......... ..).· ••• hrl' ... • ~.". ;..l;~,.i'o.\_..-I ... 1,\.1 

'there was testimony tbat, interpreters, could. :probably _be- .emp.l~yed 
, , .,. -''', '". • .. , "'",, '~:." .'" .. cJ:, 

in the several cities: 'Where::heariugs'-were ~to- take plaee at a 
• • , , • ,,..,, •••• _ .. ~ _'W-.,. ...... _._ot ~, ... -, .... ~_'M .-.... +. ...._ ..... _;.. ,,. .,. ,~, ~ 

cost ~of approx1tDately '$75, ,,'a ,:day :p:lus~tra~~~':iex,pe~~~,:~ there- was 

no statement upOn~~t ,theory."the~Commi8$1on-~should".requ1re the 
., ,'I '._ ,'I- .', ., • _, ~ ... ~ ,'" • '," .I •• , .. ' ..... ,~.'~. ' .. ~,r'I,' " ' ..... ./ 

respondents: .to: pay ,the eXpense: of s~~ ',i'1nteXpreters'~':: There was, 
" .. ".~ " .. 1 '.. '. ,', . ', •. ". '."': ........ ,,:.' .::.,.' .~.:~;, ;"I~: !",I('"#":"\~'t"'~; 

testimony that', 1n< the superior ,-af1d~lnun1e1pal:~oUr:r8~:,:[n our State 
interprete~ ~~~ ":p'rovi4ed' ,dtnout":c:o'st;:to def~~nt~~i.n eriminal 
act1ous

H

but, except on rare occa.sions 'Where"~t(j&1~~;;~y req,uest 
an'i~~erp~~t~-:·~b~:~SS18t:~'1n,".a.:~11~':el.a~~:~c~s'e·~'~'interpreters 
ar~ ,~t:, prov1d~d~'~thout:~~rg~; 1~:~~1v:1'f'~,~i~r~;~~:::'Ihere was 

... . .... ,,_ '. •.. I"" " " ' J '" . "., ',,' , •. lu, .. 

no-, ~dence"tba't,the".~ c~ss.1on: b4C:!',CYcr';prov!ded· and paid for 
. " -,. - ... ' ··r ... ' ," .• "," "'. ~ .... " •. ~,,'~"""',,~~:("'" ~"" •• .t,,:/',,: :~",~. '~\' :"~'."J"""'";_", ' 

interpreters~ at" a.nyof·.~1ts".: hear1nga~ ':',':' ,The:.~ reqlles:t:., that inter-
~ret~' ~-: :p~~ded: 'W3S~:den1ed'~·,·:'."At the::. h~n8~:"~~h followed, 

• " • ~ A* _ •. ." _,' '._ •• ">". ,,:,_ .•••• ',', .'~. :," ,~; _'~" ~' .• ," .... ~".,'..: ... ,. .9.f,",,__ ........ ~I' 

1:here'Was:" uO: 'instance Where'any}.'Jlon~Engl.1s1i';;'8pealdtig·, person 'Who 
was,' 'pr~t' ,~~·~m;;ble :t6tes)::t'£i.'.becaUse~::::l~)~ei;::s~ch' case there 
was a bi11.1·,~rs~n:, ~o~.'V01~~r1iY;::~:e,iv~,~~'~~#:,~in1:erpreter. 

.. ,:': __ : At,.the ,prehearing. .conferen.ee the request tbat' the , 
" ,-, •• ~ .~. '"~'''''.' " , ... ' .... ", •• • ,1 : '~:"' ••••••• ,''":: "''',).>t::'- ,,,.,., ,., ... ~;I-:". ''''':_'''',~': ;;¥ ' ..... 

Commission -or~:,the ·:respoDdents-. pay ~'feea .. fo~ attOrneys: am'investi-
'g~to~ ,~epr~t"iDi;' pUbiic_ ~:grouP8,' tDtereated~'l~':~~~1n1ng bilingual 

, ."" .'" " R ..... ~ .. / ~ " ...... :) ..... :: •• :.,:.: ~,>,,,.f·.~.:) ~,-'.~.:~: .... ~-:t~~w .. ::; 
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tel~ph0l:l~ service, was denied by the, p?;'~sidinghearin8: o,ff:tcer~ 
.-':~ ...... -' ..... ,., ~ .. , ... , .... ~. • ... ,~.f' .... ,,", ",~,.."""",,, ~ .... ,..... ("'_ 

We ,hereby' affirm his· ruling:·, The .. :request-::that,::.the,:,:Commission' 
:: :"'.'" ~.l, '~""L<~ .. ~ .... ,. '~'.' f, , ..... r'" ...... ,.." ..... " "'-.. . If. • I • ..' 

~e ~~ tape"~ecordingw'of'" the:.~prOcee<1ings:':: in';add1tion~o,~ ·the; ..... ~::.~~, 
·'r~~o~di.ng;;br'i·;he~riXig::: repor·ter.::':in~;order::;.tO<:;have~:~~~.r,ec,ord7:,O~z·;h;' 

• '''<,,' .~" ..... ,'.... ..,,". • ~ 'w .. ~ ........ I , ,) 
ac~Cy-·o~"'interPretation:::by (~terpre,ter.~w.as.'l-de;,.ied;8h:u~:::~he:~~:: 
re<ii~st:' thAt", taPe:::recoraers. 'be:permitted:: dar:i'O·g.~th~ ~heu;in.gs;;:}\'as 
sra1:t~d':on:' ~eo~ditiotC' tbAt :'tb.e-: rdco~..:!ug:; no,t::~er:£er~;'":w:i:tP:t. ~h~:i,C"; 

. - -,r,'" ': --",r'l, .: +- \,,'" ................ _ ..... ' ... " .. - ....... '". '''I~ '*r _ ," 1\ ,'I ... , ... .' .. 

b.~3.r:tngs or the test imoriY of, ·any ,witnes s;,.;";.:,:.... '<,';:,:.\;~.:":'::' :>.:. ~ ":.~~:::.'i' '.::;:. ,~;': •. 
. ,., " :( ,,'~ .. :: riI~:'-:·S'IA~,;:6F:<iHi;'IsSuE:i":~;::,:.".,., ... :>:., ... <~:~ ;:~:': 

.. , .. .... Ie-was":"determ:tned(t~~'t :,the :'issucs.: .. in: : the: :C4S;~" ar.e:.; ~':(;<" 
.. (1) . :: . ~Thethertlie ··:uies·:i:regUla~tous:, :pract:ices ~~~-::a:: :', '.",," 

.. : ..... ;" tions.,;: ~ a~d .. $ex:vi~E;S;, ~~o~ _.~y)~of, them,~, .. ~f,the, "t~leph~ne 

., " _c~~~~s .. c>pe~atl.ng W:tthl.n'the' State-'·of''Cal£fonUa··:·:x·:: 
, are -'ttnJ~ t, 0'2:' ··unreasonable ~with respect ~·to -:scrv:Lees.. ,-' '. ~~nd~o non=l:~l;~:-~p~~~ . .;~~s~,~. +~ .. ~~' r ,~: ,,:~:: ",' " ~, .... ", " .. ' ... , "'~~ ... _~?, .. ' :~. ~.~:'.:".,>., ' ... ' "'''. ' .. ,.", ,._ .. '_ "",",,.".;i .. '~,.:, 

-- , ,~:' '~":""~: :.; "',:,.;::. ~:" :","~':';:'~":. :\,~::':') :":C~~',:, :'.t;i(.::~ . ~ .~:~.,~~"~ >'''c,'"';,·'"'·iJ~::~:)~.', 
. ·:·:(2):':"A"determina.t1on~:Ls"to" .. (a) which,.telephoneutilities ' 

.. ,~ .... ', .0perat1I:g within,' the'''''State' of~' californ13~': if,-:any-·;:.:;: ,i:".:. 
are' proViding unjust.: oX:'::unreasonable serv1c:e,~, to""\.~, ...... c 

non-English:",spea~S;,' p~sons ... , 1~\ Calj,f~=n:ta.;" '(0 ),'-the"'" 
· areas of such . comp.a:n1e~f wh'ere1n~'1:he' servi.ee~'proV!dedt, 
to non~Eilg-1.i:sh~speald.ng;persons:·"·is~~.unjust~,or:; ;\l1'lr~::",'~' " 

. somb:le; ·(e).- the extent·. to . :which the service .. proviC!e'd 
· to, non;..Erig11sh-spoo:king"·persons'· injsucn;;;~are3:S '.[9;;':;"::':'::: 

.. unjust: or·'unre~isonab-'le,;:::.ancl~-:(d) ·"the:":e:xten~. ~~ .. ~t~e;::.~ -:':. 
'." '-::need',.",;i£ .:4uy,.,for, ..8UC4'l: .. companies. to improve their' 

.. ~ .. ". ?-::~ent .b11!ngcia).: '~se"rv:tc:es','or 'to' .. 'pronde =acd:tt:tonal/ 
· '~i'~~nguJr~se~c:e~f ;::r:n;:~;the" areas~:-:inv:~l ~ed:.:>;; .. ~~~ :::c ;.:'; ~:.:.";;": 

, ~.. .... c, _: ... ~tI.~.:;:0~" "~~.; ... :, ~)""',J:~r!l~:""' .• h".:',!"\"'''''''''t''' 'I-"",~,ol:'_'~""'I(" "" .... , .... ""_ ........ '1'-', .. ~ 
. '.' ... " ..(31 Detexmination of 'correct'ive"practices""; andup%oeedures, 
" _. " inCl'-iA:!itig tne a<Sd1t1ora: of.;·any:.-:n~.:commun:Lca~~":",,.y:,:",; 

" . .' .".: .··"pla.nt~:.:that.::migh~,~be ;ne;eded .. ..,to .. ~~."'t.l:l.e.. p%."C?per correc-
_ ...... _._._____ tiona. the eost thereO£;'''and"'the j,usti:f:[cati:oncfor'!'>t": • 

----.~-&uA:lC eos't:. . 
.:~,2~·"i.·: .,,>i,"_ -'" "'""YO' -"'''.r'''~;' ~'.-"'" - -c 1\-.. · ...... ·'1, rI''r-'''-' ,,.~' " ' . ",:' 

:~:(4j,::;;~te~,ti~':~:it~. ~~;~nd~~~~~~~~c.o~~t:.;.can~nci . 
..... ,~l ':.' '·"-',sho"l..l """' ...... ""'-_ .... ,, -\' ' ......... ,( .... :"i-..i .. I .. ~.; •. ';..,. .... \ .. ~., .. t...::t. ::tt';ol'; .... ' . 
-' .... "'.~~ ...... ".,' ¥ Q.(.,~ \~~~. "'. I" r-""'-v' .... _ ... ",.", . .-rt ...... t:f ,. . ' 

,. -- , w., .... - ""'~\"'~J", .. ~ ..... j ~-'" .... e!JC; . =c ~~)~o';:~$;'c:! _ 
, d ,..t;f)' '~. t"" ... "·~"·, :;,...,-"'" ..,... ....... ::.,."'." 
~ ... "'\:.; .... -:....:..~ ..... 'l, 'IW'~#.»ttJ'''''''''.#If~. 

-;'-...... -6-
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C.9976 SW /dz 

I . 

. . '" v'· .', It-, was ~ '1:\1100-. ,:that: b.r.iefs}eoul~~;~.e..t ,file~,:: ,?y':,:,~y of the' 
.part1es eo~et\el~<>Tl·.:or ~fore .the- ~1£teC1lth· day, after.:.·.~he',·~.;", 

. ''', "" I". .. ... ~ "" .." .,! ' ",,,0 ~/ 0" ).""" • 

final dayofhearingsand~ rep11eB:::th~~t();:~~J:~.e";\,f~l:~, ~".l+ .,C?r~)c~ ::;~ 
be£oretwenty:oo:,f1ve,·,dayGaf,~er ,the :f1'Qal~:~y: .. ;~f h~~~; :~; ~~:' 

• •• • -~, .... • .... , 1<',. 
c ~ '.. " r., ' • 

" ...... 

":, '," . IV:.PUSLIC, PAR.'!'.ICtPAT10N<:;:,:; ... ~ :~.;'->:.::::':,r):"i:,:: 
Several' lettus,"alld,w:.-itten. statements were, ..rec:ei.ved ... , 

by the. Commiss1on·:and were U;terrec~i~~cl. ':In. ~de~~ '.~r'th~:· ,,,:: 
• "..... • • 4 '.. _ , "-, .. • • •• ' " ' '''' ~lo' • , ,_,' _ .... • • ....., ~..." 

subjec:t 'matter .. was. .tes~1f1ed:::t~ .. :by' :.the, J)ex:~~ ~~~>~ep~~e~~~:.;,.; ". 
ti ves' o~ :-organizations.,·who ,"sent: 'the'··lecters.. ,¢r: "s.ea.tement& .. to, .. , , 

• '. ' • '- '" '., .~ ~.", -,' _.f "c<, .'.' , .~ ••• " ,,' '_' w" ' • 

the Co=m1ss1on'.::. <I'n 'add1tion,'"the,~:Commis$ioD. ,.received 1.16: ~'."'_ ",.~ 
." ,. .", ,< ,-> t-... ", , .. ". ,'.''''''., ' .. , '. 

letters, expressing ',varyin&:-sentimcncs about., the ,.neec1:;for;.,. ~' ... " ", _, . 
bi~1 •. te1ephone , serv1ce$.~./ ." ··Of. ~the ,~116,"'let:·~~~.:;~d.:"~;,,~··. 

~ '.,,' ' •• "" .. ·,'.r' . ;,. ' ''.'' ')"" '\ .. , ,.'Ii ,I· .... ,0_ .... ".,,,, it ,J' 0', "'.." 

only,::9 lettex's<·.sccmed, to· favor ··the,;·1mplemelltat:[,on "of full,·c~:- .. 
".... ''" , •• ' '" , .' '" -P, ..... f' 'H .- ~ ,,/, ./ f; ,. ..J~.,. 'to- 1,/ ~'"' I( • 

bil:1ngu:ll. telephone· .. service8:~ .',·.11 .. 1ct,tera,,--:favor,ed 1mplemeuti~ .... 
.. ., •• .... ., ... .... """ • ~....... . ... r ~'" .. I,., , •. 1.. .' \+- •. ,.1 

some ·kind.of·billngua.l;.emergency.servic,e:, ,:alld·, .. ll,~lett~rs ~18tated 
.. ' ". ' ~ ~ ,,\..~' "~I.,, 1 ............... ~./".", .. , ....... \ ,..,.~~", 

no opinion on bilingual services but reques.ted addit:tonal ... 1Dfor. ... 
.... • ....... ,." .... ;. .. ~., ~ ....... ~ ... ." "'" .... ">-l 

mat:1on,on·the~ subject .. ;· .'~',: :;~~ , :<::: ;:.',,0", ::, ... : .:.:> ,::.;.;:: :;),' 
·'~"'.'rb.e,::Comadasioo.: received 93-':letters",oppos1ng,bi11ngua.l, 

'. ',¥' -.., '.' , '.", •• "I' •• j, •• .,' .... ...,. .. '." ." 

telephone' services.. , Eighty-three, .of .. these .• letters...,.seemed" , " "', .. ' 
. , ..... f· " .. ".,. ''''',~'''''''.' ""·-··,1 ..... '·"~ .. ~ .... -,'··'" 

s1:rongly opposed to any''biliuguaJ.~serv1ces,;-,.and 53- expressed·.~,,-,. 
• '10<" .... , ••• ,'" .,., -" ,,,""., I ' 

"concern ,with~, the expense. ,of .b111:ngual:, seryic,e~" and~ ~ressed 

oppOsi1:io'D; '. 1:0: a2l;, increase' in· 'rates:: to ~por:t:'.1;.", ." Two:,,~fS; d:l~~~ 
letterawere-· in. the.fo:z:m:of. pet1~10ns.;" and.. ... bad·.l8:"'alld 7.7".,s!gna~i'" 

.~, '.." .-.~ •. ,,~~:, ."~ ..... ,t',,-.•••. , ........... ' ... , •• ,."'. 

turea."'.;·respectiV'ely. '. Both.,of.~ theS,e,. pet1tio~"seemed"strongly; .. ~ 
• ...' •. ' • ., ~ t, " ......... ~., .. ~ ....-1-.... ... _.' .1' •• , 

opposed-: tci. b:ll::lngual:; services,: and: ~the. associated.,. costs.~.wh1.ch. . ," . ' " . ' ... " ....1 \. ", .l. .... .... ,'~. v" " .. " · .... ·f • ... ' 

would-. be. reflected-: ·in, rates..:', ; .; "','" ~ ...- ', .... ",,,. ., ", ~ """"' ~~, ~ I • ,..... ~ .. ,~, 
. ,... . ' ...... _. , ~ •• -', .... ',.,._ .. " \'.~"~""'..-'"' ""i .• "~,."l .... ":),,,,1_~,.)_,, .. ,.". _. -#';'". .... ', 

,.' .,-- . 
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- •• ,.~. "' ~".,J.. ~ . - .," '" , ~' • ,- ¥ ~ , " • 

'"Publ1c/hear1ngs;',"rere~'he!d7! :t:n:;.t;OsYAnge1:es.;toU:,February 2,. 

1976< from' :z. to ,'4 :p~m'~"\ ano:~ 7'; :to ;9::rp:~m:: ~.an~~n::F-ebruaxy.:&, r19·16y;:at, ' 
9: 36'a.1i. ,.: at::.wn:tc!iCtime: "senator': Alex; Garc!a';::'and.:;"l"3 :otheJ:t persOns 
made: statements':;:' '¢ne:;PerSotl' ":siXt'ke ~8a:in$~ ;prov1'ding'::addie:tor.a];-: 

service,. and the other witnesses spoke of·the necessity.fo1:-:::such 
~ .......... .' .• ,,' .... ~ .. _ • • 1' ,.,.,. ~: • 'tl ... ~. '," ",' '"' , ~ .... \!' . , 

servi:ce for Sp:ln1sh,:'~:Kore:m.,;::::::Japanese",. '!hac!, and Tagalog;"spealdng 
persons' -wo':areUri3bleto: s:peak:Enilisb~;"::'::One: Witness?: stated that 
in the SoUthCrri' ·'C:ili£ornia.' ::.trea -::there '-aTe' 70~~ OOO,.)(arean~Amerlcans 
and 'many : Jap.iUes"e ; :'~cn1riese:';" :Thai ,~' =,axld' : Tagalog-spen.1dng{;F:t'l'1.p.iuo 
pe%'soni ::wtlo ',: dO'~ot~':Spe.;J;K :'Engl!sh :we 11: enough' ·:to;,:;enj'oycdie· use1t>f 

telephone serV1ce":~s:':We li,:-as"::Engli&h;.;speak1ng::~pcop1:e .. ~ ;~~,:One<:w1tness' 
spoke for': Jap,anese ::semor e:ttizens;::and'~s'ta:ted ~::that<,there :;~:'::;' .~:.' 
approxim.itely :13 :OOo::jri:panese':intos",ADgeles':Counti;l ::of ;'wh1:Cll.::c' 
7 ~ 000 1:~~-S,. 000 :::-d~ :riot ' 'speax'>EngI1sh':fIueritly;:-, :;There::was no ~,: ~:t:: ,.'; 
evideuee~'a.s::to tb.e"~_ber ~:of '::.p'ersons'·;:wlio"':were:::uria'ble:''to ~pea1(~:c: 
ExiiiiSh ~-well ':enougJ:(to'1i13'ke:'use":of~'ithe:;teiephone '::sei:vice~s~)1:t~' 

,., .. v- .... ·,-..' .. ..... ~, ... :'*.,.I'-"~I, .. _, "., .... '1' ... / , ..... , .... \~ or"f.~'- .-"., ...... v ...... " ..... ". 'l"1'.,.1.~.;' .. ,_-...... ,.,.,. .;.. •. ,o!«- .'. .... " .... ,' a presenelY·-'exists. ,~.- ~ '.,.'.' ,""'" -'.'- . ".',J." • ,--,~ _ .,,,,,.,;:,,,,,:,"", ..i...,~ ;.c,-:- .".I) .... ~ ... ,{l'O oJ;'). • 

At the public hearings in Fresno:::on'~Febrw.iry::,4,.::19'76::1 
frOii":2:t~ q::-::p:1iC'::and::7:to·:~P.in~·~·::120w1tnesses:tsPoke:':tn favor of 
bil1ngQal':>serv1ceg~'for:::non-Etl$'li:sli:;;speak1tig people-;;'and!;t:th~test1-. -, , 

mo .... .jj.:';.;.e'·'::..:t·c"d to" S';;;"-"s" h~s"~!)k1no"'per' so'" us" ,,""··C' , ..... , :~""",,(",,-,-o "~'·"I''''t .... -:>,:> .... " ... ~ y~ r------ -~.".. • ....... ",," , ..... , ~ .. -.. , ' ...... ' '.~ "".~ 'i,. .1.4.. ........... ~,+ ..... .,.+, Iiwo. 

:" ,,' . ': "'At:the~"pub-11e:'hear:tngs;: ·in Sacramento ori:;Februa:ry.) '$;(".1976 

frO:il:'2-;:to.4::p.m:::aucP7'::1:0 9:'p~m7;:~::HeZman~Si,l,;las:;;::Direc~or.::of.::the 
nepartmentofMOtor"Vehicles;':' and~"e{ght:7'ot:her;,;~ perSOft8:.?vgave'..):s:tate
mcnts-;(::-:: One~ person',; SpOke.-- 'against:; provi(i1Ugaddi.'tioDalc~8'ci:v1e'e;;

cwO';' persons:'si>oke:' '~lfsh,. ~"but';'were) ~'£')~na:,;spoke:lof'::th~need? 
for the telephone company to provide: 'e<r;u1pment):oxv;i:.;"reasOtiable." 

--·"miOUthly-rentarbasb-£or-de.a£-peop'le"-i.n-order-eo-perm1:t-them to 
. . . \ , 

.. " cOiiUxiciii!eate:::W:tth:ea~1()t:her::\and):1'lOt)':l>ei:~requ1:r~ to;:;SPeDd)t'from.\~ 
• c·!S.:;:'~~-.J~::)3 f';'j!,~z 
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$soo··'to'" $600 ':'for:'the lleCessar.y;~;"equipment:;~~;:;two;:,:.w!tnes8es;s~ke/~ 
generally:'to,·the"need':'fo~ b:t11ngual:'serv1ces. for'::non-EngliSh~,:,,'::~~~ 
speatd:.ng'people"and four: spoke, to the' need.~for,~,such,:::serv:Lces!":<:' 
for 'uon-Engli:sh'-spealdng:, . Span1sh~speak1ng:' persons; .': :.:., ;"::':"'~ ,:;.':: :': 

, At·:~ the., ·publi.e:: hearings:· in:-::San Frane.isco:: on ~.FebrUary::', 6:;; 

1976'fr6mt to"4 p"~m'~~; au<f ,1· to 9'~p:~m-';"::and:'Februal:y ~,~~1976~:l'at;,;,'::~~ 
9':'30: a;;m: :,'~ 19'"':W1tness"es" :spOke-:ln'.' ·favor"of·~ b11iu:gual:: $,erv1ces~,atld 
one witness' 'spoke against 'sUch: s'erv1cc~.::,':S1x:'of;:;,the,~"w1tnesses'~~,,::: 
s~ke t~ the '"need for: sUen ,$~ce·'.£or>:Ch1nese-~1d.ng persons; . 
three-'spokE: ~to':1:he .ueed~ 'for. such:';serv1ces~ ,"f'orxagalog-sp'ealc1ng; ~':, 
FilipinO.' p,e::sotia; ':aUd the' other: ten' Witnesses.',spoke ,to'.the:~;need: 
for 'sUch, ·s~c·es:· for', Spatdsh":spealdng':peop'le .• ;,~~. 'A;::..representati"\1e 
of"'the Sari Frtmc1scoPoliee::Dep&rt:ment :te8t1f{ed .. to::the·need;~fo~ 

- mult111TigU3l . tel~horie:serv1ces~''1n' ~emergency' s.i:tua~ions'".: there-. 
was:' :testiiliOuy . tl'iat'64 ,800 ;' '~r: 9\ ·percent ~,of.;'d1e:. :popula.t1:ou/of: c'~: 
San' 'Francisco', aTe :Ch:l:Ue&e.'·41'ld.' 55- percent~·;of. these' P.o-:ll0t· :'speak::: 

EngliSh; ~·t:bS.t '3i;'OOO'~'~"or '::S;5~percene -':of(,the ·,populat:Lon-:of~;::San,~~:: 
Francisco are Filipinos. Ie was stated tliat:,even' though: there<:"~ 
;'re-:rDBiii" ChmeSe:d£ai'eees:;·':d1e Ch1nese~'~laDguiage;\;"As :::writteu, is 

UnderstoOd ::by all'::Chinese-spea'king :,persons, woare :'ab1.e::t:o read 
the' ctdD:ese 1a..ge.·· "1.'bere'was·' testfmony ,~,tbat,~' the ":Chtnese ~,~: S :" 

NeweOmers·:'AsSoc1at1on';of'·'Sall"''''Frane18co:':sPent:'$"25;:OOO.~;b;;19'J4-:,:1n 
an effort to assist 3,300 Chlnese';'speald.ng people attempt:lug·::t~ 
ma.ke·~eleph~ne': calls': ", "'11\ei:e:·"waa::.a18~,'tes,t{mony:' tbat,'\there are' 
probably 'mOre',; tbail·: 44,000· F:£11pit'lOS ':[.1\;: the·, San Francisco:' area~~ ,,': 

, and~<thit' :more- thaU'7S "pereent~:ofw th~se::: personBc'have'1prol)lems ,,' 
, : exi>resstng themselveS::'i~En&118h~~'; It; wa-s:> s.tatedS: tbat::, ,there-' are 

,", .oN' " ~ .......... "1. ... ... "". .. " .. ~ , "' ,...-' ' . 

. i.! SCR.'36 3na;:',th1.a 'OIl do:not~;:;"but,:SB. '823::~(~eeDe),~,may:-~enc:om.paBS' 
this issue; however. the ComndssioD. staff, the Department of 
R~"\b111tat1on. aDd Pacific:' have discussed tbJ.8, problem on at 
leas~ two occasions. . 
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. I,? ',' , ," 
mtm:y:F111p1no:::ltmgu.;lge-::.dfal~ts'::>bu~"l''l'aga.log i,S:'lby'c,~a;o~1;'eo~o!:~c~: 

predom:[xum.t. ~ (.T.le':'e was ::.llO';.evideuce "as, to::"wha t-,.percentage ~of (, ,"'.', 'r, 
',,, .oJ. ...... '.t-·· .... _ .. _ -.... _ ft,..1t/t , .... , .. , '., ..... ~ .... \' 

the8e~,persons,:-::were-=able~' to use the~).te;ephot;1~ ~;h~~~o~~;,~~~¢:~: 
assistance. Ie-::was\,stated::'~,t.:::the.~,~,~p.O;:;f~~et,:~.~~~s.~,,::o~o::' 
the·"'~197o-.·eensus,::-.and~tbatther,e:~ar~:no:W..; . .62;,9.99,;,:~~~p1p..~s ill the 
San:'Fra:lc1sco CtTea~which-:; :lneludes San· Francisco a,nd..., the..,area:"'i.-:t;-

" ..... .. ""i., ,"' ... ' - ...... ~J. __ .~. ,,,,,~,,j. 

surround1-ag'; SIln.:;Franei3co ~ ::: itlCl\1d.1ng;,:,~k~~ .• :.:>t;~A~gh!=y-~~~~.p~!:< 

eeut.:of· ,F1l1!?inoS::,use::l'ag3:1og,t4s.,:: their ~t.t;~.~, t~~.';~~)"':::'::'~"J -:,.:,,:~ 
. ",' ':~'.: . :'Ae,: theo"puOli~·lleaX'.ing;..in:·:San.:~()Se:\~.n !~~~;Y \~5i,,:;;:1,~1~ 
at:. ,10:30:. a·.,m..:~:;~:two v.ttness,es:::~spoke.aga1'1l$t·)il~· ,s~ces.;~ .. 

-. . W ... ~. ,..... .. " ~,.. ..... '_" ..... ~'''.:'.'' " .... ''<!>i' "" ... """". 

one . 'Spoke :to the' :sub<j;ec.t~ :0.£: th~ ~mmi$s1onuot .p'rovid1ng.:,.1n.ter~;.. 
... •• • .. "" ," "'- 't, -.' "'~,."f' ....... '.'." ... ., ""'+"'~"'.''''''''''_"'' 

prctersfor·non-English .... s~ak1ng: :pers~~, ~t;(~~:,~~~~~:~~~ :~e~ 
ot:her· :four: '.&poke:,:in ,favor :of); b:11ingual., ·'services:y ., .tbr.ee."test1£ying 

, "" 4'"- • ..:1.. .". .... _ ",. '" . ," ~ ~ "" ".', , .......... 1 .. ~ .. , !I~' V 

as' . to" t:he ... ueed:.'.£or Sp~h~speaking.,p~r.s.OZlS-/,~~o.~e ~~t~~~~~~~ C!ed 
for ·:Portuguese-spe:.:k1:2g :~o~-:: ~~ l'h:i~ cl:as.b)::wi.;,!l-~.s~:~~~t:.~~\::;t:~..:.~: 
there 'are:mauy '-more Portuguese: in: ca:11f~~.~~:::,t~. ~s..;,~~~~Ep.te::.<:,1;. 
real::I:ze ,:beeause' .. :..they ::al:e -::not .rCons.idered ~~atel"y .~en, .the. ~'., ,_ .~" 

. .' ~" .. , .... ~ .. "" .' 'I. .J.... "" (' . .it ... ..,. ~ ;...;.~~ .... .." ......... V'~,'~01,"\."';. 

Unfted States. eetaSUs:;:is t:a.lcen:.: ,'.':.~.",'.>! :"~,_ .. ,":. .... ~"'.~.', ... ,, .• '::_:,-:: ... ~.", _.""~ 1._ .. ,.,., .. , •. " 
,. - - --- ~ -"'+,,-- - ..... , ~ ..,., ..... ", ... ".,."..,;!~'; .. "-.:;:.,.. .. ',:I(~ ~~ 

'~ .. ' . ,~;:~ : ::~:"At ;.::the '.:,~ub11c,:.'heari;.D,gS, ixt "Santa.":Sarbar.ar)on",,Feb~ ..,l.1, 
• -' . ..... ~ '- --~ ....• -... -~, ~_.~'''"''''''.fO., ....................... fIOo, .t, ......... . 

1'9.76 f:OC1:Z .:to-:.4. p.m. ;;all.cl-.:7.c.t:<?'::~~·~':P,..~~r ,:;~t1~ ;:P.!%'!~~ ~P.,O~~~~~~ 
sdditiOZlal::serv1ces;::at;d,,:.,the ;,",oth.e~\.,;13~:Sp'oke .. ~~~\.~Y~~ ~.;~~~~~;n~ 

s.erv:tc:es;,:andGthe::ueed~·,~orcsueh,!";s.er:v1~~s3:~oro~~.~~!,~~!J'p~~~"I":):~ 

.. ,",:-'~; ~)'::·)::::,At,=,1:hevpublie~:-hea.r1ngs<,1n.·1Sa.~Bernard1no .. oD,",March; 2"" .. 
.. .." "'. ... """ 'r'_, ..... ..... _ ..... , ............. '" .. ":' ........ ..,;;'I0Il' ._t." , ..... ,. 

1976'::£rom.·~2:-.to~4 p.m.-:.all.<k;.7 t:O:':i~C:P .• ~.: »O:~.: ~tp. .. ~~~e~E.!S·~;t~~?;~ 
as tosthe:;need~;.for::,bi·l1n,gua'l:::Sc¢~!!S:;~5>~~~~-~I?!!k!~~~ile, 
but one<of:.·.tb.ese:.~tnesses:.st:a~~~.: ~~~. ;~~.~~.~~~~, . ~~~~~~':r~~for,' 

---a-11mit.ed~-~ime-only.....to-giVC-:1Oll.-Ex:gl:ish=.sp~1dng ..... Spl(Q1.~!:'l::s..e~~, 

·'.persons:·an:·.opportuDi~:to ~lea~:~~~:, :.t.~~ ~~~ ~~ •. !!~. ~ud·~ 
~,:':'~.:';::~:~;' ~:'~~: ::., ;:.:;~ :~.,~: ;:'~.:: ... ~:: .. ~: :~ .. :~::~~::-;'O~? ,", ?::.:;; ,,~")\:'~wo:: • ;~,';;,:~t:l.,;!:;:~',·· .. ' . 
.... 4. ~ .. _' _, .~,\_ .. ~ .... \.,,,~, .. ·~,.o .'.J •• " .~.~.j::< ..... ~ ..... _~:...: -, ...". ,P"i' "-"'J.~<:'" ~~.~~ i/'ItI51.A.. ',., ..... ~'_ ... ~ ,...I.,...~" .. >y r-' 

~, .,., .• 4'.,,.... .. "'fI __ Wt'''''''''~'''~ _ .. ~\ .... _,lt. 1(' ......... _7.t ... ~Q~~.,.._~'~'!JJj " 

,... -10-
-<,-

111 ~C:.~,\~2$~~, O~f'Jj"= =eJt,~:" 
., ."1 

',. , 

··a. 
.~ . 

··a·· .,." 
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.. ,,", . ,': At ~the~:public_,hearingS:"i'D::>;1l~1~,:)on:;March:~, ~9.Z~:?t1:~ 
2 to'4~p:..m.· aud':1.)to-:9 p .. m.;·.t3::w1t'Qesses:;::test1f:[ed,~c,.~O'btli~ )'. 
need for, '.bilitlgUal:: services~. for.::llOn~English-::speatctng,~,:~spa:I:~isl1:::. 

'" . ~".: ','.: At·: the. pub11c-::hearlngs~.:1n El;.:·Cen~x:o:-(Jn.;:~;el?-.:~ J',., •• l?Z~: ,. 
-£rom-2: to:4~,p~"tI1~::and 7 .. t~:·9:~·,p::.m~ .. ,,: .~he.re~.)we,:e.;:n~,;~,p!,=,~.()~ .,j~:;:;:.:"':>~ 

present)to-make~ $tatements.~.coneerning '~hel ,subj~~~ ~~t~~' ~,~ ;1l~ 
011. I~ .. ":':~~~~:'~'::"c\ 

" , " , :,:. At,',the" ,publie,:"hearlngs:: 1n':'Sa~ Dieg~l~n:::Mar~h 4 from 

Z :-to '4,; p~m;." and .1:. to> 9: p.xxt..: and:~March:·;..5:,::·:19:7.6 a,t: 9,.~~t,~.~:,·/·:,;:,::: 
~hree·. per5Ot::S'. :spolte:: 1n:,favor:;.~f~-,b11itigual·.: ,s~c~; ;f,or:,: n~:n,.~ .:.:: >", 

English-spea'ld.l:g" Spanish-sp4"..aking: ~80~:: ,and·.~ne>p,e'r~~.:.: ':. ':;':'. 
teSd:fied' t:hat·,i.f<the· 'respondents" .employ~·p1,11ngual~'~~8ons . , . 
it:.< ~rder 'to;' provide :such·se~~ce.::thcn::.~s~ch:,p:e~so~~':~h?~ld;,'.~.::~, 
paid extra compensation for being able to- p'roy'ide:;:.th~:~a~~,;-:~:.:,;. 
tional ~l:aDguage"sexvic:e -.. : ..... ,,':',._, ... ">."" """."'''.,~ ..,,,,, ... ' "'"... .....~. :""",, . 

, ,,,~ .. ~,":' ' ~. '. ""~ ~":> -.:.: ',:"~ . ."~:'::-"~~ :,~:' ~;>~ ,. "~'~ :::'::: c'~ r:~'. ,,,.,, 
Some' 'W:[:ttiesses: "testified tmder' ~oatlY· and:-others' made 

'" _.:,"~ ::";' .. J :~.~f':;'; "~;'<''' (;i ~) J.'~~: ,\~:.:: ;.: .. ,': .:-~ (:. .r:J • 

unsworn statements~ and almost all answered questions on eross·-
.... '_.,.." ..... ~: ...... \.~"" ""', ," '.,' ., .... '~ 'J •. " ... _.", ... ~.,. ••• : .. ,' ....... ,.. '" ,. ,tit .. , ........ 

exsm1Mt!on •. ,~"Some: of,. the ::w:ttneSses" 'spoke-:With~;"the -:a'ss1stance 
_ oJ' .. , - ..... '" .... ,.",..,,~~' ,< '.. , ...... ' _r •• ' "," ',..... '~". " •• ' •• ,,:,.~ ' .. , ';';..,,.,;,, ~~~ .. :;' If .. ~;::;'4·;~ .. ...::"·.:~,r:: -c:: 

of an interpreter.<:': ;, ~'.:" :~.-.:~;'-:".; ::r:"' :,'':'~<'''' '\':1r .":"''''':1 '" .", "i.'-:.~.~~~_~" 
" ., ,. ~ ,. • _" po _ )." ...... \0.0 .... .., ..... h _ ',. ... ~ ~ 

,'" - :':E!&ht'~.of, cthe':PersoDS:'·~,oJho";iest1f!e&(or~~,m:ade statements 
.. • .,'.... ,,,'... ~:......:'::" i u. .' "",,' '., .::: .: ~ , :' .' ,...., I'; ;I'. ~N .. " I'" •• '- ':-. " 'I ... ,:....,. ""' '" ,'r '~:'" • 

presented viewS' in opposit1onto 'the ·'1iUplement4tloD. 'of·b1l1ngual 
__ , .... ". ",_'''''''_ ..... _.,~ ""." ¥ ' .' ,. I _ '. • \' 'I' .. ~.,' 

,telephone, ~serv:tces.: one" of (the :sentimerits';:tbat ·::seemed\to under-
••• " ,,',-, .,' .... \,.« ~~ .... ,' "~"".'''~'. _._<''':'-f'';'':'~A/<Y-':;'''''1~/'''~;''''~''I,,:':;:,:III\~~,-,-;'.,), ... ;; '.:).;~:.;; 

lie their .·s.tatemen~:·1s<::that :manY.~:Amer,1c~:,~e;::;~.o::;this country 
as non-Eng118h .. ,~peakers~ ,and'·no. specfall.8.nguage se%v1ces·· were' 

, '_'" ,""_ ,',,_' '.".' '.'.':: ' "~,:,~:; ... ,~,':"<',:;,;:j~";'" ·'"·:~~.; ... '''~'"",::r; . .''::':''' ~"! ~.,":\,', 

esta'b11shed::-to :eater:'.to tbe12::~needs .. ~::Some .:,w:[tiie8:ses pointed' 
out that ":];y.:. ~ff~rttlg,.biii~l:: telephone~=s~~~s~;)~ather than 
eneoura~~.th~·~~n-~lisb.:S~ldD8:~:: tc;;i~~~~;ED&{i~. we would 

be perpetu8.tiUi~ tlle:ueed': for~;'theseserv:tees~·;'b~; furidsh11lg a 
/ •. ,.." .......... ;,,1 .. _ .. , ..... < :,""",:.":",'",1,.,, " .. ::, ""'."0'':'' -~·n"·."·',\ .. :' ~-":J ':~ N\ -""~'. ~"\i""""'''''''''-' . 

commun:!Lcat1.ou: SYS1:em~'wh1ch:,.they.:,c~d;;utU!%e' ,in:,,:the.1r own 

,:" ,,:~ ::~::;::;,:,~~:~t,~;~~'~:~~~ ;~;,;:~ ;~'f}~~~~. . 
!.~2.:':):";":?"~~:'~_C :2,t.L: ~;.::O~:.::. 

",. -11-
_" •. l .

, ...-" ... ~ 

" ....... 
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language ~ ; o-...her:":W1tnesses:: expressed::.the::.thought.,:::that:. there is 

a t:1ee(F'to"'~1tlCrea8e···';co:n:Dun.:teation2oetweeu persons!bof div~~;):" :~ 
C'UitUral·:back~oUt:.ds:;'7~:.·These;·::witnesse8~fel:t;';that.::b:tltngual ':):")~.:,;:,;: 

telephone services would <!iscourage the learning-::.ofcone;;.language 
thae':would. ::hel1>;~c:rea te:·' this c:Omaxun1cat!on~: .l.!Dk.. 'x;As:one w:ttness 
stated, "The:''bes'~~~way<.'eo:~'keep usr.Utdted::'·is t:o;:.insure~'t:hatS every ... 
one of us::has dle:~ab11i.ty :to::understand:.a:n.d::·be,-;unders.tood--:by:~"t:z~ 
others. .... ::; <) 

::::;.-::: ' :':Otlier~rciisons ,t1ven'~ for::.opposUlg.:,b:t1ingua:L\telephone. 

serv1Ces'~' .were::' the potent1a.l?'of·: addi tj;onal?'coses: :bei~ bor:ne,b~ 
all 'the" r.at~a1ers':;o:·and:~:s'Uch: ·skiVic::e':"CV'oul:d:: p:rovide::;a-ss:l&tan~:::; 
to all.~'{J;·~-.3...A;~ar';x1~lMft<:"t':"'U'.,.#>-"; ''''~:'''I,,,...t:~,._~ ,- w,~. , ..... ',,,',, •••• :, , ...... ;.:' ...... ,,":" 

J..~006Q wu.v ...... ,'J>. -o~·J>."'.J·'.I.l.4 '~'J.. . ..&;,1;\,1.10~'."', •. ,,<, ...... ~ ....... ,.,,:, .. -, • .' .. _~,-' .......... , ... . 

" •• - :;:~ '::cenerally~,~: (thc:-·,ev:tden:ce::presen1:edZ:by::~tho8e.!whoi:xec:out-

mend~' ·4dd1t!ociil:·bi:tingual~,:s:erv1ces.' ~shOwed ~th'er~e~d, :fOXJ::s:ucb-:::,' 

',.,-:"' 

• 

(1) Iu order to ascertain eelephonC).:nambers:\;e!:t:her ':;,-:.i7,:-~:~ 
,.;:'~' ":-:-:: ,f~;:.the~~elepbone'book .or, .from, "d1;z::ectoIY, ~ '.- a 

assistauCe·opera:tors·:·-·~- "''- '" '~-""'~~~"~''''.W :;, ... 0':' ., 

, .. ':: ~:, :'. ~ .. ~ ~", .~: ~>' ':. ,.: :',' ",: ':~ :~I' ~~ ::.i,~ : .. !),.",",':;::' ~,:~ :,: :.:~ ;' ;,~ c~::; .. : .,:'., oI;::~:~,~ <' 2:::''::~~~:;':1':' .: .~./.,:'o:.:; C~V'I"" ~~:','::,/ 

~' .• ':;.' .(2) .. , ~o ~pla~~l~t;g".~~.~.,,'~<l:,u.s';'t.es£,ee~a.l.ly p~rs.on~~,_""~·,,, 
to-person calls', calls that 'could' be·~d1.a1:ed'·but·'"···''''·'·''' 
the telephone operator would askthe:·jt:ei1:ephone: :;;:;.. ;1:-

. .. • 7 number:.:o~,-;d1~:p~so_n-~,.~he .,::~leph?~e.~call. 
, . and long d1st.'mce calls from -ce!eph'one 'bOoths. ' 

~.,' .. . ~. -: ~;~J;~ ::: ~ .. :. .,J~I::~~:.! .. ,: '=~:,~~.;: ~:I ::"<;' ·o=.:' .;~_.~.:r: ,:.f 1~~ c,:--~q.~J !'::: 2: 0, ,~\.\.:r~.t~'I'.r ~~!.)::'-:.r,S-' :!\:,~' .. ::\~ 

;. :.: (3) ..;:In.·s.itua.t1~%lS;.~w1?-~r.~,?th~::b~~li~ 1s.,,1;n~0.~e.c:~ .. ,..?x:.~.,. '~"'~: 
. . . '. the non-Eng11sh-spea.'tdng person seekS-to'Mve~th~¥'''''' 

. . '.:.:. :. ~ ;;i.nsUill.at:[01l'::01:":~:~f r't~lePh01le~~ipme'Dt:~J,--;:;::\'::':~ 
." ~"",.c .. ' ; ,>:,~~ ".,.-"'.-.~.~~ r".~"'" J~":.'.~:'~:~.~~ : '-:;':-\,1".",-",,. I...-J""'I~' ::....~ .. ~, "'~'·.V"~' .• ''''~'''''''' ~y. .... L_ ........ ~~_"'r~""I- '''I '" 

v,, (4).~, Incm.erg~y s.1tU.rinons ~~~"t:he~'non';''Eng118h-' .......... ,;" 
~ .' , '.... spea'k::Ulg"'person has!~eed-;for the-::Police:::Depart=t.',::,: :."> 

.. ": .~ meut~::.E.~~. ;Depa~~t:p ~S.heriff,... hosp~tal, .• or.> r • • ;.r "',. ,_ 
ambulance se::vice: In-s'Uch··.a~·situat!on\.lmany""'~·'·~·i -,~<,..' 
~'wituesses,··test1f'ied".-:tha.t-.tbey.?believcd":t~t:::.~he:.:,;.,::".:7:;' 
telephone-;company ~d;.:.an..~.o'bl.~~.~10n_ no.t" o~ly~.:to,":.~, .,~. 

. provide them with the telephone' ntmlbcr'"of'" the".,~,,,· "''v 

.. ageDeyUxVo-l ved,,:'aud::' eouneet::·.tbem;;wtth: that::: .:~~:.:::; ':';~',~,:;,~,::, 
agency,. but also to translate the message in the 
event that there was no, one in the agenc:y who 
spoke the language of the caller. 

, , 

.. ··--12 .. 
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... '... .",' - e...".. ~', ..,' " . e 
" .. .. , At -leas.tJ;S w.[tnesses:~relatedl:,exper1enc.es where:, .. unde,r..... .' 

"" '. '_... ., '" ~ ... ,_ , ~ •.• ' ....... ,' ~ .,< .~ ....... '~I ....... "'l .~;",.. ,".' ...:.~ 

emergeucy·s1tuat:ions:~ihey::·or.~:other.:,.persons<·.weret1mable .. ,to·~use,:.·, ':." ' 
, '''.~_'''' ._ .'-,. •• >.. '" , ... , . '. <~- ........ _'-. - ..... _ ..... : ..... ';., -.'-".,-" ..,~C~ 

the "telephone' operator:: to--·reach:7;an·.emergency<:.agency._.,~ _ ..... , .. ', .. ' ... , ..... . 
• .. • ,~. ,., c .. I. "'~'" _ • __ '. .. .:....... ,~,~ -v .. ~ ... ,j 

' .. :. : Certain::witne8ses-~;who::: testified or···mad~ statements: did., 
,'.".... " . • "" ...... . r' ...... """·~'-'·""""-I'4 .. I· .. ~.:(,~I\'~ .• 

so iu:behal£: of, ,'Or: were assoeia.ted:"'Wi.thJ-:~· the:)_fo~lJ.~w1ng orga~~,-<~ 
... , ... "t".. ,. •.•• ~. _ .11.."" l .. < .... ,~) ... ~ 

t1o~;:'" .. Ma:nueF R; •. "ne:' 'Ort'ega:~ a-:.professor .at,,: Ca.lUomia..: S.tate, .. ",. . 
"' - r' . ", ... ,. '-', ;' ,~. _ <I. ~ _., (~ • '" • - .... '" t. - ~ ........ .4 .:. .......... "" .... ,.... ,t ... ,.,. , .. ~. :~ :.~ 

tlriivers:tty' a.t' 'Los' Angeles:;,;.Ma.r1a;,Elena::,Y:epeS:i:: 4;{professor,at .. " .. ~ . 
• ,'''', .• ,.... " ._ ..... ,... " ... - - "'~ .... • , ..... ';i ., ·.f'· ..... \ ... , .. • ... , ... \,', .. r 

Cal:tfornia' sea:te-:·:Un!vcr8'i.ty:.~at~.Lo8~ Ange:les .• :: Ruth-r,Suzald.,: ... co.n::- .. "'" 
" ~ .... _..-... ........ ',,~. , • • ',,~ • ,. f .... ,~ .j ...... ""i> .... .",.." •.. ,~"\.~( ..... _.~ ..... . 

"sultant' ~I.os;·, Angeles: .. :County··.·Comm1 ssion ::on-:Human:-;Re~,;l:,~~;" .. ,. ~ ... ' . 
. ,_~ ..... ,~" •• ,.,' ......... _ " ' "./w,,J' "A". ',., , 

Denn1s"Mishikawa • .'''·coUnsel ·of.·:A~dan ·.aud.:Pac:tf:tc Organ1zat1ons~~a:nd ~ . 
.a.dm!"nist~ative 1'~'ss1sciut':to SC'Qator~:Alex~.~.· ':Ga~~~; ,;Fdh .. ~t·i~~ez. 

~'-,. ~,.. ,"~ .. ' .. ",. .,.,,( "-' . .,./ ....... ~' ..... ' .... " .................. ,~,:...,.,.., ' 

assisunt professor of Journalism::'at:C31tfor:n1a State("jUniv:er.sity 
• :' ,.. ,I, . • ' , '-"", .. ~ , .... ~ .-~ ...... I.; ."If,. f'o..,.' 

at Northridge; A.ndres:':'Hernandez-, Communityt.Servie.e Organization. 
Los AD8eies';'R~salio"~Munoz', commUn1ty::organ1zer.~,a~:., tr~~;~: :t~~ . .' .. : 

n. ,'." +- •• ,'" <~ ,,'''' • ., ... , _ • " • ." '...... ', ........ ""~""'~" • .J .,.,,,.', ,_1'r .• 

p1:edom1nantly Span1sh:';'8pea1dng~c.ommr.m1t1es and~:now;) worldn&-.,i'Il., •... 
Utl~~iu" R~ight~:;!·JuaUit3;:'.peria l·the" .senio:r<c:lt1z~:':. ~iub:: 1~:.th~ 

.. , ... ~. ,. '. "', "H, e_.... I.~'" ... ;. ;'" !~<~{f~"/'':\.,:'",,'' 

Uueo1ti·lIe18.hts"irea~::'·a-lI:'of Whose;1ncubers.':·6AAak ;~~h.;~,.S~eo~... e 
Yoshi~;~ :theJapa~eS·c;··Comm\m1ty.:scr.ior,.:d.tize'Q&~r,.and:th~'.:i~~;;~e . 

_,.. ., _ ,+ .. ,'.. ... " ._", ,.~ ......... ~.. 'i'.-I- .,_,,~, ~.~.). ,1L~' • .) 

j oint.': 'counsel11tig,'center{ ~N:tchc>l:a.8.·,Va lenzuela .~.c~nsultant~" for_ .:the 
, ," _. ..• • '. "" ~... I!, -- ." , .. ,~,.I', .. .1 ... 1., ' .. r~\oI'\o..oO 

East 'ios· 'Ati8.eleS ... ·CO·m:utdty :Union.;: <the .'East; ,Los: Angeles- ·cominunity . 
~ ~, ~ ~ -( , .. ~. ' ............. ,., ,~, ,,' ... "'4'*'".j: ..... 

cOlleg~.· 'and--theSoutftWest ·NetWork;:Dora-:COnza.:les.,;· ... d.1rector: o{~. 
Mala1:a:: ~t:[.::poverty::orgari!Zat:lon,; cFreS:1ocCounty: :·'EC~~~~·.·oP~~n1ty 

.' _, "'1 ... • .•. " ...... ", ~.' • t .. ' •• 0#' .... ' 

C_:[ss1on;.:Gr~ce~:·:Soits:.·:eoord1nator. of;:,.'the=.legal::d~partment_fo,r 
the United:-Fam'vlorkers; ··:,Jul1o.: Cesar,:: Cramajo; ,:·co~wrl.ty -~;iati~'QS 

... t. .', oA- • ". _. •••• ~. " .' \ .' '. ~ • ~ • ,"~. ,_ ... " ".' ". ~! ... 'l.. .... , 

eoOr~tor for.- Greater'... Ca11fo%n1a..~ Edu.eat1on:~C)j ~t.~;.~~~~e;." ;;:. 
Lucero'~ staff~·attornei·forFreS!lO~·County::·:I.egal:,Serv1cea;r.Mar1.e_ 

- ' .. >I. ~ __ I., .. ~ 1\ " •• , ,', ..... ~'.. .~. ~~ .. 

Gomez."home':",school>l14ison.:for··.Fresno .C1«~·:Un:l.f1e~.:School~ ... ,." ~,,<* 
__ , " _, "' ... _ .. '. r'." ,_ ... '" .. " .... ~. ~ ... ,. v ....... _~" ... n ......... '. r''''~' • 

Distrlct"'aud Mexicauo$' UniClos::· org8n1zati'OD ;',;,.Max::ta. .;.X,i-lla~ndo.. ,;, 
hOttie~scll~l~ ··1~1son":empl.oyee·of; the ~FreanO':,;Unif:ted, .ich~Di.trlct; 

." ~ _.. .... ,. ' .. ' .. ,....... "'_.,.tI."-· .. nfllw,·,,I ..... i>«..Jo;.,..I . 

RexmaiCSnlaS ;;:dfreCtor: '':of:~:tbe,Department :~f ;·Mo~,~;:.:~~~c::;~~;)::': 
. , ' . 

........... • ... c .. - •• 

\ .......... - '~ 
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-.. ... . , , ' , 

St:evc"'-Kemij':C~' chief ":of c':t:hc:;-eranslatiollS":4nd interpretations. unit .. 
~'''I'I',' .• ...-f -.,.., .~.<..i .. ,,, _"'. 

of the':A.gr1~i~al~borC'Rclationsc'Boa·rci';'I":Louis';Contrerasl';'execu-
'" ... t .• '··,.' ... __ .. "Ii"t.· ...... I ...... ,v, .. '...JI.. ... :....~,I' ... ~< •• '~'): 

tive director· for>the·::Mex:lcan-Amer!c:a:Q:::Conc:,i,l~~.of;.,Yolo_:¢ountY;·::~. 
• • .", r ~" .. , .~-" ~ ..... " ... ;//'0...+ _ . ...}t.,. ,.i',..1 ..... ~.t;:.,..." 

.John, R1bb3..rd~':: a ~tirCd engineer., for.;,the~; S;at.e,>;'~~I?~~E',~~t of, 'Water' 
Re~ourees'~ =wh~'··~s·~,tost:: 9S.<,percent':.of:;.h;ts .hAAr1;lg..·and;,~has;;~e,en. , 

• "" .•• ~.;> _. .., ~ - "' ..... "" , .. ~", ..-••• ","l.'.~.,..... ... ... toiIo ""~ ',,>< 

unable' 'to:;hcar':'3!:ee: the ·.age2:of:,",Six. ,r.ep~e3~~~tl&the .. ,hearing,.~" ~.", 
.,' •• ...,. ...., -.,.~ ..... " " .... \1:..... ... '_i.V _..". 

impa:tred~'peopl~' 'of' the:':c:oril::nul:ity ;r . .Rieard~, A.r: ,Callej o~" eOUl'lS.e 1, f9r 
............. ,...... · ... 4 _ ..... ~lI _ "," ~.,.. t ..... ~ ...... '- '" .................. :t- ~~""_IIoM,:,,~~\(f_i.·~~l.1. 

the Spanish" 'Spe:ald.~: Surrwned:, Polid;ea.1I·:,~~~:La tion,.. ;;In~.~;.,. ,Henry .... 
... -. .... "' ~ ~" .... - ,.,'- ~ .• -\y. __ ,., .... 3.",,,,,' 

De%', eXeC:Urtve' director ,:"0£ .~Ch1nes~,:£:or,:Af,£1-rmat,ive; ,Ac,tion;.. _Captain 
." ,., .H'

I 
_ ~ \~... ... .... ,.. ..... ... I. "...., ... , ................. ;" ••. ,... ~ ... ,.,~ .f1 .... <i/", .: '-..." ~~ ~:,,: ~! 

GeOrge"SUlly ,.Jr'." :Sa-o. :Yraneisc:o,.:-Fo11c:,ei.:~e~t:mell~,,;; "\John~.ea;n~""" 
~'. "" ~r .,. ,"" -'" • " ... " • • w.' ... '.'''', ..... ~ ......... ,\ .... "' .... ,,~l.i.* ... ; .. "" 

, . lat1TloS >for 'Equa'I'"-"l'SleyQoue.'Service;; J.a.:-k,.c3s:!ord, , .. a, ,member' of, . 
... -'J,I'''" r •• "". :;... ' .-"" -, .fI.-"/""" • .,..·,- ... , ... ·.,..~',:.· .... :·j_+-;.,.,;.,·~.~.:~;,';.."JA:..t 

t'he'·seaff'of:the RUI.Q8n::,R!gh~s,:.Comm:L$s:l.on; an ageney,:,o£: ,the ,c:~ty 
... " ' _, ,', 'I', ~ .• " • 'c " c*-. '.. • ,. -... '''t. e -'- .... ,1 - ,,' .~ ,I ..... , .,< ~ :. .. ,~;,:.. \.~~":","'::'''''~ .:~j. 

and'''county·:o"f SatL"Franc::tsco!;::Po l'Tong,,::,d.1:z:ector~of the,. Chinese 
,,,,,, ... ~ .• _~,.,' . .. ';'.', ,.,.~, ... , . ....,. .. ~\ .... '(,·,~,\"",,,";,,," ... ~;"~:~.J,~·V~f ... :.: •.. , 

NewcOmers • : Seriiee: >1n:;:San,)Francisco~; Jack .Cheng,. ", Ch1n.:ttown, . .,. 
".;. .,... "~, ,. J' ",,+' ~ - • . "" ... ~ ,< '- >010'. • ~':"'\"<I..1, ~ \" '--."~. ~';'\:'):.;";;. :~J;:; .. , ... 

Resourceg' Development Cenecr:; . .-:.R.uth-, yee~".!d1reCtor ... of, :Ch1natown 
,. ,',' • , .. .... ",' • ' ....... ,/ -.. ~ ... '~ i.""o, i ~ ~ . " _' ~c· . r"'l ... , ... , 

CO~d.~" ~i~ren':s::centeT .. :lU).Sau, r.rat1e:1:~~.;.:,;~:t~;'j~~~~~e~~;:";;~~ e director' of, the :rn1pino>Neweomer.s\~ $erVice ,Cente~.,,Pu7:is1ma .,' 
,", ,~ '-A , ... - ,........" ". I ...... ~ Ir .'...- ... ' ",I, .. .,., ,.,. ..... .11 .... " •• : ... ~ •• .:: .. t).~c.:.lc. .. ;· .. "'" 

.~~;:a:,~. ·~:~-rstant~ :d~reCtor.'.,Of;,th~: Jlni:t.~~ :F:1.~i.~~~1 ~~?:,,~~~~ '"::' 
,~loymc:nt;·:~e"Iyn.'llynson,.~ :member),~f:/tb:e:~~d;.:~~~~t?e:g!S~;:,~~:' 
U~t~:~~1~~1n08" "for~ EquaJ. ~'Em?loymen1: ;'::J~S;,~p1;::~~~ ;:~~~~ ~~~ ::,~~:7~ 

, for the -Elderly;:. ,. San ':F.ralle1Sco;::r.Ba%'bax:a._!,,~.<:.~a J; .. :a~n1s;:;~,t1~e . 
....... ' ''''' ........... ,'" • '._ ,,"-> ,~ ........ ,.,,,, • .r. ... ~"""I\':,,~ ... ~';'.jl ...... 
~ .. "8.ssiseatit··to :AssemblyWoman';Leona;c,Ege,land,;, .• W:tllia:m..:aa8t:1~s ,. _,. ., 

_. "". ~_.. .'. • .. ~ ..... ,J ....... ·- .. - .... ~'.A~·.,i'..;, .... ....:.· .. f .i:.!1-.. .;.::._'.-:':-" .. 

. direc,:or-=an,ct,.:'staff·:coUuse-l of=the'b!.egal Defense"Center of Santa 
,I _ ..... , '. .. .., -, ... ~ .,. ......... . ..... "-I>J.-I,\fIJ· (';-. .• :0..,;.,' ~ .r:";;'::~;:A,;f~.J 

"kr~~a ,.:~Ine~:;:~ablo :"B\1Ckelew;:.El~Cone1~1o)~~~~~z.4.:~,~.=~::C. ::r<= 
AssoC'1iit1on.~; of :MeX1ean~Ame::'1can-:Educator.a.J ~ La.~JUDta .Directiva 

" ~ .. , .,~,,,' .",..' ... • .. ... ... , ................. • ....... ' .. 110, -v .... ~, .. ,j., .... 'f,::::t,.J(' .. ,~ 

de~ 13 -~n1~:rd8d- de),Ca'lUo1"lli&-;.: and -La: J~~->P~~~~Z'e- dg~ ~~XJ.1 
ColegiO''<!~'Sanea~·Birbara:; ·Ca.tarino,¥.a.nny:. So~ ,Communi:tY ... 

,,", .,. ......... ~.'" ..... ~,.... t... ' .. ", ,p ............ ':J.~._,* .... ' ...... ''''','''"p:~ -t('~~ .. :;',,!Ot(j 

Relatio'C$' 'COami"S"s!on :o£.":t.."e:!c:L~ ofj:Oxnard;:.'~l:lza -Gonzalez~ ',. . 
... ... ... .... ,'" _, " .. , ....... ... P' .. • ... .... ,'" .. " ..... .......... v,....... "-04'';,(;~ _:,,;..:... :-: • ..; ;~ .. :...: 

. "" Comaiu1:d.:ey·=Acti.ou:·-com1·ss.ton:'of) Santa:~<Ba.1:bara,.,.Count:y;. • .Ro&el10 , 
• .... • ... ... ',. ~ ... .'... . ... ~ ........ - ,,~y .... l "oi, -.II-.,.J. ..... r ..... ,\..·.~~ .. t';~:,"'~~\ ..... 1;O,~".it ' 

'I'ruj1l:1o;~;~u:Of ~~ ~x.iburc1~-Vasquez~<,Joe.;3ac:a-" * .. 
- ... " oN .... "., Mh ~ ... P" ~ ....... " ..... ..;.. .... ! ... <.,. ,,~~ :'::\:J., . 

,. . 

·e··· 
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A' 
;,;'~. :,:.< :';; -< .-.;~;:' ':;:'; ,.~ ;,"',1 ,,- """," ('~, ..... ," ," "'. " ';.,' ".",'''' 

a ~epre3enta.tive .of IMAGE~ Iuc: ~ .. ;. 'Mex1can~AiDerleaD.,':Gove1:DlDent ,,-< "\"'1 

~ " ~.r ., ,'~ ... ;.'~.~ .... ~ .. ,: ... :: ...... ' "'-::"':~; .,."_, ...... '~I ." ... ",.:~ " ,." "' .... ,L ........ , . 

Employees ;" .RoS,ita ,Armida' ~Zun1ga;' coorcli-na.:to~ O£~$enior-:c1t1zens..,/'i: 
~J " "" .. ,". ~ f ' ...... ~ ",., ','" " 'I'"' -''f " .... ", .', ',,',' .~\ .", ... , . ':'; 

at. ,Ca.sa Ramona,;. 'Jesse 'n<i:ra;' executive ~;d:[recto~ ::'of::.the-,;:community: 
. ". .",.... . ~. --,.: . "... .,,,,\ ,.'- ... ,~. ~. ......~ ...... " .. , . 

se~tle:D.en1:in~R:Lve::side;·jorge·ltLos.'pre31dent::;ofVIMAGE;.::David:::,,~.~; 
vand~~~~·.'; ~ vISiA'~~l~t~er:-a:nd i::·p.aralega·l ~ :-Commun1ty:,-Lega1~c::;: 
Serv.iC:~". o(rdve~s1d~': 'cO~ti; A~e11~i~:W:tck~~i:an attorney:>for~):.;:-: ~.::: 
~~tY.,iegal~ ~~~;.: of·'R1ve:'s!de:: county;·:;'Jane.U<el:ley.:,;:;· ':, " ~:.'; ,. 

~~l:l~lla·, va.ileY~: ~~~1Di~:s:?g:'Coci:teil: ·of.;·Soe:Lal;·~Serv1ces:;~· J.ul~:;:: 
", ~ •. , .. ' _........ .' '"", .:. • _, ..... ' _ ~ • .' .... :;. i6 "',.... " ,~ • 

Kalso ~ Progreso' del De3ierto';~' Tonautziu';; Ltzan:'a:ga,;::adm1Dis.tx:a~1y_e 
assistant, in the ma:lPO'We~ comp:onent";'f:~the)~Ch1cano-:,:FeGerat:f.;~n;~':';i) 

~ - " .... .. _.. ~ . ..,. .. ' •... ~~:" ;'" -. -", i' . < ...... "',," r~~'.r:, ," '. .~' -. ~' .. . 
Lydia .. Lopez,y~~en··'(o1ho Speak '-Spani-8h;":~a"":femin1S:t>:'organ1zat1oD' in 
Sa~ Di~;:'.and·i!~rci ::Oftii~" a 'f;i"~ld _yepres'entativefor: Sena~9r:r.) 
.J~~R.·Mi.i~s.:~.: .~,' .-', ~ .. : ~" ,. ~ .. '.-""~ .~: ~ ":":,: :;:,. ::~~:~ C::,::-';:' :.::':':':~:':.',;;",:::;'::-': ('.:,:~'-:; <.~ 

, V., HEARINGS'FOR'PRESENTATION ,·OF::EVIDENCE,·$Y. '\ ., .. ~.'.,.-,' ..... , 
. '. INTERESTED' PAltTIES,: COMMISSION STAn". ~ ,,'" , ... ,." ",'.' ','::, 

.; .. AND THE RESPONDENT 'OTll.ITlES':··'" .. '.,' ....... : .. <" -" 
_ ....... ~,.',.~ .. , ..... :._ .... '''I/ :,,' .. '~; ..... ,,. l''-"-'' r'" 

. At -the··prehear11l8:eonfereuce .. ~ i~:.,was,·,agre~d:bi.,t!,1~~e '~': A 
present. and au order was made ~ that the hea~1~; f~r tlie-;:i.nter~ ,., 

~,' '. _. r .. , ,"" r ". .. ,.':;: :"""\;:'~".),~~~J 
ested parties,"the-- Co=xd:ss:[Oll;' staff.,,:and~:the.'.respondent utilities' 

• "~:' .'" ", ."" _'" ......'..., " • ~ 'f' ~ 100', __ .,·,..I.,'"",,~ ... · :, 

to present" eV:tdence wou1& begin ;in ,gan~.:Franei8co, ,on .Maxc:h .16 and 
.. ", "",,,' .'" , ~ .......... ;,.' .... "'. ~~ .. , .•• ·h-·.."".,~,."I.< .;.;.0 ~~'II:'\' 

,c:.0tl~~~~e" "~~ ,~c~' '17;',: ~3'~ <19 ~:'·30';/:all~~3-1 •. ~r.al!cl ~1>.:r:~;.~\'::;.~:n~~~)~\~ .. ~,\~76, 
~'ne.c:~s.~~ .. ~" ., ".:.:: .. ;:" :: ..... ' .:;;:;, ~/"~:::; :.~. ,,:,::::~, :"t. '::J:' .. :::':' ;~::::~'; .,:::0 ;;.,,:::~::,j.:,.',l 

" .' .,'" "",~~" ~~~~:~to "the ·\preai~ing,,:'off.lce~\~~~. ~~~:~t~~.:t~·76,., 
Senat:o~'Garc:la' reqi1ested/·a:postponement .. of tbe .. C4se"forno less. than . . ~ .,·.r .,r"' ~.,., ......... ",,:.~ \;,i"'\",~.:;-",,::" " •• ",' " 

sixty days' ancf st3.ted:~tbat.· the,: reaSOll-:. for the' requese;.s:: "'~' ." -,' 
.... • • ~ .~ .. t '.. "',..... \... ",.,.1 .tH. ',,' ">/. ; I '. /' 

, .. ,. (1) ~. NO" detailed> eost-- estimates:.: have been.. sub-~" ~.' ~ - :.' "',, ... _, 
" '." . mitteci:by" .the. .:respondents as to providing' .. ' .-' " .::. ,~' ... 

.. ,,£Ul1. ))il:1ngual' 'tel~hone se:V!ce-.:::;,: :::,;;.;: ';: .';-":-.. ," .'.:, .~,.; 
-. ~'. '" .• ' <"':-" ."\".:-:~"~:'"'' •. '~.:':::"~~ ",~.:'~. -:,::>, ... ::~~..:\~,,!~<~~;. "',,~¥ I ... _' ........... ~~ .. " ",,.,, • 

.. '(2)' '~ .. No·. deta11:~f· plana ... bave~ beensubm1t'tecfby·'the· .. ·· .. '..:.>:·:;:' 
" ~ :' > .respondents 4S'to' providi'Dg' "such;;'s'ervice;;.:: :.,:: -;::~;.;:: :;~ .. :: 

•• , p ... _. ,,:~, ,'.~ ... ~T~' c.::; H-:':::'.:~' ~:~:>: ... ~::I ,:';":~:;:-;~~;,I:':.' .. ~: ~,:.~:It:,;: ;'! .. ~J'!:' .,:: '*">~::._".~"~ ~._Io, , '" ~ - :)~:S·-:·IJ""::~~-;:" .... W' 

"" . 
. \' " 'e' -~..;. -15' - - '"."''' , 

, '." 
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:' ,', ," Paci-fic: ,opposed.=the .:mo,tion, ,to ~,stponehe.arings stating , 
.... -"'" .• ', ... ,..-,/ .... It. ,":,·'\'.itl~"~.,) :;:'-<''' ~'t.I".~·~\·'''''''''~'.'·'-::·'WIo,''''''''* W,.· , ..... 

that on :Dcc~be:r,,19,., 1975 -it J~~ad fi.led with the Co'lmri!'ss'io'tCand)"m ,C" 

served';~n;~all; ~ap~~~;:'~f .":e~o~d/;i~s ~r.~~=.ft !:.;;~:(dfni:th~~'::::; 
--' -,..,. -'- _·,.f·"," .. ,~· ,; :','.,',' J::,'IC'~ ~'.-:O- " ..... f' •• "Y, It:+"....r ......... '''t-".. .-.' 

1nformat'!on~;reC!.ui~ed:,::by.:t;he.-OII, .. and, b.a.~~ complied ':w:!.tb: "'all;: requests 
,. . ~"~ ,', "'~."';" ,~,.,~ .... ).,., r~::~':;;;;~"""I'.\"-,.~:~" """,': .... ,,' ..... ,~¥., '~, ." 

for- add1tio-oal. ~'dat;a . made ··by ., the Commission ,.S eaff; "·'~It'·"sUlte~'·tllat"! 
in the:·1ntuver.ing~~~~mo~t~,_,~ii of:'th~:~;~f~~c;s ~:have··)Ul'd~G~'" 

. ~ ", " .. , ... " .... - ..... "'\. .... ;.,rf,,...~( ......... ;;" .. ~.: .. ·::": ....... :).''f''t"I·,"~: ~,\I'" ...... l._ ... ,1 .... "",: 

ample opporttmity~~ to- r~ques t ,addit,iotULl info:r:nation ~but ~·no-'·acQ:E.:.·<;~ 
•• ',.... • ~,.' ... " . • r. I ,.-, ... ' ,~" ... ,... ~ .. r:"', ;,;:;,:; :.\"":'::.:::~:... \' " .... ~>, .. \ ':" ~ >I""'" ~ • .,..,. ... ~ '\4!l~"'''''' 

tiona:],· requesu>have;, been: made.., of. . .Pacif,ic h .tbae it" :[:s···'prepared .. · ..... v 
• .. ..... , ....... .1,,' ",,_ '" . \ ~~(··i,~ .... At \/',. ':'!- I, ~ • _ " 

to·'prOceed:,~. heari-ng,,~n' Marcb.,.l6, ... , i..9i~-,~,"and:: de1ay .. 'wOulcf~esultc'.:~ 
•• ,. • .. ,. • ...... __ .. J<._ .. ~,._ ... 'I,: I ...... t· '~",: ;-.~::>l .... '~,':;~:' c-r-:.,.,~..r;'o.-" .. ~:., .. ,' ~ .. \ '.,~,."'r 

only 'in :a;' waste:,'of:<t1me, and, ,resourc,e8,. ,. "'V_ ~ f ,~."'" • •. W'. 
. . .~...... .... .... ,.~ ..... '''_~'.P'.' ..... :" """'~""", •• :.~;:'-'--,~.:.'~"" ".,~, ....... ~ ( .... ' ... ,.,.~ , . iii 

.:: .~ '::'.::. ' .:' ·Heari:ngs: ;:we:e· ~.tb.en ;held,.1n ,San~ ~~nc:tsco~~<?-s~" scheaulea:~,,~ 

on ''}farcn' 16 ~ 1,7 '~: :18~:~and .. (1~:,'::1976~' .:' At..' ::th~~~h&ii:E?gs::Pa~if':tc:~~'\:'::: 
General Telephone ec.npany' of C;iif~~ia..J (Gen~ia.i'/~ ,~oht:tneritaI":'~'~~ 
'I'clephcme company~,:of:~.'CtJ.lifo:rnia.;.,,(Con~ine'.O.i:alf~·~westci~:Yc8::fifornfa 

........ ' ,.,.,,.,... "--,. .. ' " " , .. , ." '1-"" ~ ..... ~'---.". ,. .1.-..",.·" ~ ... '," " "/ .~ ',,:"',~. \ .. t 
Telephone Company;~CQifax:'relepliotie·~;COI.n})ani;':;'Reowo()d "Emp·ire Telephone 

____ ', _,,_ .... ~.; .. - "'~ ~ '''~r, "",; ~",". ~:,>1' ,~~~'<r,~,,,,':"~;t,I;r.'j~, ':':",:"'1'1' ..-.. ","~' ....... ~ 

Company, and the Cotmn:ts:sion-staf,f":·were.<:;rep::esen.ted.. Neither Robert 
I.,,~.:j; .. : .. " •. ",' .+'\,."J:, .......... "., .. .•. ~,. ~ .• ,,' !.. " " 

~~,. ~~r~" .~!.. oth~r';pe=son:.,representj,ng:;-Senat~r::::~~r~.~a was' 
... ' -", -"" r .. .." ~ ",I " '.~ ... " ' .. ' ..... ~ , .... \ :- I _-,,' ""," ,. •• , •• "'" f". ,..," ,," .... : I "." _\ • .' . prese1lt. ",. ...+ .. " ",. ..-J. ,,,.,~,w' .... ~,.~ ..... ~ If ~~,.>,.,:,:.::. ~,,:~'~\;"")j .. ~~":" ... -o ~,,' '~.f"y#... w¥. 

": .,., ,_ ::'" ~ ....... ,.- '''' •. ,"- ~ _' ...... ,..., .... ' ... .,.,., ~.."...;. .... J~ J i .. ..) .... J .. ~ \. ~ ~~;''::I ;)-:':~t 
. . -, .... ,. ~. SotDe"'of;"the:;respOudents:;. WC1:':e: ,pre~ed.r.to ,pr~eed ,to '. 

,p~t:6u ~'~he"h- :respect!v~~Ca'ses -'lit .~t·~ ~,~e;. '. ~ .ih; ~p~~;i-;ii~ .x) :~;:~:> 
.> \~ •• , : ... , ".~ "',"". ~ - ~' .... _ \ '. ",",'" .. ~ • ' ... "'- " ........ ,.,;1 .... ..:. .. ,,.. ~ .. :;,.':./' •.. A";:~ ... c.- '''::''; 

officer" rUled ""tha1: "1:ney ·1D3.y~;proceed ':to.do· sO' ,a,nd,.that.,.the s,taff 
• ~ .~ - --:' - .. 1,, ____ , • .:0':"".) .:J';"· .. ~":~:lrz,=-\: 

.. could put on its case a.t that time or wait until some later date ,'... :..' < ~~: ," ",," ", ... ,. ... !~ ''.,. ~ '" ' .. " "... ~ ..... ~ . . 4,. \~ .!Z~H;;~~.) :':'..,r.f ~l 
,. to proceed;~' Mr -: '" Ryan -s'tated,:'Jby .:.t-elephone othae .. he ~wa,s. unable to, 

.:.'.' - ";, ~.::,,'" /, . .,.,..~ .......... l~·' .~, • .,.., ...... r· ... , "" - .. ' - ..... ~.- '~i.J;. . 

be ' pr~s.~t ~~~',::,,~/~~_ tbe:s<:heduledo~te$vw~~.}?~~:~~~~}~~:<~ 
been set' for"hean.:ng,.; MaTcho16';'·;;:1·7;;.:-:18;,..~;~9;;,.')30., ,;.or,-3l, or . 

.. ... ....... ~.,., .....;~~,' ... ~ .... ~,1"~ 'f.j#"',~.X .,. t~i 

April l.or 2;~·f:orr'th'epurPose.:i o~being,'?p~e:s~t.\when .. .suCh,~pai1:1e8 
- ~/""" ;.: ...... \?~:.~\ '~i -) :.:""" .,.,., oM"! .~,. <~ ... .,.. 11>. ... ......... ":' ... ::'" , .... ,.... v~"'"' \';"''/' 

put on their respectiv(i:.,e.iScG;. 'or·:·for::croSS::'~on,. or for 
to ~ - - ... ,",'·h It." "j.!"f''''"t;.~: .. >,.; ~~:; ' .. ;., .... ':J·:.;'::':-~:"Z .;",c .. l" ~,~, • any othex:."pur:po~~ •... Setlator Garcia's motion to' cont'l'Uue: the 

. - '."- -./·· .... , ......... ~:;~7'..::.".;~t; ... ~~-,.,. .. -~ .. " .... "",," ... , .... ,. .... . ..... 
matter for the~.pu:rpo~.;,,:set· £oX':th:':1n'''h::bi' le'tter~:O£' Ma'rc:1(!1'O, '1976, 

..... v -\..'. '",-., • .... ',;.1 ~ IJ..,,,.-:,:,, -o~. ~! .. :. "!~r.!!;.~'P,"':.:"~ry,,:.,~... .I 

eo provide time to at1alyze imo't'matiou and to contact expert , 

." :.' 

' •• -
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-witnesses. to testify .. concerning,. costs and feasibility issues, . was " 
•• ',,'> • • ..... '.:,' • ., r., •• ",'~ ""H<,::,. ',' .,,',':;; " ,/ I~<·~;:~:·>~'~~I''''~;.'; .. ~Jf' ..:'i.:/ ::""-:.';"I .. ,::~~'·:-:,.t:'1""( '~r,::,' 

granted; . .a:ndo~,March.,l6 the p,res1ding,',of£:icer,_'ruled. that a:t~J~1,te" 
, -'. .' " ~ .~"A' .... ' !. ',,'., ... '_:,.. '.,,': i_. . j<~, .,"..' r .. "':~·'.:.~I' .... ~,~~ .,;:'.t' ""~'~'~:\' 

conclusion of the hearings then in progress. the matter would~e, 
~"\ ~.~ -".~, '\ .~~, .f(~', 

continued t~, Ju:'lC. ~l~, ,:tba t, the. ,eta te~,:, o,f. Jtl:n~ .. 2',: ~:" ,~?4., ~' wula" be 
, •• '." _ ..... , .• , ••• ->',,, , ... ~ ........ ~- ... r ", ,r, .,.; '~"~I: ~. ~_ \t~,1 •• '., •. 

s,e,tas1de for-further hearings,. andche. case would, theur~s\llDe. on 
. .... ,., .,.,...... .,."., ,.\ ' •• "v ., ... ,.' ',~.- ,'"."', \ \';~:,I,,~,"_.,,~:~·~I; ,-.,; ~.' \;~,~~': .... ~'·~~':-II.~" ~:,!< '":',, 

Jun~: ~~.;and .continue .. 'lmtil J:w:e,4, .. or :unt,.i.~: comple,ted,.whicheyer·" 
, '. ~ -." u'~ , ' ..... cO' ' •• ' .... , ...... ' "T., '.~ ., ..... ~ .,::"~ .. L,'!-:.:· ... I .. _t':·,,_- , .... ';~.r ... '..:" :'~(>:; .. ,,<\,:,,~ ... ,?",~:~ 

occurred ,first.,.~obert~·Ryan" x:ep,resenting Senator.Garc~ia·" s'tated 
, " .... - ... , ......... 1, .... ,~ •• " I' ..... ' , ....... _ ~,~.+' .:':-, " ',/ ~:''': .. " h"::',:;.'i;.,''O. ,":{~\:;::~:'~)":,:,:":,,,:-t. i: ... :~ ;::~.(: .. ':~~ 

that .. :these,.da.tcs .WO,uldbe"s&tisfacto2:y ,t,o:, h~.a.n4:i ,he ,would.;'be;' ' 
- .... ' '''\ .... ,' \ ....• ",.!". "'f" .•.• '~'~" • ..f .,.,.\,';, .~~.,)i~.:.~ .. ~":~".: . .' .. ,' :";'\~;·~::"'.:'!F~~~ .. ~~.~",;:~~;:~,,~~:\,,::\, 

avail.ableon,.those· ,dates.. ", . " 
• , • " __ ..... '" rl ',' '.' ,,-,", .' --: ." ,..... "~'~"; \-'" ..... 'n, "', t~ .'! ~ { .. ~ ..• , ' ..... IM' .. "i'! •• I" .... , .~,. ~r 

. Ry letter dat~ Y."ly 4, ... 1976;. ,Senator ,G~rcia" '~stated,'·tM;~ 
- ,.. -, ••• '.- r L,..', .... ' • ~ ,.'" M'" .~ , ,: I'II-;,~ q,c.",'".,/::: ~~. ~'i'''''''''1i",~ 

he had~sough: the asaistal'lCe of attorneys with Caliform.a Rural' 
,:. ~ , ." • ,-' '..,' J.. ,. :, .. ~" ~,.:, ' ... , ':1' "',, .,:., ... c" .;,,; .... ~' . ~. ',"',~, ':\. ."~.:. ,~;-:::! 1:::." :;." .~' (~ . '-.;.""-: :,~' ~",'f""~~ 

Legal Assistance'(~hicl':. rep~escnt$. parties .who:. have' testified' at:" 
•••• - ,'.. '<',. ·'·C' ...... ~, '.:.,..' .... ' •. " ..... ,,' ~~/:·~.l",.:~·.,_.,. ~'~.:~'<:,r';(.;:~ .. " ,.'~:" .. ·I{~T ... ,~7-.< ,'~ ... ~, ... :,,',.,}.~ ..... ,.'j ..... ,'~':; 

the hear...ngs •. He".also; stated that ,circumstances bad'''subscqUently 
, .• '1'" ., ~ .. r •• '. '.~':~.. ,: ::.,. ';' •. ~ ," •• :'-,. ':'.':"'?, · ... 1. :.:, ,::: ...... , '; • ':> ',~ " 

made 1t.u:creasonable"to .conclud~the"heari!l8so1'J.:"the J'D,le dates,,"';, ", 
, .. .'.; ..• " ... .,'~... " ,~"" ~,., ... <., "', ,t', ...... ,;: . '1-;' ':"'. :~., .~¥t:",~":",~".,,,,:'-' ' 

now se:' alld ,reouested that the dates.be m:iinta1ncd 'but· that":' ~ ... ':: .. ,'. 

ins:ea<,i ,~, ,~~~'.:~~~~~~n~~'"on.·~:~~h~.:.¥,~~":~.!.·;~~~(i~,~,i,.~·'·t~.~,"'.€~~?:'.,.:,·.~, 
Oll;:~.a.Y, 5, •. ,l~~~ ~,; ~~~~~1~n f~~,,<i~t~:t;V~~~o~~:b~;~~~~~~~ U~~~~:":::, e . 
was ·.filcd,byp.at~ox:neys, for,th.e California Rur.a:!·Legal.,Assistance 

., ' . ' , I'.,,, .. , .. ',,-.' ....... , .. , ...... ,. '1" ,.,' ..... , .. ,.\,:': ...... ,, ., ... '.~.'~·.,)I:,~,:: .. :~J>',{::, / ..... ~ ...... .' .... ,,~~,:,.-,.;, ; """:,').' 
of Madera, California. As a result thereof,the,,'pres1d~';" .. · 

, " :,,~ ::'.. ,~~ .,~;>~", .... ' r ;,':. /.:, :':1:t~· ,"):... ~', .• ' ~'. • .... .'J." ":" 

officer ruled and the, parties, were ,notified that 1nste4<:l-ofthe , .. 
• ,~ • .. .... ,.~ ~ .. " ""' •• " ,,>< •• , ,.'.'.,:: ... '.~~ ,~".' .'", -,,:;:,. -"-"-"",>' :"'~"'~'~:'J "~:;' .. :":",, j~:t~-"'.,' .' 

~c!cnti.c.~"Y hearing previo1.:S1y· s~t , ~ ~ m,:i.d~~earing conference 
• • " • .~.,', ... _. • " ..' • , • J ' '. ,', • " ¥' j "',' ,II' ";' 'j • • .... ••• ~ ,",' ~ I. '" J'~ 

~uld.·beheld andt;h3t, the. p~tition~ £0:: 1ntc:ventioii'bY MeXic.an6s 
Un!d<?s.was,gr~;~~:~, .~,':: "'::~' .:~ .~ :""~" ,;""~" :.:,~",.~,~:_,~~:.,"':~~'.:'::,"',,,.:;:~~:,;.~',;:::. ~,:~"~~:~"~,:,~,:,,,:,;,,~:, 

.> ., :At,.the.m1d~hcaring c.onf,e::,e.~e on.June .. l~;, 1976 the,ease " .. 
"., ,.... ".:, •. , - "-, ,~,~, v'.·~. ". ~,'.., •. :.",:..,.1 ,','..... ,:' ~ " ...... ' ~". _ .,;~.~."r.,1.:,:·1./,:; j::':" '.~ ... :,:-:~:;. .. ,~ ..... ,,.,, 

was discussed· by, :the"parties, pre,s~t.and ~dentim:'yJ,hear1ngs ~': 
, •• ,·t,"· ...... ,I ., ... ' ..... ,'." I. : ... ~ ... IIl"'''''' ~ 't. ;, . .", ;··:~ .• tl:': -"~;:"~:.' ,,,.!::.~'::~t·I:''''~: .• ;:'';l'':>;''' ..::,.~':'_: ',..~ 

were set for, November· lS.thr,ough , .. 19~.1.~76" or the eonclUS.ion of 
" '. '. '.'~, ,0',.-... ~.{" ~'. ,. '" ... 1 "' .... /" .. ,, !".,.,.,~' . .'.. ~"" ...... '''":' .••. >-'-:., .. ~,~',~:'~~'.~ ..... \fi"".: ""11":' •• '.,',....~ .. ',.'.;' 

the ca.se~ wb.iehev~ occurred £:irS:t., ...... '.". -
• ,,~. "'. "!' ~,'. ',,,'. • ~ ,,' /'. ,~ ..... """ ~ .•• , ".: -> .~ ... 0". II! ,:,J"., .... '.:';~" ",' '>">J,"~._'.\." ~"; ",:",,,,\1,. :10' 

, In a~1tion,to,?rehear.ing..EKhib~~s. 1 .tJ»:~ugh." S.',WI:i!~li' 
, - • ,.. •• ,- • • .' ., '." • ' ,,' ... "". ,,'1., , :. ' • " • " ','" :"""'" ." .~~ ••• " .• - 0"", .... 

were,'rece1ved~1n .e'\--i~e"at the.prehea~..ngcon£:erellCe:. 'EXb1b'1ts 45, 
T • • '.. .~I. ~, " '" " ',,\,'. '., ", ,..' "t' •• " •• ", 'I .~,._ ~ Ir . I ""'./1. I~ .... -. '., ' 

SO, 57 ~ 58~ 63~ .. 64~, .. .md,-65'~~re ~~ked:,for'.:1deDt':ff1ca·t1on"'~ni~;~alld~ 
.. ' .,' ".''<'I',.~ ." ... : •... '. ,.1. "" '-",; .:.>P-. .. -, .. _ ...... ': •. '~.",.~ .';:';.;',;';'"'/ .~:,: .. C·(,,:~·.:':,~~ r>:;,;":~,, ~.);;~,>:.,:~,,'~ 

• ": ,: .'~' , .... I, ... _. • 

• "'!~........ " 
. ,,' . ~ .... 
... ,1 .... ,' .•. 

. ' , . 

. ' 
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" . ',' '" .,".,' ~.,,:-_._ ~ r", ""'-', .', .... , , ". '''',"',"\ . ., ."~"", •• .o)", .,\,.~ ·(.r~A "_'" '0';, '.'~\,,', .• ',_ •• ~ .• ,.,,' 

not received in. evidenc:e,~ au<i- Exh1'bitsv1'~ through~70·,except··~·!:··· .:.',. 
Exhibits' 45'50'" "57: . 58:"6j::642':;~rid6S:: ~~r~·~lr~ceived··!in:::;:<~~·~·:"·~~:? 

." .. : .. _., ~ .. '. ' . ,. ...... ~ ...... " ........ ~" ~." . .... .' evidence. " .... . . . .. ", . ~, .. ~~';.: ..... :''-.'.: .,C :::<; ~l:::" . 

. At' tbehea:ririg;' iti Sa~: 'Frane;~seo ~>durln& ~Ma.reh16":-·t~ 'l~ ; 
"', :", .~' " , .. " ',~' ""';''"''''''''''.'''':'~t'/''''.,~'' .}/ ..... ", '.,' " 

1976, Charles V. McAvoy; a.n assistantv1:c:e'preS'1aent···for,·opera·t1ng. 
serv:ic~s and' irit~rdeP1~eri.t.i1 tt~itd~,.:test!f:red) 'for' ,'pac1f!~;:"':" 
Bob or. McCien.d~ri, manag~ 'of . general "tr8:ff1c" administration;;·:;:: :.:: 
testified for' Ge1leral; and Jatnes .1t.: Nat1i~'~':'·wlio' :per!orms:'seaff; '.' ' 
functions for tlle western region of Cont'!lienta 1:~:' t'est:t£:ted:: :tor.: '-. 
Continental. "'These 'witnesses .~~ cross"':~:Lned' at 'that time 
by the 4ttorneyfor the COattdS$'!o~ 'suift ;'a~' :we=~·ag8!D.:C:r08~S~ ',.' 
exami'Ded eight months 'la'ter 'at' th~. hearlngs·:1n,,·:tos;';Arigeles:.: ; "'.: 
'. At . the h~aring~' ~:lti~s'''Angeie$durin&';NovembeX:~'lS:'' .... ',' 

, • • I " ',' ,',"" _.... ,>. ,~ , ~ '. , ,,...". ,-, ..-" '+ .,~ • 'I~ , 

through 19~ 1976, .~W.·· Crowley, . a' telccomow.l1cat1on i-manage-'·'· 
, .. r' • "," " " :', '\ , ,,'., "', I d ',." '\, .• ~ ~;.~. " "" ,.,. .~.... '" ' •.•• , ' , ... 

ment consultant~ and Patricia Florenc:e·'R.aricla:l1::;"a ·telephone"· "', 
, ...., .. , , ' . " I ,<I ... ~. :: .~ ...... ' II' ,.' • • ... ,~, ' 

operato:r: for Pac:ific:, testified for Senator::Gare1a;'Ma'gdaleaa :.' 
Navano~ an ~p1oyec: of··~~t~r'·c.a:re~,'· tes~!f:t~ f~r:Med.canOs·< 
UtdctOs; .' and" St~phen(T'~ peppi~'~' ~ ut111t:tes'·:eI;.gineer~· -'te;s't1f:t~"'" 

, .. ,"' .. -: .... ,f' I "": .'"' .~ .. " ' .,"',.'v"d..,-:·" ~ ,. "" .. !,,''''~ ~ " ~'I'I I for the Commission staff.~ . .,.. . .,." ... , ...... , ... " ........ ' .... '.':. ;, .. 

. <hlthe"li~t'; day . of' h~rin8:,. . November .1:9', . 19"~; 'the';::':"" 
:. '. :.:'., "·.:·<.~ .. ·'l"_.,". , " ."'J, ' ... ,./ .... ' .. .- ... ,.~",."'"' ••.•.•• , .. ~.'I.c.'~.;,,"u.' ... ~ .. 

case was submitted subject to"the rece1})t'of opening brie~G·"due. 
February 1 .me' rePly briefS.' d~~'~FebrUary: 11'/19'7~"; :Wb.m;fh~·>;'·~··· 
date for filing, the report with the Leg1slatur~·'W8.s:o::exrCDdea:;'one 
month to August' 1~ 1977,. th~ da.'tes· for f:t ling , ·the'· briefs were 
a.~ ~tended o~e month to March i and' 11;" respectively;:- the 
date of s~s1~n was: 'extend~"toMll1~eh::li'" :1971": and~ al:l? " ~ .•.. . ,». 
parties :were notified. Thereafter, the· assigned' "cOUmiss1oner.' :;.: 
ext~eC! the da.t~s forf!11ni orlefs't~ Aprlt":t . and ·~ll,·· the 
date of submi..Ssion ·~s ' extendcdt6 Apr1f'll~' ·',:alld;·tbe'(iate; :for; .'. ". 

• ': .'~ '.,' • ,K • .. , ""..' • '_ " ". ,'""\0 ,... <, """ .. '~ •• ~ '-' , 

filing the rePOrt with the t.eg!slatUre·'wasextended to;\~' " ': 
October 1, 1977. At Senat;or Garcia's'. request,. the Teport;';fi1mg 
date ·wasaubsequent1y further extended to February 1, 197& .. ' 
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; ,'","' ~ -,. "1)·VI";:'''~INrOESTED::PARrIES~...:>CONTENnONS<):::::-7:, 

" "e, "" ~:srl.~f~;.:~~e:":f:tled by:.'tbe'_:st.a~f ~-:':tbree~', reSPolldents~'and"'- , 
•• ", "-"_ . ,"'H, ~,~."' .. "~.,,, ... , ..... " .... ' .;~~ •• J! .• , .... ,I .. ,. _. 

interested 'parties;' Senato·x<:·carc1a';,:Mex!canos:~ Unidos;.' 'and Mario 
Evang~11s~ ~,,: ni~" :t~t:~reit~ pa:f;ti~~ .'; ~rgu~ds and:0ma.de:::certa1n 

.. ~.",) ,~ ........... ,tJ~. ,,,.. ."J 

contentions as follows: ..; . ,:. ~:~r ;,,, :"';''' .",'.,,' -"",::., .. , '~'-: :.':- " '> ...... ·r, , ...... L .~ "","" ..... ~ ...... ~,I":~:" n,. 1(',_'" •. ~'-. /"':~:'" 

':::, (1)" CaUforn1a has a"large nUl.1l1)Cr:of:::nOn~EDg118h ... ·" i 

. , ' ,8pea1d.ng.~perSo1lS-;' the:.mono11ngual~,'Spati1sh~:" 
speaking pepulatlon" 'in" Cal1forn!a-is- f.niereas ... 
1~ at~ a rapid .. rate, ,and ,there" is a, xeasonable, .. , 
:leed~ .. to·re.ctu1re-tbe r'espoudcnt's': 'to~,.provide~ full' 
b:111ng\la.l:: service:. to- ,non-'Engl1sh"-:t;peaking:persons 
in .. areas. ,~here., substant:l a l' numb~s ,of.: 'such:. persons 
x:~1<le.: ",:'< ': .:, ,~,:; :: .. ;::;,,' ~',,; ',:.':::,;~.~: ~: :;..>;:-.~: ~::::',;, 

(2) Federal, St:atc:p and local govenmi~t;8.:;"'~~(j8rnze 
the: -need" f,or.,b:l~l sexv1ces,and'l"programs and, 
'the,' .Commis.sj,on".s1lould",cons:!der:~'such~ebaDg1ug ,'" 
att,itudes and ,order ... the:, :.respondeuts' .to:'·~ish 
1:elepbone:.Se%Vice to,: ,the "non-Engl.1sh:"sPea1d.ng 
population; equal "to ,thae"xeceived,:'.by :the:':English 

.' ~POP'ulat1on ... ,.,·,:,:,: :.:;',"; .. ; ,,', ::~,:>~:, :,.:~'. :~,:'::~::::: ::,~,:~ .• ~:;,:,:::;~ 
. '<'~~' ". "'1~'\.~· ~ ". "" .... ·4·'.·'· 'I'" ~ ... -_.,. ..... ~ "',.., " .. r, , .... O\j .. ',.., _ ' ...... ,., ... ,~ ... ".. \O\'~., 

(3) Present,:OPer:ative' :s'erv1ce" ~to'~Don~Engl:tsh'~speak1ng 
,persons ""is -inad'eqUace," :[neff:tc'len:t:,:"unj,us,~, un
reasonable ~ and therefore, unlawful';'· ,' ... " ," " 

.. "", . "', .'> """,~ ~.'._,' "!,.,'" t' e~ ••.•. ' .. , .. , •. ~, •. ";"' ..... ~, .... "~ (~"n,_:! • , •. " t,: 

(4)' -nle' ErDergeney.' Span1Sh' I.a.n8uage::Ass:[s:tallCe:~.Bureau" 
(ESLAB) :'18 not an :.efficient' :o~, :effec,t1ve':meehod 

ti~u~~::~h :~Se~~t;o; ~,~s:;::~S~~;~:.'~;;~~t~ 
• " "r "', ....., '. ... '. -, .,. ""'. _r ... , • .." 7'",'''' .1 \ ..... ,"',' ~/I. ,... ...., ~", J"', ~' """, ' .... • • , r I' '':' 

(5) , ESIAB. . should >not, be' an ·.eme~gel1Cy;oDly.serv;[ce and 
it_,GoUld;.l>eextended.,:to.::[nelude.:.serv1ce ,.in Chinese,. 
Tagalog,. ,'and. Japanese. " " w,o<'" ",," ';":' W~""",; '," 

_ ,'_ _ ,_ ,'." ~I'r '_-" •• '1' "' ..... _': ";.",~:,,~ ,~t':~"'.:: .. ~~.' ~ .... ,,_~: .. 

(6)' -rh~~:~ ah~~ld,~'~".;~" ~:n~t:t~e ~ in. iii tel~h~~ ':Odiree-
t:ones;, of,.ESI.AB ~ serv!ce" ," .~ .':-,'. ,~ "" .. :,w' ".' 

• .~.j ........ ~ ..... +-' "1.> "·t"'. ~~'::-'~, .. ,'/',/,:, .. .i.";~.r':>::: :-'I:;':~" >:: .. : ':' ,~.: 
:'~'''''"f~':~~''~ ~"~'''''.·\,'.:/"'., -:':,::" ·,·,.:\' ..... '·j':I~_~\:~'·':,:". o:~-~ .'::~'< ~:~~"":\Ii~$t::_' 

--
· ... ;~lO 

-'..,'.,-" ,;1-

. . .' 

" . ' 
, ' 

,', ' 
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(7) There:,::!s:::no}eonel'USive.<::ev1denee:::that. the handling 
of .. caJ:l"s ",£or"-non~Eng'I!81:i~~Sp.a~sll~sr>eak1ng persons 
by'"means '~of a-"c:e:::.tra.'lizC<i inte%'pret:[~~:,off:r:ee such. 
.:ts:P~c!f1c:-:,:;ESI.AJ><is'much::~more,~cost::,eff~c:t:1v~~)t~n"",:::~ 

. _~ ,hav:tng, .. spee1al.,biling=al operators. for "current. call', 
~volumeS'~' .,~ : .... ,'". ,_'~ .'-" ,.:~~ .. - .'," .. :1-,':,:: .• ;) _0:':;' ~ ... ~~:.'~~:~~~':;~::~ .. : {.~\~~J.~~~' ~ J .. \;::;'.j::. .. ~.:~~J:./71.1,'~~ ... \'::~ 

, ... '~ 'v II< r" l'" ,... r\~::' .... ~ '''', ,"!' ,:<"t ~ :!~ \ooi!'- " .... , .. ,', .... ., > ... ,~ .... ~ "', 

(8) ~Cbarges. should not be made for' Esw·c:ills·'·lu"'t68.t",,,_i 
.. non-Engi:!;sh~'sp~U,g. ;,enoas- are a·lre.ady: pS.y1ng} for 
" s,~mC:C3':: in-'Engl:ts~wl;i:tch, they"Qo::'not~reCe1ve. 

.. ,~. ~, __ .,l~~ ' ... ' ,"'p .• ~, ... ., ... , ......... ,.¥"'r,.;' "".,,' •.•• \,j .. ,."'~.:j,, ... ;., ::.'C .... :::..:.~·'j::.\f ... i=II~: 

(9) .':'" PaCific_'s pian~:'forfull< b1!1ngUal~~ o;erat~~~ service . 
. . , ,:~,:. :Ls:"nOt' rel1.able'U{"th4t :it= :(s'.'not:·bas"ed;':on7 actual 

".-' t:eSttni.,or=,.a~,eurat:e"l'r:[~~;·D~~:t:b~::!n,ter~sted 
, part'ies' we"rc''Ci:lo'lbl:e'' to "present-any 'ev1:dence of a. . 
plan t~t ~"ci~ld be more accurate ehan),tbB.t:: presented ' 

: ~" '~~~:.~~~~~~~~~::':-~'<:~~::...~: ~':'~:;;:. '~':~", ::',:: ~:} ,~: .... ~·: .. f,':~ '::~::: 
(10) ',The:' Comm1ssion' :should' . order -the:' ~responden:t's to, 

,emJ>loy:' as:' .1nany:" 7o,:ti1ngua'~~ .o~~ra:t:~""'s·' ;:[~:'~t:r::a:ff:r.c 
, off1e~., as.. ,are' ~cc:es:sal:')l:·to~me.,et:' t:~e~'~~~er 
'demand .1n ,:.a11': 1.anguageS:'1.n-a:gi~e.tt',area'~and 
should co::sider' the :posiibi1!ty ..... o'f·,~m:0cl!fy:tng 
Pacific • s and General's' TSPS equiPment·"·to>~br1ns 
a~ut, an.'";int~rp.os1,t:.1~n, tra~f,e.r~.pabl,~ltY:. " .. , 

," within"-eacn ,"traff:tC"·~off:tce"Wh1cn''Md/some-\.<·; 
, 'eqU1va1:~~~~!~":~~':~"'>~;:;'J,{~-,;·:.:~;~~r'~~~'~~" ,,~:~~.:;~::'~;,~~~~; 

<.':..1):_,., The, ,Local, ,Eme.g~.T~l~p'h~Il;e Sy,s~ems .,Act... " ,\. 
'~ .. '. commonly ~.X'eferred: ·::t0~as: ·'the, ':9.1l: "Sy'8t,~· .(~·ll) ;, v" ~ 

., , ... enacted .~:<19'75 ~;by'~Assembly:.Bfl1. '.·ll~','and'i 
<found in -Sec:'t:ton S3100'~"'~ee .:s~q~:~' .. ,~~~~ 
Code, which requires that countfes·,·-Where...: 

~ f~v.e, pe=c,et.'1t .. 0:t:_.lIlo~e _of ,the ~POP,u~t1,on ,.s~k, _) . 
'~' ,a spec:A'-f!c ."r.tma:ry ).:1uguage ~.c>th~ ~,thart':'"' ':::~: " ,~ .' 

English, shall-empl:oy'~b'1:l;~ngu.al':op~att?~s:"~at 
all times for 91l emergency serv1ce,~rs ""'DOt 

.' "sufficient for non-EIlglish-speakiI!8. telephone ~ 
. , "users~ " It contaici;-no"provisiotl':'':for fUnds, < •• ,::' 

it: is not sehedulad."t·o:·io-'intoGeffeet~;tii:J.t:[l 
19~1 there is ;::0 aSSU1:'ance of equal service 
to Ole non.-Engl1sh-spealdng persons in our 
State,. and will not solve all of the emergency 
problems. of the non-Engl:1sh-spea~Dg people. . . 
of California. 

-\~~:~2o- ' 

":a.· "".' 

, , 
" 

.', 

··e" 
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.. ' '~(12)' 

(13) 

~. , . 

Tel:enhone. d1recto:ies should contain .eoreign language ... 
'emergency' dialtn8~· l:3n'guage::as~s-r'Stance,. ~'~and.:essential 

': rat'e information~·,.inelud'ing. li£e;l~~ ;~tes .~~n._d,i,~ec-.". ', ... 
tory':areas wher,e three ,percent or .1~lore 'of'-'the~ . ~."''" .. ,' .. , .. 
pop~ltl1:ion "arc ·r.o~-EniliSh-$:pe.l.ldt:g:'·persons.·.·:' ,~" .. ' :; 

B·il.i~";'l:.pers~~ s~~~ld.b~ .. a~~i~~d~ ~~~:: b~'ine~s:7'''' . '~," 
offices where' necessary" ,3:na . also"" as signed to-, .... ~ ;;,~:,:.;,:;,:< .. ~ .. , ,. 
·Olssist· i: ·the·:!nstallation.",of t¢'lephones.· ,for ,','" ... :. 
non~Engl.is1:t-speaking.. persons... .' ~ " . '.. .' ,., ... . 

, , ',' - .• / ",-<' ,:'.. ,',". ";" ~ > .. :',,,', ',~ - ~~~.;; ~:~,.. ., ..... .' ,: . .'" .. ··'.r"\ "" . • .'~,' /~' .~:: ~ 

(14) Tsi,lingt:al;'·pay·; $tation card5':wi~h~:~erg~y;.,.and\ .'.', >" .: 
. dialiJ:g, :!.nfo:mat1on shoul!=1 .. be ordered, inexch8nge~" ...... . 
. ' areas where 'three' percent·, or more,:'nOn~'Engl:tsh-:I:',,:: -, .:, .. ;.: 

speak1:ls:per$On$:reside.:::: .: . '.':.":.~.' '"';':;::''~''' .7',,;.:~ .,.,..... ' 

(15) The ·ad· ... ert:tGini :of 'telephone:'s<!rv!ces- :·to non-:.~ .. 
E:glish-sp~king users sooulci be increB.scct,.so: " ,_, , 
tt-..at 3l:Ch non-Eng1ish~sp.C3td.::.g persons would ... , 
be advised of.the J:los.t: .ecO:lomiC:il'·and·' con,;,;·,··:,<. ' .... 
veniene ways' -to ~~·the::tel;ephotie~::~' 1nCluding:~:;: .. _~_ 
s'ervi~es ·suehas·ESLAS.':,' ", :.'.::::: ' .. , .... ,. .' ... ' 

. , " ". 

...... , VII.' 0 • IDENTIFICATION c)F·SERVICE~·.AP..EAS'·~lHERE" ~ ~1,' ._, . 

,-,. ' •• b ·"A'·,StTB~~IAL .PERCZNl'AGE.~OF TaE~." .. ~ .. " . 
. ?OP'OIATION IS NON-ENGLISH-S?EAKING""'" 

"''' . ... ··w -".'"'.''' .. ,"... _",.. . :-:,,~, n".~. 

A. Pre11'Clinary .Statement.:,. ,. ..... .' '.' . " 
oJ •• , >. -'". '.~.~<~ •• ",'~: •. _; ~>""::;:~>':~,~'I,"""'''', 1.,.-;'",'\":/ ·.,,~"~,";d 

" Exhibits . 7~ 12~ .. ,andN17, ... show .. tb.3t Continentar~""General;" 
and Pacific .,have ,.?~~periY· tf1i~d,,~~~rt's' ~n~"a~~r)'t~s~e:: ~reis 
wher~ ,the:e,.,arc .. :lon-Eniii~h~S~~~ p~~pi~':;'~f'~~i&niti~~t::;n;im"beis~ 

. The . oth~: re$~'I.'1d~~t . t~i~phone~tiiit':te:sz';;ii~~:, properly ... 
, " • ~.'.' •• " .• '. "" "W' 1',' ••••• ",,;,,~' .-:":' ~,~'\" •• ,', .·;·;~:·t~,~~·~'j",\ .. ,\,o .... ,:"','}" .... \~'"~\,.'t..r",~ .. >., ~~, .. :, ... -" 

filed their respect1ve.r,eports,.asrcqutred by tht,fOn';':but i't"d!"d. 
~ '>' ,,'" ...... , ',. • \ •• '"'",,, ',/" ". ;;'-'7:'·","" ' .. ''''),I''jl-- '" '''',~ '"," ,,'-, .. "~>"" ~ .. ,1~·,."fI"" ." I 

: not, appear" nor~ was.,ie"contendcd by any ·p3:rt:y~~'tb.at any"of" them':; 
serve. ar~. wh~e a" ~~'ta'Qt:i~{;c;c:ehtag~:'~i' :~h~ :¢putat1oti<-iS';~~i . 

_ .- non-Engl!.sh-Spea~. "1:1 ~;;~e ar~~ theJ"aen;ihd:'<fo~'1,-11ingua:f~'(~ 
.~~~~··~p~e«(:!:-O":be'~coderate:~'~"and·,"·i'tl-'some~·1nstances..;:there,,,~, 
'. ,. .• ',. ~ ." ... - "'"" " ',".... ',L :,'~ , ", I~:".,..."J. " ,.1. ".-,""tj~ .. , .. " .,'" _ "'-~I ,," I' ., 

was .an": effort':~to ·cope.mth;,.,the;,:problein5, 'tba~::~y: :,,~~t:~':::·::"::~~,'~. '.:.: 
,p, .~ .,~-, ;~.':'~.~','._ •• ":;~. '.":-: "::.~ •• '.':'."::'",::~~:~,.J:; . . ::~~._ ". ,:"~" .~.t ; 'j~".fo.."~~.-: .Il

l 

..... \ "':', ' ,.'I·i~ ..... '""I·A ~ •• ,./~', 

", .' -, '., '0 .... ",' '#.", .,;,>e. ,: .~:' .~.:'.>.: .:,,:'::' , <~<.,~,,::,' ' .. ~.' ,:':', ~:"~~},~~::: :,~ 2;;'~~~;~;;~~':~:~~;~ 
,:' ,:.:, "1:: '~~:',:~~) ~'i ":::~';:.' :';", •. ~.~.I; :~.' ~"I ;~"':~': ~..J :' ','<·';';~';.:7).~: .; ; .... ~~~.:~~ :~~' 

" p, ' • ·e·'· . . 
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"'~ ,- .'~.:,': 7" . , .. ' ,"- .. , ': .. N , .... ~ /", .r ...... ',. ""'\' •• ,,~. "'. ,'_ r' ..... .. ' , 

,·In the ,OII, ,:cach"telephoneutility::was~':requ1rea to-.pro-
• " ' , ... , ' .' ,," ~ ';, ",," ,.' ...-, ". 0'. '.~ <;' ,; ,"'~:_ I '; ~""';~·I.~... . 

vide information as to those parts ,'of',its'<.ser.v1ce~·,terx:itory where 
~ "substa.1:t~l·, p~rcentage ~f the' po?ulS. ti:on:is"uon-Engl!Sh

speakins. n ... For che purposes of identifYiDg-~h~~e: ~erv!~e areas, 
the Commission s~ff,"aslceC" the:'ut1.1it1es",t:o":1deUtify::those ':serv!ng 
areas whe:'e t!l:'ee~eent:, 'f1",e: p~cene ~ ,or·J~en.~~e~~,':'of the' 
population were llon-English-Sp~ki1lg." Only,'three:'resPondents, 

P:lcif1c, Gen~ral, and C,ontinental, reported:. tha.t •. po~,io~ .of·, .• ' 
their se:v1ce',territory ,maYillc1.ude"areas· where" ov~r- ttttee '~cent 
of the population is no~-Ens.liSh, S~h-SPeAld-ni,~, and~~' the only 
language g:oup exee~ding such threepercentis"themonol1ngual ' 
Spanish-speaking.~l,. , ,', '..:,' .:" ',:" :" ,:,:~>i:: . 
B. A Review of' the MethodS Used to Identify' , 

Non-Engl1sh-Spealdng Language Groups '" . '" '. , . 
It is difficult to derlve,prec:Lse. informae1'On on the 

location of uon-English-speak1ng pe:sonsin Californ1a. '!'here are 
no knowa. special reports or~eud1e~',~.e,'sp~c'if1eittY identify 
those areas of" Cal1.forxu.:a.whe:r~·non-~i1sh .. spea1dng persoUs, 

res1d,e. ,Each. telephone utility~ therefore,~:reli<!d~:upon~':i9.7P:· 
census ,da:a and,' extraPolat~ from this' data tb.e~perc:entage, of: 

uon-Enzlish-~ing p~~son~::tn'1t~'~e~:t~g; territorY- ,; .. :'.>: ,:'~ 
. -Al~~ug1i t~e-' staff 'f~und-that"~1:b~' mee!iodo~og1es:;used":--;' .... -

by the' telephonee~anie8 to develoP. this informat1on:'was 
rea.sonabl~,. the data' rec~tved "shOul<r' be'· vieWed~' as . rough>:' . ~.: ' 
estimates. Ali estimat~ of th~ ~reen·t8.ge" of~nori;"Eri.gll8h~speak1ns 
pers~relied on'the 1970' ceri~Us 'data:." !'here' are~':'b.OWt!Ver ~."" . 

" , ," , " " ,j 

"".J' .:.,"\ ';'~ ... ,',~~"';'"';~' '.;;,' ~ 

&/ Livingston Telephone' CoaiPmly'and Evan8~elephone-':'COmpariy 'filed 
res~ses incH.cating that ,their . service ·territor.ies;·~1nelud~;:. . 
monolingual Spanish-s-peaking communities in excess of three 
.percent of the population. Pacific, however, provides operator 
services to these companies_ 
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several ':problems ;.in ;,ut:t11zi1lg,,:the-":J;970, C'ensu8; data., :-;::One~-:of~;;the:, 
problems::1s:"that ,the:: 1970:ceooUS"'Ca.ta :used,.:by the telephoD.e:,::.:·:)::~;;:. 

eomp.a.n1es: 'was ,'mter ~upCa:ted .. ;' ,Accord:lng,~to<.OD.e ::0~,;·:tbe·"pub-11e,:,·,·; 
'Wituesses~ thc'19:70 census~ data:'est:ima:eed::tha:t ~:there~:.were-.:::, .:,'';"','::; 
3.1·million perso:lS ~of':Span:lsh-Amerlcau.,·her;,itage:·:J1'ving·,~:tn,,\~:~ ,.:,'. 
California. 1-0.·:.1974 ·th1s'f1gure.:wa$,:%a1sed;".tO::23.:7,:m~1l:ion;: ., ~~. 
indicating that .... t1i1s·=-~pulat1on~:&roup':::may,~havi~~unCier-.... 
counted' by l"]Percent~:' A::~:t.tt:ness·'';'t:'th~ :p~b1.·:t~:'liearlngs in 

.. • r . .......... , .. 'e ..... '," .'.' , • ,,' ._,'" ',_''',"'.' "-, L : •• ,., .... c~' .... ,~-.~. , .',.! ."'"""'.' .... ~'*.-.• "" ... ,', .. '.'",1. 

San Franciscotestif:ted that in"1973··the"California -Department·, 
• - •• , .,." ,.-~_" .,'T, ,." ••• _" .... ~.~, +- ...... '·.'1 ..... , ... ~ ........ '\~.:""."'~"""'~'''''' ,,....~ .. ·,,wI ........ ,..,...""~f~ ........... ~ ... , 

of' Employment-'Develcptte:lt: . 'estw,ted"thae "·there·'.were"spproxi"; ,.'c.:." 

ma.tely 64~800 "Chines:e";Am~cans res1d1ng::in ~ sari::;hanc:Lsco;>:,:,,:·:, ~::. 
whereas: the: 1970 :"c'ens~d4~:us~ ;'by::Pac:lf:[~;~Md'~estilMt~d:':~:;:;'::~~ 
"oUl.y;·~53~ 596.·~ ,:;: '.' ::, <::. ,',.: ... C:, ",,' c':." ,> :,.::~ ",::'::, :"'-:1 :;:',7'" ,;,::.', '::: ,?::;: .::: :~') :~: ~:;-:"-:'; ::.:: 

~ ", 0,,1"',., '. " ".";a:- ,,- ~.,. ... "" ,.' .< .'. _,' "_. ".' , .... , ---, r. ~, .•• , •. ~.~ .... , .... 'h <. *~. ~ .,! " ..... .,.l,',' ~,;-' ...... ~., "'''.'''~ 

.,. ',. . Ie" seems'" the respOndent" telephone c:omp8n:tes~'d1d-not ~,.' . 
.. ~.' •• , ..... , ....... , .... ":_,1,;'1> ,~ ........ ", •. "", •• <,,,,,,,~~,.,,,,,,,o""-~,,.""~ .... ,; ................ ,',., ...... (~ .... " .... "¥.~ .. ~' ... 'I'! :";, :\ .,' \.: 

ac:co~e f~: ~ny~,~~~~' ~~. ~~!~~~~~~:o~~<'~o~~~'~~:n:e~.·~~ "~-
1970::' It -would"appear~therefore';'"'tbat the est:tma:tes'~used'by""" e 

." " -, .. '. ~,. "." . . .. _, i"<':' ~."', . .,.' II" '.'" '~. ,'" ........ < _'-.. ,jo I ,~.' _" .• " . '. <,.~ ... \ ., .... , ". ,.," ... ' ,.." .r" "'",,...,, pI ",_ 1. 

the telephone' 'companies ·ma.y"undercount'the"'actual··'number·,of'.' '",', 
.,.' "~ .,. .. , ...... ,..... • ... , ~, ' ,> ,'." _."~' , •• " .'-,. flo ,.,." '." '<, ,~, ,," .',,,_,' """ :. •• 

nou-Engl1sh-spealdng persons "res:td1ng:tn Cal!fornU. ";4"'".· .. ' ' ' '", 

"," ., ~other: problem'W1l:b. t:he~ 1970:.'census::d4ta,,;:·wb::tcli:,> . ,::,,: 
• . ..... " .' "T. ,"'" _ .. (\ ", _ .......... , ",""" "", ,0., .. "';. • ...... ~ ... ~ •• , .. '" 1 " ,-'r'.. .... . .<....... ," .,.. ~ , •. , . ".11 

also may-lead 'to anundercount:Lng,"'of"certa1n"non";EDgltsh'~"';~"::' ~,',:., 
",' ,.,' .• ' .......... ' .. " _ '.'. "" ,.,~ -., , .. ,,:" ,.... I"'''' " ~."."" ... ~' \. -I"t""- ', ... ,:' _,1,".""'''''''#'' "-, .. ,,', -""''' .. , " .. ,,,~,. 

speald.ng' groups~-is' that' :[t"'fa::l:led to"count""one"large~1D1nor!ty'" 
.",,," ... ).~,,.:;: {i., .. ~,,·, ..... ·~ · .. 'I'.HIo ...... >- >fi •• ;' ..... "., .... ,~ .. ~.r'~ 

group~ the Filipino-Americans. It appears·'tbat··th1:8'·m1non'Cy"·· ... 
grouP· 'was~ ~c~~Utited~ fo~' ~er die:' c~teg~ry::~f~Spani~h-sUX1Ulmed 
perS01l8~' - Th~:' i970 C~uSu8"data::: ai;~': f4118 '.'1:0: r~flec't:-the:~current 
iUriuX '·0£ vi~~se:' ancf'Koreaus'; into:;'califo~~':"-;:::';" :J.;::.);:~'~>'.:.':::' 

• ',~" .,.' < .-..... ''''' •• '-~( :" ," ~.' , .... ",., 0.- ". ~ ,\,.,..,., ,p-"',' , ..... ~'.l"l .,.. .• '~ ~ ("" .... \ "" ' oj~ ... , ... 'If;. ''''''~. ~:"-' 

'. ., Still' another'problem' :[n'utiltz1ng ehe-1'970"'censas -.. ' 
... w .',' '-,".'-~ _', ...... _ .... ,.,'~~ \ _ ~,' •• , ... ' ...... ' , .... :: ,! .•• ~~' ".,.,.'''-,l'''' ..... ', .. , ~. ,",~ .... , "f .'.""'~ 1'. ,._ ... ~.~ .. :'"'-"" "i' ... ~.,..·"", 

data' is' 'thae"' the"'geograph!e regions'· by· 'Whtch"'ate C::.eDSU8-·'c!ata·";-
.' !,. ,'. ..''' ...... ,.. "',r'-, .• 1-' •. _."-' , •• ,.~ •• "'i",' .. ,.;............. ';.. .• , ........ , _II" "., ~.'_ ~"" ,,¥ • ., .... ~.-:' .... 'I ... " ••. 

reports minOrity "groups"'does noe~nec::essa.r11yrreflect the' ... ~,,~i".,~ 
•. ' • .u-, ... :' " ...... ',: ...... , .•• ,,""", .• , ... ," .... , .... "' ·"~ ..• ',.~I,,,,,'''''·' " .. ~,,~ ... -r'r",.·'~ ,r .,:,.,.". · ..... '.\:' ... "/I'.'I'.~, ,<.,.':' ... ~, .. 

geographic' boundaries: of "telephone"compaDies"" service- areas~ \ .~ ... 
'.~ .. -~~ ., " '';'_,,,"~.,,''-'' "" .. ' , ·•· ... 't .. ~· .. , .... .' ,,,,,,..,: ... .,.,---f ........ ( .......... -' .... - ............ '''''' ............ ~ ! •• '~ ~',.,..'!"f. ";., ....... ,' ';"~~.'"',.~ 

'rhus;" the'f1gu:res--tblit': have 'been" :reported"' may' either' overstate~ . 

"-e" .... , '.' . 
, , 
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or:1:iiderstate :'the. ae~':t· CO'nc'entrad:on':::of :nou";.Engl:ts~eakt.nt~: 
." 

groups ~;Wtt:h.:tu tlle i<!ent1fied ::S'e1:V".tee ::.t:err.ttory. ::<'[herefore; t:~ C"~:'-=: • 

certa"!n~:servingcterritorlcs:::identified·:as':.eontai1l1ng';,;tbx:ee'~, 

cent or~,more~.¢f::a :pa'rtieul:lr :1;anguage ·::group. my 2:or:may ;:noe·::,,-;;:::.::,;.r 

3ctually.:'<[U31!fy.:1f: .. proper.:::-gcographic.::.loeatioQs;.:we::c·available:' 
C. Non~E:igl:iSh;Speakiug.: Languagc·:.:Groups:<ehat ~ould " .~.:~ " -::.) :':':': .. : "~,::::: 

.. ' Quelifr, ·for B.iling:.l31 Telephone Service " .. ; '<""'''''''i~''1 '.',,,' 

. ." . ..A_rcvicw~f~the .. file(L.repo:r;ts by""each._tel~h~~;~~~~ny 
"., ,,"'>-. rIO'· ••• "._ .... ...-.. .......... ,..,~l,.. ," ~,_ .. "f ,_": ...... /'",. ~ .......... ~ .. :,1. .,._." ..... ,I...,., .. : •• l. ... ; "' .... , '':'Io.~ ~..,;:.rI_·;I>'"._J.,'., 

sl?-o~. ,,:~t:. the.,only·la.:lguage.,-group ehat meets ~.ar,thr~e ,'.:>~c.en~, "or 
, , ..." " ", ... ~ •• ~ .,r _ _ ... ' ~ ............ I, _~-... '., '" ... -~.", .... "."~"'.""''hh ..... ·' ... ~ .... · .•• l .... ·~.~_· • .." .. ,.._"A _. , ...... ,,1\..oi. 

more.populatiO'Q.,estimaee . for".a_serv1c:e.,.t.err.itoxy".1s_thc,~Spatdsh-
- ..... ~ .0., .... '.- ............ ,' ... ,~ ...... '~'''''' ,' .... ' _",r"... .i~.",-, ...... ' •• ' - .... <\"'~· ... '·~t..."l..,. .. ·.f· • .. -' ... " ·_,,..J;""I"~'·- 'i'<I'..I~ ..-:i .... ,.., •• "v 

spea.kit:g .. ,populaeion. ~,·.Testi:mony given.,..1ndic:ates"that,;.the Usc ... of; 
__ ....... - ...... ".~ ...... ," • .,.,. .... ' • .,. ... ' .... " .... t) .. ,~ •• /\," .. L'_I.~' "" __ - ~, .. -.I..,.., .... . ,,,,,...,J/:.' -" ... ." .... , ........ ,., ... '''-.1' .... ''I.,o"'.,'~ ~"''' ...... 1 .".J..".· ....... -ftll, 

S~nish- iU·.Ca11fo:rnia,:, is". growing".and"Span1sh,,:,Americ::ans. .. presently 
·~·· __ '-·.'.·.'"-'''T.#'''' -,..'" .. 1 ... , .. ,.,tM- ....... " .... , .... ·'1 ..... ...., ,'~,,,"" .j. ... <,',' •• : \\~ ....... ,~., ... J.t.J,~' 'w4'I .......... .... 'i. ...... "'~~4J.h·,.J-' .. ~ ... ..:. 

represent 18 percent of the 'State's population; and the ~ex1can-
.. .,., ~<"\", ......,..t! ,--'~ ~_" ... v 

Amctican'"Populaeion CotIm1ssion..,estimates tba1:'"by .. 1980 there w:Lll .... """ ""'~ , .. ' _ .. --.- .... 0_ .... \._ ... ~_. _., ......... ~< ... , ... , ", __ , "~'~'''''''''''''''.''~', •• , •• ,'.~~ .. ,.. ...... ' ... , ..... 1 ,." .... -'I.),,)~,> ,.;":;;", 

be 4. 9 ~.~11ionl . ..span1sh-Americ:ans\.,1:t'Y'in&_1n~ ~11for.nia .. ,~.One __ ~ .... ' 
.-.0",', ....•. ' " .•. __ , ~ ....... __ ,._~ .... ·.·:;'-"~I .J' •.•. ~"~"' • ..., ,.,."',.02 ........... "L,., .. ~~V-'l!:1" ~,"._'" _''''_ w: .... !.~· ... ~_l .. ) .. I"~ 

wi~es.s,:.~~t:~~~~~ ~~~ ~~?-~~~~~~~n t ~?~?~t~?~c~f :?l~o.~ 
is larger,·tban·the .. \populat1on,",ofd~ach.,of",27 ~statcs ... and .that tbe 

~- ...... , .. '... .., ~ ---...;... . ... " ..... """~","' ... ' , ... _ ....... )"'1·........ . ".1, ..... ..... ,~ ..... ..,:~~, ... "/\.·4 .. ,.\ ... ; ..... , .... ··,"'." .... ·A- .. C~.:HIII.""·_' ~ ...... t"'...,. 

1970 census data,_:\\,'Ould rank,. ebe ... S:>3nish~Amer1Can" ~~~,:",~n,.\_ 
~~ .~,.,I"""~.'I .. "., ,.,~~ ....... ' ~,"''''''_' ... ,'I.".~.';o ", ..... I, .. ·_~ ........ ·- ".", 1I"..:i".,..<'I.lt, ......... ~'\.'J".\,'~ .. ".'"' .. .,. ...... v~ ... " ~,;., .. !.' ... 

!..os A:lgeles COl!nty"asl".the .. -fourth.largest,·co~tY.. :Lu,.-.California • 
•• ", .... , •• '.J< .. "i.( .. ..".,.; .... . "t_, .... r, ........... t' ... .o\~' ... ~""....... _ .. ...r..,A. ............ 4 .............. $-" .... _ •. ,,,.,1>;,. 

Re &lso~·po:tnte(L out.~.1:hat,. Span1sh~AmerieallS,.a.re the, largest, ~, ' .. ", ..... -... , *"7........... '~ ... ·~ .. A ;,.,. .... " .. -- .... _:J....... .,.'...... 'I~' ........... _,,, ........ ' -.'_" ""'_ ,..JI • ..... ) ",,;'011."1 \"'.' ~"."' • .I'_ i(..k.. \""'»1';.. ....... ~. 

m:!.llOr1ty.~g:roup·iILCali~orn1a and". are .. als~ ... the ... fas ~~s.t~grow1ng.", 
..... -_ ..... "- ..••• " •• .. r"'-,. ..... ~_ 0# ............ ""' ..... _..A_ .. ,'"'!>, ._ ...... ;..-., • ...JI .. ¥ ,J~ .. _ •• rv."".,."... ". ... "". I/'-''''.'''-IV''''' ..j~""."' .. ,,-~_\,~_ 

~~~"'.::$1"~~::~~:~t:~e;:~~t~.·. ;:c· .. :>.~--.:::.:;".::;.~r.;;;'.-c,;;::.~S:.i::.-;~ ;;.~:; <c.:;,,; ... ; 
~:; ,~'"~~~-::;:;,'~ ?;~~r:~ef~a ~~t;?i§.:s,:;, t~p~~;~::e;o~oE5~~t~~'-!~~:~~2 

" ~e.,group~·that,..:naYtqua11fy,.fo;t' .. ,the .• ne<e~ .£or:-b.1~ngua.l ~<", .... _ 
., ,,-." ..... ' .,/.,' .,....;~-"I.,., ........ "' •. _ ... \ ... ' • ..j ...... t,.l_ .... _ .. lIr ... •• ..,J • .J.:., .... " o./"""V.,':',u:...,I \.1''-_ :.J .... .,. •• .w.,.,.C~.:".;l,) ..... · 

telephone servi.e~~..i$:., the...mono11ngual .. Ch1ncse:-spc.".aking.communi~ 
•• ,,..,.., ........ ~ • .,,-_ ..... """,,..., ' .... _~,'..,~ ~'~ ........ ~ ..... ~ .• , •• "',,, • ...,..",...: .... :_; ... ~~ • .. .I:~,;,.,.4~ ..... -. ~.t..,.; .,~o4J ... .,..t~, .. ., 

of Sa~Fra]le1seo ..... A.$ .. Xloted, abov.e.~ ~ 1~~ .. 1s_ . .p.r.es,ently,~.est:1mated . 
.......... . . ,r.,.... ~. 110. ........ #. __ • 'I; ..... .J.,." ..... "" ........ J •• ' .AJ._ I'.~·~,., "'_\, . .1'_4.".. """' ... ~), ... \. ....... " ... J ..... ,.-,.,." ' 

Qat... there~,a~e .approximat:,c:1y64,..8,O,0 .Chine8.e-Ame,r;ieans~l1v1ng., ,_ 
.'- ... ..,. ' ... '. ,-," •. -. Jr.... 1."..,; .... ,. .... J, ".., .... ,,' ...... /" ........... IIr~· ....... '... "4/~."'..J .. +'\.., .1"" "'r~5 •. 0~.~;, _'Jolt,. ¥If. ..:' ,' .... \..,..,' f,,'~..... _ ... ..,J- ,.r."..; 

within .the .city;. ,and ... eoun~ .. ,~f_ San. Fx:ancis,c.o.--..v" Acc:o.r.d1t1g .to_ t~e ... 
......... """-~ •• ~ • .... J' •• ,,,,,",,_"'''-:'',,~_;-A'',,.' .... ,.1<' ..... 01 T ...... ·' ..... ~v ~,Ji ...... ~( ....... ,. ,!.",.,_-",'.J',.,_,,~_ ..:....,I'_t.:\.,~,., ... 

197~"n~:~:;,~?-."a.1>2.~~~(~~~.~~~~?!::.~h~~~~~~~~O~~·!I!~~~~. 
box'u, ~ ,ove;.-.90. ~eJ?t.~.x:~rt~, ,.~e1r~~ ~tbez: .. tougue .. as_ Chinese. 

'-_J ... ~,~.,,..,, ..... t' ••..• ',1_ ... 10._' ...... H ....... _ ... ~ __ l ... " ... ," -.I .. J..,..,;.~' ... , .,JI., .... 4~ ... _ ... ..,. ..... G .... ..I_~ .. rI ......... J...· ..... ' .... .> .t;,<If{j.Ioj.,J,.,.. ..... 

... ,-24-
-","~1J.. 

. e"···'" 
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. . .:. " \1, '::' ~ .• 'e ... : e.The staff belie-,··= that these figures amply support the conc-lus1onof 
witness Henry Det' that a large portion of San Francisc~'s. Chinese-' , 
American.-community: .. are people~:who-; e'ith~r'<speaknO;: .Engl:i:s~.o,r .are· very 
1 imi ted. in.: their~' ah:tlity~ ,t'o cOmmunicate:) 1:n::-,the,: Eng:lish.; language{,o an~; ;;,;~.: ~", :' 
therefore~,: tha.e~;in.: ,the; Sa,n;:-Franeiac;o.:,are~ b1:1illgua~ s.el:'V,ices<)'sho~l~ '\:~(~.-:7 

also be prov1de(L,to~,th:i'S:>uon';;'English:-:spea'kin~;.8:roup:J,o:f i~:r,so~~.:;o :)~r. ;'::~',::, 

It does?: not' appear, -:: howe:ver~, ,;tha~.: ,th~: e~den:c~).,1s:~ s:u:f~i~.1~~ ;,~, i: ~"; 
to validly.: es.ta1>lish :tbe::·,per~entage::,of·':s:uch:;'~ue:s~-:sp,e,~:1ng.:.pe~s~?~~~",:Z 

do not $peak" or;:understand,';:Eng;li-ah:.:to ~such :ext~t ~that; t~~Yu:a.r_~-\ 'l.ma1>le to 

uee a terephone';: 80.; :w~,c:annot:: eonc::luoe<,.that:: th::ts.:&r.oup'.;:cona.i~tS::'to£/:~h.r~,~'w . , ~ 

perc:ent.ormore:'non-Engl-1'8h.-speak1ng::.pe:rs.ons:.ir1n:~the~,:~:r:.Fr.anci_s.c~~.e_~~t;:C 

"e 00 believe: t.ha.t~:thec'ev:1crenee.: and :tes:t,1mOll~' .pres~nee,~~:estab1:;1B:~.;t~a~: ~~.e, 

Chine.e:' "language-:.m1nonty ::i~:slZ4b:Le~ ,and:. ,~~h.t ";1 t)ceneQun,te~s~' :un!que :: l c::;' ;-::-::~ I 
difficul tieS:u 'obtaining, :emergenCY-''.'te le,phone::, serv:i~e.r;-::: t:i ') ::. ~::.!~ ;::.:.: ;:'.:) ',~' ,)~. . 
'D'" .,. St' 'ff"··!·- R ~ -.r-eo·1te-~' em t R c- ·d'-'1 ~ ,. , . . - . • '" 4, ',g..'. eroX:~J.Dr:"T ~r en -4 .... e ~111III .... ¥en a'l.-· on").~~, ... , i7,,:) .'~~~::~;:;",,:,:)~)~~;.'~ .. \ ;J~'·~ .. ~::~::,c2 ~,')} 

staf £ ..reeOlrllleucIs:" .' (Exhi1>it' .. :&7-;; ,V.; 14:-,:. item -:A..8:}: .:th&t~ (the;:.Comm1:s:s:i~ 
<, 

be furnisbed :atiuu.a.l:-l:y, by; :&];1', :'re.sponcTents :a:-.,:list~:c>f': ~the:', rexc.hanges ,haY:1ng:.0~e 
ethreepercerit: or:'~ore:of:'a :non-Eng:!18h-speald.-ng;21anguage ~n~rity..:,~.,A;S:\:.W:e: " 

will discuss later, the three percent standard is. a va11d=·,gu~~e:l:in~.~or)~",,; i 

. ' . .' I 
determint.ng\: tha.1:J .e: .-:subatan.ti&l;,:perc:entage ::of.:non ~Ertgl)i&h~8:p.e,aki:.:ng .. persons j' 
exist 1n·,a:"given·exebange'ror. direc:to2:y::'uea:;- Ie:::£s :'J::eason,,!-ble:f.t~.::adO.P,t;.c'2 '. 
8uch:~.a~·~:repOrting :.'requtrement,' .. '~: :,,~',:'i:J ~'I\":;,~;' ·:f.:J\.~~.:r~ ':.':.""": ,:;~~i::·~1,.r~:·wi ~,~8 ~:.~(;:: '~~ .. ::~~'r:r:~~~"':7 

::"~:: VIII:.;" :;--SURVEYS 'ltELATING::-TO ~-XEL'EPHON:& 'SERVIC&" ... , ,'N .'" -. _~"',..,~... _ A,' 
, ,- • +",-.", ! ~.,. .'" , ., " '. -- "J ,~. \...1 ~ • • ..J ... 

. _,' ' ,_ ~" ." - OF NON-ENGLISH-SP.F.AKmG PERSONS ., ,. , ~ .. 
',. ." -~ -.. .' .. ,-' ~ ~ t::,.~):;':'.:-:'l~::-.·~:·:",~·~'~I",,:,,,,~::: ;.c<.~ 

",~.- ,W,ith res~ct ,.to the,problems ,that the,non-EX'lgliah-speak1ng _ ' . 
• . ,.- .~ ~. J~ _"_.,. "~ .... ' , ...... ",_" J ... .... ;..;.(""'" .. '..)";;1. ,-,-:... ..... ".;,..A-,.::; .... ' , .... -t'"...;.~.l-:,·\;~""'·.-.. ~~.:.:;',<,~ ..... '."~ ,:~,;,~, 

" experience ,.in pl.eing;~operatoJ::~aa.sisted ~,phone ,calls". Exh1bit's .. 27, ana' 
, ,-- -'- 1.,, __ ..... ~ .... ''"".~'., ...... -,"",.,J~ ... '." .• e, +1, .• ,-.","'.:.' _ _ ._",~''rI i' ........ ~ ... :..~I.J ... )i .... _-,t:, .j .. ~';;_.l:;~":;'\~ 

28 were- .. received ~1n ".evidence ... ,during the. c,ourse _of. tbe .public hearings •. 
• - ~ r.L "J"~ • t,;"'~ -.... ., .... ,~' -'i.J._,~r" .~ .... '. '.' .:', ... , :.1! ...... ' ,~ •. )...., -..1!f'1t1 • ~_ .• "- '" .1, ,,.) :.~( ... i:~ .... ~:;: ~" .. /.:;~~""" 1~~' 

Both of these: exhibitfL,repreaent_surv.ey.s ~of telephone o~ator service, " 
• '_. _i~ J,_j_ , .... ~ ... _ ......... _,~...,.., • wi ",,:~~ •• _J~7"l.J .... ..:. ,)11- .. ; . .J~),...; ):.).; .... .)~\ ""'1(" ,.·:0 ..... ".."..., "ffP<-

that attempt to evaluate the efficiency rith which cails in' Spanish are·, .... 
answered and aerviced within the Spanish-speaking ccnm:aunities of, San 
Francisco and Santa Barbara_ Both studies attempted~ to measure telephor..e 
operAtor responses to, operator-assisted calla made in Spanish and,thereby 

determine the availability and quality of telephone service rendered' in 
that community to, people who speak only Spanish .. 



•• 997~ dz * 
I~ 

~ .. , . ...." "f" ...... , ..... '" 
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.:~: 'J; The Sa.~/Franc~is·co :Surve~{Exh:ib-1t'..:2·7)(:was. made-;:byn.p'lac1ng;:.io:;j:-::')(l':..'~ 

calls to::ope·rators:. us-inS2seleeted':: di'&l.ogue~;,,1n .EnS'Hsh~:and~Span:t8h .. :;"):; ;:.:t'::: 
These eall's-:were'::mad~ by-::te.ams....~; one::''Person:·wouldr;a:ctt1a:lly:~makej t~~.r"?:~-:::~)6: . 

call and one:~ person woul'd.:-·timec.~cli.e:)-e'a:lll~~.':.': .Ca:'l·ls?werer~:pta:eed"i'over.rC :~,;: ('),':!::. ~\ 

the .pertod:of·: Ii; week:';':-'"In~ total:,,'~;54 e:al1:s-;·were~.pl:aced::c,;l8.~'m:. ::' 
English"~? 18'>'i,n'" Eni1:ish~ uSinS:::Sp:an~rsh~ '8ummnes:,~.:: :and~'\l8 .in:: Spand:sh;..~ b;:.~ ;:~ 'E c::' 

.~ ~,' ..... ,.:.' AIthough: thei:ein:ay::~ !some 'que·stlon:::8;s;.rt:o;,the")sta:t1s:tica:l ::r:.;-: C,~) '" 
val:.rdi:tY of·: :these) 7su'rveys ,::'i't:' :rS::~'clear; ·t:h~t) the.;:.iresponse~ t.1mesr: of!::~,:: .;'"~ ) :'.:.~ r/" 
operators: :to: 'the; ·Sp'a"d1sn~spe·ald.ng·: '~&l ];S',:,were:;' :l:onge'l:? ;than:,·,for! <the;~·;same-;;<>:.: ':' (~ 

ea.l1$-"·p."lacedC':tn: EngJ:rsh>;.~:::'With;:respee"t ~co,; the'(!San'/:Fraucfsco; s~e~1':,':'~ -: .. ";.,. 
Exhibit '·27' ·stat:es~' :t:hat: 'the; :aver.i1ge:> .:res:pense:,time "tlrit1:1"'( :f1n&1!:.~d1$pos.~~:1on<:-

. .- ..... 

for calls made in Engti'sh:'Was:'~39::~67;~Ys'eeondss~.as:'~compared:id:C> (262:-U2::se~d:s1:i;;. 

for Spanish-st>eaking eallsz.:an-d::~~he~e:~~~_e,!-~?..;:~;:~~fS3.ior:<E_~_ . i-s~s~aking --.----
-eal1s';:'Dut~'one:"thirct <>f ,the: Span.1sh';-spea1dngC:~al:l's-t'w.e.t:e,~C\1t: :o~f~;. In 

_dcTit:ton~~e.1n;·a~I:: :En~l":ts1i-:s~ng ,:ca'lb7::t~e-~errl.C~~ ~ked;:f~ ~~as: ,;: r:-::::.2: ')G , 

rec~~1ve.d.)., w~e.reas :.~~'~~h~' ~:~~~~.-,~pe~ng::e8'l:l:S '~,iv.e,::o-f;f~;the; :&:!~aJ.:l.~~'~"":::::e ,. ' .' 
reee, 1veQ:,flO' -service .. ", <~~" ... ' " ... ' .. 'J ~/~ ~ _ !""~::.:':\':~:)(:, ::}~)~::.t:: ';~I,I":: ,.-¥',.....,""'::.,,,,, .... ,..,.:::.ttl-""~' """" "".;; '~""..;.. /' 

- .1 ' ",.. ~ ,,' ... , .~ --.- '," .. ....,.. oj- ...... "...... .A, ..... "' .. ~ . 

" ~ ~'/:'~' SiIn!lar :re'sults- 'Were Cdocumented,·::for,:;:th~.:SUl:.Ve~ c:ond:ue:ted~·;inr. ~:") ~ . . . 

Sarita' '~'BarDari ':(Exh!1>:tt ::28):'; 'this: ~:surv:eY' ::WD conducted.',u,.·:-a. ~,8~:t)lar:. ::~.~ ;0;::'.;;

manner to the San Francisco survey and conelud'eS'.:.-thatr:::the\~av.exag~::.t1me::)~:~! 
for processing an informa.tiQn;,:ea:.1J::!n ':Engl::!sh...:was :::6::::4'l::,:s,eeond:s:;; but 

~;,''''I' ,"" ;" t"f ",'.-+~."" ,. .. ", ~ '.r • fI'..- ,;,..\ .. ~.,...... • .. ~.,." ('PI'T ...,. ,"Joi, ., " ~~ '"\ 

for Span1sh-speaking-ca-l-ts::Was--';:..i()'7-:4~sec'ond:i; ,,:an-d:...ciTi-f:.tve occasions 
j~,~ "·,:-·'~~'·'·'r_"''':'"' ""':',;-,,':"_, ..... "'"\ .... w .,\,...-..,., .,.:~, .. r..... __ '. "",'''.''''_-'''' ~, ..... ." .". ... __ .. ,_ ""'r .... , _ ,_ ."'~ .. 

the Spanish~speak::tng'-caller "reee'1ved"'nc> -setv:fce wha teve·r P ,. Seven ty-s.:Lx 
pere~i of ~:the :~afi~' we~~ '~req:,)e;fs :'for~tetep't\oiie:1:nUm'6efs:')O\£ pttb·He~agen"des, 
a ta~g~:~~~be~-~f;'~Meh ~~'re':\re'q,i'ests fo~-:·nUmb·erg~of'~agen~fe's:~hfc1:i.-::'?·""·:-S 
m1gh~" ~iy ,:,,;e ·::it~eded·--;Uri"de; ':"em~rg~y:~::c::trcUDlstan'2es ~:: ~ d l:r:~~ ~8 ~:':;,::.:o !";:r o~: 

'.- .. -':' .. -... _!" ..... ') ...... .. r ..... ,'.~. "'\',...,"',,.~,,, • .,.:'~,~, (I ...... ...... ',_·7·~,,~, ';,' - .. ' ", ""y 

•• 'd~~ • , ... ,- ,_",,1 L, ",- .,.... .: .. ,,"' _ ...... ' :',4,,*, •. ,Jr.' ,Lt oJ _ ~-.; ~ .. ~ I~ ~~ .... _~.4 ... " _ ~ ~t;,:; ~~~ ::~,:s.; .. :r:,~(-j o~, ., t:=!):7 ~ $, : ::>';j" 
. ..., . 
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", IX"· ' "tELEPHONE 'COt1PANIES~:' LEGAL :OBLlGA'.tION:" 
TO PROVIDE BILINGUAL TELEPHONE SERVICE 

:There, are, two .sections .. of th.e ~bi1CUt1'11t"'1~S:'C~;';:::; 
pert:inent to, the, :legal ,obliPt1~,;s ~f A, 'publiC' '~~::fi!~y!:'to:::p~~rlde 
s~ce. Section: 4~1 ' 'pro~id~s:" ":.: ~.'" ' ... " '~'",~":.''' :'i" : ", ~' •.. ",: ,.,.' ':"~':,:: ,:~: . ""~' ,~': 

"All charges demanded or recei...,ed ,by a~,'pub.11c': " " 
utility, or by any "two 'or morc'''Pub1!c'ut!1:[,t1es, ',,~;,>. 
for· any 'prcx!uC1:~,or, ',',co'DmlO<lity·furniahed or' 'to be 
furnished' :orany service,,'reudereci,;, 0%:':: to ~:be 
rendered',sba'll"be" j'CSt'-;:and ;:Teasonable'. :::.:~Every 
,unjust:or unreasonable:::'charge~demanded::or. ' 
received ·fo.r· sucQ'product"or·coDlDOd.i,tY:-,or sexvice 

.. is~',un" ..... ~~l.' '. ,', . '" " "'," " J,.c#.,v.... . ",. . "" .".... ."'",, :: '".::.: .... ~~ .. ,,,' .... :-~ .) J.";:' 

,~~ pc~{i~' ~t:~ii~;· ~~li;~~h ~n~,,~intain 
such adequate, efficient, just,. anct'rea:sonable' 
service-~instrumentalities., .equipment,,~ and facil
ities·, as .are .. necessary to,. promote. the safety, 
health, comfort,'and' comren1.enee·of'>its. ,patrons.; ",' 
employees' • .' and the' ,public., ":,.,,',,,,,,,, "", """,'" , "', """"-'''','',', 

, " ,~ ., •• ' •• 1 " ~, ". , , I~ ... IW 

. "Ali rules: ~de' by: 'a:' PUblic'''ut11it).-' 'sffeetlng 'or-,· ", 
:, ·perea::tn1ng'·1:0 :its:charges ·or',.'serv1ee-" ,t,o~ ,the _ .... '. ,.~.,. 
" public.,shaU, be ,j.ust, aud, r.easonab-le~"", .., , .... ," "~ 

, . , ',." . ..,' ..... '.' .":, '"'. ,,:',~' :~:':,,.:' ,~, '~,:';, ::;;, :.~:,:., ":,' ;',;:"". 

The pertinent parts of Section 453 state:. ~.">.'; :;-..::;, ;',,',~':: .':.,:' •. :'::. i.:, ' 

. "(a:)· " .. No- publiciuti1:1ty shal1·; .. ;as~to::rate8:·, 
cha----ges, service .. ,fac11ities,or in any other, 
respect, make orsrant' "any preference, or ';a"dvan-~ . ~ 
tage ~to any ~.corporation,:or :.person :or. "subj.e,ct" " "~' 
any.corporat1on,or person to any prejudice or' 

., d1sadvantage.·n , ... , "" ""':' ,'" .,', ;'>: .. '.-;~":::' .. ;'.~ .:-:; ,; .. 

... . ~". , .. ~.~~~ u.v" ~'.~.:~+r: ,.: ·~~i:~~:~,:~·.~_ ~:~::~~ .. ·,~ ... ,.~',:·,':~,.~.~rInt ~: .. "~~'~I<~ ~':~~,:,~; ;~ ~ .~:,.~,;~:>~. ~~ > '. ~':I ~:~ .. ,. ~:\'I,'·:,,:I 
.... ,.' ·~'_'~1''''''''''''''''"'·'ft."...._" 

,~; ': ....... ,: :", ~,""--- ~; .,'" ...... 

" n(c) C ~ NO~~pcl>l:l.e" utiilty:'8h&li':estab118h,:.or':::,:~ ,~:~:'.:~:~~:- .::': 
ma::tuta1n·-anY"·'lDreaGoDable.~!difference,~as::.: to..:: :' ,:" ~: :~:',',~i";:':: 
rates:, ",charges, service:',. facilities, or. in, , 
any other' respect',e1ther as"bet:ween:::·loea-li.t:[es::· c<:, 
or 8S' between',c:lasses.::: of:scrvice.·"··...·, .. ,,·· .. '·'e. " .. ' .. ".... .. .,"' ............. '~""""--"~ -" .. ~, ' .... ' 

.':~~','. "._':::~""",' ',.' •• ~¥J"-.'I.·r", •• " ..... ",.- '~-"''', . ""Ii'.. ... :.., ,- • k . 
.,. .. ~ ~. _ •.• \ P' ""'..;., ... ", .~ .. lI ..... ;..",. ". :\ ~/,,:,I."'; .,::t~.;,~ 
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, Seetions:'4'SlC~rid.~ 4S3:have,:b'eenr:\:inte~reted" to, impose. 
~~, . ,., I~: ..... '=";'~I""'.;~"~;,'" .I' .. _.' ..... ~ ."~< ... ".\.~,/v ' . .' ..... ~. ,. .. I., •. "'1 ....... y~ ..... ,: .... ~;"'" .... ,I.. '.' .. 

upon this -cOir.mtiS:toii-1:he';·du~tO:-prot~c~'tb:e..iUterest of public, 
'c .::~'~.' •••• _~~,"" ..... ~~.: .. _, :~::~-',: .~' r •• '··~ • ... ~." .~ .. "....,~ -""'.",", .,..._.~_ "~""J~I'" ~"'L' "~'-' 

utility eustoWocrs a:lc ""tose'cthat· 'theyrecei.vC" 'adequate service 
at ad~~~ <iai~~~::"':(T~hoe 'C~r~~vaeer'~co:.;:·'::(l;96J.r ~CPUC'''S58':). 

.. ",;' I - .. \. .. .\."- ,'" 4, ". ..... ~ of, ~." _,..:/ "". 

The legal obligation. imposed upon' a "public "ut1Ifty:.'by· thes:e:·/":.~') :;: 
.... -{, ':. "" " .. ', j.: ...... ,' \",-" .. "". ," ".-'"'' ~"". ~ "","- .. ,- ~" .(' ""'," '.. '.~~.,... ... \' ", .,' ... ~ ",' .", ~~ < 

sections ·has -OOe:l. d.efined ,~'as·.~follows:'··, "" ... ,'M'~" _' •• .;,' 
.' .- ,~ .... ,-,' .... ~ ... - ,.; .... F"',,, ~",·r •• " :, . .",', ... '":. ',"'.~~. ~~.:~ .. ' ,"':'''~:'.~'~:", :::.::./ 

.~ : ="In see1d:ng.·.and::bcl.ug·~gr.anted:·:the:pr1v11.e8e 
of(operating.:as;a.,publ'"'1c uti.lity~'.one .. ent.:ers 
. into· a ':covemnt :;with ·:-the·':sUlte::to :~perfo:m ,his 
dutfes:·as:':S'Ueh.·.;;a"util:i:ty;,·and:·:one::of::"th~:Jmost 
fund8mental::duties.:..i$::to:~'.furnish :reasonable 
and adeq12te scrvice to the public'~';at"reason-

.able ratc3 witho~t discrimination. {Paul B • 
. " : ·Stror.,Q;, {195S):' 53':CPUC\::802~)~ .. ' ~~.:;",'\~,:,::. ":;:y;",:~,' 
".~-.~"''''''''''~''',., .:;·.:(~:t :"/~"," _# •• ' ......... " .......... ,:.,'~', .. , •• " ......... ";, ... "(.I~·.,, ~ .. -,.tc.,..,.j 

~ ... Under::Seetion:453>it:k:3.r8ued;,tbae;:tel~pbonc utilities 

are gran~:i~~{~: pi-~df~~~:~,or:'advantage:: t~~:·,Ep.gl:t~h:'s'peaki:1g . cus-
.. . '" "", ."""", ~ " ... ',.. ... ..I-~."' ••. ~\ __ ... ,(.1.;.,,.',\.,; .... 1 .... ::: ....... ,.'::.:~·~i./. '. 

tomers by providing "full fl. tcl.ephone:: ser.vi~~~"only~.~1:l·English~ 
',., fIo.' 

and thesam~",l:~el .. ~f~ se=vice.I·.sho~ld.:'be pr~y1dedto jthe non-
" '"., I .~, ~~ ... ' '''''''''''''''''' _""JW..'.'~"~'. J.I," "',~",. ~'~ •• ),,,:',,. ~,,,~~~,,~,+;:.:.-::; ~:..", ,~.' 

English-speaktng~':c~tomers ;t,O:''Proh1b:1t. ga~d.ng~:.a;:.'~scr1minatory· . 
-: ('". -' ..... '. "\,.("}...... . .. , , .. ,.... W', .~, • f 'I. " ~ '" .. ,..... ,~, ' ," ... . ... 

advantage to the"Eiigl:[sh::'-spealdng:'''C1!stome£f~:over:; ':the non-English'-
speaking customer. ~ ~.': ,.::,.:; ;,: '::;~Y~' ,~:-~:;- :;.:~::.:: ::.,::;. ,;~:>:= ;"o!;:'; :;,!;·::;,.;,d:j:;"~,~: D::':~' 

. ,':'he ista:ff ~contenclS;: tlul:t: :whetherL:a .. ut,:f.11ty, 'isprovid!ng 
;:"',":'::,:,> "":~ .. :.~ ~:,:.,~ .... :'''., , ..... ~-" .... ~.~;\',r"I_, ... ':'- '\"\'~"',rI17 < ~ j .~"~" .• ,, ..... ">-~ ...... ";'" .,' • ' 

its sexyice .. in. compl!aw:e 'I W:['tb; :Section vt.:53' :l;8"'a, -question of fact. ' 
........ • . ".... , ., ....... , • ~ ~ J _ • • J..... U

lo 
••• -'. _ ..... 1 .................. ; , ..;.\ ~ ... \ ~;..,~ :,.::. .:'i, "f:::;" ~i~ It:"': :!:';:.--::7 ' . 

This seCt!on:·has:':been";:1nterpreted-:::to·:forbid. undue .. or. unreasonable' 
:~, .. , ~.J~ :~4.:_~_,~<"_,-:~(~ "',I'.~~"" ..... , ..... ' ... \.:-.. .... '~ ... \,' .... _ ... ~I ~ 'fj", ~,..f.,: .... ~ ,""_ ......... ~.~"',' , ,: 

discrimination between customers-. ·· ... ('Fi:3,nscfoTi'£'~v\,:s6ledad Land and 

\Jater Co. (1914) 4 CRe 184; NAACP v Ali~Regulate(Ci:itilities (19:70) 

71 CPUC 460.) ... ,'I'hus_ this , .. Comm1ssion:,Ms. .. found ... tbat:, where a tele-
. , ......... -."., ... ,.~~~.'"".~, .......... ~.'". ..... I· 'I ',' "'j' ·I'~··.'''.s. ~I (,..,Ir. 

phone util:!.ty:.prov1d~a:~conc~1lt;; t1o~'iidcnti:fi~r :::~CiUipment: in' 
certain·, diii.tfic~':·'~~(r_~.~~{: 1~:others, '. th~e:::Was::!n()'>'1mreasonable 

• " ."" ... , ' .",;""" ....... :, ~ ..... ,.\I .... , ..... ,,_ "".,' ....... : ,: •• /~~I'~ .,~.:,;.<;~ ~~.:;.;.r~:·. ;,:;,,~ "tH'J.;" :;'. . 

discrlmix:ation dUe.to>thc:~fact~jtha.t~:ili-;certa.1n,. .. areas. it could ... ..... -
'DOt be provided economically~-·'·':: Q1eCormickv Pacific' Tel •. & Tel.; 
(195n:·\·SS"'CPUC':::~J4:~)'::'::"Stm:t1arly.:,:,~th~.8taff :b;e11~e8"" there is 'DO ~ 

• .. .... '... - .. ~ ..-.."J" ..• . ~~ ... ~~. <t," •.. .. ... tl.~ ... J .... ~., ...... "'~. .. ....... ..... ..... • ~,"":.: PI 

\Mre4sonable d1ser.tm!iaatiou:·by"'the- fa~~'t:h8t--uon";Ei1g1ish telel)hone-

services :1re not ~re8ently provided to the 'Qon-Eng118li~spea1dug~~ 

...... 2°
-'1 .. '.-- Q-

" , ' " . . 
.,' 
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"'~'~:" Tb~ S~ff':$Ub~ts)~~kt~'tb(l'fa;;{'~ei~~h~ti~::~~~ce is. ' 

pre~~ntl;of~~~~d/':;;niy;"i~ :Ehg~is1i~:d~~~~ ri~~~' di-~~~~>~~~"\'pfd£~~ild~'! 
or~adv~ntage't~ 'Eng:ii3h:':&~1d~i'~~6~-;r~'~ ~~:> i.~~hi';!te~ebyJ,~,~' ~:i 
Section 453, 110:- a,rc: :~~~~Engl:[~~:':~P:ciiid~:cts·t~~i~~b~~~ 'ubd~i¥' 

~;o. ... : ".~ ..... ~. "" ... .' .~.~ .• " •• ~',~~~" ,"" <If,,,"". ~,"'" .... ,".~\ ~ ....... ,'-"''''\o'~'I'''' . 
discrlmi:QatCd~ .agawe:;,. and~ that', :t'e!ephonev :compani'es;:are offer:Lng, 

." ..... ' ,;,~, .' ..... '/ -I ,..',.. • _.' , .t,... .. ~ ... " _ ...... ~ ~ ~. •• . ,~ .. , _ _"" "j " ~ ) .. '. .' '. 
a un1fo'rln'· 'service -:to·~ th,e):pubi.ic~:: ~ .'!hey :are "'Dot')~of£:ering prefer- . 
ential rates--~r: t~fe'~id.';9,c ,pa:rti~r::g:r~Jp;~ ... (The?:problem is 

that Tion~~gl~~~~K1~~ :rkr~~~~;r,d~~>t~~'~~P-l:'e;~:~'~~1al and educa-
. -,'" • ..'" "~,., .. '. ,~<...... ~.~., ."' -~~. ~,....... 100'" + _.A .. '" 'j"" "," '"" 0"-

tional ,·b3:c*~~~f,:~~~~o.~ .c~ap~l~~:~( u.tfr:~"i~g;;~~~ev~proffered 
~ .. ----..... , .... --•. · ...... ·----,· .. ,'.,.'·,r- -,'::', ...... 10 ......... _._" .. _; ..... : ,":.'''''''"''~'_'''~~.'.,",:,':'''7'- "'-, 

telephone serv'ice to the satlle\C~xtent:"as ,English-'speaking. users. 
",.' .Tt:..e.esta£f",.tlSserts..-,that",this .COrmn!Ss10tldDust..determine, 

•• " .' ~ , '.,,'" • • ,.. ~. I .,'"" ..."~...., .' • .,.. ... _. _,_ _ .. ' ... , ~ ...... ,", "~ '''' ~ ....... _ ,_ .~',.. ,...,~ (. ,#0" _ \" .... , ' ... ; "~ ,. _ .......... 

b;a:s~:; :~~~"~~~' ~~.c:..ts;~~~~~.t~.,.~~~ .;~~, ~:,,?,.w,~t) l~~el;,~~~g,~: 
~l, ~e¢~.~$~;,~ul:~:. m~~t~.~~~~: .. r~9~~e~~ ~! 'P:'Ey!c:t:l.~:~ '~~~~~~,. 
efficient ,:. just.,,, aM reasonab,le servi.ce~.,1nstr.umenta,l1t.1es."",~, '"'. roO" 

eq~!:p~~t'~::~!1d' !~~~.t1.~~.·'~~:';~i~;,~~~~~;a!i ~~~ :i~~~~t~~ ~~~~e,~;S e 
health,., comfort ,and~ convcn1ence~·,of .it.s.,. patrons.". (empl~yees,., and~· '" ~ 

•• ,~ .. ~ .J ... ' ..... _ ,·· •• ~n~ ~.. ),.1 .. ,., • ., .~~'- ~ .. " .. , •.. ,'.,.,,,,, .,. '............. .f .. ,J .... -'- .. ,~) .... ~ ... \ .. " ... ,_, •• ........ r ';'''' ~ ........ , ...... 

the ,p~1c" :.:' ::,To:~~~~t ~~~~;' ;t~~: :,~~;~) ~~~~~~;'~rtth:Jf~~,i:~!1:';"',~) j;: 
sho~d'~~!!::8:11_ :~~:,£~~.~~~.~~~un~~g:~!l~ .. ~~~-= '~.~~~~ .:'::'~' 
telephone; ;ut1iitle8-aie-:~·'proVid1iig., .s·eiVice":io~-'the:~noD.-Eaii1sh;--'--:~~ 

., ~ \.... ., 'I ..... ~. • .... ' ... , .... .. .. ~ '\ •• " ... '... '" ,. _ j, ".. ...."","',.. .. ,'r' ",'. ~ J. ... • , ,.,.' .~. ....' "',""" ,... ... _ ..... _, ........ ,... ,/- ",I. 

spealdng, and determinewhether~.8UcJ:i~·.8e%Y1ce:-:L8:"be1ng.. prov1ded~ ,", 
.• '.'. .... "", v ..... "~;"'" ... ' .... ~ ...... , j .... 1" •• " ... , _~ ofI'._ ..... H •• ," .. '"0 ...... ~ ,. 

in., the., ,manner ·most . beneficial tOw ,the .. safety:, ,~d::weil::belni of--"" 
,,.., ••• < ..... " 'n~ ,,, .. ", ,,. -.' .,', ...... ,. ~ ........ '~", ..... ~,. .......... _.~,' __ .,~~ .. ' .... , ,' .... - .~:.~ ..... \.."" ... ..., .. i.".1 

t~~~e~~.?n-~~_sh.-,~~~ c~~~.e;S:, __ ? ;:; :::,:.::; ,-,>":: :'.',. 'y :~. :.>lv-;;:)? ':::: '::'I~;;.::~.:,: ::::{ 
Pursuant to Section 45-1 a utility., mus.t,~prov1de .. s.uch ,."' .. ' 

of- ..... _.1" ... 6 ..... ,.t- ..... l.,-'. '"'J!.~: ... - ..... _ '" ..... _ >.', ' .. , , .• pi:"r!l 

service a.s. is, reasonable. and, .necessary: .. to: _the, public.c" In 
viewing the:' ~~~J".~f~~· ;~tiity-;~-;drity~:t~~ '~~~~;~£~hei'Pommiss1on 
has determin'e-d ::that:~'~utii'iii ~cii~ot.':":%:~~ot;abii~':~r .. i'-e8ally be 
asked to 'do'-~;~: .fo~; '~~:~~,;p>~i:c-';~~~~S)~tha:~?:~~;;riormallY , 
available :t~·:the:':p~i':tc:~~iU;·::utll~~ty~~:~~~t!ci~·":g~ally. 
(Echo View ~t~~l.j.tt~ ~';';;p!~y:,::;i~~~;;'(;l96i)-;6~; aro:403, 404.) 

.~ .. ··~ .... i ~':..; ~ .. ·.~: • ..)~J4"·V"·~.·.~"''''''' ~'!',) "'.~~'-.+J_ ::":~',\["' .. : ""?,\:; .. ~~~):.!!r.v:"'t= 
__ .~A ' ••••• '.-.,':" •• ' _.,:, ~ .L.,. ... ~_' _"'_;~ ;'". ", '.', .... 1 ~I ..... ,.... "',..." ..... \1""" ,'." ~ .~., .. ' "".p,,... f"· .01::.,. -", ~ f'l"'~' 

-~ • ,...... • __ c ... Vw. ('~~.~". '~ .. ~,.()""",_~.",~."",,._ , ... I ............ ,~ ... """~ 
-·-...----...-.. -- .. .-..-. ... ;~ ..... ·'7-""·' ...... -~--.~,'-I .. --:.,. .. ·,.."- .... ..;., . ..-.","""'"c· -'f "..", ... ~ .,.., ... 

¥ • • ...:.1 .. _ ~ ~~_ ...... :L ..... 10...,'. \.;..\'..::~''' ...... (.-....) ... ,,'Y';;). ~ " J. ... l,.,. ... w.., ..... 1Io 
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"" :'. ,pe~~~?,~,:~5~,,1mp,oses:, ~po,n.t~e,.r~.sp'~~d~~,s:-, ~~e;. duty 
• .." ,." .. " ...... ' v' \ ,. . '" .... ~ t ....... " .,j ,,'~ .J ~,' _ J..... _,l. ", ,,~ .. ~.~. J. oW ••••• ,.1 ~, 'h I, •• " ... ~ ,,~, _ ..... 1,1.-..' '",1 '_ ~ .. H 

to avoid unreasonable discrimination in the provision of service; 
:~ :,; .. ,.' ... : ... .',. : .. , .... ,.:' .\ .. ;;~. *.': ... ,t'":':.~ ~_ .• ::...~'" < ... 4 ••• ,j • .j :.'. ~;.!~ ..... ','~:. .• .:~ ;~",.;,. ~./ •.. :-..o :""~,~.~.~ .. .' .. ':"( .. '~":':'.:":~'''~''',,-:.C! 

~o the. pu1;)lie,.~", ,I~ cpnst,~.l,1,ng-. ,~h~,.~duty,. ,i~p.~s~e~,.,on (p,ul:!:;.1c, ,ut,i~1-.... , ... 
ties by- sect~:tou '4'S'S,-:"t:he CO~iS~10ii"~.a·~·~ held":" .::"" ... ~ . ':~'.:':,L"'_ . --

•• ': •• ' 0, ,,'. :",:' ,~"i~C:rl?f~~~i~tl~'~y'~: ~~bi1~~'~~~i{it;:fl~~~'~~~~ ·~·:o~., '~('~:.'~~':~~ 
1llcau',"1I1ere-ly 'and"11tera-l:l'Y~ 'Un1i.ke'·treatment'~'''- .'.-' .... v 

.. , ac~oX'ded: ,by ,the -utility.:; .:to;: :,those:- who' :may .. r-wish:: -; ,:':::;~::~ . 
. to d~ bu~ i':less. wi~h. .it, , but .. re£:e.X's: .t~ par-: .• ,.' .'" ". " _ 
tiall.ty in" the-trea't:ment 'of'1:hose'ill''like v .. ,' •. ,'~ ,., ". ,.-

eirc\lmStanees, 'se-eldng"a,,:clasS::,.of.;,ser:v.ic.e~ ,offered~: :. ::.~:: 
to the pu~lic in genera:l., (International 'Cable ...... ',. 
:tV'. CoFForaeicn- v All' Meta'1 Fabricators;'Xnc.;·' "">. -' 

.- (1966-).,.;~., tiOe: S6S,;.:$2.).~r,,,,,; ·X,:: ~.:; ~:,:).:.v,;·,,:<~ ::,~:,:/-:":'<::)j 

In; applYiy.g,tliese' b:roa.d~p~blie:'1nter~S-i; :reasona'bleness 
s:tal1dar4,: 'the: c'Oi1M:iis-stou' tak~s 'into! ~onsi"deraeio'n ~ma.ny1'£actorsl;G 
iDcl,j,diUg the:; nacil.'re 'c'f the: ':serV1:ceA c)ffered~::' th~';;\requ1r~ni:s: £o%-' 

'-' ", .. oj ' .. -. • - .... ~u " •• _I , ... , '. oJ>. ,- ... ,....,..r,., r- .... \"" JI<¥. ,I ,·1.;;·...,.. ~ .t'",~ ""'-:""1' \,' ... ,.... ...... \.". ~.~~#~. 

the serV1ce~ and' the' alternativeS:~ ava:l:1:a1)1:e~- the" cost"" of': 'provi:d1ng 
",t. "'," ~ .• '., •• '_ _, ... ,~oo- ,.. _, •• ~ •• , ~,.. ....... ,., ... "" ~'~~'. _ ." ·tjo ..... ,· .... ,: ••• ,fO .. ":': • • ~ ....... r"l·~ _"..~,.."., .. _ !':":>"\ 

the'service ., the~value of'1:be~'servi:ee'" and" 'Wheth:er "suc\'r'-serv1c'e" 
, ,. .. " .... '. ,~ ,. ..._ I"'" ... '(. 

wil::f'be- s'elf:"support:[ng~;"'<· Th~ / '-t1:ie::~resoiut(on)~~f' ~h(?:ts$uis"are' 
questions:!~f:iact-:;~hicli""'thc{ CO~ss:r~n ui\ls"t: :de-te:1lrl.ne:":,:{erty '-)::: 
and cOUrityof -san' Frane~seo·~· v~;:r.1e·siern; ~1~li~~s / 1:nc~:-;~('1~62)'~'iO~;:; 
CA 2d'l~S:~:':l37f' western A1rfines;';-: 'Inc,,:tYt1964)6Z :cruc' :S5§~::;' :S6Z;':':; 

• Ca l~ tiUeldrii;A:ssn~'~: (1~72)73~' epee :74~,'-' :76.):: ~ .... ~:: '<:;: =\.)~:):, " t~::: ,~: y":.:)'-', ? 

4' . " ..... "" ~.' .~. .' -,.... ,~ .. ", ,," "". ~ .. ,., ... ".... .- ,-.. :'.,... .~, " ... , ...... - ....... '.< ..... 1 ""'1_ .... 1 ." ,16·' .... .," '1., 

.. '. ' .... ··Applyi:r:g"these' pritlci-ples 'to' the""'issue~~of wheth'er"-:fulr 
<"'j- _~""-''''''''''~\ '0\- ........ "' ....... .;, ..... ,,..-, ... ,..1- .... ": .• .,.t'.~ .... ,01"' .... ~ J."'~""'~"" 

lri.lingual services are reasonable' 'and'; neeessary-;·'tbe:~·Coi'am1:ss!on .. · 
to- •. '/ ... '.' ••• ", '.,. ~'''' ...... ,., ......... -I.".·· ..... ,~ •. ,..,: .. , '\ ..... #'"\0 :· .. __ ."" ...... ":1 " "'jf .... ,...i',....I1II."'_.'~'· ' baspreVi.ously'£ound· that-:-- - - '.~ - '- ':"> '.~ . ., .~ ..... ,~ ',:~ .~ \. '.- c;' A_ .. 

<: ''By':fuTnisn1ug'=te-lepbone';s.eMce: c..tfti(Etigl1:sb!: to' :::,:):,:~,r:~:)t:. 
" :, .. , -,:1ts·;:Spanish-spealdng. ~c:ustomers as:.'we:l~l:,:as, to-;: "~~:>""""~"': 

,_ its _Engl~sh,-spea~ng .Ct1;Stomers" Paci£:1e .:ts .... ~_ ... ~ ~ , .' 
. furri1-shing' the-,'-same-" level':'o'f' ··serv1ce~··to 'the"·'" ........ ',. , 

... Spanish-speakingcust'omers>:a-s.to:: the: Engl,ish- ,-;.: ::,:'-.'.,:,. 
speakinS, ,~t~mers._ .0 .. 'the. dif~icult;.i~s ... :wh1eh - ..... ' ... "r 

. some Spanish-speaking' 'customersv'~experience'''' ', ...... ~> .'. "v ,-' 

... : wi.t:h:' the :te-lephone-·:servie.e-:fof ":'Pacif1c:,:aTe:::~ .. :,::.~::\~ ':< ~.,:,: 
caused by their "'DiclCotlalowreage~of'-'the~---'-'''---''--
English language. ~1ssion Coalition Or~an1-
zation v PT&T Co. ( 72) 13 ePllc 139, 14 .)" 
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~~,e: .:::.!) 

0, ' ,., 

'<. ~,~:~,,; ~~' 't);:Since full::::"bi11ngual!Jserv1eesarer::'notc'n~requ1red;;or 

'.available to,",: the~:publ1e~>1n a:tetephone;)ut'111,ty"'s~operatlon~~ ~~)i)~ .. ; 
, generally; ~and <:81uce.::th~::need~· for~:auch:': seritces, '~lf;'iaiiyr>arl8.es.~:>C': ~ 
from,:,tbe:langaage:1def!e1ene1es of;a~~lart1ail:arJgroup::,o£:;=stOmers.~. 
the Coamissicn);':: aetermined :-;111 ;;:the~~ 1&8t1entiOned:~; case that Pacific· 
could not reasonable or legally be asked: to provide such bilingual 
services, and tbe~:Commis.s1,ori::,concluded tliat:~":Paeifie should not' 

...... -' ....... " .... r.,\..,. flY"", \' •• ~'fII'" :-' ..... '···i ... ,.. y ... ""., ."w:. !., ... ~ .. ~,,~r:'. ..... ..,.. ,("'I " 

be or.dered to imp:z::ove ;,.the ~,qUalitj<arid',:,levet;~f~~ ~~~iee8.;provided· 
',1 ~' ...... "'" ... -:.. ..... .. ': ." , .• ' "', •• ~ .•• • ~,.,.I .. , ~ ,'" :; t~',,~' .• ,," •• ,' • 

Pacific's Spanish-spealdng cus;tomers"'. ',::: :~, ': :;';: w.:. :1;'J , .• ::;.:. C> 

'" ," '- '~', '.The:respondents::bave.~ the .::duty-:,:underc:Seetion-.;:489' of the 

Code~to·'f11e-:w1th~.tl':e:Comm1s81on·.'eompleter;sehedules: of~t:nei'%' ~:'~Ot:C: 

rules, ~:c~!l~~a~ts, . pri711eges:'; al1d·)fae:tl~t!es.!";wh:[eti~~1n~~a:nycma:nnero ;,:' 

aff~~_~:r.,~:r~_~"t_~~:~jB~.rv1:ce •. ,: Aceora:[iiily~' \ the xespondentL.her~. 
have :'on,~ftle~w.ttli thelCorilm!ssfon. the:-:earfffs whfch!-conea:rn.cthe.£-.:t.,Z 

.' "',. ~.. ~ "'Ii' .... r'\," "I \ 

rules 1mderc'Wbieb":'6'erv1ce:,w:tll::!be::~rendered::;tc). the'public by the'::';·\.i·, a 

respondents.; t-Jhen: Buchc1:'Ule$' ::are :,ftled -;wfth ~theICommfss':[oD.; ~;ttie:t1."j ., 
provis!ons:dbecome :4'.::-part :::0£ vthe::contraee ,";to:::::render serv£e~' ::and"::-;: ',H';' 

the ':.ent1re ;duty.aud :-:liabil-1ty..:of ~'the :::reSpOndcnts :'w1th~respec:t: ~~t();'::H; 
telephone ':servic:e· -::!s.'::fixed ~by ;:the',,~l:'Ules ".:and-::regul-at,,!ons .:prcs~d;' 
~by the, Commissi.one; '.'. ::;(Water$': V' .:Paetfte Tet:;-::'::&:·':Tell~)'S1(19'74)' -: 12<:ca:l:: ?.::;o 

3d l:;4;:cRiaboff- v :Paeif'!c ~.Tel;~~&-~Tel);· (1"94'O')"';39':'Qt',:2d,:-Supp::ns.;::ca 
77'0 } • ~. - • • • ':.t .:0.' ~':_.".: ::' 0:'7 ~:,;' ;;r~:~~ ~:)~ :, ... :': ... : ~'·l:;. ;;")I(:X~ .. , .. '"':,:j ~t~: .. ~~~:;-· .. ::; r:..: ~;,,\ ~; j t..~~~ ;',': ~'!~)(;~~"! ~~ \;.!;~:~ 

';" c ......... ".",,...,, ",",- ~ ,..~ .. ~ ...... '-~ ~ "> .... ~ ~ Y'" ... ~ .. .,,.~ oiII\ ':'.""'1~· .J,.~ 7,.OI~ll'" 0 ~ 
• 'I.:.j .. ' .... 'II ~,,\:J'.r.,l, ..... , .. ~ .... ~;.J\....~ .,", ... -! .... oI'~ ... ;.;( .... ,.,..' "...1_"' :1 t~.;J _ 
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': <>::,.,~ •. : ~~:: respondents:~ current;::dQtY3.to; pray.1de telephone service 
under t:l:l~~;: r~~~~c~1~e.:: fi:led::-. ~~ffs:: is the~samec;for~ the nori,-Eng.·l:ish
spe~~~?g;:.~t:?Dl~?;s. as~for,)their:;:Eng11sh~speaking.;-:=customer~'::'):~Tb:f;s:z 

duty.-is"l1mit:ed:,;,tOv:-com?leting~,eal:ls or.::telepb:on1c~comm.un!cat1on,~~:; 
.' '.' . ,.., ,+ ... ",.,..... .. - '. .~ '...., "-' _. 

", '.~ .. ;,,., ,', ~-:: ."The tariffs;~filed:::.:by;:; ,tbe~:irespondentS':::provide;: iulpart· ~»:::: ... _ ...... ~. ..,. ,,- ....; , . . 

""""'"'e utility":sha"l not" be ,.,.lia\..'le·'for,~error's '" ""i'" ',,,,,,,", '.",~~"..,. .... ·., .. , •.. ·_.~~~l .. J.. " . .,J i, ,0', .,. '..,.J~""....;,'4':~ •• _'*'" ...• ~,.,,~'~ 

.. loU t~~~~i~t:ing,., rec~~v~~g.,.,~x: ~.eliY;e.1':inR ... " .... :. U"'.' \'''''1 ,.,,.t 
.... :: :'--oraI"'messages"by'-'te:tephone"over'-the~l:tnes'''' .,..." ." - ~-' .... , - -' ~ 

of the utility and ,conneeti'D.'g ut11:it:l:es-.::.'~;.: ,:.;,-:;2 ;::' ~.<.; ~:~;::.'::: 

'~., :Pursuant.:to-:,their·,:ob-ligatioIl'8:::to;provi~e·';.adequ·ate tele
phone ~ryice" the;;responden ts.::.have'Juo;,duty:eo:".:de :tiv:e-r·:1Jies.sages,:>-::~ 
for:,.cus.to~er.s~,~ev:en;-:,in~~the.~:most:.d1re. eme:r;gencles:_ .. ~!(R.a.ters::v. ;,:.~ .. ,:::;~.:: 
Pacific Tel. ·,&~'!el ... (1.g7~):.:!2~:Cal:3d: l,.~\lO·;-"":Schwarzbaehi~ ee ab~~:';':. 

v Pacifie,··Tel,,~&,"Te1:_ ~ebx:uary:-.:1,:;.197:7):U'1-,~Civ:fl: 38'S49;-lSUpc.Ct'JV;':.;; 

44803,~ ~t Sli'P:.p,,6~) .::The·)r.espondents.:.current-ly;~have:,,:no:;duty to::.,"": 

trans;late:;or; ·"to~:.deliver~:messages :£or ;.:c::ust.omer's;;J;"'.. From a :::eost-:::c,;:; ,:~ -::,.,,; 
perspec.ti~e ,.~if the.~.respondent:s .~erei.to ::have: ::,impose(kupOn~hem vthe. 

additiona1..:duty;.of··,trans:l~t1ng·)for:cus:tome:es:.:.:and<:del::tver:tng·:1thei":'= 

mes,sages:,;~it.:-~oul-d.:...inerease;-;the--:-:investm'ent:-requi:re(l,:.:as:~~'Web];caS::(;the 

opera,tor; .=foree.'.::requil:ements.;.' and :would' neees-s::ttatec!ncre:ases v.tn~ rates • • ... ___ • ___ ... _ ... L ...... --... ' _____ ---_, ______ _ 

for; .:s:ach' ::ad~it:i0tl4t ,:sp:ec:tal ~eE-i~.!.!l;~~r ::';ri~_~~_e"J:i~e~s;l£:or.ta 1 f:;>(: 
. , ,.~.",.. 

subscribers if such an incremental expense increase is. not, sp2:ead. '. 

to those who use such special serviees. 
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In Re Pacific Tel. & Tel. (1972). 73CPUC 729, 763., the 
Commission inquired whether one of the respondents,had' a duty to 
provide full bil1ngual service so that a·subscriber in the,portions 
of the State with significant numbers of Spanish-'speaking residents 
could obtain essentially the same. service in Spanish as :tn English. 
The Commission concluded that: 

'~ntortunately, our society apparently has 
not yet provided facilities to teach and 
sufficient incentive for all to learn English. 
We cannot conclude~ however, that it is the 
responsibility of Pacific to overcome fully 
this deficiency. The steps already taken by 
Pacific appear reasonable and no further 
requirements will be made at this time." 
If the res~ondents were to require their operators to be 

bilingual, it could create legal, labor, and personnel problems. 
Some of the respondents are prohibited by unioneontract'from 
requiring their operators to use their Spanish language skills e as part ot their job, either on emergency or non-emergencyeal'ls .. 

33-34 
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x. Bn.INGUAL SERVICES PROVIDED 
'OUTSIDE OF CALIFORNIA 

~ Operator Services 
In the area of operator services, no other Bell System 

com.pany~provides spec1al bilingual .assistance such as. ESLAB.: to, 
,-- ... ~ ., .. ,,' ... ·~r- .... ~. 'J''.)''''_.;_ .. ~" ·-·r'I- ........ '-'~ .... jJp,.,. ::;,~.:, ... :.; .... ,,:..~,~ :,);:,,.."'; ':;"J.. ~~ .... /..:~-:.,j~ .. .....-,,;.~~ 

aid non;-En81ish-s.peakin8...,eUstOmers~in' cOmplet1ng.emeX'.gency calls., . 
..... "~,, ...... -. ,'., .. _._"". .. ' ' ... _'J .. .. ! ... _,. ... t.o.

1 ~ .. ,i • .:' ... 1~..:..<:..~"" '.I.., (~ .. ·I.:..J""::":C.'j"~ .!;r!~\ .. ~~~'\I,;, :;,..\~':::..' C"'..tcr::..~ :~~J::,.::r:0 

Most ~otber _ telephone~. c omp any "'I practices,... provide .... for attemp-ting ,to "" . 
.. ' ..•• ,_... ~ ... !.,-v ._'."J ....... ,~ ••• ". ,·",' ....... 4 .. ' ·.~~"f ... ,.'~..w., \ •• :\ _, •• :~c:. .... :~~ .. ::.#, ~,)..;,.,';~, #.;..,....") . .;. ;;;: .... ,,·r.;:';,;i..Jr:),~ ""/c. 

locate~~~. ~~l~~~;<?~~!:~: ?: ::~~!>~~~s~~ ~~i,~-::~r~~'oZn::::~~:)~~fi~e :)~).~;¥) 
If this .. is,..not..'possible, _ they advise the~customer,.to;...get an " 

- .......... -' ... ' ";,, J_ ...... d\ .. ~'_ .. "" ..• ~}' .•. ,t ...... ~.) ..... _~ ·" ... _::::'r..;, '~;, ... , .... ti~~ '1::"~~-0:~~':" )-.I,i. .• ::;\,,~i: ~~::o:.:~;-:::)~O 

English-spea~ing.~rson. to(.come.~o., t~~ ... t:e~~phone"; .. !.~X:_ e~~'P'le~ ~ ~ 
"0' " • ..,1 ... '. - .• _ ....... '~ .1". _:..J ... ..,.. .• ..J ~ .. ", ...... ,",,,,\ ,<,'" .;("' •. .:,... •• j.' .-:(. "'''''.,(.. f 0-'" ..... >,1,v .. )C; G-,tI.j~;I! ..... ~ ":/.~ =""" - .... 0.::': ". ... 

Chesapeake~&~.Potomac .. Telephone Company" (C&P)_ in Washington D.C~ \... ~ 
.~, ......... , •. ..,; '.- ~ ...... , 'I" ~.~.... ... .;....J _ ~ -.,,_,~, .' '" _ I.:' J .... .... ~_. ~~~_ ~:.; , .. ~;. .~ .. \ ... ):~ ~::~~, ""'" .,,(::.. ;.;. v '"J.'·~,t:.,;~ \:..: ........ ~ ~~7: ::-~:..;. 

provides,.a. special .. nUmber~:whereby non-English-speaking,. Spanish':: . ,. _ 
~'- ... : _u'" · .... • ...... t.~· J .... t •. I>.,.'_ ..... _ .. j.':~ ... , ..... ~ ~..,,;. ....... , ('~.J· ... , •. ,_,·;;:.:<>c -"O:~' ;.:=":' ~, .. ~rJ_· .". . .1 .t~ .... ,-A.':·:r-.:> 

speak.1?g.,.'~:t:~~n~ -:::c~ ~~,~~,;~:~ o~e~~~e:-::s~~~:~s~:: b~~:') ;~~ c; r~~~,;d ~-:..).::: :;~, .. ;:; 
shows;~ha~ such:, a" P:ers~n C:,ould~no.t; re~eivev ass ~.~ ~~n~~ .J~, .. ~~al::~ng~~..... .~ 

• ..' ~. ~ .... -' "0 •••• ,. .. ,_ r __ .J ..... , ••• 01- •• ~~_, ............ ,... "...,;. ... ~~~,.} .. ~J. .... <\J.;;.,:){,.x ,.1A~' .. ""',.I·l • ...,.,.~'" U .. Ii~ ... ~J,,...,;;.\.,.:;. ,1j,,1 

a pbone,cal1.throug~ the ... telephone company ... emp-loyee:at ,this . 
., ... , ,,"',..... ._' .. ... .... ..... ) •. , ............... \.!d,.... :.' .,' .... ' •••• /~ I t.:~" .. ,~ _.,1 ~~~ .... ,_ ..... _ ,~:.-;; i... ~;. ~:.;...: , .. ::~,r:.:;,.:, ;.,. ... c~::~ ~.;::.:: ::,~~~) .. zo 

number_ In..,.C&P: .. thereare,.n~ opera.tors:.dedic~ted ~o-;handle o~,ly"""", .. ~ .. -- ,.',., .. - ~.~,,..} ...... -- ..... .,,~- ~- .. ,'c: ..... , - ......... ~, ... ,..I.~-.( .... V :..T-"I~_\...A 0.., .,.1 •• ,: .• : .. ;,',... ~.w- •. "--,~II~J..;,~, " .. r ,r.:I' .. 1' 

Spanish l~g~:J e~~,;~" ~t :,:>1l:tngual opera.tors.,(.~e .~.den~!f.i.~sJ, ... , ~. ':. ':. c' 
... ....-. .,...,.... '* q- Ii ........ ' - , ... '-O!¥~ .~ .. J.;' _-.:.1 ............ _ .. ' <,..... ... .. t"', ...... 4 ........... . 

on a ~;s.~ ~d::?~l~~c,b!:.~~'?~tt:~t~~:::t_~_~~~d:.e.,)~?~~s~:: l~~~;~~e::'~a~l~~!.7.::>::; 
if available, .. ,.. Only-5() .. to,. .. 60..,S,pan1sh ,language calls are handled· :'::\_ 

.. - ..... __ •• -.~ 'L,t j.., _.' .......... ,.J :".t •. ',...J _.:.-.. ... ',./ .. ~.~~,: .. _, '..!u ... .;.)·_:.J~(} ::~~.; ~~)~:;,;;~r:;':. =::'f.:~ t··)~~~·:''1.C 

by tE:~~~:;.~~';-~E,~~,~::,:~~lt ~?J;~1t ~~~~;~~~; t.?Ij.~h~~t~~pg:~~ ~-!ggo~gg;}~-:I~ 
a day han~~~~:~.;~~~,:~:~. ':,:}~.:, :i:::r;. ,::r:;:c.';;~: ~c"!: :::.cr::) 0: ~': .. t.c:) ;~;'0Z-:"VO . 

• 
f\ ..... _._:.. •• -_~~... , •.•• :'.r.,"'" ~ ..... , ..... ~,,..... ..'!-:-.,....\ .••• !-.:~..... .'-~ _""...... c,...... - :---. !'i)' ~ __ ... ._ __ .... _ - _ ... ' '. ....,'"11 $' 
_-, '_', E _.~ _..J. V ' .:._ _. _"- ., _, .~-" ... ; • j--, •• ~l·._ •• -. ....-..,. n ... o '" ................. ,. .... . 

lip ~-- ""....,- ...... "';"1,,, .....,--~.".;., .... ;J~l . ",:,>~J-,~~ .... ""' . ..,.~" 

~.~ !)-;:~:.:.~.\:': .·).:c.l:~'Z!.o~ ~!"!,~~:I!!') .":!'::)v~=-i::~.cr:..J o~,::b::,~:.. " 
~r') :" :.,,,..,.. ~ ~ v l"'~'''.,. ..... ,...--.. .. ~'t~'':a "",' If, ~ #' ... .., .:~ .... """,... 1" r lj' C ~~4~·'J~·,.J.o·'~>· 
'Ip..I~ _, ... I>..Jj,."" ......... " ... ..J'W" .... ,_.',J t" .... ,.,.. ..... ' ...... ~J..J ... iT ...-.~~, ";-"'" ...... '..,.:.:.""..".l ~.' . ., ' .. 

j ......... r:"...,G"' .. tlP'\.1''' ... r.tl:Jl ,t."'l;J.'~ :""~1'f' ......... ...t,.,. ''''~;'t'''-'''''OI'T,'':'''l:'o''"'o,..· ... 4./"' .... '- .i~ .. "'"" J..I", ~ __ 'J.J .'.;(';;4w"f..# ... J .. ..J .-; ..... I_,..,.~~ ..... J..._ ,j,JI ,*:,4 , 
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cz~:\}O~: ... : 22~~1:'~~';':~:2 ,,':_A"(';O%:C~X~ .. "x 
1\:?~;:"'O';;'I,,-71j~ :0 :::.C':'2~r~)O ' .-. __ ... , .. _-.. _-----, ............. _ ... _-

_~:':' ~1t~·6Z'1s. th~::,sp~ni~h;ian~g~ ~e~si:on of~the~"eail:q:r"!:.:~ 
guide't" ffcim '.:th~ ':Yl~t;d~: \":FiJr1da; t'~I~pi{i)n~ (~d1rect~ry;-di~tribiitedor. ;,1.:' 

, ...... " .',.." ,'""'~ ... ,...'.~'.' ...... ,., ...... ' 1I·.
I""l"'.' ...... ,y"' ....... j" .. , .. , .. ,,~~ ....... ~.,.. """''''f''>-rt'"!fI'''\.I'\ J .... ..."o .... t,' l" .~.,,-..,. r ..... -;r. V 

by Southern ~ Bell- '''and'' EXh,!J)!t '; 70 ;/is -' the '" transla tion of::r that .' "ea 11"" <c, c .. 
....... '.'~. \ .. ---, I'~~'" ~'. ,...'''''.'t .'1'-', ..... ' ...... I~ ... '>·~i"""·"'il"''''·'''''' -f" ~'''''''"I'!-rI''. -,. """If'."".-,,~~,," -",·t· ...... (:. ~ 

guide"; ~ . Thereiu' SoutheriCBe 11- eicp11e1 tly D:tci tes": that .... a 11'" the:[r-~-' ~.' '0:. 
fIT" -" .. ~,.,.. , ___ -r ... ·,~· .... · .. {·\..,..f"\"··r ..... , .... ~,.' .... ,. ~·,·'I '·.,."'·'f~ I/',,;;-..~;..... " 7"..""~.'"Jo'·~'.:-" ""0"" ~ ...... , ....... ,.""" :; ..... :--operators speak -'English; -while" only' a ,I few'" spea.k~ SpanIsh; andJ. that"' ",J 

a non-Ehgi1~h2sp~k1~;::'sp~id;hZ~Peaidng0Caiiero;houldrrB·~ek<.;a-:r;~,;:;:3;~Z. 
fam11y~member: or;: f~i~t'4;f- fo~z~~sis'ta~~ in'O~ia~!~::>iongOdi~ta~ee,:;;~;; ~)f'2; 

_ ..... ;' ' •• , ... 0.-: ",:' _ ,>~ ,'" r,. _, ~'," _ .~';. ',0 .... ~, ,_~': __ I .... _ ",t.:.t 1".- 1('\ \·"'''' .... 1 _ ~-. f'~"'''''''' .. -";L " ...... " "'1~' ... ~11"'~"".· ...... ~ ..... _ 
calls.' "If "th!s'>1s not: 'pOssible;'the 'standard:-'practiee-'in';;'the":"-'~- .0 ,,\.; 

Southern:'~i{: off1c:;:s':: in~Mi~mr' ;~Fl~i-1dS:~c ap''''p:' ·ea~st~?~:'Jtb4t<:(whe~>:· ')!:z~ 
, . '. , ~ .' ~ 

a Spa~~~sp~ki~g"7~~oii~~i'eal1~x/~eann6t be':;UtiderstooC!· by:ran~',ilOt;?, 
operator a;;d~' En'gi1sh-::a~;!$t4n~e:';~nn~::'beI obt8.iileCi1by-=:the:~aller~rl'q ::. 
an att~t~ i;:'~deOto.2fiild'::~::'~iil.i<,;o~rator.ln)iheS:·~£f1cet:o·)C~~c 
assist. tK~; ~ii~ ~(~bit;~5i~opj:'::':f)i:'::':i~ t:h~ eV~t:)tbatf:Jt:liel :-::~;:.\~t.~2. 
company':"is':~bi~;t~:~i~~~~)~~;;iliriiuil?op;;rator~;o~:((Utfiiit~t ,r'. :~'O 
off1c:e~ ~'·th;~"~ns¥~=ih~'· ~p~i-~i"o;?'~~n';' t\l~v 'ihe= c~ itet-:"to a ~·.peeialZ. :", 
seri:t~~'~~rd ~;{t~hbo~rd'£or: ha;d1:[nt.~ ~1chi~ch1)Oii-djlilnC!1~~ \(·1 

overseas calls to Cuba from Miami and will als6;A~~s~blYr:,,"r: .. :.f.j~"'.~; 
handle Spanish language calls trunked t~ them from- the M1Bm1 
auswer1ng operat:ors as an adjunct to its primary overseas service, 
and to whatever extent possible. 'there is no evidence that 
Southern Bell actually effectively handles all ealls from·: Spanish 

monolinguals through the S~ri.t:ehboa~rd~ 
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:' ~ :: ::;h.c ;,C?P~~t~.~~.t;~~~ ~:pr,o~c:l~~' b.Y.) :~e~:;~~~k;: ~~l:.~phot'le 
Company involves ,:loc:at~ng,~ ·b1l~1 r-operator,;1.f ,.one, ,is. ,ava1La.ble;, . rz 

....... , ~."'./'.1 ...... ~ ..... _ ,,.., .... , .... , ... J J_, .. I.' ,.""" .... ;..~ .. ".~., .".~_ .• _ ..... J"" ... , ,i. ••• , ...... ;..-.;.v ........ ,' ...... ..,.,~ ..... ~,;;. 

(Exhibit 54~ p. 1). New York Telephone~. (;:1~~:~~ ,-;~~~y~~~s~r.~2:-=1,:::(r 
special number, but receives only 70 to 80 cal~~~,:~:',,~y:: ~~~1?Sa;>~!~!~.d .~: 

to the 1:~~g~~~n~e~:lo; .:~!,~,~:c;.ec.~f~~:~~~~ ~~~:-~'~;'10;-;:--
~~~ ";:tJ~l~p~o.,~~":-;~p~~:~:~}} :~fn ~£:a~~ .;~s)C~<?~.~~~,}~~~~ v~~;,~ '): ~~ j Z 

Ca~~, .. ~~~~,:~~':~~.:~~,~;.:~;~:~?;_ .. ~e "~l!(!~;;')~~!~~r~~~,o~h~~,(~~~ .. ~:o/~r~:.~)V~;': 
~~;~i~ s.5~ c:~h~ws.: ~~ :~,~r~~.<?,; ::~\~~~~~ ~~e <.~~~~~~c:~:l~,~_~~~~h ~l,,~~:; C'; 

~n~;~?-!s~:::i~cCa;~»:o::~~2~t:-~~~~~s..:::~~.j~eb;~~s~~~f,p.~ ~~~,.")(".' ;~~ 
1s ... that ~eneh .at:d,Englis!l·:.a:e"t:b.e two-~of.£!~1a.l la.n~ges o(,v~ ... ~ 

---- ... ~~, .. __ '_""'4- f_",.";,,,,',,,'lI_' ... .. ~ ... J ............ } ...... ~ ... _ ~ ...... n" ..... rtt \'.,; .... ~ ... "", •• .".,'--/ \'- -'_c.J.o .. ,. ... _ ., ....... c; 
~~.~ t:.~~c! ~~e~,s.:i ;.~<!ce~j:'?y c~<t~,¥-t.Y;. c?';t.. ~:~;~J~J:~~~e<l,~~[~~~~ts.':~,:'~:!! 0 

and privileges (Ex?;.ibit 67» p. 29). Quebec is' predominanely _ '-",' ·'."_';f~, . . 'v _ .. ..., I( \.... .. ............. ~ ........... '"'" I 

French-speak1ng~ while .... the ~rest .of. "Canada,.,is, .. predominantly" """'" ~ (",- .", 
.,-J ..... _.-<'_ ...... ~\o~.j_~,,\. ...... ~- ... ___ ...... ) ... ,., ..... _ ,..J' ..... ~, .. _-*"~~.\....,,Jo._'"' ... ~ ... .J.O_ .... _ .. v 

E1lg~~::~~~ng •. ;.1,~~~ -':¥l>:~.~~~P:~.:c?~-~;~~q~~Q~~S» ~~~'§lud1ng
all~~,~es~~ :...g~"::~r;~~~.;-':' ~~l!.~~~; ~~:.~;::~~~1;~~~ l~~:o~~~~~~:e: or-£. e 
by:~he:-!r~e~ ~~~g~~.:':~~'5c:a!.:1'=~~h~ r;~~~'::o~:~~~:S~~.~p~\~~ ;'0 ~'-;Oj= 
o~~~l1:1&.)~~~C!~. :::~~!.::P.~~o,~~t _~~!~ ;~1:~~1~B~.: :~r,~wo:, .l~~:':~. 
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:-':';C':':~~The pUertc;?Rico· Tefepnone ~COmpany(>operites''::1~ ::pUerto 
M" ... ~ • -. • .,... .... • .. til ... " ., ... Rico ~~ ;a . Spani'-sh ,:::s~eald.rtg ::iil'and ; ;:Where ,;:ail.xDos.t iiiVerybod'f J.t'iF1.C·· ",~.":;' SS:'~I"~"> 

.. ~ "t~ If" • ..-.... ~ ".t*'. ", .... "', .... .,. '..("-0.:,...... •• ) "'.t', ....... )~~.o"'J "'H')"1f' (;'...... .'? .. ~.r~· ... J·\Mto;:r\ bilingual '-(Exnib1:t (5'Y~ p:"'l) .. ''';0' ... '.,:..J ..... J'" ...... ~ "'"./~ ~... • ... / • ""' ......... ~ .... ..,: .. ') 

;... '\-.... -, ,'-<""f"- ,-.,.,11\ ¥""... .~ .') ,- ,. ..... ~ ~:i JI"o. ..... ,"'J\" ., .... ,..,. ........ 1'i'~"''''''';''A.'''.r...,. ... ,,.,.'" ........ ~ ... i "-:I ...... ,.1'"or-r "',IIi" ~'-''''I:''''''':''I B .• "'D:treetory Serv:["ees .... ·;' ... 'w·.' 'J..- ' ..... ·.,,·v .••. -, .. ~., ...... -.~ - ...... ~ ~~'-'" ....... ~~ •• _ ...... ",L~ .... 

A review of 'oth~r tei~p1i'ott4?:"eompan£e~~1i0therruii':eiid >;.~r::r.o~ 
States hav~g1.arge~"n,Jiiibi';:s; a~ n;h =Eng:li:sn~Spe4~1~g ·:';~rsoris . 
reveals' \thli€::iom~- ~~omp:an!e's~ ~(pr~";id;e ':btl fng\iai'C'emerge~cy'::trifo:~it'ton~' 
in the :!ntr~d~t~ri'~'page:s ~o£' th'e"':d'iiecEory>'!('EXht'61t 61~:':Pt>~~2i~::i8)·~;·::~ 

"", ' •• , .... ,' ,.';, ..... """'~t' .... .;J ...... • ~'" .... _, .! •• " ,"- ... , ............. , _ .... ~ -"I."', r ...... " , ... ::... " .. ~~. f"'1"" .... _"..,.-.'.-,\ ,-::( ",\i'¥" 

as well:--as dialing and-rate 'inforDl'a't1on "'(Exh:ib-:lt''''5t~''1>~'''2;';''Exh1'bit';'54, 
.... , ...... .. '''''.". ~ _ ,J .... ,-" fill,,....,...: .. 

a" . ~ , 

p.. 1; Exl'iib!f<6i/"pp. -27:;2a)~ 'vheire ::Jthere:,:'{s-;:a:n ,'" obvfous . .tuere'o: ~A =some <.t.,;: 

other :t~iephone\':'cOmpan1:es'=Su~h' &$ ~'ci&P;clo ·(nQe~:?oVide0Sac1ii.moriri.atfOn /' 
."r- .. ", ..... I."',,·.~'tI- .. ·~~; ..... ..., .:'Jr .. ..... J'~".'j, ...... (·'i ',:'")('" ".,. ........ \ _"' .. ,-"" ... ,~.,~~'" .,>I',.., .... f'~ .... ~.-rw ~"~i~ ".' 

(Exhibit·~7;·-p·:··"28'/ .. -·-, , ......... .' ... ,.;~'" .\ ............ ~\<:i ..... ;.;· ... ·.,'_1 .... ).:;..'c ........ '.f_."', .J."'" 

c. Informationai-::and'~Initni2ti:ci~ai:'~Adve'rt£';£ni:'~:::i,l <:s::d:),;:,,~)c;~ ... :~:=-d;~:o't-:: 

?·· .. ..:':-:..;-Some ·OtIifi'r~:;companies ~.i1s'O,-:prov!de!:liirirnguaf·~:i:rt£ormat!Ori~:t:l e and :ttl';t'~et:ton~l'acr!ert:!sfng s~t)?~r7;£o't~at::eotiduct~ "~Y')o;;'e:Ja~:L~:~ 
more of the:-':'resiOnd'etit;Chereitt;'bui":it,ccl'oeiVonot'i2appea'i- t~ai:\'lcy/o:f~{~ e 
such companie~;'pro;1d'~ '1Xlor~·tth·:in :th·i'::reip01iderits~tterein"'whereltb:er'e.o 
are large numbers of non-English-speaking persons. 
D. Coin Telephone Instructional Card Inserts 

Some companies,. such as C&P,. have programs similar to 
some of the respondents herein for installing. bilingual coin car,d::· 
instructions and· others. do not .. 

":1 

. ' ., 
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'.' ;" ' • ...:.~< ::-:: _:XI~· ~:nm_.91L SYSTEM",,_ ., ..... "',:.., r' " ........ , 
•••• ~" t,., .... ' '4"" ~ _ .. 1..,. '..... I 

... - .:.:rhe 911,:.system~pro'7,1de~· a.::~~l!~~~er~aJ .. ,~~.;g~~~,,',. 
number for p=oeur1ng",emergency:--,sex:v:Lces ..... suc:h·· :as : fire ;- ~11c'e~'~",' 

. ·4 '.'.~ "_" .• " ".,", .... .,' .. 1 .. __ , *'-,.' '., .", ._',_'1 ~ ... "'~ • ./.:...' ,. I":'~,: .~,u~: 

emergency 'medic:al~ .".and;ambulanc~. -.~~o~gh. .. a". public:~. saf~ty ." ~." .. ' '.' 
• ,,~, - " >- .... ,: '~"'" ~ •• ".,I·." ... , _.,r wnJ ,~.~ .... ' .".. " ~~, ..... ,.; c'" ,J. .:':! 

answering:.point'::-la:lown· 88:.'.'PSAP'tt .•... 'Ibe .... ,lOC::41~publie. :lgetlcies as. .. 
. ,,"" '-'. "~ ,., '............ ~.,. .• " ...... - ·":·"·~·~i \..~ . "',-- - .. 

defixied"1.n· Government· Code Section. 53101.. have .... the' o~11gac1on·· of" 
~ '" .. .'''" ...... , .... ,~ ... ,-I':..., ........ , .... .::" ,,-,,~. "',t""',~:' 'j, "' .... ','\-,.~,. ~"I,,.i"i"'. 

estab1Uhiug and <>perating .. ch~>PSAP., (~:tions, .. ~3,107~~~·~: ~:v:ermnent 
r .. ~ ••• , .... ~ .'. ," _ ..... ' Ho ' .... _, ~,.'~"'-.I .... ·I

j 
,:.. ....... -, II I ' • , ........ 1).., 

Code). The PSAP is . to.' :b:e,.~l()Cated .. in non~.telephone .. cOtIlpany:"- -'. ~ 
• ~ ....... -•• ' ,,, ....... '. '. ','" ......... ,'.;.",. j .. ,_I'",', ~,i,,/.~, ... ~_~ ..... , ,';;· .. ·..:·:;·;::,,~:;,2~, 

quarters~: $taffed~ by::. non-t~l_epp~1l:e :companY:-.personne.~.,..:, and is: under 
the- ·jUrl:sdic:tiou· of ... :~e.govermtentai bc:;dy. .. :i~"·:$ery~s.·.··"', 'the1oeal . 

.. '. '. ,_ .... , ........... - ..... '~' ", :~·"'':'.I ! .... ;" ,2';', ~w-,,:~.,::,:~":'~~::;'~:·~~·:: 

. publiC' agency.' s; ·obliga.tion ex: ends, to .. tr3nslat1ng ... ~8nd delivering 
, " '..... ," '" \.... ,i' " ~. • \" < v'..... ,......... . --; .-11 '>'10' 'I'~' Jo'~" 

.a message fxom.·:th~,caller:):to ::the.,,appropnat~-~·~rgetiCj-a~ge1:iCi~·"·· 
• • " •••••• '" ' .... '0# .', ~".~ '''''''1<', .',. ,~ .... ' .. ~ .... !I~_~j~w'· ;::),'~'-"')'::.I~:'~~J"IJ~::: 

PSAP .::U$t, have.' a ·:fu1l-·time· -bilingual. capability in those counties 
h, ,_. ' ............. ,'".,,',,"., ~ ~' .... '~ ~" .. , ......... , ....... '_ .. \II'''-I1't.,.,.-"",#, ... 

where::five.~c:ent, or more V.Of",the.."pop~lat:i.Qn:s~k~a "'P%-:f.1imry:~; ."-, 
" '.: ~"-".~" I-•• ("~ ..... ~, .• J, .. ' __ : ... _...J :::,',~.'~I 1\ •.•••• ' ..... ">'''',r''I",,'-:' r) .... 

language: other _: than .;Englis~ •. : in "order to: .traus.l3:~e -fo~ : the~ :~n~n:. 
" .," -~ .. - ... ",,' .• , .. '''' "'" ..r .... ' ...... 1."./ ",. ....... n. 1,. .. ' I:): '.1'" I ol",l. ,,,,,~ 

ExlSUsh-speaking::eallex:s';':.(Section 53112~ Gove%:nment cOde)'~'~,~ '~-r 
• •. . - .' " ., ~ ~ .. ' .. I. ..~, , .. ', .... ". ~ ••• :. ''', ' ..... ' ~ :"f' ,:.~ , .. -:: ~. '; ;:~.;t:;.t -" "..:.~ ..... ~ ~~ .(~,;.,.~ :~ ... 

;~-, :~::-.' ::'1:he.7911 :system:::is.:in.)the_proeess of .. :~e1ug implemented. 
..." -, , ..... ' .. ', .. .., ... : "". <:I.J ~ ~ .... '.1, .. .". • ...;;,. ,J.J'~,,'" -nJ,':.,..' "'J~:' ,. ',1"'-;-' v. 

A11public agencies must S\1~m1t, ftna.1..., plans _. for _ the:' esub11scment 
• ' • "',"" ,.'" .. v·

u 
.... ,.,,, ... ' •• , ,~ .. ~, .. '.., • .. ~.i: ... ,~, ; ...... '~(:'~.:.. \·r'*':~:::~· ... ";.o"~~, '~~C'~ 

of· 91:1: sys.tems·:,by··Ju1y.~:1.::19:7~.;:"must"plac:.e.,a ... firm. o_rd~,:~o· 1r:b.e 
.-< I< ,-0- _ ". .~, "'~.. .-....... "",'" ...... ', ..... , ..... - ......... ' 4-. •• ):':, .... '1., •. )- ...... "~:.:J'~, .. 4"" ::,,;,) 

appropr:tate:: ut1:l1~· providing ,~e,lephoue.·. se¢~~co._ 8~h. p~t1c 
• ....... c,~ ....... ;\.. ~ ,~ ....... \",".y "",,' ,,~:~ ... \\ .. ~..;.' .... ~' •. r'~'O-..:.)'.!) : '7:'; 

agency 011 or ·before: .. July:.:1.,,:.'19?9;::':and:muse. make arrangements for 
.~ . __ "\~""'C''''~''''''_'''''_''''''' __ '''''''''''''' .••• '''.'_~''-:_~~,.'::.'.::::' "",.. .. _,f .. 

. ... ~tbe· ,i:aiplementa.t1on- and~ _ba~e;. in: :~~~at~o~/ the.,ba~ic:~.91.1 system no 
. ' ,'-'" ... ..,. ,,~ ... ---...... '",,'" '~ ... ' . 

. :." 1.ater'than December; -31: ... :1984 -(Sections, 53109, and, 53115· •. Govercment 
• .~I " '.' -".' .,' ., ..... ~, ........... ~...;. "',,,1. .. : «., .J .... ~> _,.. ";"' . ..:,,; .. ) 0.~;-~:,.. 

Code}·~- l'he ".911·syscem;:18~.:o~rative, 1n~Califox:nia, in, .13. munici-
• . .• "'- ' .... ' ,I ... ~' ... ,"~ .... " ••• ""U, ,~\Oi' ,-."',. ~~I"'""·~. 

·pa11t1esati4 .in Monte'.t'ey: and .:SaurBeD1.t'o Co~ties:;. ~and: other~'9:(1 
• ,r~ .~. "'" .... --....... J • ...... ··""' ..... ·,r (;:~, ..... , •. "',;.;. ......... :.: ~.~:..~·Jflo,~C:·,!.) 

syatems:~&re·$c:heduled·.fox:compl~t1on.:ln.~the neaX:.,.fu~~." Much, 
~ .. of ::the State' will :.be ~:sw1tehed :-over -t~ : 91i ~in:~d~;ne';'''~f··~~~~ ':i984 

.. • .... j •• ,.' '," ,I, ...... - ............ ;,,,f,,..,,r.,, "!;.I.,,~, •. ,,,.,.~ ... ~;·.~_~I;."':j'+:"~:;'::.;I::;' <,:;~; 

·:date <requ1redc.:by .the.Leg1.sla~~ •. ,~.::-:>~ , .... '.- "":. ,;~:r _ .... ,.. ....... " ..... _."_ _ •• _~. • 

: '-;~:"; "r··· :,.;: ': ~:: :..-:: -::.: .. ~ :;, <: :'.)'~) (;.'::.j,: :: :.:..~r;' ;':'~;.; ;:"~'-':;:~,~~," .~~ .. ~'- ., :::,,:::.::': ,:~~~ 
r,.... -I, ".' ... f "" ~,..... .,,,,,,,,,) 4.f. ..... ,1\...; ....... .,; 
.J.,' wIt.- ,;t,·::*,,,,,~:,:, ~~~."" .. ,,_ ...... " , .. ..;-". • , 

- - .. ~~r "~.-,' •• ~ •• :,,,,".':::~~" .. ""~';.~:(:-. ~~"::,~<>~!;f)'!::~-::':'~~~:::~Jcl'2 ~-~'~~ ..... , 1M" ~ 
•• ,f< .:....- .... :;,;",~.~q.Vtq "( .. , ... ~""~:.'i.::~_~"J. 

!.".' -39-....... "",,""' 
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.:"":,,,~"~I" "'''''', ,J k "'~I . ~.,~ ... 10" • 

!he costs neecsSa%y..:£or..::,the establishment of' the 911 
sysi;;n:~by :~pubii~:"agenc!~s;':~ll' oe':;'pa':[d0for:ithrough 4r:1:4X' levy 

',-"".< r ........ r·~'" ,,-po'~~ .. ",.~' ...... u, ., 

in' the --fom.,·'of -a '·surebarge.'iIliposedyori:Jamou."'ltscpatdoby'the U$ers~ 
...... ~./,. " ....... : ...... -"'·J~'1'., .~ '" •• 'r' n- "","'", ~........ • 

of intrastate" commurde.:l~ion)serv1ee$- !n:'::;Ca.ltfornia,:commenei~l::'\:';' 
'~'~ ": '..r-'~' • . " :.. ~.": r/,."'jr,,:,,", ' .. , .... , ," "'...... 1" ,,', •• ".,~, '." • .-

July 1" '''19n' (Sectious' 41001~1150'~;·R.eVenue,:ra.nd>.:Taxa,tiop."!,Code)f.~:, 
!h~ i.~$litiIre·: h.as~"approprl:at'ea:·:f:rom l:he;'Sta,te'~'s>Geller~l:>F,~,,:, 

.. , J.:~:·t·:·""'·- -','{ " .. :" ,.~:._ ,,-,... ~ ~~.... ...... ", ..... ~ ' .... _"" ;.,... ..... J'\\r" "" . • 

f01: 1976:1978' the'" s=':'of"'$1'~22Z';OO(rto':~;;:fUnd:~~he :91:1' ;SY.$tem:I':::,,:;::.~:~, 
<Sect1~ii~ 41150;: 'R;:;;~Ue ·:alid 'T~tlOn:'Code > .... ~.:~:: :: ;:.2(: ~):::. .. -:: .:':::~:/:, 
, .'. ,~: ,-' ~~.,: Ib:e~"91i;1:eg:Ls'l:3nonreciutres:' 'one; or:' mor~ :0£,: the;::~:::',:;' .:,,,:.;::: 
iespond~tst~"';;ar :e'c~{~ ,expetiSes·:'.:tnvolved~ ~t1i:,:t:h(b~1~~: ~'.:2 
~eri~~i:()ti, iii thi'91:i': :syseerr:i ,:' sUeh':ris' tne' :c1.ea~ing~ ~o£tthe;,' 9l:1::-:':;,,:, 

tetipll~~ ~ide>:oti·:a. :.;ta:fCW:Ldc ;bas±s ':8nd:"th~::proVis1on: ~f;:,the:;. t: 
n~~~.;:y:;~ui~me;t: '~~~ngement~~'!n ,~,t:he<local:-:.cent'raJ:off:f.ces:.2"::' 

\,~·I,>,.""""'r"~· , .. ; ~', .";,."'_ « • .,-.\·, .. w, , ••• " •• ,. .. , ..... , ... _" .... :. ' 

to make, the code ·effect1ve;"·1.nvol-v1rig~:a-:c'ost· of;~3pproximately.(;.; 
-."7"':~, ~';'~,:, -, ... " .. '~"'" ::.iT .... ·. 7 ·',"·:.""·-i-'o·'tf "\'" ..... ", .. ' .. / .. ' ... r"'. ......... .~ .'.,', ","/ ,," ... " 
$15,.000.,.009. ..n addit.on, .. 'the'Meost ~of··the.:.circuit~F.i)Ctween~~;:;'.::~.; 
the cUst~~er~'t:~;~~~"iVie~ off1~~ and: the :'off!ce~;8erv1rig cfthe~:7pSAP:~~:' 

, .. c"; ... t',·.~.",,.,..,.,. I ..... ;.~I 'P""->+"""''' ,,:_ .. , '" .. ,J " _ is -,ineluded.,. '··Wh1eh··c'os.t~: ~nnot"';e-;dcterndned;;;unt:tl~the location 
o:{·~eiY:M:~ha.S';bee:D.:::det~i:m1nea./:and also involves thec:eos.t.:/~ 

" .... .:' ,':~= ~.",~ . .-",~-:--/.. ..-. ":'. . If ........ \, .... _ .... 0' "flO'" .. r..,_ ... ... I'. '., - ' • 

of p~oViding" dial."' tone ~ in> eoiu' , telephones\:w.tthouc;:::the~~ecess1~y 
e>f: ~~siiieg:' ~ :c~i~~:j ~h1c:n;'eoS1:$ :w.[ .. 1~1;be::lapproXimately:~·$-3.5:,.~,9,O, 000. 
,., ". ::::-:>~,':;,'::-;' .; Xr{~;';'DiRECT; Tj'ISTANCE!·DIALINC:~.,: "'0 ,-",,' "~;"i"''''"' 

,", ,~. .,. ,.... . "'if..... I •• ~."t t:,.' .... Iw 

., ,'~:':: .". ~::. ~'A~ir~~dm3£eti C* ':pereeni: of: ~1.i:,.:cal:~:made-,:iU: ~~',11f~mia 
", ;,;~ '~1~<I "Of the':· ~~"iuer~1:llOUt ·3:ssis.ciU1ce)<o£)~a1l.Y ope%'at~r, :fpr 

~l~1i"~ ·addit'iona.i~cha~ie: woufd~"=be(i.mPOse<t~~·lby ~w:i:y ~o~ d1r,e<::t): 

·dist?ii~~.f cH:8ihli :'<DDD» i~ee '~(ie~:"£xh1btt':.6.7'~ '~'. 2::1~ ~~em:£):. 
... ::: . ....:.''''.. ... ~ ....... ' ........ "J-::- -- "." .... ' .... ",,~ ... , ~.. .... ~ .. , .... T ..... .. _ ... ' . '" 

'l'he ev!deac:'e . shows that' thi-s"":(s"·;true tn, ~:areas:£wb.ex:e .. '>larg~'Zmmlb:er$ 
.. ';" .... ' ''' ...... --.;.~ .. ...",.,.,._,,~ ... , r...... !I',_ .'. IN oj' '''''.,A. .,.,' ~. of Spa:n!sh~spe;a1dng ~pcrsons' res:[de'::,;as':~Wel'l~· !'u';..areasZWilex:e -::there 

are few, or no non-English-spea1d:n:g.r:Cu8tomers; ·:~Pac1fie;:.analyzed 
the percent of 1:ot:al calls that were d1aled directly .in, several 

"'J 

heavily populated Spanish-speaking comanm1t:l.es and found 1t:t:o-
" " .,' 

'6 '.' . ' 

a,.,' , 

."'" 
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e '~::. ~>:'\~:::~::"'; ::::~:'~':,;';.';.><; ., ::.::'::: 

be very simila.r to the St'a:t·ew1cte--avera:g~~,-.~~:,;:~~~~:~~.:;~~~~: o:f.~~~~~ ;./. 

ealls that are directly dialed, an~:;.~~~~~~!·~~~~~~{~~~~;-~~~~,~et~rin 
Feb:uary 1976 in such. communities as·'"Mon·t·eDel.Tc'-,-:-De1.axfo~'El. Centro;~ 

.... ': (:', ; ':':~"~'l':,.~" ... ~.<~ ., .. ,:... ·.~f~,,·~I/":,\~,~.~ ./ ..... :.:~.~~'-;.-:<.,:..:~: ~(~.,.:~ :'S)(;",:' ~~,_ • .w..;;..:;tl, ... ;.:.:. j >, 

and Baker.~f.i~ld~. '.. ,'" '. '~'."" ,.'., ,,,,': .. """'~'" 'C. ",~" ,.: ••. ':- ... ' ..... ".:,._.,:, "~'i"", 
,,. - . , .,' cUSt~er8" sh~l«( be_ .et:le~~~'age~(.t.o' ~'ia~ ii~~c:tiy:~ -.BY· '".:' ~', .'::., :, ~~, 
.~.";.' :"".'L.A( ...... ; ...... ~,_.~~:,.T-__ ~:.=.,.:.' ·c.~~." .-:-' ., ... _~ ,j •••••• _ .. .J..( .. ,' ... '.' ,_, .,., .. ~_II.\.~ ',.I .. ~ .... I ..... R_ .. _,"'-..... ': ....... ..)~., .... :>,,~ .. , 

dial ing ~~~ .. sey.ep.-d igi~" num~!=,_ .o.~ ,,~he .~~.:t:ge,;tcy age!l,~Y:" ~r,. .by _, ~,.,,' ... '" ,~. ~, . 
• '" ," ,", • • ~ ) ... . ... ~'.. ~, ..• ' .",1, " ." ,' ... t', '.,., .... .j , ..... ~_. ,_ .' ." .J .. -~ .. ' ij "'ow , ... " .. ~,_ ,J~,,,.....,..,.r " ... ,... ", .. f . .., " ....... _ or • 

d'ialing "911" where it is available.,. the eal.l~r .. ,can,,"r.eaeh~the," ,., ... ~t,.:',,~ 
-, ... - L'> -, •••• ."... • .,'" r' -. , ,., . , ', .. \ 'I " ," " .. ",; 

emerg~cy 'agency .~, .~i~e.:t.o :t,en_,·~~~o~d:s':: ih~;:~/as.:g~~~,~th~:~~~~)~·::.~:,~, 
-' ... ~'. '~-. ,'.,-.. ,,''-'oc.' _' ,I, '.', .'.' ... ,,.", . ,--' ........ '., • .,,/ .i", ... ................. '1 •• '"'" L"jI .. ", .. "":,, ,.II .. " ....... ~ '" "'1"'._ '"', 

operator ~an. take .. £r,om35, to. 90 s,e.~OD:~s_, o.r,.,mor,e.\ .... ': ... ~, .. ;;' ~ .. ;{', ,./: ','< 
• '~,., '.1, ...... ,/ • _ •.• '.".'., ,~_ \ ••.• " .J,," '.'."" '~' ... Ow, "'~ -..t.. '--'."" ,~, .... f •. • .. ~ ............ I' 'or ", ;\ ,...~ .... -.I" ' ._ ~ .. 

Studies have revealed,. that. Pacifie.~ 8 . Span:lsh~8urnamed~" ,'" '" ~" 
'-,: .. , •.•. ~ ' •.• i .. _.: .. ·'.,,:·:., ... ",.\. ".,.'_.'" ..... j. .. ~ •• :".~:;, ........ " .I .... '".~:_ ... " ..... ,,: •• /,...;.-' ;..1,;'.,.,-'1," '\. ........... -..'.J. ... 'J·..." .. ,.,'-o"t ... ~ • .1'.~ ,< 

eustomers' telephone usage .i8~;lu~ced ~ by, eC,~n~1e", f~c.1:,ors and·,,, ... ,.;.;~ 
" ...... : ... ". ... ,."'. "..,; ;'~. ~'~ ............ ,~., ....... ~ • ..' ........ '.- n ... ","'" '\..'·i~"~ .. ' .... ~.,<I_'It~ .. tI'\oo • w. .. ~ .... ~" ........ , 

eight out of ten Spanish-surnamed eustomers intervieWed ,in..~fSpari:tsh 
.:!.;::,-;:::::.::. . ~ ,Io~' . < 

said t~e~~wou~.?~ lik~ tohaye".1n~ormat:lon_,a~ut.~ays:-\tocr~av~,money , 
_ .. ! •. ',,', ~"'''''''''''"., : ..... ,~,\ ..... , .. " .••. '.~";" ;,,~~ .. ~_ ''''':',. 1," ,1 ... _, ,,,~,,~,,,,,,,~,_.,,,,,,,,, .'-,t.o.I .. , ..... ,_~~ ,.' 

with tel~J::l~~ ,~~B"i~~.:;,:::,"~:.>. ·, .. :.";.~;,.2 c':~' ';..,)::·.":"";.~C :.:")(,:.:) :;::':~~)=-;:"';";~:'~<J, ,":':',:;:.,: . 
. ," : Th~".a\7'ail~bility:, .. o~.l?D~, .. ean_.sa1:~s~y,.,th~ ... eus.tomex:~' 'I".'~"'~'-~X:~:::' 
",', ."..." .......... , .. , '.'-" .... , •. G .... ~./ "'" .. 1.,' .,-. ......... ,f ... ,~., . .;., .. "'.j'" ....... ,.'.'" ~ ...... .' ....... ~.,.-t.~,'O\""..'~ .. , """,.'~."I"I~ .. "'."";,~,"', ,,,,,_,~ ................. ~ 

eall~ng .. n~~,ds mo~~ .e~~:t~~~t~y:.:~?::~?~~ ~~!~P'~y c;n,:::~;; ~~t',~~~~c:~;~~,;,} eone perS~t:,of. :~e;~~!~s":'~(~?:~~~::, ~~~.:,~··::",~,4".~~.~~~:,;~~.~.:::c.g~~;.~e~~. 'i~":~:: 
should be made aware of. the effieiency·of.d:Lreet_dialing,:,..,encouraged.' 

J. " .... ' •• " ~.""., '/.'.f -~' ••••• , :,,' ,~._ ", ... ,r:" .. : .w·.... .._, ..... V .,.,",~ "; ~',~".j," ,,\".~"'/~"~"''''*''? \.'.\·.~."'~ .. ,I:'I':'·\ .. "' .... '''''1', ,.1>" H .• .,;./ 

to write", down the telephone number.s .. of ....... emergency,~ageneies.,:; public·"....., ,.,:", 
-, '.. v .:'.:'.~ ~', ,~.~".,,~} '",,~.>- ... .; "~,,J,,.' - .:.:._,.,. ... ,_,., .......... .,,".~"" ,...; ..... , .... ~' .... ,.";.. •.• .,.,,.' .... ', • " ..... '_~~"_ ... I ........ ,,. 

agencies, ~or other .persons ,they. W:ish:.tQ"call,. ~and .. should.:. .. be made".,., .•... , . 
.. ,.,: .. ···;.'··~·I:'·.::;. ':"'~~"''''' : ... < .. : ... : .. , •.. ~ .~ ~.,-..:.\'.:~ ......... ,.;.1 •. ,_" .... · .... _ ",,:,,,,;.;. 1.,."II..~ . ." .. ~.,,'''.It.,., ... 1 ~,.'J_~..,..,~ __ -..: .. ..,. .... ;..~ .. _I_ ..... : ... ·,',L~-J,"iI 

aware in .:a .. laxigu4g~'·the .eustome,r ,.,e,an under.stand~a8 "'tc>"h~,to·:,d:l&l r);:"'"' 
I~".\._t" .... ~ ".:~ ...... ; ....... :;: f •• ' .... .... _.·.r.; .... " .. ''+.~ .. , .. ,.. ,.~,~"-" ~ .. /.~,' .. .Jo.t', .... ~(" .... ~. 'Ll ..... ~ .... __ .', ...... ,"''''".' ."i , ...... _ .•• ,_:-: ... ", ...... 

calls <.!~:::~et.~Y:,~,_._."., ", ... ,.t.~" ·;'r',...,"'';'·'_' ~"::'::~::~:::).',:':: .·:::;i.'.~~S" ,::~()O;:lfoa,t(. ;:,: . .:: 
.. :..,. ~ ... J ,." .... ' .. , .1'4· .... , .. >.~" ;\:." < ~ .''''W .... ''' ..• k.'" .J' ..... , .. ....... ,... ...' .', '. '.' ,. : ~. 

"'''''' ?~\" ' • ..",' " 
.fo 'V\'V tf \~ .. ~~~,~<f'. ~)e '\::r ... ~. ,:j,.~oO', 

, .. '. .. . 
~ ,I' , 

,:::,:.,~_'2:~: :'''::1:~ :,:".:~ ·>:)-:)~"f C,i,:'· .::"J,.~=~ ::-~~''":7~~~~,:'~: ,~j-:::~~ ·~~7t':;~~·.-::~)O~Ct ~M(~~.~~ri~r·, !;';\'." 

'A" .", 

./ 

" ,. 
-....,.."'I.y 

,,.J,, •.•. .t ;';,~.~:,;:r '::':''': ,: ;:.:, ~"; :'j~.:,.:.:~ ~{~~~6:;~;~l"J'~);"~::'~:~"" ,:::,.6, :;; .. :: .... >::tr..., ".' ' 

.. ,"'~ '. 
' ..... " ..... 

..... <'. 'p'" .111, ... ".~ ..."..., "'"" ·-......:......,..~·I·~'~ ·.'I"'.f ..... r""~ '-r,...-"""-:,,'¥, ~~.-I;J~~"''j'';' , .... ,.~' .. ,;.::....:.. ~',':4.·,>,:..:>'··-. ;:~:: ~:.~.:::, .... ~"(~~t:"A ... ·~",;:'.~:),./ ..... '~~'~\.I.';·;:.*'" ~-""'''''.J;;.i,'''.#tI' I o-: ..... " ..... ~. /.I"!'-.,}_-'W .,' ........ I_~~I . ,I, 
oJ .,' ,.', 

~,~<.:,~.::. .. :::.': .... :: ;</'~,/~;<'.:~ ,:;":\,,,"~\' ~:~!:~!:):::.. ";::) .. t~:'&::~= ~)t:~:r 'S;:,s:::~ ~7~~:·'::.':i',~):)~. '~.'{~':f:.=\' ,Z~~ :trIOOj:'~~'C" 

.-. .... " 
(,' _.1-

- . .. ~ ... -" ....... "',.- ~,- ...... 
, .. : w ' 

o~~' ~.2::) ;,~·.;t:t~ ~?::.';.: 
", 'I 



C.9976 ~r . 

XIII. OPERATOR SERVICES 4It 
, ,,.. , .. ,;; - .. ,. .... ,. -; '" : \ ,!,~ '.' ~.. '-" ... , • t· 

A.Pac":tf:£c' Tele:;!,.6ne,' 'Co~p;hv ' ' ., "',"" ," .",." ~\. '" .. , ,'n' '" ... , ',>" 

, ".. .-.' ., _~~ ., .' . ,I,,,,,,.; -:~';.' ',,', < '" ':"-, • .':,: .. , •• '.~~ ..... ,'~,:, ~~'_I:', .. ,-.~~·. '.,~" ... ~,;': ~';::.~,~; :':'.~:, 
-. ' Preser..t Operstor Servl.CC , . ', '." ,~, " , " 

.'. • "'~.-", .".0: :' t, . .., ...... :"", ~:,~.';:,:-\.~,'~·t ; .. ~~)."'." ,"'~. ~~ ", :', p ,:/,:~ .... ",,,.,, ...... -'.~. ',' ":. 

, Pac'!:fi:c' doe's'no~' ~resently provide full bili'C~l oper:- ' 
., ~'. \" ,., "._' ~ : ...... , ,v:" :"\ '1¥','. 

ato:' se:vices. Full bilingual operator sez:vice ,luis been·'·!n~cr~'··'" ' 
. -" r' •. -." ""''' + "", ." ." ..... ",,0' , ... , ..... "._<""""",,' "", .. , ., '. "'IJf"' .. " ""\. .>~ .... ,." ... ,. •• "~,, '~~~I;~ 

preted by Pac'!:fic' 'to mean 'th<f 40ility 'to 'place
w 

P~,X:sori·';;'to~perJJon,. " 
• f .... "~""""~'."~' •• .,... ""',' ." .. ,. ' ••••• -, "'I":~ . _ ....... i~ ,.. ...... \., ... ,. -~ "~' ,.\_:\ ..... , .. '* .. '\'~.,II' ..... ,.., ....... -;" ",,',: .• ,A .r~ 

collect" c:re~t'-eard, directory 'as~sistalice';-;an4"all 'oi:he,r ... ~iypes":" ':-' ,:,. 
of phonC'?'~lls' 'that:might;:ti~d;;s:sit:;:~(i'th~'t~s';j:i.i~ri~~::'~£ tnc' ' :;'~.'~' ,:~~ .. "o' 

.. L,.., .•.• ,,.. "f "~ " ••• "., ,',' " ...... - •• , ...... ',.,. ,~'··\.~·.r.,. ..... /·.':" c"'''','''-' ,~,- , .. ;~."-~,,, """,' .• ".1".....,t-:./· .... ·'f\,. ","'''''''. ·'l~ .. ·~/.-:·I ... T;:j~':I.:,< 

l:clephone"opera:eor" before' 'the' elill' can. oe 'comPlet~: ,:AS"require'd"" " 
.... ". "'ow ...... ,.. .. ,' .• , ..... ~.'\.*'\' .• ~ ':'::1 ,.H·.' ,I., t".,..\~,...·.'· .A ..... ' ., .... , .-"",~ .... "~ ..... ~w',:.\~ •• \._'_ 

by the OII, Pacific did' submit' plans"as" to:" how lecoul(J~mos't:"·"': "'~ 
~ l.~>···' "',.- __ ,"·'I-"~'.~) .. "-,'-': ""' .. ~.:" ... ,., ..•. :; "',t"'Wr~'··;I,'tIO""'. ~' .. ,"','l .. ·\~No· ~~,'~'~t.j·~,,;.::,,~~"":~:': 

economically 
0 

andef:ci:iently' furn!sh full' bilingual: operator CC 

service'; riie;~:: p~n;;- Wili/be'~ di:s~~~-;a ~lb~ :,;~ i,;' ,:~~:;t: '::~;..;. ':,;~. ' ;; ~-"':::"';:':."~ >;,.:':1 
"," , '. ~ i~ .:~ ~:';ESW':'~' .~~ .. 't _:' ..... ~, .. ~.>:. ~".~,~ ; ,.:': ;1", ~~:;.:j":,~ :.~ ,..,:~) ,J ~~:~:"~\.;~', ,:;~,. C:,: ~.'\, - .~..; ~\~~ •. ,' ,.:::"/:\j~~ <; (T.~,~" ~ I:" ::.: c ,~,...:.~: f) 

• " ....... "",-,,,,,._ ... ".-"'I~:'-" ... ",. .'.,.,.., •• ,_ •• _, ... : ..... ~:' •• _, •• ,11' ..... ," , .. ,,,-, """"~')('- ; .... ,.."' ...... ).'~ •• \,~,~..:,..,.I~~1 :;:!._;".~,;~ 

'c" ":,,:: Aithough"Pacif1c' docs~ not- proV1de"'fullDilingual oPel:':':' 
..;,>~ .... :,\,.y.r:"'~. J,'r •. \~,~:;,.""'; '::.~:~,..:. ;l"J' .",'1: .;: '"," 

a.tor service ~ it does provide to Spanish-speaking: callers ,the 
• flW"',. .... ~.,.~ .",~.~ ",,,~ •• ,'~_",'" ''''_''. :-,,, •• ~ ~.i..f'''' .. ~""I''' .. tt',.,..,.,·""",,,:,,,,,,, ~.~~''':" 

Emergency Spaxl1sh::' Lai-lguage Assistance'~Bureau- '(EsW.) '~' ""ESlAB was .. ," 
.' -".... "" ... ".., ri ." ,"" •• ",.. " - ' .... -, ' .. , ... ,. '. . .... " ..... , II ..... ' "~-.,'''.~ """" ~,.-,....,,/ .... r"" '';0 ,·-""'-~\(,'I."'I'" ',,:. ,,,,'... ," "~. 

~:b~~~!;:';~o~~~~~~ti:t:'i~~s~~t;il~!~~~~~~~~~~ < :.;,: • 

• ,'" • '\' ~. ",,' .... ",',: .. - ~,. ... ~ '.' -:'.-, .... _ ';".,', -.',,,,- ~."-, 1"'01-' ':'JI";"" ,;. ('I ""'-"',N","f). "".:"', .l"tI(·~ ~"', ..... : -", '''.'1'' I\~';'~.; 

with' a':' LOs :Angeles" a~wer1'C.g·' scrv:tcc .' to ,. provide' atiel'" opera te this,'" ',. ... ' . 
facility;:":' ESiAB -oper.it:~s·:~24'· tiolifs ~'~ ':il.y~. j65;'dJi.~~:: a ':'~;af;I\:'<:Tbi ,:: -:::',~' .,:<;: 

' •••••• ~ •• " .... " ...... - ...... , ..... ,_ A,..y .... '~"'I'",,: ':'~.' •• ,< ~J"'"",~"~' "''''-''"1~':I_, .. 'r~,...~ -".,I .... : ... ¥./" .. ), -~": ,_.;,.,,";.,'~"'""'.·~"i:!"::;.~, 

answert'ng sCrvice 'opera'cors . 'are .. fluent ",in DOth 'E:ngl:[sh ~ an~' 'Sp.al'1!sn~ . , 
The s~ffrs EXhib:tt '67;:es't':Lma~e'S t~t ~fh~:c~st ';t~' p"i~V:!d~:'EStAli)'~~::'~:;; 

, "'..:t ~·tph ... )""\,,,,, '1· '''t 'j, ,r'I." 

is $360,000 a. year. Pacif:r.c' s wituess~ however:t es't:J..mat:ed' tl:i;(s ""io, ,., 
" 

cos~ to be $425,000. 

All Pacific opera.tors are instructed to. aceess an ESJ:.AB.: 

operator whenever they have a CC1.l1er who is speald.ng' Spani~h and 
w1.th whom they cannot communicate'. They are to access,ESLA:B: a.s 

soon .as dley realize that the caller does not speak English, and 
they are to .:ls~e the callis of an emergency nature.' ESt.A:s, 
assists the operator as sec forth below. 

,~ ~ 

-,', ..... ~ 

-42-
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- ,. -,,~, Tb'e :Spau!sh-spea.1dng",.cuS·tomer~;clift:S: :the:';rece1ver and, 

dia1.s::~·O"'~ ','the,:-ciLll sWitehe's 'th%ou8h:,:tbe;'~lOcal;::"centTa~"'off:rc~:::' 
, and ,is, 41l3we::ed; by, 'Pac!f!C:' s::":"o'·'·~perator~ ~wlio~':~:upC1:i:;redogn£Zi~· 
the c:al1eris ,talking'- Spantsh;~:'d1als:,th"e, EStA:S:: number:·: ,':,', 'Ihai-;~ ,: .. ::;' 
eal1. ,sw1tches~through\' 'the'>'lociil': or ;t'o.ll~' netwOrk,(;':'anCl7 -thX-ough ~'\r'::;' 

the local central office in. Los Angeles and comes:';~tltO:: t~e: '..,'::),,:c 

ESLAt::' l'be' E$1.AB. ·translator: t:a1Jis'..;'tO:-' :the ~Spanls~8peak1ng, 
custOmer~ 'translates ,the:::emergeney",1nfonzatfon' ~t:Q..' Pa.c1f!C''''-:s''''::' ' .: ~" 

"0 ":' operator," , andthen,'drop-s off,:the: :conneet:Lon::: '::~~The-"',:"Orr;'~,:: ;", , "'; 
operat;or~' then '<l:tals: :the'emergetlcy'" 'ca'I!; 'and: 'when: assUred- ~tne:,"", , 

" conneet1onhas::been":'ea<:lc:~c:Uts~'out:.:':; ,:> ,':,: ;:,~, ':. : .::::' :'::~, ': ~;:., ..",;?::~:-::~' 

.. t-~cn the call is an emergenc:y:"ci.i1:1:~C;:the:'·~SI:A:S~ operator ~ 
'is, 1nstrUcted:to 'obta1n~': !f.'pOs's'1ble;, ;the:>name~·ofl·tbe.::,ealler~, 

the phoner:umber~·,'and ;tbe: naeure:, of: the:-'energene:y:" ~J(~'O";' :operators, 
are a'ls<>: 1t1s.ttuete<r: ,:to.· "try::to< :oDutit: ~th!s~ "in:formatloti:;()n ~nili;$b
spe.a.ld:ng;:· emergency: cal1s~):·~1e~ :[nfo:rmatlon~ !s~(tnen :~cated 
to the' ~ac:[fic'>~'ott: 'operator~: .:: 'rhe~ "O'!:'·operator;,:then 'acCess~'s~';t~ 
':emergency ·:ageney· 'stier,:: :1f"requ1red:~ 'ean~: :u1pa:rt\th~ :obta:1ned' ,(rifor
mat1on· ~tothe' :emergency' 'agency'.::" ~Ttiese·:::ttUit'ruct':tons~;::.are>:1tDpa·rt'ed, 

eO:· assure 'that:., ESUB"s: 'faric't'ton~:i'4s.:.·:an .emergency:' iss.ts.t'anee: .. ;;~;:~;~: 
:serv!ce" 1's' 'ea'rr!'ed: :.out. ,,,::"~' ;:,: ,:,':' ,.:,' ,~.:> , .::<.,-:;.:,:';;';, '''''~.:::, ,::.-:: ::-,,:~;,,-:,:.:':';':::":,-;':: 

,,:': ." '.,~' Paeif:tc ·s·,w:[tne'sti: ;McAvoy '·:test'!£1ed :,th8t~:·ESt.AB:,~~ndleii~ 

between' '4·~:500'; :to:' ~5.000: 'cal1a>a":'da.y.< ;6n'a:(yearl~":'ba8:ts~(· then:;;: ;;~ .. 
, ESI..B .'w.o:t:: :resPond: ;.to-' about'r .. ~:mO:lloti·'phone: ~cait8~:;;r~ He: also· 
testU1ed:"tha:t; '''0 f~:'oper:a'tor8' ;handle~ ,'about,: ·~t;;'500:·Spari18h-':8peakfDg 

call1Ja' 7day~';~ :Tbtis,'· on: a;"yearly"<basti:Pac:[f1c:t:8~~"0~·:~opei:ators)t;;.' 
:rece1Ve at' :leaa't :2~'l.~m1111on .. ,phoDe ,:'Cali$~from"Spati£sb';.apea1c:£nt-;::' 
eal1:er&.',: ~,:.~~.' ... :<:,:~ .0,'~": ,:.: ":~ .. ~ ~ ~~,1:~'H ~:~'.:::,~'.:\:~. :·::,~;.~"".7~ ::,'f~',:'f:> '\:.J~'::'I ;:~J.::·'~,~:~;·e,~c,t:; .. ':,C',:7 r·.;:~~~;~·· 

i' ~'" 0' ... ~ 
..... -~ , .. """., .... 

11"' .~J'_. '';_ .. , ..... ..", ~'\,; 

, , , 

~'\J~ ;; .~: j:) ;~ ~F(j S:':.~) :;;"~) ,:~ ~ :)',2;, 
..... , ' . 

.•.. 
W·· 
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~b\~'~ , ,y~·~<~;~O 

e 
.~ ,~;,~ '::" \,>:t:he,se:,. ,,(:,a 11,8::,' ,r.epl:e~nt~~:1~3;:;;;.tha~~,on~i'tP~;~e:nt~· of the daily' 

o?C::t:at.o:r-:4~,ist¢: ~1:1si, ;ban<ll~~;by :~a~:L:t:i~. :: .Op.:lY}.o:nep~ccnt;. .. of ' 
all::~I.AB:"c.-alls:-:ha:v:c.;,pe:e'Q~ ~~~.mi-ned:.by.:':p:~~ifie:~ t9:,~b.e:..,actua:l :emergency 

,; . " ~. \ . 

calls~;~alls.,';'·"t,<>" ~e:;;- ~lice;~/J.ambulance:,8 hosp1t~1 :agend.eu:~ -or,:: doctor. ' 
I, ." .. ," " " 

The :~~n,ing~ ;ea+ll~,~ar.o; ea,l:ls, .. wh1ch>(x:ectu1~C:';~~::Othe,r:.:(oJ::Ui.of;.~·"· - \ ' 

,;':v. -Rcgal:dless:-: ::of::the;:.:na.~m:e: o:£:~ :th~~ :ea:l:l~,h.o~ev,e2;:~, ES:IA'B:!~5 
operat~::s~,.a~e:. ~ct~.t,ed:~t~;"de,~~ne;:.the.~~ne~,s;::.,of,::~the, ~~Pan:(sh:,,::; 
speaking; cc:all.er ~nd.: :t:~aus;l:Lt,e::th1:$:, i~o:rma,t,1~n::back.:·:,:t~ ;~h~~c'O'~a 

opera.t:~r.-;" ~~1$'. 1s::.~one:, ;b~\l$e.:the:~ESI.AB::i:()per:a~.o,r ~i&:;:ut\a~l~.;:~t~ . ... ,,' ,~ 

fo:ward theeall, an~ the cal,l::;tnUSt:;~ ,x:e.'t~rn~:.(t~:;\the;:')~~!~i.,opera-

,~~r::f~r) ~~:t\P.r~~s:ing;..~ .. :);:.:~,)~-::;,.~. :~:;:., :.:. ;:,~, ~.\;':.::: ~~: .. :: .. ::,:":': 
< : ::' .,' .. ~ ,,~, ES~_ ,.is) :limited ,in: ,::.tbe~;:type: o,f:· .as:s:1'stanc~~:1:t:.;o;Can,:_of.f.er . . 

,a.:·:Spanish-~~~ng.:~,l.ler:.~::: If) a,,:ca:1:1"~, 1z.::4 ;pe.rs?U~~~pe:r~n~ or::: ,a . 
:c~l:l~t<:all: ~1:~: . .a':non ... Engl,ish;:--·sp:eakins.:,p..cr,s()n.~:. :th~::,:~~(),~~ o~at,()r.~l· 
may':.:~111,:,~ :unable:, t<>.;,~c~mp;l~te: the·:~ca~.l~.due) t?:/~~:~()~~t.or:~~s:.;,':. 
itJab1-l1ty~ :to :C,0m!I1UIl1~~~: .~w1th) the;,' pe~s~,n~ .,re~:e1'\1n8').the,~eall~:: :;:,:: 

- .Al:so~ \in:_d1r.~tory ;4Ss.:istanc;e ,~al).'S.~:~,.,.th~ .Sp'~u1.s'l:l::,s~k:t!l&~1~~r . 

. ea~~co~un!c:~:t.e;.;.~th:,~he:~,direc.t~.rY;.,~s,~:S:~~C~:s~9~x:a~r ... ,:o.E.~~ 
is ineapab-le: Q£ .. p~ocess1ng .&:11; ;o~.t::or.~aSs:lst~; pbone :Cal:ls_~an(l 
thUs cannot be co~1dered a full bilin8ua,l;~o~at~r,~,~se,%Y1e~.~~I~ 

, ,l < 

sh~ld·. be:·.V;£;~~:.;as :a:,:sexyic.c ~or,:wh:Lch~::,i,tto;..waS' :o.x:fg1na.l1y' estab-
11s?ed,~; 4_11:_emer8~cy.~pau1-sh ~~nguage':.a8.8:1:s:ea<nce;,,:se~~e.:,!~:,:~<,<.::: .. ;:.::~ . 

: " .", -;:. Pa~,1£.ic] s,;.:·s,e:::vic:~;~s):anda.~ :f.o.r_~;oj u~gi'D8),';~SI.AB::'~s:_ .... Pert:()X1D8nce 
:' i~::,: .. ' .,,,~ :a:_comP.anY,-~de:; :~s1s~:~rso,ns:, :'p:lac:~~' ;:emergenc:y;~~1).8;):. 
who::s~,,:()nlyySpanl;sh·:W:[:ll.~~~, .. ,eo~eet~d:. to;;~, ~SpaniS~:2&peak:1ng:.~, 

o~ato:t:·::w1th1n;,~9 "s.eeonds. ~,1n ::~,~~-rc~t: .of:: .. :t~e :c~s.es.;~:.' :'.~ae:1,f::te 
I~' .' , • " . 

bas not consistently met this standa-rd. In: 1974 ESIAB. met::the:;:) 
'. . 

60-sec:ond, objective' 80 pe:t'cent of the time; .in' 197,Sand.in 
January 1976 it met the objective 8S percent of ,the time.', ' 

.~. . 
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"' .. 

P:t.cific> !s.::att:emptiDg ,through:: -<:l)::';;assignin&- &:-,.compa~,::.reP.1:~!I~+! 
tative'to work"closely .. with,ESLAB:;(2):. con~a~~:i~::.::wi~~: .4?~;~1~~~ 
services to monitor the q\l8.11ty of the serv;.l~e ;-:. (3.); d~~~~p~::.: 
addit1onal~·eqW.pment "capability, ~f~,.ESLAl3:-; ;.a.nd,;{4)::,:a,d-J,ust1ng the 

e 

.,' 

"0" operator,·operat1ng.. praet·1c:es ·1n:,"the~:~~~e.rn:,::reg1~!:l/ t~; .. ~p .. e~ 

up. rouci.ng' of"callS: .to .ESI.A:B:. to ,proV,1dc ;the. ·:·,,~ange~,,:!1~,~~~.:-::,;. ~>,;::' 

sary 'to meet :1ts":service·:standaX'd. .. ..•• ~;.:"::.:-~.::<:, :~':'~"7,~' -:"';":"",; .::~,:, 

Also,'·to· aid "the: ::emergency.callex:,·, P~cif1c:..; b.a.s.. P:lac:~ '<',J 

symbols: which :represene:emergency· .agenc:i.es~~: ,:~~h:a~(~i~~~.,J,,~~.~~e~:t 
and 'ambulancc:t ~'.aud·'t:heir,:telephone numbe1:S', .. ~n:.c~.,,;AAX}.~~7" 

tion;:carc!s •.... ,Iu .. Se?tember·~19·7S;,:: :eaeh .Pacif:ic ~customcr...::~.;"'::':·:; ">'.' 
C&11for0!4 received a'.bill::i.1lSert._wh1c:h,:de8cr1bed,-;in"both~::. -

.' . '.... ,. "'" ..... ., .... ' ...J 

Eog11sh·au<t 'Spanish' the:use ,:of, 1:hese·.emergency:;s~ls ::~ :1:h~.<:, 
corresponding tel~phone :~numbers in':frotlt of.:::their ."di~ecto~~-:.:: 

' . 
. , 3.· Propo8cd.'.BilingualOperating",Pl:an:~" .. t.,:> :: .7,:',~ .::,>,~':; ;,.:,,'> 

.. , Pac:ific' sreport:·to,:,the CoDlDission.:on~:the,:-.~~;~f.~~:'':1 
cient design of providing fullbilingual.::operatorc,8~c~ ~~,~~~yzede' 
18 alteraativ~~ designs for.": furnishing.:· full,:b111ngua17~operator. 
sexv1ce.. . ... These···a.lteraat1ves fe-ll:::: 1nt~,.twc> .. ·cat~or1ea •. ;"_ODe,,set 

• .... '. • ..... , .~ .. ~ I ~_j.." ........... ""_ , ... ... 

of alterna.tive$:.proposed tba.t~ a'~ non~English: .. ~~~~:~~~~:~~{.' 
dial a nuZnber:and.~be;counect'ed::dlree,tly.~'w1,th,,;a;btllll~L.o~ator. 

"the~ other',alterxw.tives:a~:lyzed:' wer.e.~,;tbo8,e' t.~~, .~~ ... \~~~ .. j;!¥~;~;, 
j, 

serving, .plan: and:.bac:kbolle," telephone network tOa,.reac:h:"a bilingual 
. '\ .,' .... - ',,~ '.',' .... _..... ,"".* ........ , .. ,.' .... "'« •• 

. o~ .. ·tor·' ~. - ,~ ... ~, .,', ,.' "" .. ~ ., '.,,'" .' ~ . . . 
y_G .'.. . .. ~... ""~'.~' .. ,'-.' .,.,' .:. "~'''' .. '~~::"4",.:\~~,'~ ~~ ::,:' :~,;~.~.':' =l;;:~~~ \.~;~~ ~:~>~i .:':.:~'=',.L~:,~'~~ 

::,: ':: In the first ,category ,~~the, ~n::Engli~~~~p.~~'IlS:.~~~_~,~r 
, : "would d1a.l· .,1'0".:,: or; "a:thxee~t., .8evetl~git~,., or, . .ten~t,.D.1lIDber. 

. 'I' .• ¥' .~ ... -".-- ... ,,~ ..... _, ... J'Io. ... 'J.,.,H\ 

.'.:and the ealler,~u1d, be,;1i:tree~:ly,.counect,~ :~~O; ,~: .;:t>i~;t~,~~~~~tor. 

In 1:be secoDd category;~:"the-/8erv:1ng c~p'lan;-:.~~d ~~~~~·~r.(~~~~:~,::~ 
operator who would receive a call from a non-English~apeald.Dg: 

customer aDd the "0" operator 'oJOuld acceasa ,bilingual translator. 

." I··S -<J,)..~ .... 

~.:, "; , 

.... , •. 
. '.\ 
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InCluded":' '1n'7:,th!s:' ~tter-::;p18.n'; ·was,:: :one::;~eh;gav.e::.~e:: ;':O:~:' operato; .' 

the> a,oi'lity:'to':rotit'e;::thC:' c~il. ;to\.iJ?:bil1nga.a;1:.:operatox:.; ,whov\wotll~' 

::, .- :::'~: :: 'ACeord1ng= :to Pac:!£1e;:: on:ly.one,:'of ,:-cher:.a'leer.aa,t1.ves;: :,:.;~:-::. 
stUCiea~ ~ula·-"meet:>;·1t::s:crlt'er1a ~of;'·s.taeemde: :uniform11:y:.~aud·; ~'~," 

feaslbi11tY. ',:~ ,~.-. P.ii'cific·;":s ~wieness (tes.ti'f:tec (dl~;other.(alte:r::Dat:Lv:es 
, ~ \ " 

could not :cet this erlteria.4ndlor~::to1OUld:'·"result:;in':a>::m~e,,:~os:tly 
plan to: the' r:rtepayer;:~:·.:AS;:<l;~r1bed·~bY'.rw:ltnesS'::Mc:AVoy ~ the most' 
. e££!clent: ·:,aond: ,':ccOnomic:a-l: ~J>lan· would.::be::'_1:0~~have-'~,the :non.:..:Engl:lsh::: 
-~k(ng :p;ersOti =d:ta1. •1fOM!::and' the\·O.pCrator,:c'ormeet ~the-:.~'tomer,:~':. 
wieh orui:'of "several :sPe'eUl ,~sw:ttchboa:rds:(estab1d.sbed ~througho.ut< 
the St:ate<st8:ffed·~dth',:'-b11:inguaJ;~operlitors-.·.~He-lsa1d· tbt·.::these:; 

operators :Wot:ld ,'then- assume~·ful!- eonexol ~~of the:";c:all:ta'Dd;~';~u~~:::: 
84t1sfY:the::-cus'tom'er' s ne~d:"fpr loeal.~:;ass1s.ta1lCe;: che:':p'l.8:c1ng6::, 

of a :011 call on wh!(:h·~:op~ra~r.s..r1~s.s_1.~_eE~~;;::..~c:..~i"l:Cd.:::or the 
cormeet:[oD.::'oft:the':call:···to:~ehe- approprlate:·clirectoryf..,ass!stanee 

'"," .... '~.',~ 

A" : .. -off!ce":a.nd~~would::"serve";:a:·tratisIat1on function .... ," , .. ".,:"", .. ,~. _,~", .~. A .. , ., "' .. ,,, ..... "'"-I,:~- .... .,',.".., ,-'.".", ,,/.., . .,." .., 

'.::':::: .":.- ::--:Staff":counsel-~;spen.t:·~over, .. .-tru:ee days:';eross.~:.;~.:.·:::):,.: :~, ,:~~ 
ex3m.iang~ Pac'if.i'C'1 s:>w1't:ness:::on:. the var1ouS'·y·elements~::ofies:::~ ... ·,·:~);~ 
bil~l:' sel:Vice~ ptanS,~::·';:·l:1):add1t1ori; .ehe)$ta£f:::wi.tlles'5-;;:-::.i~:" :~ ,:" 

~'. PePPler: t:est-1£1:&i.:: cha·t,;,ne:ha¢':e:arefuJ:ly;:a:na:l.yz'ed::;'Paoi£!c ',s :::\.::::.~ 
responSe:~to :.:he orr:. bad:~ met;·with');Pac1f·1c~!:S'~~ .representa::e1v.e,:-; on~'7 
. m:::mer~~ 'OCC3s!-o~~ :4nd'hac :rec~1vec:t; voluntnoUs: .... lWOrk! .. pa~B,t::~~::; 
backing up Pacific t s studies. Based upon this cross-exam:{'M·t.-~on 

- a.~d-. M£~ -; 'Peppl:er"" :i~ '::ma1:ys'!-s ;:l:1the ~$'t:a.ff.' st's .:conVinced:tha t .. Pacific's 
~ .. :: 'mos~ ·~fe-c!ea.t-~;:~· eeoUom:t~;:""and .unUorm~!pJ;an :fo1!! p,rori.din8> b::.ll1ngu.al 

,,'.-:;" 'sCivlce;,~!s'7:#~statea :bi'lfr::'l{cAvoY-":Y:.:1'he',,:Sea:f.O'"beHevea ... the ;othet:' 
o!' ,.... ... 1 '.... " . ~. .. ' 

alternat:(ves-"7areUnWorkab-!e ;anClt:uneeoiloadea:]:!;:"!'l:,'::> :S:::o~·:_:::: ~;::;:.::- :''': . 

.... '-- "6 -•. : .... .-... - .. -
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4. !he.·:.Est.1tDated:Cost,~of:;:Pacif1e,~,s:~.:-,;: '.;,/::', :::,':::"~::::: "'~: 
Proposed. B:lliiiguil¥'Operator ~·Plan'~.~: :---:~.:' .. ~,~n:"-: 
BasecL on, ,serving.·those .. areas., where" ~he" SPani8h~speaking 

population ,is tb.re~.pe~~ent ,.or ~m~re" '·,Pacif.lc '.:·~~'~ima~~~'~th~":·anu~l 
'. " •• .,.~".', .'..< ~ •• -' • ~ _' ., • .,..·c.... ~", '.,,'.,\', ..... .' __ ).~ ·,~·«···~,>.r, •. h:~, •.. ~ !~ .. :::: :":":<7:' .·::.:~,,::~,',:.,r:;·, 

cos,t,:. of· providing the. most economic" b.i,lingual, service" to be about 
, . . ," ,,"'" . ',' ,:. ,,"' "","'.~' '·n':. ',' ,.' ... ;,., :.. ..... (.;i .. '~'.~r· .. J,,~:I ... : .... ;.'i\~'·~"'O;:~,:_·~ .. ,,:(. 

$33,>mil-lion. ... ,Similar., cost", es.timates,.for. serving tn. areas Where 
.. ,. . ...... , 0".- - .. '.... , ... ;'v"i.- ~" ... ,A.p" ~""', .. , ....... ,_.'~::~:,",~.~~.~<q~: .. ,_" '~:-~) !,;:\;·I,,':.';,~:~.';"~J .• 'I."'fv-;' 

the Spal'tish,,:,speald.ng population .is .f,ive_. percent or more, is esti~ 
.'. ~ ...... ,.' • ',I, ' .' ~ • , l~ < • , , ....... c, • (> ......... -""", .. ' '\ ". fill\, 

mated to be $18. million. .·Th~s~ cost~' est1mates ' 4ss~e':opera,tors" 
. ~ .-, " .. , .... '.; ..... P,' . ...,"' .:,..-~.,,,,,., '.I"~'< ;' .. 1 '.' ;", .. ,.;·-""I~.\ ,' ..... '''- (,;\ .• " ... ,~.:. ;," , .. i'· ... :,....: .• :,,'~'i,: :;1 .... ;: .. :~::,.-... /~~ 

would not ~eject cal1s.,f~om., c:US,tome::c:s, who reside, in,areas not 
"".' ~.' •• ·'I~'·"'~i.~ .. ~~." .... -.~ .. :~.~ .• <.'I.J _~;.:'..:.'.-;,.:: .• ,:', .;">':" ...... ,!' .... ; ,r~ .,\o.."~.'.:." ... J: 

qualify1t:tg for .bilingua1. se:v1c~.~ ... The,. annual cost.,per Pacifie'~ 
"' ". . '." ~ ."" • ._ .... -'.' H. '".' '( .~.> ' •• ' ... ' \',.' ',,' ~I ' .... ,t;:,..... ~.:~>}~~:...:~,~'.~.,/,:',,,~: :~ ... :i.. .. 

cus.~ i.:S.:.: abo1:l~, ,$.~~ ~~.~"~ , ,'::: .. : ,: ~o;. ':.": :.:: :; .. ;.-:. :: . ".;.' "; ,;o:C,.>::: :.'.~'> ~- ."~::,:: .,_ :-' ;,:: Co':':::' 
•• 0" • Paeific.. in e,st1mating, .the cos,ts. of this., J>il1nsua,l 

~ ... ,~ "" • .''''''., ' • .II < ...... < - '. ~_~ ",(.' '"~ '''-oJ,'' , ~ • ,'".,,:·r l :·· ..... (~,:i.. .. '';.f~;~:. ~ , . .' ':."':::":,~' 

operator. , service, :plan,.. first .estimated the number of Sl'4D1sb- . p 

~ . ., " \,\j" --- ~ '". - '<' I. "." ..... _. "" .......... ""', '''.~!:: l,_r,:-=-' :.;,.~ ... :" ., .... ,~:~;:;.,I, .. \ ,;,~ :' '!\;, .:; ~:~,:.> ... I: .. " 
spea.k1ng subscribers for·.each .d1x:cc,tory .sery.tng' ax:ea.. 'Ibis ~ 

., , . ,'.1 ~ •. ~~ ....... ' ~ -, ......... ' •. : ...... :.;. ,#" •••• ,.~,' ... .;,,': ....... : \:',;.. ":::~.:~ ..... ~.':t~,.I:<1 'JI:', :....,.,.',,~"':~~~~ ... 
figure was .then .multiplied by, the ,.standardratio of .413 sub-

-..... '- ~ ,.,,~ . ',,, "" •. ··'.-.'A .... " ' .•. : .. ."w.j:~'t>' .. J·I:·: ... "~).o \r::. .. ~~.:~,'; .. :.~7:..:·~":'):. ... \\i't'~ ,_,I 

scribers .. ~r.,population.. .. It was ,then ,assUmecl ,that the non-
o •• , , .. " ," .... ~ ~ • _,' ~' ... r' ,,) _"'"'.~f' ..... ""~"~ ..... ~." .. ',.:.\',:).,::~;,:~ ~i'l'~";"~";"'':" ~~:.I}" 

Engl'i'sh-spea'ldng,:cus.tomers. ~o:would ;'make.:the ... samel';,number of calls 
per cus~~r':o£ :t.he .~e ,',durat:toti':a:s' the :~ent;:sciitew1de 

-: .,.. .... _. -~'~ .. . ... ' ... ',,.': c "' r.'·; :~,c.,· •. .''..' .,.~~' •• ':. -:: .• :::··\:;,.·':t'''~I:t-'''''J ,,:':":~'". 

average'; ·~Pae:[fic·'.s s:tudY"t:hen'"traced~,;these, cal1s.:~tbrough the 
telephone system and tabulated:::the::'~ost<:'of::each:;'8tage... the 

$33 million,cost:est~te ,ineludes..<"O~\' operator.~trunks and 
Circuits, "ott operators 'andp081tions;'~:aWiteli'1-Ug'\'e'ciulpment 
trunks ~ and·' circuits .. from.':cthe,· "0 n;_ 'operator.~~to-;;the centralized 
bi1iuguaf'::operato~~~ b1i1~i::~'opcra~~r8~'ana~'po~it:tons', and 

.. -' .... ".' ,.' ,~",._ ", ,:'c' ,.'.f:c ~':~ ...... "_,-' .,~.,:", ..... :.;~,,:~.:\ 

outgoing· toll "trunks<and ·:sw.f.tchingequ1pment, .. from:;,the· bilingual 
positio~:; to': the.~: texUdnat1Ug~ off:ic~~ :·:·Pci.elfie:Jilsed'';·s1milar 

....... " .~. ,,_ ,_ ', .. "'c .......... ., .' ".~ • . ."'l.' . 1\'- ' __ ' ", . '," • 'I, '., _., C J."'; 

methodo1ogy~' for'<calc:ul.at~, dlrectoi:i assistanCe r 

op~ator costs. 
~, .:.:: ~:.:,~", ., .. ::.:; :::1. ,::·,~;:·~I~.:,.2~'::·!~~I::\:i.:' ~'i.;.~--:,:; .. '>';/,~)~",:. " ' 
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5. Staff ~al\:ation:of:)P.acific:r S:',Costf'Est.imates, .\J 
As noted aboire:~~Paeifi~r·s • ..eoSt:::.eStim8 eeS;:;'i£Orfurnishing , 

.,', ,"" I~ ," ..... i··.-'~.·.: ,'. ~.~ I·,,· .. ~.'", ... • "...." ........ '.,., 'J'~"'''''''''':''''' .-""""'IIf.' .. ,.." _ "',., ~". 

full bili».gual" o~rator' se-rvices "arc~ baaed "uponC'the;'demand for, 
'-"", .... "'.~ ... -.. :,,'~'7._~:.", ~,!"-." " ........ ,.: ·,,~"'t ....... ·"'f 11'1"., .... <11_ .... - .. ,-- .......... t·· ........ '- ,,', _, ... ,',_ •.•. 

operator telephone services that"'would:"be~' gencrated"bY'proVidiug 
-'b1ii~i~ t~iiPh~ne':' 8-':exv:r~~(: t~~~:th:e('monol1u~1 ·Spanish~s~ald.ng;' " 
;~~~tioi,.-:; ~i CaiiiC;-~:':::: Th~: 'S'~fft s-:,' maj or:'~rrtieismJ ;'f: t1iese~ 
..... _ •. ~.l ;t'.. "'. ~ .~r""" , ... ,,.,..,, _.' .... , --r'''''' .... \ ... - _ ,", .... ~.'::. jjod ':I:." ......... ,. ." -, -" f" , cost" eSt1n1atesh is" th4t"'lt.' i"s"n~t:cieal:"~ha't ·t:raff1:C;;·<fema.n~<; ";';,:,'; 
p~~i~i~~~~lf~~~:' ~tii~~'~£st:~ ::a$ium~ ie;"w~s': i-eqi;dre'C.r; to:: lnstl~ 
tut:~"~~il'~ii£~~f' dp~&a't~!ng:':s:(;rv1ng~-pl~~~~:':1 ~,~<) ~.~':':\ :!Oi.': ;;'.: ;',~t)\;,;· 

:',:~.: ~.>, "" At7 li~~lxigs:~ri' No~~b'~~?~~>\dtn~ss:;MeA~~y ':sta.tea~·~derr::, 

cross-examination t.M,t Pacific' s est1mat'~~~: :a:·;~Uixie-:C'~~d~nd:-!'to::;):;, 
.' ,-.• ;,,"" :..,. ~ '-'~ ',-!'" ... ,: ,...... .', .... '.~- .~- ~ ... ~: .... , .-' - ~".,.' ... ', ."" ' ........ ,.. ,"" ~~ '"" : .• ,,:",' '.~, .... ,,~'. • 

service" 56,9',.:000' mo::lo1.!:rigWi1."Spa:nlsh"~speaking personS~" He test1- " 
fied' 't:~i:'~ :g~:'~ri:?l~iY~ ~f'7/i.~iiic ':S:7a;cthOdolo8f~and';proceC'l%-'e? 
¥:ould~<~es:tln:i:fiik ::t6'~~~t 'e:s~imZie~s :'~~ea :1~: es't~t:tng;'::servi:ee)·:to 
a U-ci.;' C:~ty~'oi :~~p'i~;':'~'=Jie "'then(w;Qt ,:~~ ::'t~-::siite':: ' ,;;; :.~,\~' '>: -:;::,:'::, •• :~'~ 

- :: -~ -:n:we :~t ~;ic~gIdz:e' ::th8:t 'so~e of-:the~:a'sScinpnons:::'{;' >;; ,:.:.'; 
" :,·,~tbat~:we"'have<used' . ion ::.:the i '; .Tesponse. ::..to ;.·;the" ~x:eq,ueS:t: ; ;< ~,::: 
" "from .thc~OII ,.,to eome,~~ with. the most .. ,feasible" .. 
. -and e,c.onom!c '·l>l.ari were "based ';:upo'n ~tnformatlon .-:;,,! ~.::, 

., . ",.' ~ ":that:··was· either ::-reee~ved- :·.thr~ugh the ~;SCR,:,~ or~;; .. ~-: " .. ,~.~. 
,". ,:~o..ugl; ~,;h~ :-0; ~ .:,~.t~,~;f ~';-:;'~_~';';" :~'.~.~: ::;.::; .':/ .':~::-:: :~':(.~ s,.-' .:>,'",;;:::, .'~_,<;' 

;''The-~plan:tba.'t we' bave:.;come up::;with~:.,is:.::based.::~:.:::·~.·;- ,:;~:?

_ ' .. ~-;' ;.~.~pon::,~~~.~ ~:~~~~~:(:~~S~P,t~~~'S:::~:.,::,:", '~::)J' • ~~.:.:.;!),;,,~~ 
;, :,:: :.;;.~, ue yoUrc,a .... '" log' ,.;.-thB.elwo·~' ... 'd:.::be~\1:Lke-:-,est:ab11s, h-.,~,-,·, .... ·", 'D ..-., " ~ ... 'W ""w,._,, •• ~ 

::,,' ." " ,.1~:.a, .. /ue~r~()x:_:a,. ci~y' ,of.235,OOO"wou~d~ be , .... ~r" '~'" '. ",' 

. . corree~:wl,.th the added prov1so~ howcver:'>we· ... ~"''''·~,'' .. ·~·~·~ 
, ',:-must':re.a.ltze ::tbat ~;:wouldGnot r,bei'estab:11sh1~o.-::'~:; ~::, 

ft ,'.' .'jU:St,~ne.~bili:ngu.al~"'boa:rd"to ... se%V_e,tb.~ .. ent;ir~~ .. ,,._ ~ .......... 
state, but' that th'ere-'would~·~"'b11:tngual(.'opera.-~·-.. ·I •. 

. - .. '-::tor pos1tions:.:·t:hat::would be:: established:: 1n~"·6:c>:~<':r::;:·i:~;': 
several l()C.'!.t:tons i:n the state." .... 

~. ",8 -,,....' -. 
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" .. ~ .... J·1itness .McAvoy. stated Pacific did not agree with the' 
~, '" •. ,~, -"-. - " ... ·.,1: :;.,~::,·~<·!t"~·.~.~;. :~ •. ·,' ... ,t"':'''t ,~>_ \ ,,", ' .... "./'C'" ~ '\ _, .. !,...., ~." " .", 

demand assumption t:b.a:t there is'·all"Urmlet serv'i.ce.;,,'demalld frOllli':'J,:r:: 
569 ,.000 tn~no.i~i: Sp;iTdih:'~perso~~"" " On'~ eross'~examinat1on he:.:/~'~:, ~. 

",.' .,,,~,.'~"'-+""""" """'L"/"'';:;:''''' ·' .. ··1:' ,"""'~""'/ "~"">.""'I_"'o"'" ,.,/~ .. "I~ ... 

was asked to. .. explain the> disparity between the-'present~~number~-; :~:-:-.\ 

of· S~~sh ~niy ~Ca~li~ 'that:' are'pres~tiy' hLi.ndlea~'by· 'ESLAB:)an~:.;\:;\:. 
P~cifi~' s~ "()" ·o~~tois.a~d7·t1:ie·' project1on 'of '6S:~ 434 ~ca1.1$.~~):: .:. 
day under the~ .f1l11 bilingua 1 serv1ces':proposal~(:c l£e :answered:::' .:; ,)~, . 

. ' .',~. .."I.thi~ :·tliit . .'di~~r:r.ty ·1s~very'(·8Impfy·.·:stated; , 
.. ' ,. . . -and ~"1ulve stated.'.~tl;,a·:,:number.- of, t1J:l1e&·1u ".the" .~ .. ' , 

:-:record·.:. ·Y'·~.: ,.,;' ':': " "'.>'.='~~:<: -::;::,:;::,<,~:.:~~""~::>"':~~_,~: .':',~~'~ ::: .. :.': .... > 

" ''Pac1f~c'<feels:there 1$.1» uamet.:demand" that., _." .... " 
the:, tra.::·ic that.i$ being handled byb!lirigual""" ". 
oper~tors ~ being":handled -by'ESI::A.B; ;;arid'\being',:' ':,:~ .; .. :' " .,: 
dialed:'bythe:e\lStomers~:today, that::there,.1s ,"'I .' ,', 

,DO-. \mI:IlCt·.demand ,at that particular po1nt;'~"" '" ..... '. 
'. , . , ",,!.,.~',''':~'~'~''. ""·;:'::/~'·>: .. >~~':::" .",:""""'j,"~', 

"Our studies ~ based upon' this ·Commi8S;ioD..~ 8 .' (" . . :.' " '''~ ... :' 
order anc;l. the 'parameters, that 'were gi~en' US V 

.. - ,-. ,.,'.,:., 

by .. th~, .~te B,1,11' 411~" or' the:'Se-oate~Con-\ 
CU1:Tent, Re801ut1on.:36,;;~indicated).a,,demand, "", . 
&om . 569" O~~.: monolingual" Spanish speaking . ,,. ',,
~sons at an amN81 costof$'n,mi.llfon· • .":',i-: " '. "., 

'·'~·w: .. :I.'hl1~~.~ ,,~d~~~' tba~'thi~' 'd~d: .' .,' :::,.,', ':', ' .; . 
. ' .ex1s,ts nor that'the' expenditure 18:;warranted;;:~~::,~:, -:..':~"~,":' 
, .. ,,' ....... ~ '--:'~~,-,.:' '~' ... ,:' .. ~:"'" •. , .... , ".'::, ':'.;,;"~:' , . ..:" : .. :. "';1'0, "~""'.,i'."."" r'~""'''''''r'''\'''''' ., ... , ..... -" ... 

. . 1:he.,suff bad .hoped-that .. Pac1f1e':wo~1c:l 'denve·-facts;"·~· 
" ·"ft ' •..• -. ~ ,..,. ".I' #, •• ' .• " ,,;', .• ;. .."',:-' -. :;<~·~'''',r '-} .A· .;. ",;.'" 

and, figures that "would, .g1ve, ... the Coumiss1on·:a:n.,aceurate' estimat:'e' 
.... ,'. ,_0' .... ', .~/I &J ... _" ,,~,:~;, .... =-~.A.:,.: ... ;~.;-::/,'~ ".,.< 'Pr ~",,:'"';r'" '\~_'''~' r.'.'..r 

of what Pacific believes these costs are. Instead; Pac:!f:[c .. ,,' .. _' 
...... ~ " .... y, "T.;' "\ 

related, that,it·took"the:assumptions in"tbe 011. and"'b8sed 'its''.'" 
report~'on·:theae:488umptloua •. :.~ ... , .. :., .. ,,:.. .. " ... '., .•. :,;". - ..... 

. • " .... '~.~ ',>,.; - ... ~:j ;' ........... / .... ::;,;:';. :/:~·;'i~~.0','~~r:. .. 'r,",-"'''' .0,.,: 
'.'" : . " .Pac1f1c,.ts:~·cost:~est:lma~~s ... assume., that,. SpaD18h~8peald1:l& 

". "', •.• ' >~ ...... '.. .." •• ..:. , l ' ",,,!\ OJ. • ""~""\I""', , .• ,-'J ...... 

per8ODS'. preaeutly:,uti11:ze~:~~he. ~'O~ operato,r,,, 1~.8,8 than the" average 
, • • ,. .'" • ,,', ... " ..... ': ... , ,,' • K, ,.. .. ! ~ ~_"(' _,"- ""... .. 

usage':'f~'of:::Engl1sJ:1~8peald:ng_ C1l8.~ome~."· -,Baseci"Uj)Ou"a.verage 
." '-'. '~\ " '"' .. -.... , ..• " ,.".. ,..: \d ~~~:.')'.".' ;~(<:~~"',"'1 ....... ,." ..... "'" ~ ...... ~~, ~' ... ~ _ 

figu:res.·S69:.000:J»e%:~'WOuld be- .expec:t,~ to generate '3pprOXi--
. .... .. ..... ,1 ',,- .'_\"'k .. " ••. , ,.:.(.r :, .. " \, .. :'I::·.;.~ .. ',,>J,··:;::' ... " ~~"';.C.~.!If,I'~'rl'-I"'" 

mately 2l.000:,.();QO:::toll.,.and ,operator~a88isted, calls 111 a:-'year:-::'" 
I'" .. ' "' ...... ,~~, .... ',+"<',, ... I"" (' •• ~I" '.'_::.,.:,~ ",;rc.~::,~r:,;· -~j!-:"~~)::S~:'>I~,~~~ 

... "-40 - ~;,.- ;J~' 



c .. 9976 srll/dz 

':·r::' A::"';,-'/:"<:;";":::r;. :"C'C ,::,.,::'~., ':;'::\":~'~2.c ~':)::f.::::'" .;t'O ..... /~\~.~,., ... ~'.' ..... 'I ... ~". ' 

The staff eon.eer..d~ ·:thae if,~?aeific ,'WOuld, "'exi>Ccc ':·'D.ct'increasein, 
" " ...................... _J .... r'" .. '~',..~· :"',ir.;~" <"';," -:'.'."';'I~·,l~~':"! ::.'",-l.~::: ~"'fI',+-"''''''~'.''''.":''''''''' .... .,+ -iii .... ",,. ..... ..,. .-,..., 

demand' i£~,i1::.pro:vtd~,,j1?!lingua.l_~p~:ra.1:?r '. ~e~~e; ~ t~~"'the costs;.! 
• ...... I ...... ,.:.~ .,,' .,"' p"'_" •.•• ~ .>. . '!,r<"., .,,1 :' T'" I, ~".~ ... , •• ' ... ~ .;0-."..,. .#'j _~ J<I"'\, "' ......... '" 

of imp-lement,iug·;s~eh.a ,Ger:v1~e :would be. 'greatlY'" reduce(l~'" l1i'e~ <C"~ 
• -. ~.- .. , •• , •.• ,.. ...... ",.T •• _ !.t_' ...... :~,:~ ••. r:.tr:, ..... :, . .., :-:~11'""':.~ .. ~\; •.. ~~'}.~'\ ...... ~ ... ~ ... ,. .-~" ::..,~ ....... ('''': "):""r"''''' 

staff·~eo\lllSel ,stated .. that".he. believes there are 1nsUff:tctent'~ , .. " 
'4' "~-- ••• ' ... , ,<,',,' .. "'" .... ,./~~,~.,'>:.:,~_ ~~\:. .. .t~ :~~,\~-... ~ ... <=' t: ..... ~~,j~, .\,fIf:~r·,(* ,to. ..... ; ..... " ...... ~J. ;";"fI'", 

facts:' iD; .th~ x:ec~~~ :~~ .<i~~_e:~~~~: a5~~~~~~ c~~;:~~~~ ;~!.:·t~.e:~~~~ 
eosts~,of ,this ,pro~sed service .. , ' ., ... '""....''' .......... - .. ,:" .. ~~ 

.... ~,.- -""'~,," ~-':. " .>,.:. .... ~ ... ,,'~:~"'::~ :::.:: .. i·:,~~.~::.: .. ~::"_.~:;(~ ,::~.,,~:r:':' J~, ,..~~. _.tt ......... , .... , P" ".j:~ 
, ,'Ihe.staff....a:gued. .1:b.a.e ~aeific.~s cost est ima t'es' ""tnclude 
'~ , '... .... '.., I .... - - ... , ... #, ..... 'II ~,.,,..I'. ":. _ ...... ~ ... .'~~ ... ..., ,'\ :' .... , -, ..... "... -'f. .. .... ,..,. '~ .. ",.'" -": ,,, .. , f" . 

duplicae1vc ;"costs:::: If; the>methodolosi:;C;f?,~eS;e.~~1~~~he costs' 
is similar to providing serviee to a new community;'~:'SOme of ,the: 

costs inc,lUde 's.erv!ces =:tha1: ~uld ha:ve:'.:~to .;:be;provided'leven' if 
", _..- II' ... ' .... , ~', ., • .. ~- """ _. -'" -.J!. '~' . 

these 569:000 ':.personS~: C<i~ia .sf;eak E~lfsli .. :.;' ::·riie '::staff asserts 
• , " , • I, .,/' ..... , ... ' •. ~ .'.... """'; .. L,\ ... I,~~:~.,.."" ',,'.'::.,.~. i.e:: ,.:;..' .... ~.,. .... ~ ,... .. ·"t:·'JtI~ .... <. 

' .. _ehat: ~he tiue:;~()~~S:~:of proViding·::Pa<:i£1c:~ls;;~~t:;~~~~~cal 
Mlingual operator s~~~;~~pia~l'1s $24SUi!11!.~n::\£nsteadof. the 
$33 million eSt:'iri:.3.1:ecr.~· Pa.cl.fic,;::: ,:>:~ :. ,~:,::', -'. :"":;. .~, -:- ••. ,,,"" 

"c" • ,\' ~ ..... -VJ ~ f' ,~,_ ... ~\, _, ... ,.,~ ... " • ..,.' .. , 

piei£ic,,:tS:~,.~tn~S::a1.s~:~¢$ti'frcil: that D4s~d upon its 
. ~" . ~ ......' - ., .. ,. " .... ' .. " t ..... ,~~ -..... ~{w ... -, :-~. ,":' .~:o ".. 1"\ ... ; ... ~ I" .;r e e.ss~tionsof,'''-pTov1d1ng:.:se1:vice;,,:t~';5.6.9~~O:O:O:~,moriO~1 users, 

~. ":.:~': :.~" oj;'.:::: ;~. ~~' :.~', ",~,~.:::' ; ~ .. ",.'. 4"" .,., ... ,'" ••• ' .... ..... ,X,-;-' 011" .... ,~. '::.' .......... "": • 

an at!ditiona.l,,:,~,l2-: .milJ..i:on."a- _year:'iu~,.g;~;;~,-:~enue~;would be 
... -. • ........... ' ..... ' .... ,.' ...... " .. ~·A'". ,'.' ~:. r.... .....'.!:. ::.~:~ ~'*'-~""'I> .. '~~~· 

g~~ted. This estimate is based on the assumpt!on'that these 
mot:.olixlgual::~~tis. t;:'pti~ri~·::~liing~.atterriS'#[wOuld ,;,be"tbe same as 

. ,<. ...... ." ... --" .'_ .. ""' .... "'!"'~ ...... ,... "J;",~ :~·;'1,~ '": ."":;1\--:" ""-',:J' .... , '~",,,,,,,,,t 
the . .s.b,t~de ,.Cl""erage a1:d tl"..at· dlcy would p'liice 21~; 000', 000 toll 

"~,_"':"f ... _'\iT~,'~:~~:""::1 ..:" ... ",~,-,!", "'T."; ""'J--t;'" '"", ,~'''-l~ ,:' .. , ..... '" ':\ ..... , ' . 

calls, .,in a 'yea:::. ''''-:i:huii; -imdttW ful1 -))'111:n,g\ia'1'''operator' services ~ 
'-' ,,~ .... ..:.~ ,\,"--,1 ~7· .... ~~."'.,"'.J~:1=.,--, .... :, .... " ~.,."., '., '""'"':"" ":" ... .-,_," .", _"'_ ...... ,_jt..~, .. ,. ' ' 

er'\er~ ,~~~d ~,a¥i~iQnaI'~co'$'ts' t'o'-'tne-Tat'epayerzof at,;;J;ea$t~,~,,:, 
-' ... " .J". J...... ~\.,.,>, ,".~ .. ,,-: .-""",'" ' ...... , .. $21 :1illiori 4, ~ .... - - ',,,._- ."""',,~k;.t \.',,: ... ,,-';\.~:' ~~~~t~.':; ~;'..:~"~..:; .. :r"~~/~' '~~~ .... :;"t"{~ ::"~iAi '3~o 

-:: .• ' .':' :::-:~~'t:s't;?f p~int~ ouf;'tEi~there·~ar~:.cer~'~~~idden.:c~ts" 
in~e _present serving arrangements" ofcPac,:t.f1c: .. thatr::should~be:;:: 

. ~~o~i%~~~{r~'~e:' ii: t¢:;~ruly'::oetermine::whethe;r-::bi1ingual se';':tce' 
, .. : .. -'::·~i ... ':; ... '::J;'::,:i, '~«"'~I<,': ,'~ "' .. ~". ....... 1">, ... ' ., ••.• '.'., ..... " ~I~.,.'~!~ ~ *' .. ,~ _. .:. .',' . 

. ,is .. ~~~~~<?a~ ... ">" ~or' ins,:anee~ a~'nonr..·Engl-isn~spea1dn:g:~":r.'Spard.sh.~ 
.:.. ....... , '-, .. ~ • • ~ ___ "', ... ".r ")'~/" : ... ~ • ~'."'\ ... oI"~J,AJ ... ..,.,." .. ';~ '~Io,..', ",,," ......... ,\ .," ~ 0/' I"" ... ,...' _ 

s~~ing person who attemp:ts~ to" '[)'lac:e:'· an-·Operator~s:t"ed:.'1;ea:l:l' 

pr~~~iYc 'u~~i~~1~~s .~ '~~::ra:~or r:~;: ~e=":mor~;tb'an (an? Eilg1.ish-~;6i::: 
s~ak1D.i' pers~''-;:' riiis~:·i:;;;~espe~1:atly ;;fi:U';';:<forX{uS't:;mce; \~=.[:~, 
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situations in ,whichan."O" o~.ra.tor mus~:.accesS:,ESLAI>::[n;iorder 'to'

o';~i~ a .~rans·~~io~· s~ce." Lik~se ~.··.itis~ssil>le~ once, :tb.c:::.~ ... 
o~ator. ~'EsW" she· ~ll b~ "~bleto .. com~le~e~ 'th~:' c~1:1~,.~6~'::.::I'·; .:. 

, ,,' . . ~. '" .. ~ ., .~ . , . ." '"' ~. . '", " 

the. Spani.sh-spea1d.ng··~al~er·,· .thUS;,. genera~ing.:, no::,r:evc~u~ ,for :thc-,., -;i" 

company ''' ... The extent :~o .which .. thes~;, types.o.fp~,ob letr.s:;.~eUr:.~:t$.~ ... :." 
not kno'Wll,,' bu~_ the staf;., believe~, they,.sho,ul!1:b~::rec.ogniz~d::,i.tt~~:?: ~.':.:, 
determini-og w~ether b11~ngua.l s~l:Yices should b.e: prpvid~d.,,,:,,: ".' .,,'-. 

6 • The. Staff • s .Recommendations .' .~:~,' ~ ';':: ":: 
, . '!he staff,' s repor~ (Exhibit., 67) ',eonta.1nsscveral·, recolU,::,.::. .. 

• • •••• , .' " • - • I. • , 

IJ!endat1ons and conclusions concC'XUing ESIAB. '" ",' __ ... ,.: ~,,..,~ 

As to. whether there is. 8,. continuing, need· for, ES'IAa,both 
• _ '_, .\' ", rOo, ""'.... .'. ,..<1 ', .. """' ,. " 

the. staff and Pacific- concluded..tbat"alt:hough~ESI:.AB-.·.1s::presently:::".·:, 
. '." ... . ',I .... ~ " . - i.. • .~. \\.. •• • • • • • c ' 

an effective, reasonable. cost me:hod.·of provi~ir.g.::a:td.;,on".emerg~ncy.:_ 
~lls. (EY.Mbit 67, ~. 'is, it~·G('6)..,and ,:I).".·.evencua:.tlyuuiversal.-:-; 

"911 u' se~~~~.~t~~L~~gencY i~o~~.10~~pro~ided."to·~ the~::~ubl:ic(~~: .. y',' 

~hou~d .. largely e1imi'O.'lee., p:oblems·related to,:, ernergency;:,ca'~ls ma~e:» 
by n~'O.-En&li;h-sp~id.ng. pesous'(Exbibit ,:67 ,..t>.:i~14.; ~itemi~'C) ,;,::.-.Ho~\~: 
¢"re;;:,.,.unt11. ~bat.~~~urs,~.a~ific"a~~~~,.that :E$tAs::.shou];<lj.;~continue,.: 
to .,:~is~, P~cifi~ ':; op~rato~s:: in ~o;plecing',~pan1~h,.,.~nguage calls;;.;. 

to em~ri~cy, ~ge~~1e;. ·(Exhi:::,i~,_67~.:',p .. :,15',~item~:·G)'.'~<":;;',"'~'~"~"':~'i" " . ::'.';~" 
~. • • r • ,. . ' ',....... ',I ,.~ • ., " n' ,. • ., " .' • '.., • 

. The staff '. also recommends ... that· ,ESI.AB ... should-be,:made . au" '". '.; , 
" '.,...... ". " •• " I. -', .' '" .~ ,.,c., . ~: .. ", .,,;",' " _.~ .. ' '".",. _, •.. ~J .~ .",,' ....... 

e::terse~ •. o~Y " s~ce , .. (~~~it .. ??\>: .. J>-. ' ~ 15\> .. :.~~t~ G(l),>,,;~t;hat:, ~o_t,:t~~::~;;. 
of this emergency onlyESI.AB.serv1ce.,should:.be_:provid,ed~~,:[~;::all:~,o,f,~ 
Pacific's directorie~ 'a~d in .. ~ o~e~~i.meb111·· :f.~ert (Exhibit 6.7" . 

p. 15 .. item G(4»; that all of Pacific's operators should be 
informed of ESIAS service (Exhibit 67, p_ 15, item G(3); a.nd in 
ehe ease of emergency callSl> tha.e Pacific should'prOV'ide'trans-

• \ I" 

lat10n services once the call is completed (Exh.ib1t 67'\> 1>- "'lS, 

item F). The s-eaff's report also discussed the poss.:[~ility·.of, 

charging a fixed rate for ESI.AB:assistance· (Exhibit &7.,p.}3·" 
ice: 9). 

",' 
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It bas been Paeifier·s 'posicion and ·practi:ee ·'Siriee:··ES"'.&.J\:B:· " 
was ~stablished· .that it was intended to a$'s:£:stits.:operatorsl:f' .': 
c01r.pleting calls to-emergency ageneies' f~Om Sp.anish:'speakirig~:~·' '~~"" 
~sonswho were not· able to: 'spea.k'En:g11slt~': '. Th"e':staf£:: acknowledges 
this.' The:' record only 'shows~'tbat' a 'sma'll" . percentage , of:'the" callff> ':. 
to ESIAB' are' identified· as' ca'lls": to:einergeney agencies,; 'orr ;as: o'thei:':' 
emergency' ~. eall$'~ •. However';: since Pacific'does:' notl

: s'cre;en'~ca'll:S 
to ESIAB 7 there is no .... .yay of knoWing;"how::ma.nY."of,:~the::Lca.iis n.oe 

~ ..".,. '. " " "'; ... , . f' '" ,'. 

identified 'bythe-eal1er7' a.s an emergency':'are:; aetUilty emergency·· 
calls. : ,.,,~ , .. ,. '"" ", . ;':: ,';:. ".: :;,:',"':':,' ... ,.,·':~ .. ':~:,:_'::I:." ''':'.' 

-, The':st:aff: suggestS: that; the ESJ:.AB.a·sSi:stant':~ in obtaining 
the details' from· the cal1er~ necesSarY 1:0-' COTC.p.lct~; 'the' eall,'a.lso· :< . .' 

"' ,. •• •• ". .'. ..~. . :'.' I I'" ,"" "'." ( .. ' .... ' ", .... /" ~ .• ~ 

inquire whe~her· the· call' '1;S emergency in:' natu::e~ "One possibility" l:S 

that if the ea.llwas"not . .an emergency;"the ESt.A:s .assist:ine"~ould: ~:<, 
inform·' Pacific's:' ope:ator of-,this::'faet ai-~cl·th3.t"operator::eoullth~ 
eha:ge the- c:aIler:.for ·the Call~ .. ·~!he:'ch3.ige'·wouia:be a:pproxi~tely;' 
25 cerJ.tspcr"c.:.ll' (based: on,: current costs'and'::v6:tuxnes);;'::~7:':for':);" ',::; e' 

. ~ '~I. <' • • •• ,' .. ' r.· ..... ", ...•. , ....... '~'... .... ,..', •. ~ .... ,. '~", .. '> ... ' •• , 1.'" 'I 
s~cht:on~emerge::!cy- calls,' the"c:lller"could beil'iformed·'tbat:"ESI,AB;'·· 

'. , ',..,,' ~ ,~ .... ..' .... •. .J,"" ,-., >" ... !.,.' ' .. '; I' ~~.: ~~' ,.,.' .,':. .~~', t' J'N" 

was an emergency' onlyserVicc. ' .. 'It appears that the" onlywaye·that'·'· 
such a system could:'be'administered (;>roperfy:' would''''be;''for'~'t:hc'>':;::\:<' 
ESIAB .:lssistanttoaccePt :thc" statement:::of th~:':c~ite~ t~t the 
call· .. -::1S in' fact an e!mergenc:y;'si~ee;~~e;'~~nSt1tUtes\~n'Jemergency:> 
is Subjective·and'·var:[es:.from·person:"to,:::pe.j:son£::·~~> : :,,:'!~'::.:;":<7'. ',;.:'; :,.:'~', . 

•• ' •• -:' • ~'. _'Y' ", •• .., ... '", ":~",,.,~ "',:,'~l" •• :> Ht'· .... :,.~:.'('..:.;~:;',t'.,~,,';':~~';) ",,'1' ::-'., •• '~:'.:,. ;>i:::"'~" 

-- .~ ": , .... , .. 

,. , •• " , '>~ 

, ,,~\ -.' ," ," ,'. '''' 

~. .."' 
. .. ' ; 

"'r " . - , .':'" ~. ' , , ... \, . 
, ... '. '"., / •• : .. + •• "', ," • ~ .... 

•• ' ............. ;' •• , e' • _ ..• ~I •• ~'\<·~ .... ,' '~" 

":" ,', '. i.- .. '" 
, .. ~ '. 

"'" 

/-' " ... '..-. . ... 

,.' .~ • FI" ~........... "".',.i .. :-.... ,',., •. ,'. -I, ,.;·t.' '.'.'.,., ..... ~' •• ~ ..... , , .. > -; ~: ';~.~ ... :. .. 
:-" \'f" ..... ~ .... , "ff:. : 

" ", .'-. ,.,i- .... .I IW ,. , 
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, Pacific does;':not, agree,'that notice o,f:;this::ESt:A"B:)serVi~e'~"'~;"')~" 

should be 'J)rovidedr',in, al1",of'" its,'d1rector!es<::nor 1n"'a?:one;;;time'~1>:L:lr:':':/ 

insert. ' ,Pacific" argues, that::::advereis:tng:::-the avai lab iIi ty;:o.f, ES'tAB):'~ould 
, l' . 

be, counterproductive/"in ,that, it'wou1:d,l,eneoilrageSpaiiish-sPeak1ng:'.pers'ons 
to place emergency ,calls~:iu,:the~slowe'st(-rather~'.than";the:'f'astest·mann~r 
poss ible and that ·the.', fas test :'way: to'reachr:an· ""1em:ergen~y .:ageneY;<.'is~;to:'d:ial 
"911",,. or' the' seven-d.igi,t·:n'mllOer •. HoweVer ~ ·Pao:tf1c·:tli:tnkS':,'that"',!t"·>1s<': 
reasonab-1:e to-, eon'tinue, to- "in,form all' 0'£ 1:ts ::ope:ratorti,::Of;thei-:pro:ee,Qures. 
for utilizing ESLAlkassistance:: :: .. " ':' , .. ; ': '~","~,: <Fe ;,=: "';",,::-;: ~J<','" 

On,eross-examinat1on..~:, ;'s.taff.witness ·:Peppler· ::ex-p,la1.ned)~hat!r.'by: 
suggesting' that, Paeif1c"should: :provide; tran'slation;~,serVice~:on,'~:emergeney 
calls only when the'call: is: comp-leted", '"he: meant :'orilY','··that-~ci,f:te~',cs''''~'''; 
opera~or should' "convey 'any <letail:s.-,:concerning",the:·;emergency ·wh1'ch~:we:re> .. , , 

previously 'obtained: "from tneESLA:B:'operator~' ;. :1"0' 'constri.ie;:tbe suggestion 
diff~rently' would ,render '-it meaninglesS:) since'· ,:ehe' ~ES1.;ABi';operator;':;'eannot 

e rema~' 'o~ ,"the l~neonce:'t~e' ::&l.l,~is~:,:omp:tet.edl~·by~pac:~fie:'a /ope:~t~r;'~\:.8:ti •. 
under :thl.sarrangement Pacifl.e':s: operator, has. ,no-::bfl1nguaJ:;:.transl:~'~!on'~ , 
c4l'ability~' Pacific ,vol~tarily' 'foJ..l:ows :th:j.:;:' ;procedure: on: cai:Y:1t'~;\ <;'," 

emergency' ageneies.-',.-~al;though.> it .1~pbeyon()' .. :,Paci:ffc~~s.:·-duty..'to;;c1O:1·S<>~;:,', As:> both: > , , ' , . , "",,',,,. 

the staff and Pacific witnesses. ees'tlf,fed:~t:his"',haS~ .:a.lways:~l)e'en::~:Pa:e:tf1c's .. ' 

.•... ' --'., 

. ~., . . " .. 

... .: ••• 1. • ....... ,', .. , ..... ,:'. < 

, . -" . 

,. ( , ~. C T. " ~.': 

'" 

;.;',:.: ;,1\\. ~"" .. ::.".,:~'~.~/'.:.: ~~:~ ~)J::: ~: :); .. -·:,:·:t>~ti' ':: .. :.;~~.;~,":!'.',.,,::(",\';:; r;::: ' .. ~~:~\~'::~:::::' 

r'I' 
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e 'Policy and stand3rd operating procedure on calls to emergendy agenctes>- ccccc,'c 

re~ar91ess: of."_~h~ther-: the ca,ller is:·'an<',Eng.lish-st'eakit\.g·~: c3i1er or'a, 
non:-Englis.:h,:"speaking .. Spanish~speaking;~caller;,::'.rn.::an·,:~emergenci 'si~uition 
such, 35::,a fire, .. ·,:t>acific·~,s o'Perator::woul:d·.use:·:the~i'n:Eormat:ion·::obta.tn'ed'~ 

. .. . ." . 

to,connect,c.the-call· ... to the-,€ire;depa;rtrnent,-;;~and~wo'O.l:d;:>:i;'fcne-ces'sary)-'.'>: 

co:nmun·icate,.,this~"inf:ormation'to::thec.·fire:.<de'P'art:ment'.~'~:<I'D:~~an·:~emergen:'c.y:~ 

situ.lti<>n·~ ,·P.ae.ific '''~'::operators ::(and':the.',£SUB:::assi:statlts:); a're iUst~ot:ed 
to 'obtain,the:,:e~ller":s' :n:ame" ;,ad~.ress .. ,tele-phone ;1.'i:umbe;r;II~;~and.:;the\· natur~""of 
the.emer~ey. wlUle-.::con'C.eC'ting to· t.he: emergency a:genC:Y"'.:requested.;;I:)::'.:::;~I":!, ' 

The star.f also' suggests that ES~;s:er.v:ice:3~ltt:f;:st-io\l:ld,:;~. 
monitored :as .. closely·~as::Paci:fic'.s ·;:operat.o~,~;serviees}-i't'\:;,:oJ:d~:· to' insur~ 
~·-service,.·-:: ~:Beeause<EStAB',:i;s px:i:marily .::tntendecl :1:o><:hand:J:e .~enierSettey. . 

, ','" . 
requests ,~and~, to-prov:.ide ·'a;.'.er.it::i:cab~senr;i.;ce'; topub~'i.e·,~s:a i:ecyl in:::eime~ ,ro,'€-' 
crisis- :this 'is-:,a ·xeasonab le-·'suggeS't.ion~'an;'cl' ;:t;"e" rw.tl'b \s·o)~o:r:d:e.r-.:; ::~ , ", I'::,~:- c.-:::~)-r::: c

.. ,,,Final.ly,.;. "the ".s.taff·: ~uggests: ;:that ·,the~£SIAB;~:a-S:S~tan¢~.;.be:v::. ~:: C' 

expanded, inJtwo :p.lr.t ieulars-::: :;: (l}~,that, ?aci fic '~:shottJ:d, ':esea.b l:i:Sh'::-:a:'~:go.:d> . . . . . " 

.-whe,reby :EStAB-, 'should:,:a t~empt·'to~ ~an'$wer,9'S·, ':percent,1 :0£ ;3:1J':: eme:rgency~c:a:J:le ' . 
wi thin .60·; ·-seconds; .. (Exh:i;bi t:, ;-6-7 ,-:: "l":.;.",~:1:5-r; item;'.G.(.8}.) ;: :·an~,.~ ;,;«2'):-:-:that;: :.'ES1.:.A:)3)$houlO·· 

'be expanded:- in- sc:ope'.1:o-' -:ass:i-st ,Pac'inc' .s::.operators· -:in" :co'm1>le.~:Ui~f :emergency , 
calls, :f.rom· ncn -Engl i'sh~:spe-aking-: .~p~on:s :who/ :s1'eak', ~Ch.,ine'se:-;~or:;. Tag3:J:~g.1~:or: 

. \~ . . 
J.apanese-(Exhibi.t:67.;,,:p.:'.:15:, item: .G(2):) .. C:',""'.:: '>:'::.>~} :~I_·<'. ~':;);,~:: ::: :-;:', : ::~:..:; :': '>:':: 

Pacific's witness McAvoy testified that Pacific is doing 
evervthing it can to attempt to attain, the present standard for 

~ ~ . " 

ESLAB~ Le~ .. to an~wer 90 percent of the calls within 60'seC'on~s •. Thi's, 
current objective is very stringent, and both the staff and Pacif~c 
recognize that Pacific is having difficulty, trying to'obtain this' 
objective. ~1hen cross-examined on this recommendat:ton,:staff ~it'O.e'ssl 
Pep'Pler admitted' that he did no analYSis of the inc.rementalwork-time 

~ , 

reouired for a'Pacific "0" operator to- rea.c'6. a bilingual operator at ' 
ESLAB to determine whether 'the standard which he.propos·edis fe;.a.s-ibl~.:! 

-54- ,:.1 
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As to the staff's recommendat1on.~that""ESI.A.B:~ ~hou.ld~bef/ ,:'; " 
expanded in scot)e to assist Pac ifie ~ s ,,?~,p~r;'t~~$~:~,i;~~'~pi,~~i~g:~ergency 
calls from non~English-speaking:,pe~s.o~s:"who:',s.P~k:,·Cb.1n;s;:-~·~ T~galog 

, ' " ,. 

or J'apanese~" staff,:w1t:neS:8: Peppleradm1t.ted: that.~hehad~::n~ 'faces;,,,()!l)' 
, . . " 

which to base. an: op.inion· ,that such, J:.apanese: 'mon~lingua1;.:pe~~ns :':'/~:::, 
cons,tituted a substantial ,percentage of; the:popula:tion:;,,1n,,:p:8.c-i:f.'ie;~,;s> 

,.' "'.,' , ' 

se%Ving. ~areas" .as', %'equired·by.":the· OI!:· and "$:enate:::.Concurren,tResolut'ion . , 

No .. 36 ... Pacific ~s, re.port :·f~led, with:,the; :Commi~.s,ion.:on ~cemb.er,:i9;;,.:~ 
1975 shows.that,·Chinese:,eompr.ise:'.S. percent, o£>,the .. popu',l:a,t·ion~,and~::·,,,~:::' 

• .' ," •• d 

Filipinos 3:. s.perc~nt' ·~.in .the,;San . Franc:is;co:~d'1ree.t,o:ry"s.e~ing .a~,ea.:,;:':.: . 
(Exhibit 17 ~. Seetion"I~· Exhibit. A).<Pacif:ic:~,s; ·,.exh1~i,t;. po:1nt8;'::Out~::,~that 

I .. '. . .... 

the percen tageof-. non-English ~speaking, Chinese; :and: .:~,i11p.inos c:l.S:':';i: '~:':: 
, " ..... ,: "~, :'. ' 

somewhat· ·lower than " these. ·_percentages .• ' ·:::I t '~u:t:the,r.,:,.no~es".::tha:t: .:En8l:Ish 
is taught ,:!.n-,·rilipino;schoo-ls,;:the .Gr.eater_::MSnll:a:;.,~eleph~ne;;;Dir~ctory 
is ,!>rinte(FinEnglish~Engli$his ... the ·.languag~~o'f'~,~F:t:1~il>ill()o.~pa,llO:ts,.; and ' e the Filipino- newspaper;printed··in'·Sa,n Fran~~1s:cO .. i$:,:in~::Eng11Sh.:;o::·:··.~::n ," e 

With 'x:espect' to' the ~Chi-nese:-speaking:,:m:tno.rity',1n~ l?ae::t:f~~~,s . 
San Francisco direetory area., we conclud'ed earlie~":tha:.t: .. ;the',~eco1:d·:90es 
notsu'!>po:t a f1nding:~,that they .'exceed 3 percent of :,the(:population~ ,'. 

However? there' is' sufficient test.imony "to,e8tablish:that:thei~':numbers 
, . ~ " 

are sizable and 'that theyface':unique;language; :pr.ob-lems.,·;:'Wi.t:ness::Henry 
Der and others ·,testified" .at length· about.' ~,the- .d::t·ffi~lties!.::ehe .. ;.non:~Engl:tsh~. 

speaking Chinese ·have .. in ~'~~aching :'emergency:' selyic'es:1n San~;:Fr.anc:1.s,co. "! 
':.~ ,." ' .. ' >' .... < ': -~';"'~f~:,.~~·",.",:,,:,~";.I~~.~';: ,.\ :,~;.";',·~h:::,"., .!',. 

.', > •• ' 

. ' 
~.- -'. 

- •• ; " ~'~ •• ' ': j. ". ~ I 

.t 

".,',' " 

" .. ' .... 

,." '.'. " 

" ' . '" . '" " ' 

. -" ' .. '~ ...... >.',';:::)'.:<.:~: './:<, ~:';.;.,:<;;, ,:.' ::'~':'''.;;: .. (~: ;;j, . I 
'''I ." ~ .. , • 

. , .. ' ~ " 

" . " 

.- ~~. ,. 't"",,,~,~~,: '~'·;;f.;:':~ .'."':','~~:~ ~"::'~r~'~';:': .~-::; ~" .. ~":~;~~''',::')~ f' 

, '''' ,", ,.' ,:jl'",/ \, 
......... \ J 
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B.. General TelephOne· Company'" ·,·d."_ .' . ,:; .. -",::: ~:. ,::, •. 

1.. Present ·Servin¢::A:rran.gement> "." ':,' ,., .. ' ,....::.,: .. ,.;.,,:~ 

Presently General does "·not furnish'afu1:l';b:tlingual "~ .. ,': 
operator sexvice 'Co:tts Span!sh'::spea1d:ni eu'stomc~s~' :·'·Gen~al"'.· ':. 
does, however, ·attemptto: provide its operators:·w:t:th::tools: that:':-:':····· 
can be . usect . w;;,.en·bandling' a Spau:Csh'-'SPealdtig"ca 1-1 ~":'::. Th:£s ·:.tool·:is ,', ~,:.~ 

a series of"'~key"~eards of Spanish ph:-ases;··and''':numbers~ ,. 'Accord1'Cg~ . 
to General's w1tnes's', ''These cardS' areava:[la.bl~ at :every::toll:: . ':, . 
opera~or:pos!eion •. They contain ge:eral"··phrases:; ~'emergency::::~' '::. ::'. 
phrases and'" numbers; ·E:ich·ea=~·h:i3 ·three·coltannS:~"" The~ ,ph=ase;" ~': •. "~ 

or number:ts first: ·written:tti·'·Engf:lsh; . 'the ph=ase :or,·::numDer:'is. 
't .. i'ritten in Spanish'; thenthephras'eornUmber>'i:s:, w%-1tten·:a:s< '-',~ 
p'honetically pronounced'~·" "Exhibit: 41:'conta1ns-';a copy·'of."these:',~: 'h':;' 

key cards. General's witness : also: :tndic~l.'1:ed"tha't ':":tn .~thos:e ::of£1ces:' 
whe=e' a, call-can 'be 'interpOsit1oned: :andthere·:tS: ,:i ,Spanish-spea1d.ng' 
opera to=,anZnglish...;spea'king operator who: "reee:tvess.:-Spa'litsh:-';· ." e 
s~ldnz call Will ettempt'to:transfer the cal1:; to'.the>Spariish-
:>r"eoil,'kitl$oPerator; .' ., ',," " "', ~:.': :::;;:< ·'.,~::;·;2.~,·· .: ,.:'''~'~ 

hom .'timeto:t!me" General' has. dis.trlbuted':special:bi:11 ':>:: . 

1r..:;c=t~andp¢st.ec! signs: in':its'~publ1c~ off:tces.;' ~,writtendn ,English'" 
: .:l'O.d Spz.nish" ,concerni:1g wrious·info%Il.lationaF:ma.teriai1:,';'such',a$:-: :;~:,:, 

feo;c ~'UIlp:le; tne' loeatio:1of authorized paytr,ene, .locations: ~,iU :the ~:, ':,:: 
eon::munity., In 1975 Gcner.o. 1· mailed :i'ts 'CU$t:omers:' :1n ~.the.<santa::~ria' 
area a nine-page booklet, in English'and Spanish, on the new c:ii-reet . , 
G.ist3.nce dial1r:g procedure. In 1974 cel1eral began p,lacing not,ices! 
W"rl.~ten in Spanish and English in its public offices inforiuingits l 

' 

customers that the office will be closed for a legal hol!GaY .' 
(Exl"..ibit: 41, No.5). In 1972 General developed a publ1cof.f:tce. 
sign holder and card in Spar..ish for placement in ltspub-11c.off!ces 
adviSing ies cuseome~s that a Span1sh-speaking,cmployce isava:tl ... 
able to assist them (Exhibit 41, No.6). Dial uumber cards,. giving 

, .. ," 
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instruet:ions,:iu English and':'Spanish~;on~:how:,to attach the .aclhes,~v,e·, >,' 
" ... ' " .. ." "' .• _,."/ ...... ...... , .... r','"" "-J~''''''''' ~';'A~'''''''' 

di.o.l·number~card to~·the telephone; ins tr.ument~.":were<',developed: in".:,.,. '. 
", --" ~.~ ...... ~~,' ........... _ . ..., .... ~" .... ' ....... ',.,,, ...... ,. 

1973 (Exhibi: 41~ No.8). General distributes in its public ",.e_, "'. 
, ." ,,~' •• ' .... _ ' .... ~,~ •• r .i 

offices: a.' bOciklet entitled:. ;''May;,<tve-;, He-lp;; Yo~!~;;·wr,it~~t,L.; ~:~~11sh , 

and~ Span1sh·4!:oncerru:o.g: b11J.~" direeto%)ll:'an<ir.).·repa.1r ,~.e,;y:1ce::,~~o~:::.: 
tion "-{EXhibit' : 41'.~. ' No:;>,7):.· General .. also d1$tx:1bu~~8;,,:~) ~O~~~')E~J: ~>~. 
its installat:!otf and~: repair emp1oyees.~:eontai~llg :simp:'l~~:,p''J;lr~~s.~.~;::::~: 

inEnglish'::and'~ Spanish which' cover.: the ,var1ous~ ... ~:t~t~o:o.s:: :sn~s..t:::.: .. ;~,,":, 

likely to be encountered by General's personnel' d!ott1ng.;~~~,11~~:::: r, 

tion aDd:' repair, 'of. telephones .(Exhibit:-4,l",;:~.~:' 4}: •. >:.:::: :'.:-.:':' 

:2.:Generalt:s: Ful:l BilingualOperatir.g. ·Plans ~: :--:,':'.:': :. .. ~. ,.,.(.>." ,;',':: ";, 

.: . ·Cene:ra;l·presented· . two: .alternative;,.plans:..:t~~·s~1~~.,~~e :'.: 

monolingualSpanish-spe.a.'tdxlg persons .in ·:.i~s ·:s~iee.J"tcrritory. ". , .' ", 
, <': ' , ,.. '''. '., •. ~ ,.".J ' .• ~_" .• ", 

!t ,conSidered ·:these:plans:-to:be the. most· economic-.and '~e££icient, _.,.', .' 
, • ••• '"""'. , .... ~ '- ' .. ," ." ... " ... ,'" L~ " " " _ :,~ ..... 

methods ,··for· prov1ding,:full ::bilingual.:;operato1:;.~,se~~c:~~ :,·:x;,:.:, ' .. '.:., .. ): 

. ".:' .. ~-. ':·General~s.~;f1rst 41ternative:~-is···based~'()n,·the I.concept of .. '~ 
, •. • " _0- ',::.'" ... ,r~ .. _A ,-'" _. • .... ,.~,.. "" e; •.•. ' ...... 

st9.ffir:g ~-ez.eh <t:,affie :<>£fi~ _.wi:th~·suf£~eiene,.~:b111~1 o<?p~~~~r~I.·:~~ 
to:h::.ndle: the:t=affic-'dema.nd":-of the~,Spanis..'l:,speald.~ ca11ers_,, ," '~'.' 

I - ....... r" .. ' .. "r· ... ...,"" '.,_ ,,- II 

BaSed ou' exchaD8e areas-contain1t1g'.:three.:.percent.::or mox:e of"~"".:,_,,,-.. ,, . '. ~ '.~ ........... , " .'. - ., '-". 
monolingual Spamsh-spea'ld.ng persons~:-General::.would·:bave,~to .. staff .... 

• ' " '" " ".. ~ "-, _ •• ,,.' ~ -<[ (. + '" 

b11i.ng'.:a.l. Spanish-speaking:~-, operators; in',:-19:exchang~s.:, :-:?;en 
exeh3.:tgeS' would ~,have-': to-._ be- staffed:. wi.th,. Spanish.:-_s:~ldng.,operators 

, • • •••• ' WI" ~,' • ~' •• " •• <" ... 

where" the- Spanisn-speo.ld.ng.:popula.tiou:·1s. ,five, ~centor·" more.. ... " '. 
, . ' • '. -,. ...",.... n'" '.,.. .' ... \" " ~ ..... -, - ,.:.. .... "I ..... ~.,·, .... 

- ~ .. . " '. ~ . To~ determiuethe.:numOer::of"b:l:lingtJa:l." op.:er.a tor;,pos.it'1ons .... 
• • .. ....... - '. • W" .... _ If ... , ~,~ \...0 "'... .".:.., ........ , 

that would be needed for ~'.eae1i·.tra.ff1e;; offic~,~~,~Ge.ne.r-al);:t~o.ok:~.~~~->:~, '. 
results of a' November 1914 study that~ ;meas~ed ·:the. :pe2:centage ~'f'" 

.......... __ " ........ _'c ...... _, ___ , ... ~......:-,...!.......:.,::_!~ ... 

Spamsh--s.pea1d.D8·, :<:41ls: :received ~in":each tra£:f.i~~~~~~:'! With 
this:; :[nforma.tion;:'~Gene:ral:· wa;s:·::then; abo-Ie: ;.t();:,determ:tDe~,--the· number.~, , . 

. \' , ,-( -' •. - ,. - 'j... 1.,..... 0 ....... " • ." .... _ ..... *~, "-' 

of 'OperatorS: ~.Deeded ~to ,:prov1de .. ~,the:s.erv:1cej:.\by.:::ta~~::1~t~.J .~~"7;,~!::,:,.):: 
·::.8iderat'ion such;,7':fa~o:rs: ~board:;:load.-:.~"d~bu.~~.o~ ~:~11S;. ::,~~.~~.:':;~ 

, 

" ',,'. : : . 'e"',' 
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d~:''i;~odS of:the day,":JtneChOuTS ,1:wOrked. by.:.:each· opera'tor:fI;:,~t~~'~1 
n~ ~fco?era.tors:)on" the-~payrol1-';;jatid::,thC! number of.copera:,to,:~.~~.;:.;> 

, ~"::":rd-··~ .... , .. " r.,· .... o/~.-•• ,,.,.,.~._ ... ~".: .... • "_>~.f"'- r"~ ~', .. ''','\ .... "',.~,. .. ".-... ,;-~'\ ~ ......... .,..,'".~ on t~e I.J'\.JIi,;L ;., ••.• "., ,' .................... ' ... ".. ........... r-"_, .. .; '"~ .. ,_.:...;;~:::,;".t,~~ .',t.';' • <:>/'" t,.;A~."· ....... ,.J .. \..~~,~: • ..,A(.:;.#' .::,. ... (' ..... 

.. : : .. ' ~ " :;.:::~e-: cost:" of"~ this'~ seiv1ng;al:'rangCment:;was:;deyelop¢d~~b.y.:::: ~ .:~ 
first·:; dete:s:miriing the:' preSefte-::-number:: of~ Span1-sh.~speaking;;·9~.r~~o.;,s:,. 
willing to': sPeak: 'Spa;Q:rsh:~ on c:a.lls.::::::-nrl.:snumber:;;~as: .th~n~}J~~ac~~~ 
f:rom1:he~'ilum~-Of ;:required:: Spanisn-speak.1ng~·o~a to;r:5:,.::;..ap.d::, :~ll,~ ;:~.~, :: ... 
re&ult'~cetemineC; ~t:he~::nuinber'of: Sp.m1:sh:~pea.1d.1lg';.opera:tox:s::~~,:,~ r: 1 

, ' ····e 

~ •. d' ~ ~nd' "', " ... " 'Iio '" ,.: ............... , ...... "' ....... b~ ..... ",,-.' ",": _ ......... j,~ _........ .,' ~'J. il.:..re"a '·~1~·.iJ.;. ""-".""'..":'''''.(,~ .... _"",",,~~!~,",'''''...,j \r(" ~,~.~· ...... ,," . .J"·""1·\'C~""jl""·'i· ' .. "'~c '~'t"·- ...... t .... " .. r:·~' ... t, .. , 
.. ..,' 'W •• ' .... ""' .. _'.JI..""",~ .... .... ,'1 .... / "'-", ""',:" --(.~~~ .. ,' •• ,_:....' .. 

For thei.r'· bi"fingUal;' ~sldlIS:~ ;Genera-l': ::8:S~ed:: :1'~8::' ~1:1:r.n~). 
Span1sh-8peaking~Opera.t:oX:S::':'W()uI"4-:~~;#.~:':,,~~~~~f~~e_~al.$.of 
10 ·percent:::~~"·It~:then~~took·~the-·;average:':.w:ige:~of'::p:reS:et'lt),,:operators, 

plus ~ne :1(} -·perccnt-:pay :'d1fferene1:a::t';l 8.ud ;·20) ~~pereent.cf.ol:, :.:f;~nge,~~,x,: 

benifiti'to (dete~:m:b:1e'r:the cos.':s ':'0£ bil.iugua;l:.:opera:tors>~:,-:.es.t::ima.t;;e<!~: 
to be abo'\:.t $11:,.'000 ::per :;oper.a.tor.;:,.:~ ·~:'Iri~:add:i:d:o~'::'.~:f:t· .... was; a'~e~(:':;:;:;; e :oat" elie :train1tig:-~o£ :~ew··~opera:tors>::would. cost:~$S50 :~r.sope:rator. 
~ -;totii1 :"co$t~jfor.:piovi:d:tng :bi:l:irigUa;l :~serit<:e':for.~,.the:.)fir~t :::,y.~r.::: 

... , .. ·~s est{:ited at:~:$84I:;650;:for2full sen'"1c:e')throughout~'.its.'.),se-rv:illg,~ 
t~ito;Y ~\Jana $31S:-;OOO::'fo~) servicen'1n:-cxchanses w~e1:e~thr,eepe:t:~£ 
cent:'or':more':'of';'the"':~pu1a t~on;:speaks onl.ycSp.o:n!sb..- .:.;~G :~ :;.~:;~:~:. o;.:,).~ 

~'.e~'The· s.ci:ond~:a.ltercativ~$ervin~~8.X'l:angementc:p~o'Pos,*byi:l:5 
cencral'~ Would·l:Ulndle'·Spam.s1:i~,pea.k1ng:' ca:lil$)~h'ro\lgh')a:;cent:t:~l;1ze,d6 
int~ret1DSof.!'fee::: eS:senti411.y~:th~'~··same~~'.Pa.eific!.:s;:. ES1AB: o~a..~· 
eioxr: as~~·QesCii1:>e<:r.;a bOve::";;~ .cenera];::es;d .• "T'..'rted :the:"co~.1 of: establ!sh-

1ng 1:M~i1di1d:of;'!Se1:y!'ce-:::::ts:: $=3-t();',rS.70' ia:: .year.::~ ~~:'.>:/~~;':' ,~,c ,~,,:::,,~,# :;:: .~~~: 
.. '. :,3 ~:: ;"~Tb~eScit~ff ':S'j~a l.tia.e:i:o~~ .'.~ ~~~ :'\' .:,! ~~.: ',2':: :.: ~:}t ::::~'::::\ 'f"~~<~~ .'~~ :)~ 0 .~::; .J:'~: ~7~,)~: 

'.::" T-111:lt;respeC:c: ;1:6 tbe::":f1rs~~1t:ernative:':S~4>:la!l:':,t.:.:;:::;~; 
proPosed bY :cenera:r~· ~ihe,l :suiff: bel:~eveg; tha;t.~-:ther.e.,~e.::,t,ec:hn!ca.12:" 
reasonS wy :tn&::;p.14ti·:Would:-:not '..~rk.,~:!n/-:ul(of .::General~'~s):.~ng,v " 
a.reas~~:'-Genera~'~:~'1emeuied'J:ari.-.a.ut(nD·a:C1ecsy:stem:::of~ d1s~%:i~u.~;1~ 

, , F, 
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incoming:c:ails 'to:~'an:'avai:la1>le:loperato:r·w1th1n certai~,'traffic' , 
• '~ .... , •• ' .. ,. - .......... ,.. .......... ,..~ (.J ·-'~V· 1"1 .. 7'...-.-"\~ ..... 

of£1ecS~;,'.·'ru-s :'syStem~ 1;s' known ,.as-~:the .Traff1e.~Se~c:e; Pos1tioit""":'" 
.,'" "'" . _ ~,~...... ,.', ".-,.- ..... w .... · •• " .. ~ ',. :"...~.;. .. . ,~ ....... ::...:()VJ" • .. ~-:r,~-!.,.r'.~ 

System (TSPSY;;.; '"rhUS::~ a,:-,.ealler:,maY':dial" the f~o~t, oper3,t~r', in one 
...... ~~~ h.'I- ; ' . ., ..... '..,,~ ol .. _~~<.·c' ::.~':.~.:\; .. ';~;~:~(,.,' 

cxcba~e and the answering "0" ope~a.t~r:,~m3:y')~~~.l~~~'.~~~~~::~~~~~:~:, 
excbauge.<'lf/'.the :Second'-exchauge., is one.,~that ~c:l1d, ,no,t, ctWl1ify for 

"'\ ~ .,,~ ". _ ~.... " .... ' c,.'." .... ,..Y,f .. ~ .1,'" ,1,' .. ,. " 

bil:iligUal.'serv-rce ~ ~1t :1s:'-very.: likely, ·that. there _'toJlOuld be no· 1>i1in-: 
.c< • , .... 1 • 11 , .. '~.,' ......... ~"" ....... ,\~, 'v(: . ..)·O ... :k . ~, ... "'I ,,,;~., I"V I" 

gual'o;>ei&tor loeated:'fu~;this :~exchange ,·to, "bandle_.:the ,call~ ,""'." -:' .. 
• . • ..... _' ... 1 r( •• ,' ... l p ... ,0(. ~.' ~',.. ~ . ...; ..:. ~ ).J R '1' ..... ".. ....... ,. . "'I ,.."." 

Secondly ~':-:even ~ae.saDi'1'lg.-:,th~e.,was :",a .. ,bilingUal . opera tor ':,:' 
" 'T •• ". ... ,_., .... ,~.... '.,0 , ..... 1,' ""',~"'~ r'· ... ",~, .. ,t"', 

who could handleC'the ': eall~;>under:,present.TSPS,,:operat:L~~:co·rid1~"'·'··:· 
• • ••••. ,'1 .. ', ... , .... ~_. "~I(..~\ • .,;, ...... )._ ..... , • ...::." ' 

t.ionS /:oi>erators: have -: limited.-:·abilities to:tnte1:Pos~tion t'I'ansfe~ 
. _" '" ,.. " ." . ..... .......... '., -' "'-+"-' ... ,., ... ~ .•• .,. v.:.;~.~: .... ~.,;t.:.~, •. )", ;:,.';t;,~..:.:-:; 

incoming'tel~hone~c:a.11s~ ~ ,'Xhus::an: En,glish-spealdng_, o~ator." in . 
• " ' . ' ' 'I, .', ..... - .. ~/'4o' ~:." ,"," ...... ,. .,,,,,".. '"", .~.~ ' . .;..,-,~. '~ •• ';.~ .,', ~,\~ .... : ;',:::' .;... ~ .. ; 

a TSPS ()ffice>who:'-.rec:eives·: a<Spa1l1sb-s~1d.ng, call •. ,may. not ':be 
• ' ...... ........ .' .,,.. .. ",<- ... "",:,,,_+' ..... ,'., .. ~.":;:,/:~:,i ~'.\""). !:i~":"; 

abl:e "to:: ·transfer' ,the· :cal;l to', a ,Spanish-speaking., operator and" the':, 
_", " ,. " • n". .~ .... ' ........ , ... '''Ii ~ ".. ~':""::'~''; ... ~ ~ -;,.)); ,,~-;;i :::;:::.:.;.~ 

Spanish-speaking:',caller woul-d, not ·be, ..able, .to .. obtain any- o~ator 
c"', . ' oW .. ,,- - - " ... -." ,.,j .,,,, ~ '\." ",',,;,., -", ..It ~.,...~ ~ ..... ~I :.:' ;,;):.,: .. ,c..~' ~: .. 

se:vice~ .: ~Ullder, .Genera.l,·:s-,~lan: ~it: ~~uld' only..-c,os.t, ,a~u~ ~~~9" _cents .. 
~"' ' ........ '. c'. ,., ." '".1/ ....................... -.,_ • ."1,,, ...J.'_hj ... · ,\.lI.~.Jf'o"..;'~7:-:,:,~.::.:)-:.: .... :J,"; 

per,-eust'"'Omer. ~ :.as :oppose'd:'-:to $'1.:9:7;~~per- customer ... unde~ .,p.acif1e' s . 
• " .' J -~, _ ,""_ •• J .... ~_ ..... ,., ..... ' .......... ":.:...t.;;. '~'t'J"""""-"':;)~'r-) 

1XlOSt econo:m1e plan. One reason for such a cost d:tspa:t:it y.-1S'.'tba,t 
01' , ....... 1 ... ,\~'\, ("t-... ..-' "., 

Pacific :a:ssumed 'that: the:monolingual,.spanish-speak1ni.;~,;stome;"'· "J 

...,., \ ,_ ': ''"\. " ... ,.f '" ~'I "-""~' ... " ,,'~.. ,'''' ,~··tA ..,." .... ""- _/.,,~ .. ~ , 

would make 'th~' same:'uumber~of-oper8.tor;:;ca1:ts~perceustomer as the 
;,.... • .. ' .... ~r .. "';' , .. '." ,_' •• ' .... "",J.~. "". ~".,+,,:'~.~"';"~''';'''::':':; :.,~ ...... ,::',..-4'>"'." ~""·"".I)o",~"""~,,,"1 

stat:~~e:~v~age~'-:whereas'"'General:,ass~~;:~ur:e~t":~I'4n:lsh call 
.vo;umes~~· .:~. -'~.~:~,':;:: ~",' ,~, .'.<;\ :,::::>;. :,~~: (::~:::" :::~::~(,:". ';:~~":;:~.' ;::'i;;.:~~ 

, The s.taff believes "tnat tliere"would be au:>i:'nc:rease in 

demand 'foi&,~~~to~·~se~1~~":1f.~a.. ~l:l:: 1):l:"1~itigua~i -operator service 
". , • ., - ',.' .... .. ' '".'".' ." 0·'..' ,'·· .• 1 ' .. -':'1 ... '1 J. • .... ::.::' ::" ~:', S~.IC. \,' .;. .. ~. '. ;" ..... ...,.. of", .~ ,./"', 

plan were ;!mplemented.:-~. Pacific ~8: ,wi tness." ,tes:t!fted~:thatstudies 
, ~ ~ , ", J .... , .... '_ ....... , .... """'III .. ~'V'.'" 

it bad conducted showed tbat Spanish-spea'ki"Ug': !'nClividuals utilize 
operuor"serV!ces' ''On. the -same:·'.:4:vera8e.;a$~ EDglish-speaking callers .• i= • . t ...... ' ',.I w * ,oJ,.", c ... ,\,ir'''';'' 

this conclusion is supporte<f'by':the':publ£c=W,CtnesS: testimony in 
this proceeding wtdch documented that non-Eng11sh-speak1n,g callers 
use bilingual persons to place operator-assisted phone calls;. '!'he 

staff believes that non-English-spealdng persons who presently 
utilize others to place phone calls would place thosecall"8 . . . ~ , 

-Oc-
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• 4'; : ':nie;'Sea£'£" S "Re2oiriiiienciitfon"'-' ::;.: (,0 .0:' 0,-,,, "OC, ,,:: "'\';;~2, '.'~r:·? • .'., 
,. . ,::~:.: :It'~is 7)~he ~'opin:ton,:o£::"staff~tn.it ~~GeneraIosEou:td' ''6e . ·':'.:.' .. ~.:JV ;:::: ,;; 

required-"to' ~plemerit:its···owncenttal~ied~)erans:Eat:tonc'Sureau'~or~.;:r),,.),~'~~' . 
a=tempt"'to:: intereo~n:eC'~ :vith::::Pa:ei£ic '\5;~tiBc6pe:ra:ti'on~<) :Et fs)~·~~vo·~:c . 

the s t3.f~' s be lie.f~th:at:,-:Ge.t1e:r~~.'.s~::;~~.l ~15,x¥'~ii'8~~;~q~~i=:at~~ .~.s'erving 
,,_~. I..... "' ............. ' _ ~.. ..' .~.10. f' .,,/ • , ..... ~ .. ~ '., ... ~+ ~ •• " .. i.~ r,,A _1 ...... ..,J.~;l ..... ,..I. -:) .-t '''''~.'\ ,.,:, 

p Ian is tec hn ieal: l'Y,;:~prac t.i-eal :·:.to ,:operat.e.(":and; :t:he:: cOStts).,.-are· higher 

than those de~e~op:ed .iri ;:~h:fS:_.;e·c.~r(~)·~:;~:~~W\?::.5"€~ .,o-i~o~'~:=ation. for 
...... _ .................. ~, .. c' ,'., \.~ ...... I, .... ' ... ' ... ..&.), ...... , ' •. 1',,) .",t\ ....... ,~ •. : •• ~.'J"'_ ''''''J.., ..... IO-.",., I:;,I,.W ' 

General's serv'ing~,'te.rritory ·,'w.:L11· help:; .. t()\::a'$s~~o~x:a't,or;::~mergency 
assistance serv:rce :"arid'~wi:'i:l '~aidOthC::':oi~i1''ity o'fr:a:' noi!:-=Eng"rfsh-sPeaking 

• >~) .. <_ ~v-:; ~)~:, ~~:~:J ,~~" . .lJ ~ : " 

caller to ut'~~:~:~;,:5}?,~.~aF,~::::::~;~:.~fp~'~·;:J;:'<:::-:':;!"~) :':'~:; ::.1<:~) !>"0\.:~·:·l' . 
1 V .• ~.' t· ~f d h '" .,...... '\ ,-.... Char, ~.s.~ .•. ~McAv.0y.,. ~a.c:l:"",J..c .... s.~l..tI!-~~.s.,. " ;.es.t-:- _.~~. t. at 

.• ," •.• 1" ...... ,." .. ,._ ...... ,::t~ , .... '..-,.. .. ".. _~ ....... 4.,,' ........ ,...;~ _"'),i.,., _.:, .... 10 ...... / .~L~~'r, .) ... 'l"""" ~: • ..,.,\ ... 

." it .. would be .t.ec:mi,c.a.lly, ,f~a.sible. .. t.oe,~pand ",the ESLABopet'ation. . 
\ .' •. " --. _ ./ . ,'"' ... .-,_ ... 1,:." "", '\_'-_.'''1'.-''.,.1 ... :,;,,,:a .. r,,:=,;·, ...... (.· ........... ·~·~ .. I <"' .... ~0 '..:,..!,\...,,':;":::' :;! .~\.:;!:::.z,'I .. , ~}'::=,t,<~ 

S~.·: ~h.'l t :?t,~e::. ~:.~,~l?:~.O~:\t.;~ ~,~~,i ~ ~.~;~ ':' ~.?:~~.~~~,~~~ .J~yi:~~~~r~~~~~ ~~;f ~;,.:~ .. ~>:: 
the interpreting services, 'Orescntly offered. by ESLAB to Pacific's 

• • ,,,~-,;::-::)::::.: ,~,p .. ;~ ••• -::\,~. ~.'·:~rw'::~.',~\, ;·~·::: .. ;:: .. :';:·' .. i*: -~\f;:·!-C(~~,r.;~ ~rl::: ::0 ::;~~~~.:~,t: .. ::: ... 
operator a."'lO customers. He further v~~:~~-:~)~~~~~") _~~~~;:~~~>::~~;~'::: ': :,.,~,:~; '. :) . 

• :~~~{:~:;:{~~~~ t~~,c~es~~~o~,?:~:~~y.;~~~"o~,,,s~:~si:on-- • 
• ".',+,'. " ,:' ~ /, ...... :~, .. : -.,,; ~~ ...... ,~_~ ... ,..)('·r ...... <~.'-.\ ,. + ("" .. ~'t ... ·• .. , .> . .., ' .. ; .. ) .. ~'.,.. ...... "")-r AN"'\~~ ~"'l..('·(" ':'~~::I; ..... ~.:,t_'1~~~ 

. ". ... " .. ','R. •. -io:u~~. ~.t?~. ~imp I.~en~at:i.~~,~eih:n'~~.ii ~Y 'o'f· .. ~ .~ ~.,;" 
• J , - 'al'l:oW!ng·'other-:telepbOrie>"Ut:l;I:rt'j.e~s>.to.~:tise . ..:-·~.: ,.:-::-... :.~.~:.~~) 

.. , , . ~. " , .. ::" ·:the}~ESLAJ3. '.-opez: a t~i-on; -:'be .. :.'l .. -C:O$ t:~Y.: :"O;n..~t .~S; .l' '2; Y .":';~:':i ';:~- ',i."', '.' :':': 

... :.... ..... . .... t:a..r~ as .. expense.s .ar.e .co.l;lcerned or capl.tal·· .. 
equipment~,~'t~:~~' ~ ~.: :'-.. - ,,,' :~~,,:.;, ;:,:. -.:.~;).:;: "!.c~'.~~. :":~ .. :,~ 7:~.~ ~c:,~:.: ~.~q? ',><:':-

"A. Yes~ it would be costly in that you woul~:? ""<':':',':::;:~,,~; .. -: 
.' - ."' ,; .~nav:e. -to". expand~··th~ {numbe:r~ ::0£; .. :.p,~~'t:)io~ ~~tc?-,~::~ . 

.. han~~~~",tl:-~ .. :~r<:L~~.ic"'.wyo~.~d .~~ye .. ~o e'Spano .. 

. the: nurnber-or··cir'cu'l.ts:· tb:at', gO'·'l.n"t~· tbe ~'-:::" .. ''':::',~:.::; ::: "~(.".:~ ~~t 
...... ": .eall~di:stri:but-il1.g. '-ectuipmenc""and ~,:.o~e: .... ;., :-"'~" ... A.': ••. '. - .. -

_course' OU' d have. to hire mo're'eo' 'l"e: "at' ... \.J, •. ,I .... , .•• ~ 
.- ."., ...... , - ."...r.Y" .... d ... ' ... ', .. ..,., ., .. , >'. ,1' _'P ", .. cO.' • ... .... ~ .-'. '·ESI.AB·· j.n,' orer·-to' 'hand~e ·:that, .. ;::equ;l.pmen'e~ ;:';' .... :: :'.!';'~.: •.. ,:'~ ::'C;:' •. ' 

... .. .. ,.... ' .. ~ ;I.So· t:':.:··'::;';'o"~;1:o;,;;,·.z·~~";;"';;~s·.rv'e'· "tA: 2th: ... t~ '-ey.t·e·n ..... -,t" .)'~. ,-. ... tr ' .... - ... : •. :. ~ ... ~ ,-' ~ ...... -.I:''\;.t-...... V' ~ ." . .n. ~ .. '-.A, .. ,.~ .'."'" .~.,"I.I'" ... ,., ........ . 

. " , 
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Since ESI.AB is not set up to give ;,:~~;~~tt?~,:\~~.~ i~ t~£~ ~~se.~ic~ ,.' 
its value to d.i~e,~tory ~aS:s.is ;8:'Q~e~:~~;a~~r~~;~~;~·;~.;;c~!ii:curtailed . 
Thougb.~,it. is .1~oss.i~let~,,,Qes.ign "ESlAJ3.,so, .. ,that ·:.its.,serv.ices ... are ... also, .. · 

, .~. "'''- .'., .......... ,'_..... '. .~ .... ,. .~, -',~ • .+. ,~,I_ ... , '''~ !jl~.. 1.1 • .,; ,,.!, ~ r "., .... , • .! .. 

provided to direct~:z:y ,.assistance. operators •... ,the .w.i.t:ne.ss·~.staeed:. ... , .;~. , 
.c' ..... , ... _ ........ ~.T ' .. .. ,j..", •.••.• • ~ ....... ,J. ~".) ... ~.,;,.j...,. .... .,.,./".~ ~". "i.

1 
••. 1,.,~\i~.'~"._.I" • 

. ,' ."(i]t woulQ·b,e.a:V'ery.-~ve~,exp~s,i;v~ .. ~aY7.t.()~r", ,,'~ .. ,:,'.'. , .. :~ 
get directory' assistance, arid' 'not 'only"tnat;'" ""'-
~but· ~you' would· 'have ; to":.be ''Passing. :.::oinformat·ion·) .. ~:~'::. '} :,':,' :,';' ,: c: 
. from-a S,panishoperator,to: ,an Englis.h ope,rator." , ...... , "':, .:.,' 

. who would ·t:hen"ha.V~f 'to "p'ass'it "'to "a 'directory'·'" .;' .... ;.' .'".J 

assistance' opera~or:which would ·:requtre,::three,,:~.':: '.: ".,:::.:,.,:~: 
of i· . d oper&tors. on~.a. g_,·J'en ,connect, onl.n,. orer .. to, ....... '" ' ..... " ... ,,, give' the se'ri'ice: '.' .. '. ..., ".,' , ,., ...... -' / .) ... I' ~ ,:.'.;. :: .. ' ..•• ' • -'. "' ... ,' 

'., " } 11-0, '. ~ '" ....... f"'"· , .... I.., .... / ,. ~ .•• ", ,~, .. '"'\, T'\' c .. ~" .... ". • t" • ... ,,,. .../.,~ ... ~ J-, .... 

"It ,would be an enormously~eXpens1v'e"op'erat:ron:'''-' '.; ..... .' ..... .. 
'We ':riote :\:':eie 't~t':;~iie ;~coi:~:~ :;o'f requiri~g\~Jra'{~:t:o either' 

. ,-:' ~. ".I', .. "\ . ~ "t"~';I',"" ., .. :.,. 'J"" ...... "'.,..~ ... " • • , ..... r~~ '", ":, ... t "',- .. ) .. ~,.'''"..~ ...... >/.. .... ~ To;": I", "~'"'''''' ~.~: 

share Pacific r s ESLAB or 'to 'e:stabllsh "an' ESI:AB..:type' 'servic)eo'f"rts"own, 
.~. "', .. ,~ ---_I ~" ... ,.. "'/1' , , . ,.,....., ( ... ~. '," -'~: ",," ":'" .... ~' .• ,". (" " ...... ~,(' "'~"'tr"'lL."~I'".r"' ...... ,t'~.'~. """.,~,,,,.:,,,,.,." .... ", .. " ... ,.~ ...... o'~ 

to the extent sucr;,cos'ts. were~'eXl>1:~reo;'did--not"'apPear unreasonAble" 
. ._ •.•. -,~ ,~,.: ~-•.. ' :'.", .".",~".' '-t .. , ...... ... ..-v ....•• , ... ,'" .... ·."··,.~~~·., .... ""I·),·~ 'tlf"""~' ... ,'.'""" .... ,,' ..... ,.'1<,...1; .•. ,.,....,.~ 

in light of t:he 6US'iOmer 'benefit's w1:iicn' wOuld'-a:eerUe~)'"'' ~ .' .. ';_:)." ' .. 
c. COntin~tai'T~l~~hori~'C~Jiriv~:'·:··':·~ , .:.···'·;·';.:.:";::~,.·~:I :;I;:~~ ";(,:,:;~-;:'.<~:) 

.. 'a' ~ '-."' .... ~', ~. _ .. ' . ' ... ~ .• , •• .' ''','' .... ;<:' ,: '~7 ":r, ';-\ I ':".\ !", .-... ,r ~)~;; "J.,a"'f''':~'.~J~ , ~~. :_~~:.~:- :,,., ~~ , 

Continental presently does not provid'e. b:tl:tn:~~ :.~~~,r~~~.~:- ..e' 
s~rvices and does not proyide any of its, operators. with~-key" pbras'e' .' 

'- >r .,"" '~~""'·""I'\'·~· y';-'" -'1-;, ...... ( • ., ••• "",' _, ........ -:- .. ,., •• _,,' > ... ,t"~Jr.,·.r ."",'1. 

cards to utilize:when::commwica~iri8. ,with :..a;:non:""En81:fsh-sp'eaking caller. 
., ., ... .'" " ... .'. ,. _. ."' -~ , , ... 1 .," f -, • ",.,," ...... -, ..... , • 

In emergency s.ituat!Ons,~::(f':an :operator"'cannoe,:cOminu'li;'cate wi>eh a caller. 
'", 'r~'''''- ""'f '~j".,'''''''''''.'',''',~.,,,,~, ... , ........ : ... "\.,, ..... "~"'."" .'.~, .'., '.' , ," , 

eh~ operator is" ui"s'tructeoto -call'dle ·'supe·r.visor~ :and: let the supervisor' 
, ~. . " .. ". ..\ .' .J .',.' , • 

handle the cal-l .. -,:, .. -:-.-: -' , .. ,:~; : .. :.,.~! ';' .~.,,',;)'" ., ""'j'l I" 

BaSed -Ori" .. Coti~~~t~l:t's·~stimates':O:f' n~~'Ertgli;h~speaking 
".~ ::"""'''~~ - ....... ft-. -,' '"";- ",,", \ ~ ..... ' ...... ' .. ....... ,..10' _ r·~·-f '" -, '''\. "-'L" , •. ' - . 

?et'Sons served " .the: : only: "'1l~ri:~Erigl:isn:;'8pe3kirig ~'gfeup::~;tha t :would' 
, .., .' ~ • _ .J' ", • _. " ., .... '. .,.'...... • 

qualify for b.ili~l operatOl:::'''service'''!s:'the :SPari:(sh-speaking. 
, , ! • .,-'.' • • ... ""'".-:- ., .. "..... '" .. ~ •• ", ."\, f'4', ," ,",.' I ·r .... , •. w' • .."~ ''';.~ ..... "' .. '". • ' 

Continental's' witness --MS:theWs' :~teS:ti£'ied ,.that, n!..-ie;;of~~Continenta V s 
• ~',-." .J- • ,._, '._0' ../n~' .,,_, .. , .... '," "-,, •• .'. __ ,~,";>o. 

serving areas :conta1n :.a :~S~is.h~s..pea.ki'O.S" po~u.lat:ton ,.0£ . three . percent •. 
• . " .r --: ' ... , _" ", "'''' ' "..... .~" " .. ~ <,..'," . 

or more. 

: "'. "'-.. ;~ 
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Continental's plan for providing bilingual operator service 
-'is similar to General's.. It would schedule bilingual operators on, an 

around-the-clock basis in the nine traffic centers that would qualify 
under the three percent criterion.. Furthermore, Continental would have 
to staff eight separate directory assistance centers,. 

The staff recommends that Continental be· required toprovid'e' 
a centralized translating bureau for Spanish-speaking callers or utilize 
Pacific's ESLAB service. It believes that such a service is. needed to 
provide emergency telephone service for Continental f s Spanish-speaking. 
customers. Also, such service is espec:tally needed in places like 
Dos Palos where Continental estimates that over 47 percent of the 
populationts mother ton~e is Spanish. 

D.. Staff's £StAB-Sharing Recommendation 

We now turn to the staff's recommendation that all respondent 

telephone utilities be required to report on the feasibility of using 
ESLAB on a cooperative basis or, alternatively t to- e,stablish similar 
services of their own. As we have previously noted',. at least two 

_respondent telephone utilities, Evans Telephone Comp:'3.n.yand Livingston 
Telephone Company, are provided their operator services by.Paeifie. 
Conti.nental and General, on the other hand, presently have' no"seNice 
substantially similar to ESLAB.. As we have discussed above~. both' 
Continental and General have serviee areas wherein a subs.tantial 
portion of the -population is non-English-speak'ing. General has taken 

limited steps to' accommodate the needs of its. non-English-speaking" 
Spanish-speaking sub$eribers~ The record is clear,: however, that 
neither Continentalts nor General's present procedure guarantee that 

bilingual Spanish-speaking operator service w1l1be available.atall 
times for emergencies, only that it is provided on an as-available 
basis. Moreover, for those areas where the percentage of·Spanish
speaking people is low, bilingual emergency assis.tance may be infrequent 

or nonexistent. Pacific's ESLAB:. service, in· contras,t, is .available at all 
times to all Pacificts customers in California. 

\ 
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'~" . '.' ,,": :,,~ .. r'~ '." ....... ,' " .. " ,', ,., "~""" ., ' .. " '" ,~"". ~,~ j ~, •• I~t"" 

. XIV • BILINGUAL TEtEPHONE' BOOTH ·"CARDS' 
A. P'ac{fic Telephone- ~panv " ". ,.': ,'"i,> , x:' .. ',' '-" 

Pacific' presently, p~ovides' biliri~l 'tei~phon~~;'~th:e;'r(f 
inserts ,in pt.1bli~ t~lephone"·~ths";·:tri"'44: ex~~e'";-:;Ith8:sYpro~~ed 

• .."... ,; .,' .. , ",~ ." , ...... _ ,,;.,~ •• , "0\ ,-c', ~",,-." ""\ "", ... " ,"">' , 'c.~'·~·: ~' .. " ,"" , .... j ... '" .~"" .... /'., .. ,"-" .• -\ :'I,J""',' 

that each coin telephone in a ctual~fying dire'ctory servingare'a' 'be' . 
equip~d wi'th ~hi{ ap~~~st~'be 'a:mi1:To:r::'~i~g~ ~ithe='Engi.tsh~:':' ,":: 
insert:' card~' ~(p~~~ 2',~~rt'E' ofEXhibie' ii)~.;: 'P~eifie:~:~i brl.ingUif';:';', 
coin ~el~hOne' 'in~~~t: ca';ds -'-~~~ld- ~ '~~a~a:ee'iy;m~~e~:f'in> :~k..eb:"";:> ,.' 
coin t:e let>hone • Pacific's stated re'is~n{; "iri:~:to£t:; i i ':i:~':'~" .'-'"~ :,: .' ". 

''Pacific,' ~ .. 'c®.~-:iuded. th~e biii~~l' ,~~rdi 'CEflgliSh 
and S,{)an1sh- on. the 'same'card)" would'socompress::,:the::"" 
copy sl)4ce available in the ... limitedi dimensions··.of ,the, 
coin telephone inst:uction ,card space as to seri"ously . 
de-preciate its valuefoX"ei th~r English' oX" Spanish>"' .~: 
speaking users. Good· graphics. design' and.,;.reasonable . 
size of, type is important in order'to gain maximum - , 
customer acceptance and- unders.tanding...'·· ·Both~·'langu4ges
on a singl.e _card could: .the_refore·resul t, in. increased .-, 
assistance calls' to. our operators and· a lesseningo.f . - . 
acceptance -of~'O;1>li.:s..versus_.O· .. miriUs~~,:calL!ing~lin . .:~~,~::~_ 

,: sys~ems/',<-,:-.: . ,'v :: .... :<.-: ~":;>,::,' ,,:. :,:;";,.,~-:/:'I 
..... -, .,~ ,,, ,'. '''. '/" 

r •• ,,,. j.,. ", "" .',< """1' "', '\ ..... , 
, ',".' ,'" ~. . ""-' . ". 

'.' ", 

........ -... 

rl .. , ~" '," ~. ". .' 

• ·t· ~ •• ,' ~, ~ ••• T , 

. -
" /' ,., "".'. . ~ ... , . . ..... ",' ":~ .. " 

• , \' -0,' ~.' ,- ''''w . ~. J • . . " ,'~) ,,:,'.;,.. /;', +.;:,' '.~/:' >,~')i.-.~ :"~;":\ :~.~"~~."'>:;',' ... ~: ;.::_ .:.~ . 
',' ". '~'!-:' I'.,'~'··,'~f":~·.~~::~·'/'~~ ~,':::,;~ :: ::~~~'.':,~~:" . ~"~~: ._,_" ." .... _~.~ .. _'." ...... "_R_ ...... h~ .......... ~,' ...... __ .. _' ..... __ " 

. .. ' 
. ;. ",/ ~., : . .'" 

, L~' ::~ ':, '~:., 'I"'~ ,'.:" . ,I .:' :.'. :~. ,~:,~ •• ;:~~ ::1. < ' .. :i .. 

.. ..., .... 
.,,' ,'" :,., "'o,'t j 
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Tbe stolff argues .. tba..t .. Pac,if.ic:s .. concerns areunwarr3nt~d; ' .. 
::hat: if good "~aphlcs 'aDd~ d~si~ c:ou!<t-:create, "tel~hon~,.bo,oeh 'i?--

. \-. ,': ... ·~'·:·::··,c.,' ., .',: -:'.: .".,'.I'l"~.<,,",,, ~::;' "~,.,.' ~:.', '" . _"'" 
scrt~ ca:ds, acceptable to English readers-;···good·· .. graphics···<lnd·--desigc. 
co~ld create anac~ePUble' bilingU<lt .~~~d~· 'I~"s:~~c~: ·~~.~p~eif:[c' s' 

'telephone 'booths,,' ~he,i~~·c:aids·.·:di~~~t·JErigii~ii-;~ci;k:f.~i:·~dli~~s";·'· 
to call the ~p~atorin cas.e. of fire',' ~~b:Uknd~';::6%;':'p6ii~C:~~~~~'''':: 
gency. ,!he staff c,o~tends th4t .. Upo~·'d~,li.t~g~'~~~~ 6pe:r~.~6~··:1n::d~~i1~':~·t 

• . ~ '" ~.. . ",'" ' .• _,' ','.~ """ I" " .. ', .. 1.':., .\ ~., ':>~~"".' :: ~<.<:.~ .. ~ :.:::t'~:;-I'~~;··",\·· 

a e.ilse .. the non~English-sJ)~;a~ing. c:al1er, should be prov:tded,. tra~;;' 
·.U • .~, ," I "I -. -, -.,"'~ ~ " .• , ;; ....... ", ' ,:',-: ,:,<~,~' .. ~~~. '~:~';.:' .;:,~,:~(':_:-...>~.'". ~:..' .::' -'::-,t ,-

latiou service. simila=' ,to ESlAB. '. .. ." . '" . ' 
" . ",- , . . ~l. '''', ,:' " .. ".r 1-<,: '.' -: ':,_ ~ ~. : " '''.' > 1':~ ::. ,~" <"1"""':"" ,,: ...... ','" "" .... ,j". J"~'''~ .,~, ' 

Pacitic est~tes a one-time conversion eost:'of$2l6:'~OOO' and . 
~"": ",. ,"." • '. .. " \".,' •• ,. - ...... 'J '''', , • ...-" _', .. , • ~" ," ",. ,.._ ", "_I, -<~: ..... ,' ..... , 't, \fA. • ~.u. \ \ . 

p. recu1::r:i~ .an~\'Y:~.1 .C:Os;t~ :o-f~$27:,~fo£ ,~l'a'e.i~r.L'rion:~Eri;:-f;ts~· ·1~neu3ge.: 
• ' ' ~"'" '"' ." , , " ,., , ,- .,,', ' ••• ~T" .. '" .~, ,.r''' ',' ',1 '" (' .• ~. ..... I 

cards in te lePbone'boothS: where: <three ·percent;,:Or:i more '~f.":tbe popula t'ion 
., ::.,.".: ',::' ~I.l"'", .• :.:~.,:., ··"'"t •. "'.'"~ •. ':': ..... '-:~w~·",,~.,":.,:,:~~.,'.O<;~f·''":.''.''''.' ~I,"'·' .. :., .. 

is Spanish-speaking .... The.: staff:; con:een~.s:.tha,t:, .~ m~:~t::.9.f:~:;~~ conversion 
costs are'fo'r"instal1ing'new braekets:"t'O:;'hold:'the:~,ep.ir'~te Spanish' 
language,. 'i~~;t~ ~a.~:d,' 'so: a '·~~b~tahti~ip~~t~~t{,~¥,t~~.i~~;~.:¥~s ts . . 
could b.e avoided' by' designing one' bill:ngual~:c'ard.~·::"·' ',' ',' :", 'e 
B. Gencr::l ~nd 'Continen';i Tei~p;~Tccimp~niiJ; ':,:,:<:.:::<.,: :., 

C,el'4er.s.l ancl Continental. are present ly provtding" Spanish! 
English telephone booth insert cards in several of their service 
areas.. Exhibit 41 included samples of these insert cards t'h3.t 

~~ " . 

Genc:'.tl.::' uses :tn !ndio~:Palm Desert, Redlands" Oxnard:P'and ~nta 
I'·, , : 

Paula.' General has e.~.timated the cos,t of including such, 
I inserts in telephone booths inar«ls where thre~'pcrcento~ more 
of the popUlation are:' 'monolingual S~a.n:tsh speakers, tc>:: be· $5 ,.~99~ 
and in areas of five p~ccUt or more, $1,,900.. Similar estimatcs 
for Contineneal are $;4,,276 and $1,387 , respectively. 
C.. Staff Recommendation ' 

!'he' staff believes the costs of providing 'this service 

are minimal, and Pacific" General" and Continentalshoula'be" 
required to im~lement this policy' in all s'erv:tce areas: where the . 

Spanish-speaking populati~n is three percent ~,or more'~ , 

,'I ' 
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l~:~ 5ilinsual Direetory Proposals, .. : '.' '," .'. : .. '" d ... " rh 

.. ,. , • t." '''' ". "' ".' , ... '. ',' .• "<, '::I ' •. '" ", .. ".~ '. .R" ,0. "'. ." .... ' • ' .... 

Pacific does not include" :tn'any' 'of "1ts"di',t'cctor1ee ·«t;t:b~ 
bilingual introduc:tori 'J)ag~~s"o'; '~i)iii.i::yeil~w' ~pageG'~ :)'1:\1., th~"~ :>,:;' 

. "" .. ,~ .. , .','" '--,," ' . ' ....... ~ '" :~. .. .. , .... , ., ~ 

past. -Pec:1fic: 'provided ~b,:ti:t~i··':'d1Teet;ori:2ttitr~uetor.y::j:-DGert . pages 

fo~ 'certain sei~t~d ~~ha.~e~.,~ui .~$ ':~i~e~nth~ed "1:hlB practice;. 
, ,,', .,,' in~',response '~~ 'the "oil pa~:ifi~··:;:8~dy:·:tnelildec1::tWcY·pro...;· 

.,'" '.' ,,' .' ... ~. ~,~ ... ~"" .,,'.\ ~. '-c •.. :: ~ ~.""'.' ~-,'''''''~''~;., " ", ......... ,', .... .,,..,. ""':''''''''''''~-'; ,. "",,,~ .••• '" •. ~".,_ ,. _ ' . .-

;>osals. formaldng ,eb.a.uges 'in direetorles ~ '" ~'TheSe M proposals:;were:;;:',",: 
.' .,'\.. ... "~ '- ~ ... , ..... ',,' '. ,._ .• ~ , ... ""-. • .......... ,".j .~.',,:'~'."" ..... 1.:. ~ ... , ., •. , ... >o.oj.,", ......... :. - ·.·.t', "\ ...... ,',. ,'. ::",''''' ".,' 

made. after. Pacific's, Direct.ory' Depa:rtment"'1uid 1dent::tfted';"'examined,: 
'. '·.·r .', ••.. , .,~,. ... ;"'" ',' ...... ~ ..••.•. ~\" .... "'. _ ..... '''1,',' ..... " ....... , ....... ,~ .... , •. ~if, ..... 4 .... ·.'",.. ' ..... ~, .,,~, ,'''' • 

~nd. eyaluated ~ssible· alter.n.at'ives ,for" the 'deVelopment'ane design 
of·~biiit~.g~:i pages.~·~;d li~~:i.ii8~: 1~' t~iep~~n'e dlrectorles. . , 

~. ..., • > " ,'~ , • • "',",' -j. . .\ ' .. , ......" " •. ~ ., 

'," .. , ' ~The~,fj::i:st: p~o~~'i""1s: tC;''':tn~i~~e~4!~ 's~i£fsh~'a fu1:1t::.mirro:-
~g~ t:;aUs"ia~ion',o£'·th·~", irif~c;d~t~iY:;'Pig~~/'i(f: t~e ~pho1:1e:;:d!i-ectorY,~ 
!his, would ~ean; 't~t; 'th~,"f1~;t, eJ~ty-::f:i~~':pige:S:' of',r'Pactf1c"" s:::; .:,~ " :." 

,~... ,.' < ~ ... " .. ' .. '-~, ',., "_" -." ~ ,,: w,........, ~... .. /:. >I \..... ~ I ",..' -.'1' ..,.. ;~ p'" 1 \ ~ ~ ....,.. '~jp. ", ..... 1 ~ ~... • " ~ r... ; 

. normal dire~t~ ~~u~~ 'De ~cpeited fmme~tately'thereafter in 

. S~~h~.: ::;" : .. ;,~:.'.:: ;:,:'". ~;\:,:~ ;~: .. ;,~,~ .. ,.: .',: ':~~":,."'::',~:::: .<:':"~: ~~~:~'~:~'~'.:;,.: ... ~~~,:~.~b~~~:~~:':' ..: ',;:,' 
. ,'_ ."." "Pacific, est:t~ted "that: '1£ WOuld ':e~s't' -about'~109'~00' t();,~"'::'" 
• > ... ,'.... .' .0" '""'" ....... · .. 1 '. ,.,: '.",,_ : .... ': :...~' ",, :J: ~). ('; •. '.-:::(~ .. ;: .~<) .. /, ':;~'.'\"'~:"~ r.,.. ".1 ... ~.~;'~ ' .... ~ '" •• 11 ¥" ,_ ',',.0' .'.' ... :, • 

co~ve:::t pr~sent directories to include these ~il:[ngua1:"'int'X'oauct¢'X'Y 
•••• ; " ......... -' •• :.',~~,,~: :;.~;:, .. , .... ~.,"~~ • .-<,(. ',~..,.' :-; ..... , •• I ... -.·'.~, .. , '1'1',\-'" n·I"~', '(\""',' ;'"", ",_~.~ ... " ..... .,,'.',~." 

pages, .:lnd. ~t the:i:~ "would' be ari"added aUnuar'otigoi:ng·;'co'8t:;'of,~'·.o,.~ 
," .... '~ '~'-" " ....... , •. ', ': .... _ .. ,,<:. '~'" './,-; ..... ,. "',.'. "''''.·'''I''\'r': r '·b~'''.,. " ....... Jf'~~~"' .. • ·., ....... "-.... "."';.'.M ... "I,· 

3.bo~t ,$307 ~ooo. These cos,t:s were estimated ou'·the"'bas!s'''tb&t" ~,.'".. ', .. , 
" ~~i£1e _ ~.1o~id ~'~ve : t6 "prl~t:~bout··7~; 915;'000':: dir~ctorle8 ~::'in~'those~; . 
•••• , ... c ..... ,. "--r" ::~~. " ";'::.'~: .... : .'::.::. I,;. ;~""':"," ,:: """·',"I'~·"""\"','."'·':<" I' ... ~,."._ .... , J _~j ... N." •• "t'._,. ' .. ~ ~. i 

SC~T:.3 a:::~s, .w~-=-~ t;?e, Spanisb:::spea.ldng .pOpulat16n:->wasJ 'three per- ' 
q-, ,',I,. ...... ' ... M -"~.'.~ ", .... - .\.~,,:.', --:,' .... ,~., ... ' "'" ·"'··I'·',r~; .. "",..." ,", ',' ...... ~,.". , ...... Jc' or, ... "''1',,; ..... ,.~. , • 

cent o;t",.more. PO'L" those serVing: areas"where thc"Spani'sh-speald.ng 
" .... '- •• '~", .... r .... , .... ; .. ,: :~ ~~"'t' _:,:.~.~ ~,~ : .,'., -:. (',:", .'./,...; .... ~..".:.\ ·",o,,,,!" •.••. -:.,.,.'. '.:' -.,.. .... , ' ..... ' ... ~_' ":"" '/1.'"'""4>' ,.' ' .... , .. 

popuut.ion. is f).ve pexceut' or'more~""Pac!f:tc would"on-ly-bave to'';.':' 
p=int, about '+ 192 000 directories. ~:':\~>;..:; ~'::~:::::'::"'.~:<~~:'; :::':::"{i:.~:,~~'.::.:),~"':. ">.:-. 

..... ~i'.: .. ::; ... ":: ;,.,~,\.-:-:,,--,.~,,~.' I"'~,/,~' )1." "''',''','''' .. "- "',' ."." ~', ,'"" .,t. " .. \ .. " ' ...... :11. "'\'~ .. ~", ''''''''," ' 

, The- s"~coti(rp·X'o?ozal'·ia~'to·lnclude' "in:: '::ha:: cl;3ss:Lfied . 
• ":- \. " .•.. ~'~;.::-;.,:':",: ....... :~'(.: ..... :.:, ~~,: :.:.~:' "'''('t' .. , ... ,'': ...... /.,'7>. ", f~,·.,J:··_· .. ~·,)·" r"'"',, ..... 'o(" . .. ~'~" '"'' ..... ''' • J::..'i.,,,.... ,,,t 

pages c-l.:ll.:Tl.g\lal l:.st:[ngs· £'0:-' bospi:tals' -''3mbu1:.a.1lee·~S'~ee-;·'4nd''\>·: 
,.,. <.. ".,:' .. < .:.'" ~~ .... ~ :""~:".::;:.:,':::';:~'.:.' ':J, ".:' :>, -'; • ~' ,""',~' "': .~:- ~·"'J"""'I _ ' .... j 4. *'. ' ..•. .-.. ,. ","" "._ ...... " .• "\' h'~ ~ .... -t' ' 

goverr:uental agC'C.c!es:.-" Paci:f:tc··'est'im31:ed: that' -i:u ;a=ea'S";weret."'t,he 
S~~i~h~--i~xaug~Po~~bft:i~~ !s ~three:(pere'en~'=Cr~ie~~:~be- 'comer:' 

• ... ~ • .-jo •• • ."" ••• :",:'J:."; .:::: ...... ,:.~'-:,_""~r ... ::\, ::- >:)--";".'~"""''''.'''~C'~~',.. "-,""1-'" """ ",oJ._ ....... , ~ .......... '. ,..." .. 

sion ccsts fo::: 'thiS -cMnge wou1.d be"·'about~~$307';OOO;,a'ii.d"~1:he~al'inua:1. ' 
. - -

cost wO'.11d be ~.~~i; $617,000. 
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~~,~,r:,~;:,:;:~::,~~~~''':c' :~Y:<:I::~~·.\'f.~~::,~ :'::~I~~ ~~ ~.~~~~~::~r~" ~-:- t-=: t/";(· 

Pacifi'c""1'" s-W!tness-:tn<H:ea.teQ:-t~.at:-present it· is ,. possible 
·I/, .... ;,r .... <;::--:C':;, ~<t;;:l .... r .. ~-,(·,) ,;-("".., ... """ ~~ 7·.,,, ",~,.,' l, 

to advert:isc 1'0. the yellow p.nges in. Spa'D.tsHO:-that:.::l:f:...a:::.:cus.tomer·· 
~~ ... ,,~·,-,~':l·\t~~"'-~~' ,:,\<~",,,,,'-'I",,,,,~~.,,""'''.",,r: •. ,:--~ ~,,~,""',-l'7'" :;~'''<:r .- . 

. wlshes t~ .pJ.:lce_ such 3 :1.ist:.[ng';:~a:d:f1~rl::.:pub-l~s~:[r..~ ~:ts 
., .. - ...... , ....... \-".~ .: .......... ~.' .... ',(",-,:> :~~,. ~:"~r:"·~, .. ,":'~~·": ::;"'::,,- :;")0::; ~1?·:'~'~~1<·'-

policy: a.lso extends to. ,other fo%:eign languages. ..,r, .. 

.... '.", """", ,.',. ~:~"""" .. ,.".,." ,~:;,.\,.". 'r . ...... :.~ ..... ~,.:' ..... \. ~" __ """"'''''''A.".'',\ ........ t',;._ ..... ,:" ,If' .... ,'~,,;.~ .. ~,'~ .. ~ ...... _~ -.' "'2. -suftEValu.ation ·and··Recommend&t!on: ",'.'- .. '1"",;""' •• ,, .'. ' ...... "'.-'.,~ ... '.' 

, ." ~. '... ,0 _ ~ ,~~"~'.,,....... ,A ., '~Io ' '...,f'\ "'r '·!,· ....... i,."~~\".." .,., ';,,~" 7, ... , ~,.;,*. ...1· "0, .. 

. ' ... '. ~ The .. staf~ .:Deliw·es that the"'eblinges"as"proPose'cf"by"''"Pa'dfic 
" ...... ~ ..... - '~, .... , .... - .;"" ..... " .... ~- .. ,: . .;.":.-" .. , .•.. ; ~,:,',I>;-. -"".t- '-,.,'\." ...... " ...... "." •• '\ .... ,,, ... ",... .... \ ...... , ............... ~."',. ... "' .... _ ...... :: .. 

.:l.'J:'e .. unnece&~ ~ and. \1Xleconomic:al: -- .=Staff. "s· ... position ":(n tht"s ·'c:aser..'· 
- ,r,' ... ''''~'. ",r ,,, .... " >4..::,./ .... .;: .1, ~.),.;'-,:., ...... ::> ~ ... " ,,' ~ 0\':''''1 ,~" ~Ir '~/~' ... '""",..\,""i.,")fI..~ .. ! .. ,:",-1". .~ 

MS- been,.toJ!rge _thoseJ)il:t~l 'seMces tDa.t "Will "protect the . 
'. ', ..... , ..... ,' .. ~ ....... "'I"~ '-""'.:~"""'" , ... ;:::;;.,""'·'~,'.:::.~'::)-I:~-:.·.:., ... ~ ~""," ~ .. ;"'..,_ . .,~1j"""~,;/'"':. ,""~'.I""""': ... ,~r~ .. "~~ ,.,..~./""t,~, "jjI'!"'"",,".,,~,,_ 

healt1:L:."and:;~fety, of c;a11f~~.~a~ep3yers" ai:!d~al:to~""a:~l ~ra.tepa,yers 
I ,- < .,. _' ••• ",1 .. '.". __ ~_ ... ,,~ ".'I"~ ~\ ... ~ ... , .i . ."/,,,"'/f)'c: ,1'-~\"''''· •• ~~}'''''', f' r .".' II"\~.,> "",~",,,,, ."' ... --., .... J~~...... ..~ WH 

to use their .. telephone service "mOs.t eConom1ca11y~'and~ eff!c1ently~~:: 
.'" ,~,. , .. -'" ,-J.~, ... 1_' .... I\ .. ':...~"'.\ :~< __ ·:,":::I~. ;:"'~:';'\'''' .. ·:',:''~ .... '',::'~~:1':'1 .. ':; .. ~).(~..-:~ .. ~.~\_~ .... ;"\ ... )ifII',.;.,";!:' ........ ,4"" ........... , .. ~~. 

To, mee,t".the ,nee!1s, of .. California,' s non-Engl:tsh':.sp'e8.k:tng·· .. " 
.t .. > .. _ ...... _ '.' ... , ..... .., ,.." '. -'_ " ", • 0/ ~. t- .• :- ... ," ,.. ........ "'. '. "v" ~.. I"'r ~, .... ' .....,:~ I'" h ~ ... 

, co~m:l ty:., px:1ma~,ly ~h~'" :Spo.~sh':;~pea:1d.ng~·' staff a~~s' no'i;bel1:eve(' 
... .' •.•• " ........... :.,~ .,,_ ... ,.... ,""! ",~. oW., ~ .. , .. r ........ Ijo!., 4l.,t .......... , .. ~ ... r"""" 

. it:: :~.~eeesS4Xy .to~ 'P:c.o~C!~· mirror~ :tmages·:o·f~~'the~ 'f:[rst~'·twenty .. five 
pages .. ~f: '4-.ph~ne~ . di~e~.t~ii~·.~1ri:b~:~k' E~gil~h:' ~~i Spatiish~.~::~'~}: t.:.:~;; ::::;:::;i~T,:;: 

. -.~ ..... ", A~ .. ";"".1 ·t .. ..1 • ...... 1" .'-""""'~ • .,po~·,· .... ~--:'·.~ ..... ·A~· .... ·' -~,"""' ...... 0\1~""., ..... ~.I .... , •• "- ... '1 ..... ,... .t',r..,.,. •. .. "'''~ 

. - ~. 'J:he, .. s.ta.ff :bclievestbat ~the' ·pub1.ICi :Wieness"·testhlOny:-iil ' 
this p;~~~i~ '~hOw3 ~that>~hir~:~~~~~' 'ri~~d; i~£'~~i~Y/'~~~~~~~,r .. ~e' 
and, di:aling' ;l.nst.t:Uct1ons in areas where the monolingual Sp'aD:tsh':spealdng 

. ,c~~~y~ ~i; ,.th~~e' ,~e~~~edt~~i ~c;r~~i ~K'i;~(;P1il~t'i~:~:)~Sti~ff 'does' ,. -, . __ .... '~ 
~~~ ~·~ii~c.:~~;=~s ~)~~:wi.~~;;:: ~~~'J~:~~'~iei£ifi:e~ ·(jr~,lW.;CO " 

~ ("-,'" oM ••• ~""""'" tAo ,~ ........ , .. ,,~ ... 1 ... 1 .. ~·,}LI •. ~ ..... r;~:c .:J." ".,.",,"'1 ~:"::~){J--'.t. -:'~~'~..::' .: .. 1·,........ ' ... ~ .. ,\,.? .. f\~ 

st:a.~ed.·t.bat ,the-rc.:was a need to provid.e bil:tn~l' :[rifoxm&eion"as'" 
.... < .. ',_1 ....... , ...... ,~ ...... ;,,~"..J ",,/~) •. 'l..l'~': __ ::<:''.,' .. }:::;t ........ -:~::.~~o:.\ ~).'~ .... f:/ ... · .L~f~:>,.~ ... ·\~:"";~ .. '~''fIr!'\...,.''.~ 

to local.,and .. nearoy.dial1.ng~areas. nearby rates., prefix locations'. 
• ... J .... ,. ~~' _ .... '.' _' ~"rr' , • ., .. _" -~/", \.~ " • __ .. ' ...: ,,'t J ~ ,:0<:'':':. .: - :-. .'"'!' ,..~ ... ~' .t .... " ~ ~/ ,,: ,. ~'~"':" .~ ~",~~. ~,' •••• .• .r-: 

~and l<??&"d~tanee. rate,s .•. :,~erta:tuly, it" would .... be ~'more·'ecoQoidcal>to 
..." ,'" ~ •• , .. ''; ................ <.'< .... ~ ... "1,., 1:.4.-.: .. ,,··t .: ... :"'!';".~:"; - , ... :;;.. ::' :I"(.>,~:... !";.:,:: ::-~:;:.: ... i'/:'.~" .,'.,' ..... ~.-:' r ll '~~' 1''''' .... ..,~.1 .... '" .. '\ ~.). 

jUSct:~,~l~~.~ ~CE~~:~9~,i~~~~::",agr".J~~~~eg:.:~g; ~~~ty~.~;~!. ;~;.M~;~: 
over~ h~~.?~,.~~~? ~~:~~~i7~~:~~y~:,~::.~~~~:;~~~ ;fe~~~;;~;~~ 
of additional directory pages. ;~'" . __ ~ " . .,,~, .. ~~, ,"'''',r', ("'(J;' .\ _ ••• ', ..... • 

.. ~ ...... the, s.taf£"also bel1ev~8' ~i:hat""1t-co~ld~'be- uUeeo~eii;'~ 
. .... '.'-",-" .~~ .... - .... " ... - .. ;.-. _' __ l, :J;" ..... 0':' ','; .... "'.~:I:~;(.~="'.""'::,-: ,;.);l\"'i:::;~'~~ :'" .. ;'J~~:~,.T 

topro~~.~i,~',.1:i.~~1.ngs .. fo,r. ,.ho$p~t41..~~,- ~~,u~~~!1;'~ .~nd 
" " -" e.~,jI ... _ .... , i . .", •• , •• , +_ r: .,". ,,~ .... j' ~"~ .... "' .. WI>:... ...... .... ..J~~, .4 ....... ',.:~ _;J 4· •.•• ",~~' 

govex4tlEUtal . .agene1ea., . and, contends., ",tbat. ita ~ecommenda.t!on 'of"'" 
•• 0 .~, ...... ~ ••• 7~ ~ .. ~., .. ~",' ..... , .. '""::.:, .. _J ... ,.' .... ~._ ..... :,.~, W'li:~·; ... ~:::.~<';.-:-.. ~:"', .:,::.:::,.·"' ... "').~~l .............. .fI ... .{~ .. "'" 

.bs.vi.ng. a/~~~~nC::~.~~uy'"prp~de .~. ~1.~~1 cr~8,8:-re!erene'e· 'index 
• .. " ••• ' ••• ' .,- ....... ' .. ". ',-,~~, L, ... \. ... ,J .... , .... ·_~_ .. \. .. c,t~ ~,~.:,~,,)·, .. c.\~).c'.:\'~j:[!·'I:~,....;"':'"Z 

tbac ·iucludes governmental.andem.erg~ info:rmat1ou:. would" nOt ~. 
- ., • - ~.# • .,1 ....... r '''- ~., ,+ ... ~- '-r ..... , ~ .. jI ,..,t(..' •.• 1 4 .... ,-,''¥:) ~). t~:/ ... ~.~,L;' ~ -t,-:.~r.~~; ., ~:~~ :~. :::: ='~c.:~ L .c-ol :;~. 

, .. ~:'~:O ~ I\' .. ~"')? ~L~';':'(~J~~ 0J::· O!:.:CW ~'2;C,:), 

... ' -, \. ~~:68~ 

_ .... ,: 
I' '. ", 

, i," 
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only enable non-English speakers to U;t,il:i,z~'J?'?.~p!~~~~~~~.~?~~,:,,;~~, ,,_ 
mcnC.l.l agency p¢rtions' of the clas.sifie~::.s~,c;~~~s;~i.~:,;~J:.l..!,;~~:,lepho;n~ 
di'rCctory, but 'Would; enable ,them· to 'ttSC all: of thc:'e;l~s'si£ied ,;,:' . 
sections. Such"abooklet could' be made=available',.~on:·rCctuest,:,and;~,': .:,: ~''''' .. 

, '-"' ... '\' ... 
is more economical :'to';provide~ ,'. pacific·.est:imated~,.the:lcost:'::t()<.:·,~{~' ',,-

print: this er()Ss~reference booklet' is 'about $-262';O()O: '":'.'.',; ",' ''":; ,:"" 
B. Gencral:Te-l<ephonc"Company', . ,:,:,:':" .",., "'\"',::':"~<:' 

l~ . Bi'lingua,l: Directory.' FroP2sal . "" '1,,".' :'>. '" - d' • • ::J';: . :, ':. 
I J « I 

General presently:. provides'bilingua~L .intr.oduetory. pages,: 

in some of itstelepinone' director1es~·· It'·estimated:>it'wouldco~~::: :.' ,:. , ,.. ~. 

$140,535' to- pub11sh>bi'1iugual- dialing" and.rate.:info~~tion,: .emer::-;~", .. 
gency informa. tion," ·ll:stlngs'for" ,emergeney;"relatcd.~pUb:1ic:,; and,,:," . :," ,~,' 

in those direetoryserving: areas' where .three. pereent;<;o:t., more ,are,:::,~~ .: 
Spa:lish-speakiUS' •. This cost represents"29'<-separaee.-,direetories·,·· :~, 

'., . 

'Ii."ith a. tota1. distribution. ,of ~l,769".;OOO' ,copies .... , .!u::areas :whcr"e«~~:,:; .. : .: 
:he Sp.o;aisb-speakingpopulatiou":is: ~five ,pcreenc'·or:.more;:tGeneral:,,;:-.", ',;" 
cstitl:at«i ·this'cO$t ::o-·,be.$l::t6'.,:3S1. ",: '-'.: - . .:.;. ,>,:"~': ::~,~':-'.;' : ',', .,' 

Gencxalalso computed' <thec::ost.'to 'convertto);'Spanish:.,all:,-, ,: '; 

existi:l3 'm:linckss:ff1ectheadings. .and the~appropria:.eecross- " 
re~e::~ces. ,The, eos:~-for 'this ,"is ,~bout$156,.00(}:'iu:3-rea.S~.,.()f:::thr~e /'.' 

. , ' 

;e=c~C or more, and' for .areas> of "five 'percent: ,'or:mo1:e,:the'::esti& " 
ll'~ted¢Ost' is' ·$129, 000 ~:, Thiseype .0£ reference·oookle.t<,:is's1m:t13r .... 
to the s'ta!f' S . recommendation· of .. a· :.cross.-reference i~dex. ,.'." ', .. :';" ,-

.' 
2. Staff's Recommend.a:tion ',,: . '.' ";:, '. ,<:::~,'!:::'. ~';: '.,::::'. ,''".''11 

Staff recommends that G.eneral :~rectuircd.>t(>"·prlnt: ... , 
.w·~·· ,', ..... ' "_h' • " •.••.• '"" ...... ,.,_ •• " •• ~.'!~I.' ._." ..... 

'0111ngual-:emergency ana.. ::dial::tng:iuformation.'iu ': introductory 

directory·pages for ·thoSe scrvi .. ng~·areaS: ~:wb.cre, 'three,:.percent·:or:,·, 

more· of, the' popul..a:~ion isSpanish.-spealdng~'.It :·should.,.:a lso. :~be;" ... ,' '.:~ , ", . 

required t:o make a.vailable a 'biliugual;, cross-reference :i--ndex~£or . <:-:, 
t:hb.'I.:,,-e:r~~~, ,· .. s·_...r ........ : .. ~.Q ... ~,_",. ,,," '.' .... ".. . "',",,." .. '.:':, .. ~ ~ ~ ... "~ <IIoA_~ __ - .' ~I~'·," ~_::\.' ">"~~' .~, ,;' .~i~,';(::.~< ,.'~:.~~<. _." ." _ 

.. : ,.,' ,;" ~ ·f ... tf" .~'." 
'. ,,: " ,"' . 'j. ~ ,',' 

.. 

) 
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. " c. C,ntinen't.id.Telephone Compa.ny .:," '."'" .... ''''.' ,.>.,,': :' . .,:. :,~;"; ... ". 

1. Bilingual Direct:oryProposal·... " ..' ..... , : .... ;;',; .. ' 
As· indica1:eQ in 1es response .to the·Commission:~:. ~nti~~?~a.l 

has provided. bilinguaL1nstruetionpages. in seven.,: .. of,th~~13.: ,.. '" 
telephone' direct:ories· in those·.: ar~as 'Where., th:ree,':perSetl;t.:.:,.o;-,> .... ;:.~., 

more of the population::-,is non~English-sp~ekit1.g: .. ~.,In.fa~1:y;, .;.; .. ~: ';."::,,":-
• '. • 'r 

Continental's submission sho'Ws certain i'Ctroduc:t:ory,:'::pag~s·"ot:.~~he,;'i 
Gilroy directory th.1.t are written·~ in', Spa~i;h:;~:~~ih;s;~:page-~·;~i~~iud~ 
an indcx' to' the . direetory •. :' em~~~y:' d:i~ii~;·'i~~~i~;;:.~~.:>ng 
distance dialing. instruetions~ and general.:·in£oxma,t.ion a'bou~:~ P~o?~ '. 
usage'. It appears~tbat. Continent:al is: not·.: ~p~sed~ to' ,1ncl:u~:t~~ . :'0" ,: 

ehcse types. of .pagcs.: in additional' dir.eetory.:. sexying~,~re.u.~.::~; .. 7"" ~::;; .• , 

. The st:aff' 'agreeswith Continenta·t'.s:" eontention)~t~a.,t :1.f::\.':, ':':' . 
~,,., 

a mirrortranslati.oIVof· all the introductory"pageS .. ar:~:1>~ov.ided:-;:.:~ ..... : 
in a. language: 'oeher' than Eriglish~:these· ·pages'Woa.ld ,then.:.b,ec:~ule.?,: .': .. ;:. 

. .,",,' 

lengthY.:·but docs noe ~derseand~.how;· if :eerta,in·,introdue:t~ry: .,;. <.: '. 

p.'lges· :lrc' not: complicated ,at'ldd1£ficult:.to. ,understa;nd~oin·: . .English. '.' ;;' 
. . -' ~. 

~l1y 3. mirror im:lge translation in another.·l..a.n,guage: ''Wo~l~'·~ .eom~.;.:, 

plic:ated aud :too.diff1cult to understand.: .... ,":: ':.:. . .. ,':.:.y~<; 

'!'he 'sta:if "also agrees with,·ehe .. :eontention,.that-:'per~ons: .'.. 
who to7culd· havellonee(l' 'of 'bilingual introduetory·,pa-ges;·,w.Cll··i :,," :.~:', -:, ..... . 
receive 'these ~8es 'in ,'.theirdi'::eetories.if:. they ,live :.in·.a:<tuali-:..;: 
fying.area~bu'C ,believesthat:.sueh ':3', ·situat.i.on ··'Woul:d"present,.np;,:,:;,~:: '. 
problems to ·these iIldividua:ls .as.·:they:wouldj:ust .. ignore;·the;::.· .. ,~;:, 

bilingu.:ll portion of their directory."., . ., .... ,~:,::.::> .... ; .. :. ':';.:'.'::~: 
\., ~ ~'<l.". ,,''- '." ..... _, .~~~'''.''''. ',",,~ ... , .. ,'~_"''''~"'"'_''' __ '''- """"I\'~' 

2. ·Seaff·.Reeommendation ..• ·· ..... ~. : ... ~ ., ... ; .... :., .. ":.: ...... , .. ;,::~: 

The :staff:. recommends-,':tbat: . Continental: ~shoulc:t.::;be,.':r,eq,u~r~<l .• 

to expand its:?ractiee of:. ine lud1ng : 'Spanish 'language: d1rec:t:or.y '> .~ .. :. ',:, 

introductory pages.::to.those,·d1rectory. ::se~llg are3:s:~.'Wh.ez:~:.:i1:' has'.:~.· '.' 
identified· that ·.three.· pereentor,.more ... ofthe ;:.pOpula·~i.on.::speak:~: .:.. .. , 
Spanish, and should also be required' to prin.t:.,a."d:~d!s.tr,ibute;;on,,; i·i.. I: 
re(!Ues t • a S'P'ltlish language' dir~etory eross-rei£erenee' i;"dex; . '. 
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" XVI •.. '- PAYMENT FOR~.FtTLL JBILINGUAL.~SERVICES" ~Jr"«.)' -~~ ',' 
.' . , ... ' _ ""~_". .J, _ ... 

It ~: :Pa,e:i:;'i~ ',s ;,p~s}~j.~n.~;' ~ w.e;~,;t.~:~ ;:~M.:.tJ~~~ ii~~~;C.C~~~;~p.::;,: 
S taff ~ oth~,x:es~~n~e:1't~s:',,:, .~n~n~.~o~/p.u~.:l~i~ ~~~t\~~~s.-,r.~~~{ ~;,.::~~;,:;~: 

'. ,L " 

bilingual opex:.atox:, service' ~i.s,~.an~.~,t_e~:,:.t~n: .. ::t:~~. :~.~~~; :C?f. :~t:~~-?:.d:~n,g; .;;~pe.; ,:: 
service shQoul~> be,\,:borll~ .py; .. th~~~.; ~~~~~~:ing: th~:.~~~~~C:~·~,:~:.~,) g~~~l:~~,:,~,)(: 
ratepaying>y~~li.c:: :shou_ld,;, n()_t· b.~ j.r.e~e_d)~,t~: s~bS:id'~~~,) ,:th.~· ... !l:p_~~'i.~:;~~~7:;:-:~} 
service to be u.e.if.:,1~~,~~ ~y~ a;~~:l((p~~~g~s~...f ~l'.,~~~~~e;~~:,;;r::?:~.; ',:~~ 
(Exhibit.;,~7 ,..J>_-:::.l:5;, ;~t_~ _J).f: ,: '.:' '';, ~,~ '1,;\: :7 ;",;;:; :;':)~~;';'=~!~>C ?')": :::.l:-:;; 

"","" XVII •. , .. · ~RECOMMENDAT.IONS .B.Y. SENATOR .GARCIA"S· OFFICE. ""'.' ...• , .... -" ~ 
• •• ~ ~ - . .It' ,"'~"""" .............. __ '~ r",~. 

: -. ~'. ~o~~; Ry.an,;:~o~,~~~a.l:~;'_~:f ,.~~,,~~r.:. G~;~.~~!~:~ o;~~_c~~~d,"~:,,;;~~ :::,t;;.~ 
rec~~d~~io~ ~¥~~.~e: .. ~i,l.~ ,n"ow .~~dr.~~!;.) .. ) ,~.~<::. :\~ ~).):,,:~;o;.~,:c':;,:;j~~:; '.:.-;';:-.(;F:::,::'::Z 

.' .... ': Mr .•... Ryan" recommended..; that·.we."ordeJ:...s taff. ~to.,,,eond.lle.t;:& ,thorough 
.~ , • ( "~"" ~ "'f -.~ \, .. ""'-.Jo. ~" ~ ""'W • _.~ ~", '. 'j" I'~'" ,.,~ ... r~" " ....... ,,.J~ ....... " _ ''''.... ~ ... 6#_ t ~. ~.J,.~ ..... ~" .. ..tI 

and ind~p~~~~~t :.:p~t :and.; f~i:"!:?.~l.i.ty) .. ~~.~y:> ~~ t8:c.~ :,~~g:> ~f)::~.l:l:i~~ .. 
operat~s .su.f:fi~i~~: ;.,te:- ;m.e~.t.' th~:, :C;ll.S::t.omex::, .,:~~~~. ~~ :::;'h~::,~~~l~~~~~p. 

languages in this state. . ~;1 ~,'::-.--r':'<:~ r).:':c!.:-ic:'.)':~: X"'7'")3'!(~n::') ;,,;:-:1 ~·ti-!:>::co 
tit ~ .. : .. Rya~~r.ecomm~nd.~~.~h:a~.w.e:.~r9de_r.:.:S-~;:~9.t C.<?!l8}1C;~ a, ' 

thor,~gh .and;in~epen~t~~o.st,):.: an~; ::f~~b.~~~~y;:~tu~y:.(.~~.;~ ~b~~\:- ~~ () -=: ~ .. ~".= r:::: 
mod 1 f!ea~ 1~.n: .o:f:. ::~~S:,,:: ,~_o7!~~d;: :"~~~ d} •.. r.~~t..0~Y;;:!i:' ~.8:~t:anp. ... e;, v<9!--f):., -:. :).~:::~ ~~:. -:: 
equipment to provide for the l.nterpositio~,~c~;,e~f~~~n~.:.~~~,~~ ,~:~5:-:'::;",O 

offices..~. - 'the; :.t~~;. c>~,,~~:t'le:\;pr~~~~l:;.~f,,!~~~ntwe~o~~~~. ~); :tiransfer 

capaeity~'is :.tha~ o,~r:a_~o;~: .. .in.. :~,,,-~~f!~,!~~:~,~~~c~~,~,d':.t..~f~:;~:-;:: c,:: 

foreign langu.a.g~) c~l.l&..:t~'.:4ny:!~.:ilitlgUa.l:i' o~;~1;,~r;;:o;:t;~u.:.1;Y~:/;'~~~;! I.:.),~,~ .~');:~C-:: 
enabling. the ·maximum,.use .of,.bilin8U:&l.,operator~ to· . .as,s:ts.t.,the".pub.lle_ .• ",~ 

• ... _. ~ " .• ~ ,". .,.,~ ~. • .. ", ........ , •• __ J.. '.,., _ ..... ..,... ..~ " ....... _... ." • ,~ . ~ ..... .J4,j , ............ 01 .' _~ .,"/ • 

Froman"oP:erat:i~nalS:ta:n~p.~in.t: :i;.t?:~o~l.~~ ~p"~ar ;~~ ,:t~lepp.~I!-~.:o'';..'' :: ;}!"i' ... ;: ':;:0 

utilities shou,l~~: ,se~:~~:ly..;, :~nsi~~~:~s:: ... ?=e.C?~.~d.~~,o~ tl,:~ . .a'p"~~~s '{ ::;':~r 
its adoption·,.~ ~f::fe~S:ib:'L~ .. an~ ,:co5:1:, e~f.f~c_t.1yey':,"eo~ld:.:.c_onb.=:1.bU;1;~ to 

better .. -s~.~~,e/~r~<?r ,~~ n~~~~~i~~~~;pea.~~.8:::> ~5':.~:t;e ;~r..~~C;~~~ ~o~~::,::,?;;.!;",:: 
issue ~~~e~;iy~s:, o~: .u.tg,~~y;-" ~~,;-~~8t,;~~:;;~1ee_sZ!~}-.;..es~;.f~ ~~~~.~.:~:\ ~;;':i.~.:...:;;::;;;.'::: 
abso lute1y:: ~~,~~~t'Y;.::~.d:: ::~ 11, .~~~~ t:, ~t;t)'~e_~?~~1::By;~pe:~,~~ero:~.:~1?CJ~ ~ :";],;:: 
or mor~.:;,~a~?~b:l~ ~;I!L~~~:::,tg~~~ ;p~b_l?::~~.,~; ~\~C'~7.,6~ '){:7~M'; .G :<:>;::6 'j::~.l':: ':u;;~:;~c.c. . '" , ' . 

,..~-71'-
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It was ';E;comm:etide~±~~~w~or.rcrer~ib.~::fbf~ei per~en t 
" • _ .. "" • '>\ r~ ... t ....... II f"r .... ...... 

lariguage"mlnonty ;groUp':'s tanoard';' to~ be';'Use(f'as, ''8 :g;iide~'for: :: ." 
identifYing areas:'o:f"'ne-ed'~ 1>roV:rde(r't1:i:at:;"speci1a'l~::C'cmsfcJ'eia~:ron'::: .:, ,,',,; ~':.~~;~ 
bei"ivet{' to' 'non ~Englfsh ':s'peata:ng 'groups -: :::(n ;Url)a:n~ 'aieas'( 'wno;s'6'<'"' :. '::,/': ,.::' }. .::' 

... 'fiT. ~ • , •• " .." , ' , ~ ,. rI', r , • 

percen'tage~ of,the- 'p~opulat!otr :(n~,a!·o!-ie1:tOiY·::serVte~·:-area,:. or ("':'~'.;~ '::',,.:'17. ~>;', 

exch.mg~ Mea ;is-::'lesS: ';, :tnan' tnree>~erclent'~~' D\it": wJ.{Os·e:'popu:rat:ion-:;,·:,:~ ~:"., ~;;~~ 
... 'J> - ,10 .. r'" '"' '" ,.. .. 

is signifieant';;'enough' ·t'o :.warrant"'imp£ovementi' !i:i: ser.n:c~.P' ~)C \~,:::',?~\r::':)~, 

It is recommended that we reject picif!C:'}s .. form';la( 'fo,t?':c·.~:(:~:~:·~ 
...-••• ' ...... "'''''Y\ r, r " "',"" .~ ... -< ' .... • ... I'",~"'·',I~,. ...... ','1"· "~~r""'·""""',"'''''·.'II'''t'/~/''''·'-1'''.~.'· .~.'-.I"'"I"'I' 

calcula t ing tbe-:nUmb-er.:::o£: Ch!uese-s.l>eakiU~.::pe.rso~iti~n· 'Franc iSCQ 
,'. ". ,L,,~ ~R~~"': _ • '~,. '. __ .... " ..... , .. M"' .• , .. .r~lo ~"._ ":"'",. "1'_ ........ " _r ' / •. ..... r;' ,.' ..... "'./ .... ~ , 

and find 1:hat'1:hi~' language- minorl:ty "group'''e'Xceeds: ·the' tnree:"percent 
standard established in this case::-:-: ::';We ':~7re n:O~t'; pe-rsu~cre'd ;of·th~~ ~eV:roence 
th8£·pacff.ie~s:'·formUl; :is :utireason'a.bl:e:~~··~ We):ao;:b~e-r!eve=,~"hOwev~r, that 
the' eViden~e=: an~d:'teSt!tUony ;.presen't£ed~:,e:s:tab:f!sh tlia:t :tli:(s :rari~el~": ~;~';:. 
mi:nori t:Y : !s' 'si-zal>l:e ";' ana :that;':{ t:: ~eneOUriters-: unl:<ii:r.e':"dl=£'fiJeu:r*es.Z!n';; 1: :: ~".~ ::~' 
obt:aining emergency telephone service.. ,':',::;:<~~: ::.;::~::: ;"':':~ :·;-:i;·:,!:·.,;:~~~~!)..: 

. ~'Rya!? .r-~OUmiend~d~~e~rta:r:n.~clianges-·~!n~;'a~eas~:~aV.i~~. " e 
three percene langUage::mirion~iroups~~~?' He; 'recommende<f.<that'-we -'or<.fer~~~"':; . 
Pacific to>.prC;v!de-:~wl:'l:! 'centtat=:tied:' interpret-er'liure:'a:~;~:Lee: =in"::~ j: bc~ 

, :-- ... 1 .... ,.,- ,....., _,~. "'01-."_'" , ... ,...,' . .-{·'.c' .... ....,. ....... oIC'" ,"1,_'" ........ ~, ........... "':'. f'\<:' .... " _ ..... __ "~""""'''<'.\'''' 
Chinese~ Ja~anese~'-and··Tagal:og:~'·'·4 .;_. "''';'.: -', 'd" '".~ ....... - ... ~.;, /o-c: 0 ..... k;'.~". '-'-~~ 

"::,': ":~':. ":It ~:. recommenaeti "'th.it'):~~ :-or(j'e:r~-:Getier a.1) mio'-<:on thent'al? :..~:i:: ,:-;. 
to creat~ ;'thiii- :o;.,m;; ::'centt~i-{"Zed~ ~:iriterp:re:ee r'" 'bureau$! '~Or' ni"erge . Wi. tb"! .;: ~: !'., t; r~" 
Pacific: IS ESLAB,;"'u'a ''first; ;'stet9 tOwa~d;S= :fU:tr;b:(·firigUa~ operat'Oi-::::-,_: :;"7(:: 

serii:ee:/-w:tth' the: ;'f1na:t: deasron~':o~ ,~the:::8erv1ng ~;arra:ngement1iase<P:~ .. : (:,::r-~:' 
on what would=' 'be-<tliemost ~aoequa te:,:: 'e'f f'i.:e!en,:t~~,~,tiS:t~,;m:iCP .:reasOn~ab1:e ;:-;':J, ': ':': 

waytct'£Urnish $erif~;t6";···tne:·~non~tng-"I:tsn':speak1ng)·1>ub-1;tC:=:Jot::-:,. ~~>,;::: -:- :'-~:::;:'I' 

:-: '11:-' 'was>-recommended)'tnat:':w~ oraer<the'Emer;geneY::Sparif&b~.<:: ;);:. ~ = .: 
Language: Aisiitariee ·:BUrea.u (isWY"to- be~~er;i.m.ecr"; :the ·r'lion·~:Q1·gr1'Sh;:::~·-: ::~)'": 
Language Assistance"~eaU"':':(NELABY;1:c;':1Do're) aematelY' renect~'~1..es ~' .. ':.~ ::,.> 

functio~s~and::: 'the'''ian~ges' :1:e:would': '~ern .'~~' A'lthoagh':it~woU:ld\:": 'J:" u,~ ,-:- :,':.,'; ::~ 

appear that such a name change m.{~h~~be 'appi'oprlat'e~ we--:Witt~;'lets",::,,;: -:'0 

the utilities decide what to call this bureau. 
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_ It is recommended that we order th:lt 95 percent of all 
non -English '-'language :,:ealls·be' answered'\w1tbio: ~)60;'s'ee-~;;d';,,: ~~ ~ndJ that 

, , ~ r"' ... · .... ,·.," ••. ." p ',;-....... ',..".,"', •• , ., ...... ,+. ","'1 "",rl").-'I ~. "".f"I>~ .... \,~~I,,.J\.; t ... ~,~ I·.~W" 
cruar-ceorly testsbe:coriducted by'biImgua'lpers'ons eitner'frcim':'th.e -

" ~. '. '"' ... ".' • \' ". ,.'~ ... ~. "/ .. yr'< .~. 'I"'j "." '( ~......,' .",,,*;.' l' ~ \;",::,,,.,~ - t .... ~. (:>'~ ~,~~~~ ::',,~' .t;"':7 0':::: 
Commission' :s.taff or 'employed' by "a. qual,,;fied'tirmseleC1:ed oy the 
Commiss.ion "Wi thOut', consul ~at:iOn 'With ':ind ;';te'lephon'e 0eV;m~3.ri'; " 1~!t,,:t0::' - ;;'1) -'; ;'" 

_ the res.ules,:,to 'be '~subm!t6~d''to tlle:"Comm:r:"ss~fort'~~:, (ih:r:'s~~:'re:C'OUJrriend~t'iO'~o;:(;<,,::j 
concerns. ESLAB;~~" ,/ Some''''imp:rovement's)~;to' ESI.A'B:~wou;ld'th~v~~~:eo·~~rrc>~'~c.~·!J.::' -~ ;;:-':" 
!:ade to meet that lev-el of service. ' :;:~ '7; :;, ::; ~~.:-: ,~:. .~",; ~:"";' ,~'::C ~;.'" ,,:.:; ::; ::,:.~ \-: ::q 

, :, '.: "'~ <!s 'recommenoed'tna t~' we Corder "t'he ~r~s~onde-:n:ts tf. :'o~ra tors 
,. i.I ~ f' • . ',' , r 

to be advised 'of' ESIAt~{a.n<:r ':Of: any::cba:ngei:tn((ESiA~;Y';::-'8.tid ~~tn·a~ti's~ck!.i,'~r,;r., 

changes ,be' :subject: ''Co:Comni:rss'i"on .aP?rov:~!~::::' W't? need'.ino~:~'pee;ilie~lli: ~.:-i·:;'. 
1:lake the 'order' :recOmmenC:le<f. for 'we> :,;e:Iieve: :tne;: ':~e~spond;<iht":rirt'il :t:t5:.~$.·';' ~,s:' ;~ "; 

- ~ .. " r' ... ... _. ", .... ~ .. ~ '. ,~~ A&.,·t·"*t "'\ t', '):- ("I •. :'\""f~' \ .. :.).t~:·'~. ~, ":: !',~: 6·~,".: 
have 'every 'reason: ,to e<:Jticate" 'their 'traffic 'department' personnel:" '. ' 

",'" , f. _ .• _, "I ... ·~' ••• 1., .... • ··""I~~\,.·F .. ·"I l~f'I;" "'\1.I""·'''~l·I'''' ,"t"~"r~f'l:'\ 

conceroing,~:,' ·'If."the :respOnderit utirftfes'wi:sh'to"sul>s't'antrally"~ '," 
.. • ~ <"", ...... _ ..... 't, ." ...... t-'. " ... ·''''r.\ ." .... ,.~~ ... !'.t"'~ .. I,)~ ..... ';.( ............. ~,""'"":' .IIi,~;.tt'~l,~ .. ;:: 

modify 'ESI.A.B; and:';'Pursue~ alternatives' ,for prov:td'ing" 1>il'ingUa:l' "service'," '. ' 
ori f: interested,' partiesdes'!re -, :cbanges /':1:~y;(ma),i: ':seek)'~;~~lt:~e l::r;;f 1.~ ;th~ 
~:,e~ .. ~ ''"",'''',::''''-. --.;"~' >'/,c .. :',)' >:.:,.' ',<~;"":".': ''''':,:, ,',\'>\'~"~:';" '_'c".-:;<~ '::;~.i"'":,''')'''',.; ::-'.;'tC':;;;c' 

e ' ::: . ' :!ti's'~'reeommenoed:~nat~ we' orCJer:'~taff):to:- upd~'t:e~'1nfo~~t{~~ Gi:~~) 
... " .. J .... '. '. *'" ,', . .... .", .. f ,,~,t"~l':jl"~""',r ~'."\"'Y'~'t'., .... " \'"~,.,. f''\,...,... .. "'1~)· 14'!y"."rh!l~~·!t~t::~ 

on' -three: percent,' areas':"'an<i·' reV'iew-" tbe) l"espondents:'" m~'thod'olog'ies for'" 
calculating:··the: p¢pu1:atl~on: of"language')mi~;ori-ty~gro~s: ,~~osOo~·t ar-'~·~o~~~,,: I.; 

t *' ~, 

more current and reliable census data is available.' Such an ord~i""i:S:2'::·:..:~~ 
" '.. ... .,.., ~. •• ;'".. . ........ , .... ' • (' l "' . .j" ...... r-- :- 1"'" ,,"'\ ~r .," ~ • .., .". ,..::rr' 

not neces-sary:~ "Our 'staff:'knows lts respons'io:tl-:r.tie's'~'''' I£'"'.'intereste<f 
'. ,., ..... T-',1,.<' ....... r""·"'·\.,,~, .. " ' .. ~, "f.~"'''.l-' !'"'.(.f': ;>'\~:J.';J' (':"r,~ .t'~/..~~~~) 

l>.:rties believe: tnet:'Tespondents are not"properly'" ind'entifying areas' " 
, .' oJ" • t~' ,,, ""' •. , ....... /-,.,,. ',\0, ... "".' r .... "I": ~ .. ,,":' .... , ~.".!'IT .. ~fC,"':''.'· ~ .. ". r~:-"\ ''',,",":,~~~·!lt~,:~ .... j·Ir'';:JJ,,7 

with foreign:'language popUlation's; , they-imay"" bring' it I t~~ the~ at~en:tiori.·' ' , 
.~ ~ ". , "",~ ", .,<. -""\ I., "'\ ... ,"'0 _ ... ""~.... '0411 -'If'') "'r '"' \/"') ... j.... -""", of the staff;~or':"to 'this'-Commis'siOn~"" """.,,', .. "" ~",".'" .. , ... ~ . 

.., , ....... .. ". _ "' ", r .t,... ' 1'" r" - """.,,. 1'", I"T'" _ ............ ~ ...,., .... ",.1' -:' ~. P'~ ~ .... r'" ,~. "');-',:~ 
, -: It:-'is';'re<:ommended'~that'we~:order"monitor!ng·f'o'f" the:\se'rVice"~" . 

Clua11ty ,of":EStA:s:~'ei:ther" by bilingual~'~rsonnel') fre;; th~ CoJmi~;i~o;:;r.i'''"'·:':; 
" • ,'J ,"''', • ,' ...... ,-- ,...; ,,' .·1 ~ I'" " - ..... ~""'Io "-",' \- f'", "'''''-,'';"..-..' Nt"~ C'"' .... I;,. "'Ij,~~ .. ~ -~ \.""0 

staff:~or' em".loyed-bty a~' q'Ilal1f:te~jf1rm"'selected' soley'by the" Comm.issioii," , 
without~'consultaticlri:with any tele'phone::c~pa~y'J~::;any~~time~"'=Vl~";;hli:l"~~~'~~ 
leave it"to:'our'-'sts;ff')to"invest)":gate:"com?l!anee ~th;'~the~~,1thJ~~z~d:)':~)~' ~:. 

. "~" ....... ' ,~;'),," ' . ... ~.'.r~"', .". '~j. j'}-"'~J;,' ~wl""-'~ ~:""'~"": "',~"'~;":, .... ,t;?~,.''!' !)!'~:: ~,~'..:.~ .. ;:.:'~)"~' ;~;,lj 
serl1'ice obj'ectl.ve$~' 'If 'the'staff'desires' specl.al bilfngualpersonnel . 

, • ,., ..... ' to. ... ~j •. , .. '~ l I:') ,;or.. ;'+t,,,' iI, ~ ~", .. "J.'f.~~"" ~,\ ... ~ - t:'" "..( .... ~,.'1~ or consultants for ithis. task'~ it m.ay under'iak'e:""i6 ~l>roeure ~·tn:em~". ' .",,', ,\ ."" .. ,~ 

-73-
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• , .,,_ 1_ '-"." ..... Io!-," ~~~.' .... ,.,' .... ", .•• ::. ~ •• ,r ... ,.:)::'~.-,'l .... '.~~ .... ,.i..,.1-·.;'l~ .•• "'".j4l, ~:- ,.'~-' 
.. ~,' ~.;~\ :- "":',J',1-~""'"' ~~ ".,,' .... :',,:0 1)-,1") ,''''- ' ... Til" ~ ',>- ' .... , . - ,.. ~ 

" .. I :d"~'S ~~,~,~~d ~d !':~~ ~,.,;w,::",>~~~,~~, .~:b.p.t ~~~~;e~~?\~-;~.~:, .rope.r~~~=:s ;~\~~ 
while ~~g ;:n~o.ni~ori~d ,for>.~v:e,:r:8.~~~~.:w,o::r:~ ::ti~~ (A~hP~l:,£o.rma~<::e~ .. b:e,::':.:"',l ,:.~,:~, 
permi tt~. ' to ,notify: .. s.upe~isoo/, ; ~~l:'s,~e:l ":w,h~n,,,,;hcy~~a re, han.dl:ing.:..-: ;'; 2,r::;:;):) . .., ". ',' . '.' , ,,~, . 

a non - Eng! ish lan~age, call~, ·mld.t.ha t; • the . .r.es~nden:t.S; aLl,ow ,;for:'(:.'in ~ ,;: ';::~:o:J 
.,' .". ". ,',... ... 1',.1 . ',' , " ' •• r •• , , "_ ."' • \ ..,.......~, ,I. 

a~;>rOl>t:iat.e .adj uS,tmen.t "to be ... made .,on. ''5llch oper:ator.s~(AWl" ,:,:sc ores:;: .: .~_Ut'b'l:eS$,! ~ 
;' .... " ,,' ,,' ,...... .,.' .. ,'. '"., •• , ... ."" ,,' ,'_ ,.J." . 

it is deomonstrated "that. ·we. shou:l<J, en·eer. ,·such,.,·orde-rs.~t¢'. be.:tle£j;:t;' the·.\~\ ~,()~ "< .. \ _. ~) " , .• , .. ,,' _." -. -0., ......, .' ~ ~ ,... ... ' 

pu.blic: 1ntere-st we ,~ill not do so. .,,~)j';'"":'':I:·:; ':;~) ::~:;'",< :;,{:'i'~:. ::,; .• '~::~ (;~~,:}.,i;.·:':' 

..... .I t."is.X'ec:~~end cd . t.ha 1:. .w.~.: :~o~d.ex:, ,I,·.the ::x:e:spon<3~t·s ;,to :,.provide 
... ' ." '. ,r ". . • 

language ,.s'killscompensa.l:;ton :t.o, .bi.l~gu.a.l. p~rs~nnel;,.whO:' us:e cthe-1.r\:. ~~,c '):; 
• , ..... .,., •• ,' .,., ',.1"," ... ,'....... ',-. • " , 

skill~ .. in .. the .. ~erfol:mance. of" t~eir/~W'.ork~..a~d~ ;~~ire:e;t :.x:es,~~ent$:'(t.o.: ~>:~l~\~r:~ 
.", '.'" ~ - ' .. " -, , 

establish a..langua.g~~.,certific.ation proees,s ,,:~. d~t~rmine:.~l:&nguage:}.;j; ::;q,:.,~r:': 

pro fie 1ex1CY.,. ~d: .o!d~;.'tit~ ,:~~p~d~~~ ~,~~o:.rmake:: :g~) fa~ t·~ :.e~,f~r,~'Sy,to~)V ~',/ 
em~lov more. );ilin~ll installers- ,and wbus.ines~.of,£·iee:.per.~.:~:-:.Aga:.t."'t;()~:. 

~,' " ••• ~(".~ ... ,,,,-, .... ~\- .... • 1' " ',' ,' ................ y ",', .' ,. ''','' -, ,.. -I, 

these recommenca t):Or,IS 'Would· ,have .us, inter-fex:e .. in·" maria:geme:ri-e~\ oft· ... the y:i.:: ~)o::·~ 
• ," , ',"". • ': _ " ..... ,'''. '.' P' 'f' ~ .'''', " .. ,"_ '. ,., •• ' ", "'....'." "I ' ... ~,' ..... ," .. ' ',' . , .. , ' 

!:',eS'j):Onc!en.t. 1:lt1.l.~ ~j,es,~, ,.wi.~ou~.~: ~in.o~:-: ;~p~in~~:T) ~a ;s.t:r.on~::: sb.mng;·.:~ t:he~o 
, .,' ~ ,..' . .,"" '.. '. , . ' . . . . 

public interest to be served. We would expect that the respondent~~: . 

employ,", if availab,le" ... adequaee .. n\mlbers .. ,.of~ ,b.ili~gu.al.,,:.b~slnes.s p.ffice e 
: , .. '" ". I • -, -:- ~.' ,~'". . • "f" • II -' .... . _. " , .~, , ~ . J • ,. ..... -<' ..J .... " • .. 

customer serviee re.p::esen:t&tives,.bec.ause, .. it"will. poss.i~lY..i~fae-i.'1ita~:the., 

pro~~:i~.'~i:?:r~fit~~.le~ ;oP~~~> ~~~;;~~:~;;~~~;., t.~~·~~·,e~~pm~t~:,~:~s ;;~:.~~ 
Conclusion . ~ , .,~ ,. ~~ ':', ' .... ,"'" {.'. ... :~~." .. ".f. .• ~.t'':'-.•. , ~: .. >."',.I.·."",.I ~t:., ... ~,;.~:'~.~ ":'~Cln~~ ~.-.,;;o.;;..;;.; _____ ,~, .... . ~-.. :~ ;." :.:.: ......... , \0, '''''' J ~:-.. "': ~:" ~~. ~~\ .~:: . ..; ;'A • / ;.~ ,~." J'~ j ."f ..... r ~ '_ ft _ •• ".. • 

. ". T!.'te~.£oregoing,,, exposit,i<>p: .. of ;ther..ec.o:rd::ma~e.~~.date-:::"1n:;:~~)·;'J·)~·"::Otr 
o' _ .' '.... " •• ' I , " :.' _ 't .... u •• ~ -". ", •• " ." '. ....,'. " -.,' ," 

Cas~ N().:., .9:~76 ~.' .~.d:t~~.s d\i~~,~,~~.on~::~ery~s.,,: :8.~J '~;h~; :repor;t: t<>l·the..,(: ;.~ <).:: : -: ~~~ 
L~isl&eur~ .. e311ed~ fl~r, by~,~ate",Conc:urren.t·,R~solW:ionl)~'o; ... ,-.36: .. :~ .. : ~>"'\":::' )-;, ~'.,! 

, , .... ~ , h ... ~" I 7 I, _ ,.,... • + .. ' .... \'.' ',".. v.,. ... ',. ',. , .... '''' ".' ~~ ., '. , " . , .. ' ",~ '. 

I: is ev1d~me t.hat aetion is, r,~,~~;'l:'.e~dn~::co:ur ?8rt:oan~t,;,on '}~:'-; ':.<" 
the t>art of the:res'P~:mdent .. eelephone ..... ut.ili.ties·,I·tor:insure .... adequate 

." .... : _ .... '~.,., .... ~. "";~I,' .. ,.~, ....... ,<~'_" ~., ... ~ ... \., .' ......... I, ".," ' ,," •• ' 

telephone. service for ~hose .. pot~t:ial ,·users ~ 1:0 Cal.ifornl.8t.w)l02beeause;,.:,:,,';1 

of ~b~~r: l~~~~ iim~~~.s~o~s'~~r!~.,?~;~~~i;;~~;~k~· ~ore~;.-~hanrr;minimal~.=:~ 
use ,of .the .. telephone.~communication"net'Work. 'I'It is: also.~:~i~ent7'_,that0..r:, ;';'; 

.' " 0'.'" " . ~ ,J.. 'I ... ; ,'"... .... _" . .• '.' . t ~ '-, ',. '."" j - ~ .....' ,...... " (.. ..... • •• , 

a sever~ .. dl,.c:hotomy _.exi~t~ ~~";~? .. ~l::t~~! C:~~E~~ ;~;::-;~e~;on)~~oulgo take;:.: .. ")v~::.')·l . '. -.. ~. - .... ,,,.- .. , .. "".' -.. ' , 

as well., .~s. ~~e.re,~lti~ _cost., :.and,.J~ow,~.,th8:t:.=¢o~:t::::s~<?lJl~·::.~e .. ·~s.?;47,.a~· ~,:.::v~:~):~ 

among "the'respot;aents' ~~tOmers .. ,.:., .. ~,.. .' '.~".. .J>' .... ..,,,";,. :0::r-.,.;:~:l~:/;~~.i.:;:' -,,,, 
. ,.,.' .... ,' ..... ... ", ~ :-: ~, ' ','" ... ""': '.... '.', ,,' ..' i, ',. • ell'· . r . ..-!" .. I .. ;..... I: . ,J ••• '''' • ............. /'r <,.I 
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Since Senate Concurrent Resol..:tion No. 36 specifically 

calls for a report to the Legislature we a~e separatingthae act ' 

from our direction to the respondent companies. for eorreetive action. 

Within ~o months from th~ date of this report we~111 issue 3 second 
interim opinion which ~ill re~irc an upgrade of theeelephone se'rvice 
available to some of the monolingual foreign st>eaking population;of ' 
California. 

The Legisla~re has properly guided us into a most com~lex 
problem. one that while difficult is within our prov~ce to resolve~ 

'We do not intend to· shirk this responsibility. We'· thank' 'the multitude 

of persons ~ho have appeared before us to date for a:td,ing in the 

understanding of the issue and suggesting solutio~s. We expect their 

participation to continue,. in any future hearings we may. have on these. 
. . 

issues, but we must caution all concerned that the steps we eventually 
take will not be wholly acceptable to all such parties;, such is the nature eOf the issue. 

Th"'l'ERIM ORDER 

IT IS ORDERED that: 
1. Thi.s Interim ~inion in Case No •. 9976- shall be transmitted 

this date to the California Legislaeure by the Executive Director 

as the report of the Californ:La Public Utilities Comm:tss·ion in 
. ',. 

c~pliance with Senate Concurrent Resolution No. 36- of eh'e1975 
legislative session. 

,,' 
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2. Case No_ 9976 shall remain open for further action by .. the 
ComInission to imt>rove the adequacy of telephone service to the 
foreign speaking monolingual population of Californ:ta •. 

The effective date of this order is. the date he·reof. 
Dated at &n Djezo 

day of ____ ..o:::U..:.;,A .... N ... U_4Q .... , v"-' _____ _ 

,.:Californi4,. this' 3!~ 

• 

COlr .. ~.::;;:;!o;:)eX' ,V"l"n<i,n !.1.~'tU':'3"i:o"",' .~:(ns: . 
. noc:es:a::r-ll:r t\b~o:lt~ (.i1'not,: PQrt1e.tpc.to' 

.1n', the d1:;P¢~i t:tOtl.. or ,t.h.1S'J)rocco~:,' 
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