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Christo%her E. Hamilton, Attorney at Law,
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T. S“ATEMENTOFTHECASE |

This is an investigation on the .Commission's own motion |
to develop a Tecord on the requirements.-for, bilingual:. telephone. .
service, to. provide -an opportunity for all- -parties: interested in
such matters to appear before the.Commission :to make:. their views. .
known; and to determine whether. the- rules, regulations, praeticea
operations, .and services, .or.any of -them; o£ all, telephone com= -
panfes operating withia California are unjust or: unreasonable
with respect to services ‘provided to. non-English—speald.ng persons, _
and ' to determine the .need for. bilingual services ~by -the: respondent
telephone veilitless . . , o e e e et e
~ The. investigation was insti.tuted pursuant: to Senate SR
Concurreat ‘Resolution No: 36: (SCR /36) . adopted by the.: California
Legislat\:re August .14, “1975, attached :hereto:as, Appe;x:iix A.}-/ . o
The  Commission's:Order:. Institutingrlnvest:{.gation (OII)
was sent to 28 telephone util:[ty companies-and it di.rected each..
to file a report within ninety ‘days 'providing the :Lnfomtion '
required by Item 7-of Appeudix-A-to- ‘the:extent:that such require- .
ments were: applicable within the telephone «utility cmnpanies
respective jurisdictioms, - " . .l et N St
0T . On Sceptember 235 1975, the~com£saion sent a: press :
release consisting of more than two. pa.ges to. 64’ foreignmlanguage
publications, 35 Spanish:language radio stations;: -and-many: newspapers; ,
news services; and other perscns .and:organizations-in:California: -
~ (Mi.‘bn.t 42) mformmg the~ rec:‘.pients« of»the»nature of-—the.m OILM

1/ The time for £{1ing the Commission’ report w:tth the Le:;islature
_ was extended from August 13, 1976 to July“l,: 1977 (Exhibit: 68),_
to October 1, 1977, then to Februa.ry‘ L, 1978. (I.etters to
Senator Garcla from Senate Rules’ Cmmittee dated December 9y
1976, Fe‘bru.ary 23, 1977, and Octo‘ber 5, 1977.)
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A copy of the OII was sent to 34 foreign language news- P o

papers, 28 American Indiamnews;;apcr.;, 21 Black news;:apers, and, o

34 organmizations of forefgn—soeéklngvci'tizens, a tota.l of ur
addressees. R L e e S .

‘Thereafter, motice was: ‘sent; .to the above 117 persons
and-organizations -and approximtely 80: additi.onal persons andw

organizations, including a list of names-of. organizations and |
persons “to-whom notice was. requested. to be’ given: by an-adm:lnis-‘,;:g;;; ,_
trative assistant ‘to'the State senator who :proposed the resolu- 5

tion; ‘that a prehearing conference was to.be. held in:Los: Angelew:: ‘
on December 15 and:16,-1975:to make certain’ determinations RS NS

including ‘the-dates, times,and places of. hear:tngs to :be. held e
A page 'was ‘attached ‘tothe notice. further advising of~the ~natuxe s

of tke hearing, inviting interested persons and: organizations tcw
file statements concerning their views with:the: Coumission,. and’

requesting the addressees 'to \.a_dvi.se _the Comission.‘,pf ,f..,any,?,persons_. |

or organizations ‘which might. have:an interest.in the- sﬁbject' i

XX THE: PREHEARING OON'E‘ERENCE L ;

The prehearing. conference was: held .on” December 15 and
16, 1975 in’Los.Angeles as:scheduled. ' Exhibits-1.through:5 wexe:
recelved in evidence.Z/ Exhibit 1 was the: agenda: and certaim e

suggestions for the: prehearing conference; Exhibit:2,-a state:nentj

by . the Commission's staff with: ‘respect to:an :(.ssue in the case,

- .- Exhibit ‘3, ‘a statement by Mario Evangelista’ concerning: an. issue

in: the case, Exhibit: 4, a; dcclaration of: issues in the«case by

2/. ‘These-exhibits will-hereaftex: be~ referred- td;as- Preheaﬂng
. Exhibits 1 through 5 to.avoid confusing them .with the

qumq to. the prehearmg conference.

‘Exaibits 1 through 5 recefved In‘evidence at hearings sub'éé- :

matter of ‘the OII and _who- might w‘.{.sh* torfilera: statement w:!.th thei' c "
Coum:[ss:ton. Lo e Lo B ‘"f'“ T G

-
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R. A.”Callejo, attorney:at:law;:and . Exhibit S5y proposed issues as ..

submitted by:The:Pacific Telephone and: 'relegraph ; Company {Paci.ﬁ:tc).
T T Dt Ancofficiall couxt, ‘Interpreter:employed, by the. countyc

of Los ﬁmgeles. and assigned to the: municipal; court. for. tne -East.-.

Los Angeles’ Judicial:District] testified.: He:stated, t:ha,t~ one: . .
interpreter is able to interpret English to Spanish and Spanish.

to English for one: 'or more:witnesses: in an. 8-hour .day: and that

the: rea.sona.ble cost’ would/ ‘be:; $75 pu' day plus., mileage and paxking'

' T g . ' .. .

. o
s/ Al N
RN Pl ‘,.,C,’,‘,.

e e

ot otan Tewas unan:!’.mously -agrecd by, all present .Lov have, pu‘blic :
hearings in LosAngeles, -Fresno, -Sacramento,: .San Francisco San.
Jose, Santa Baxbara, San Bernardino,.. -Indfoy EL Centto, -and. San..
Di.ego ‘on ‘certain :dates, rand-public hearings were~he1d -ix.those..
cities -on 'those:dates and’at: the:times:.agreed upon on ;%cqggq;gte

‘days during the perfod fromcFebruary: 2 to:March:5,,:1976.. .Many, ofl ;,

the hearings were held:from 7-to:9:p.m.:to-enable. ,Persons . ..who ‘
worked ‘during the:day to:be.preseat without :the necessity -of,\ losing\ .
time from work. -Notice-of.the:times;:dates, and placeswof\public
hearings was.'sent: to-the:197 persons and.organizations.who.bad.
been"given notice:of:the preheaxing confexence:and to 10 other
pexrsons and organizations for a-total. of.207- persons ~and. organiza

" tions incaddition to:certain members:of. the. Comiss:lom staff and
the respondent companies: (Exhibits.) and, 2). LAypress.release. .
setting forth the dates,: times,: and. places: of public: hear:lngs was
sent: to more than;1;000 newspapers,-radio:stations,;: television_
stat:f.ons and other: pmons and. o:ganizations- throughout Cauforn:ta

ox """\"-‘-’ vLi-JW"-)::'

/“r: guw'wcv ':»'::u*r'

3,,_ ’rm_‘ )g,-o

' 3
Ao :{:C r\ ‘\f,p il
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' At the”prehearing conferenc& ie, wamagreed by* those B
presenc, and- an- oxdex’ wass made, - that: the hearings'-mforhtheapm:pose’
of- thie” parties, ‘the- Comission: staff,  and the: xespondent utili-
tics® to presentevidence: would: begm. dnzSan: Francizco.on: March: 16
and contfnue on-March 17, »18 19, 30,731, and. April. L.and::2;, i£

necessa!}*. Telniglool Anllinn® govecwoini of olda ol v ""‘“.:‘..."C...'f”l:‘
2o ~ It-was‘requested that:: tha Commissiomprov;tde dnters .o
' preters”so ‘that -those personsiattfending. the hearings: who,were::
unable to speak or understand English, would be able to nnde:gs::and-. |
" the testimony of ‘witresses ‘spealking vin:a-languagesthat such persons
wee unable t& understand,: ' The .staff reported:.that’ it had:made’
an invéstigation of thé féasibility-of such a-program.and: detexr=
mined “taat in ‘order to-provide interpretation’ofi.a:witness?y: . -
téstimony fn English to "the members:of ‘the audience whowere- -
~ unable to understand Englfsh-and:who:could:understand some, other
langnage, ‘1t ‘was ‘necessaxry .todo so by:obtaining.a booth:;
" the *i.nterpreter could:be~stationedsind 'suchval manner -8 not.-«ton .

S in..erfere with the proceedings,wthe ‘Interpreter would have ear-
phones ‘so " that“he“would be ableito hear“wb.at“t:heuwitnesmﬂms r
saying in Englfsh;and then he. wouldrhave:aZmeans:of comuni.cacing
T through a‘“nicrophone’ to- headphonesbeingswornibys the:,»persons» din

: the"au&ience»who ‘required-the: fntexpretation; in:a mannexr similaxr
to- chatf/brovtded -{n- the'United Natious ;zand>that :Ltwwouldubem- 7

: necefsary - for two interpreters: to:be:employed each: day: for:: - the:

' :I.‘nte‘rpret:"ation of" Englislm:m one: other: languagesat arcosts = ofr; 2
" approxinately $500-per: day:.for> each situation vhere: At wasisos :
necessary to interpret English to another Ia.nguage If:the::e
were persons in the audience who were unable t:o understand
English and who could understacd Spanish, Chinese, Japanese, or
Tagalog, it would de necessary to have four such arrangements at
the cost of $2,000 per day. A ruling was made t:bat: such" service
was not necessary and wox.ld 'not be prov:.ded at the hear:!.ngs- »

A

s _—4’ .
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“There was.a: request» that interpreters be provi‘.ded and, —
I R PN

psid for by the: COnnnission, -or: by: the- respondents,l in order that -
persons - who might appear -at: the heari.ng& for the. purpose o:E_ 'nald.ng
statements’ or. giving -testimony who were. tma.'ble to. speak Engl_:!.sh
would: not be preveated: from doing s0,.-and would be able, to. riake
such statements: or give: testimony with the aid of interpreters.
There was testimony that interpretexs. could probsbly be employed :
in the several cities where-hearings were -to take plsce at a
cost ‘of approximately $75 a-day: plus-trsvel expense.. - ’rhere was
no statement upon: ‘what theory the- .Commission .should require the
reSpondents to .pay. the expense ‘of sueh interpreters. There was
testimony - that’ in the superi.or ~and municipal courts in our State.
interpreters are provided without-¢ost to defendants cin criminal
actions, but, except on xaxe occasions where a judge msy request
an interpreter to assist In a; sm.all cla:t.ms ‘cage;” interpreters
are mot- prov:tded without ehsrge~ 1n civil mstters.3 ‘W'Ihere was.
no-evidence. that the Comission had ever provided* 'and pa:l.d for
:Lnterpreters 4at any of :Lts hesri.ngs. 'rhe request t:hat :Lnter- |
preters be provided was den:[ed. VAL the hea.rings wh‘.tch followed,
there- was no fnstance vhere sny non-English-speaking person who
was: present was. unable to test:[fy because in every such case there
was a 'bﬂi.ngual person: who. voluntsrily served ss an :I.nterpreter.
- At .the prehearing conferente the request that the
(:omissi.on or'the respondents pay fees, for sttorneys and ‘{nvesti-

gstors representing public groups interested i‘.n obtsining bilingual

«»w..«

Jara v .Municipal Court.(1977) 68 CA 3d 67...» subsequently held
tﬁt an Indigent defendant“in a-civil>-cage”is-entitled to an
interpreter at public expense ﬁ:' he Is% mb1e~ tmspeak or .
understand English,
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telepb.one sexvice. was denied by the presiding hearing officer.
We hereby affirm his- m‘li’.ng. 'rhe~ requestithats the- Com:t.ssion
o m.ake 8 tape record:t.ng~ of-the™ proceedings_in, add:tticm to. the gy e

u.a‘

feeordmg 'by“a hear:!.ng reportex” in«order*tochave» ar record» of thet
accuracy of 'Lnterpretation* by ’interpreters.,was. denied;;! butmthe»

—— -

request that tape reécorders. be permitted during.~the hear\i.ngsmas
grémtéd on. cond::t:.on that ‘the’ recording not:interfere. M:Lth the .
I*ea":[ngs or the *estimon‘y* of‘any” W‘.!’.tness.*-"""" YL L EOT e
N T TYLS STATEMENT::OF: THE: ISSUES:  rwecm cue-
T 1e was dete’mined ‘that ‘the rissues-in, the -case, are:

(1) Yhether ‘the- rules regulations, :practices,-opera=. ...
© tions . and. SGMCQ.), .0x.any, of them, of the telephone
comparies operating within “the State of ‘Calffornia
are unjuSt- o “unreasonable with respect: to-services. .

©o.vr - . providedtto non-English-speaking persons in - ‘
e Califomia ERRCEERESE

F‘fn °
A g Trrel e B

(2) A determination "8 - to (a) which telephone ut:!.li.ties
. ... .operatirg within the State of~ Californial i€ any; -
" are providing unjust.oxr unreasonable servieeﬂ TOnr
- non-Eaglish-speaking.persons, in. California; (b) the
_areas of such companies wherein 'the- service* provided:
to unon-English-speaking persons is-unjust.ox- unrea~. .
-sonable; -(¢)-the extent. to which the service prov:(.ded
_ . to non-English-speaking persons in’such” ‘areas 48"
unjust’ or unreasonable;arnd:(d) the.extent.of the. . ..
r -z meed, -if any,. fox such .companies. to Amprove theix
present ‘bilingua:. ‘sexvices, ‘or to  provide -additional-
bilingu,:rl servi.ces ‘Inuthe’ areas:davolved. . - :,f; o
(3) Determination of corrective practices “and - procedures,
’ © including the addition of anymew-commumications.....
T A - plant  that.might .be needed to make the proper corree-
B tions, the cost thereof;-and“the justifi’cati‘on “for" "
“ "s’ueh cost,

TR . ::3 - - T‘\, r’f‘v‘ .y LA

) ' JDetemimtion a.,..t how,end»o’yuwhomutﬁe_cost_can »an&
-2z shouldcbe: borne. o T e Ty SLONAORL R 304D

"\ \\ )
REGGRD sxlcHe 20 ToloTexeal

ol vt

Ly C,*I:}‘J.;n Mr:w & ywy
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o " It was ruled: that: briefs, ‘could be., £:’.1ed -by..any of the |
parties concurrently on- or before the £:'.£teenth day afte:, t:b.e
£inal day of hearings and replies. .thereto.may: be filed on or,

before t:went:y-five days after the £1val. day of hearin,gs in this :
cages . concaney o or e G T Iy wenta
- = ,.xv-,.-, PUBLIC PAR"‘ICIPAT‘ION G e
Severa.l letters and written s:atemem:s were. :eceived

by. the Commission and were later received in evidence or the
subject matter was testified to by :the persons . 0T -Tepresenta-.. .
tives ofwrganizations who ‘sent -the. leccers O smtementa £o..
‘the Commission.: . :Ia -addition, the: Conmission recelved 116 .

letters: expressing varying.-seatinments about .the need-for.

o p
» [T VL
« ’

e
PRE IR .v‘ y

bilingual. telephone. services.f‘-/ -.0f -the 116, lez:t:crs received
only:9 lettexrs:secemed to- favor: the :!.mplementatz’.on of full
bilingual telephone-services, .11 letters favored :Implemen:ing,
some-kind of bilingual emexgency. sexvice, . and 11 .letters ,zsqggd

no opinion on bilingual sexvices but requested additional infor-
mation on the- subject. . - i Lo e

" The- Ccvm:l.ss!.on recei.ved 93 letters opposing bilingual
telephone services. - Eighty-three.of.these. 1etteruseemed,. nra
strongly opposed to any bilingual services,.and 53 expressedk
.concern with"the experse.of bilingual service and expressed
opposition to an increase in rates.to support. it. .Two.of:these
lettexs wexe in the. form: of: pet:!.tions and. had. 18, and 77 sigm-
tures, . respectively. - Both.of.these. petitions. seemed strongly -
opposed to bilingual: sexvices:and: the associated. cost.a which.

would:be. reﬂect:ed Ans xates. e na s

RN o

= e s’ a -
LAY
- N

_( Some o£ the 1ec1:era acpressed mozre,, than one 0p1nion conce::ning
such se:v:lces.
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Pub‘l.ic hearings were: held! {n: msp*Angele& on’ Fe‘bruary 2 e
1976 from 2 to 4 p.m. and 7 t:o 9 p.m. and‘om February**y '1976w

made statements., One’ person -spoke “agalinst! prov:tding add:!.tior-.a]:
sexvice, and the other witnesses spoke of the necessity for. such
sexrvice for Spanisa, Korcan;:Japanese, Thai, and 'ragalog-speaking‘ ,
pe::sons who “are unablé to speak English.'":One witness: stated that’
tn the southcrn-California ‘area there‘are 70,000 Rorean—Americans'-
and many ‘Japanese Chinese; ‘Thai; ‘and ‘I’agalog-speaking Filipino
persons who do-not ‘cpéak': Engl'rsh ‘well ‘enough ‘toenjoy<the use of
telephone sexvice as well as’ “English<speaking.pcople.:: Oneuwitnessv
spoke £6x" Japanese ‘senfor cit:(zens ‘and "stated ‘that: there: are sl
appro:dmtely 13,000° Japanese “dn Los:-Angeles -County; of: wh:tch
7,000 to- 3 000 do ‘rét ‘speak: English‘ fluently. There was nov
evidence as to the mimber of" ‘pexrsons “who were: ‘unableto @peak.w
English well’ enough to- makc use ‘0 theT telephonemsewicems ofez
“presently Sexists, ~ T > 8% CRTLVIRA Taugmasid me golzizo oo
At the public hearings in Fresnovon! February 4, 51976
from~2-to 47 pims and= 7  to~95p.my,  120witnesses: ‘gpokeTin favor of
lingual se—v:!.ces ‘fox™ non-En\,lish-speak:[ng people ‘andothestesti- -
mony related to Spanish-speaking~ PeYSONS.H 0 hunaigo rliuerse
At ‘the”public hearings-in Sacrameato omFebruary 5501976
from 2" to 4 p.m. ~and” 7ito 9° p.m. “Hexman-S$illas;:Director: Ofuthe
Deparunent of ‘Motor" ‘Vehicles;- and eight"other personss gave*‘state-
ment:s. - One” person -spoke” against® providing additionalc Service;:
two’ persons  spoke” English,” but:were deaf and-spoke: of>thes need:a |
for tke telephone company to provide: cquipmentbomar Tessonable:
o monr.th rental basis~for—deaf 'peopl:e*in“order-towermiﬂhem"to
o m{cate with each*other«and—’ Mt*M"requtreJ Covepenwrfrom '

SOV ML, *:w*
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$500 "to-$600 ‘for- the necessary ecu.utgzmaem:,S /. EwO. wicnesses “spoke:r
generally to ‘the reed  for bilingugl: ‘services for: non-English- v
Spealdng people and fouxr spoke to the need for:such: services:
for’ non-mglish-speaking, Sparish-speaking persons, .. oooinlio
At the publie hearings in~San Francisco: on*February 6
1976 from 2 co 4 p.m.and 7 to .p.mitands l-‘ebruary 9,:1976vat: .
9:30° a:m., 19 witnesses’ “spoke-in" favor. of-bilingual:sexrvices: and
one witness spoke against ‘such sexrvice. ' Six of:the- wit:nesses, .
spoke to the need for such' service forx: Chinese-speald.ng persons;
 three Spoke to ‘the need for. such sexvices: for Tagalog-speaking:
Filipino persons; and the other' ten witnesses spoke to ‘the:meed:
£or such -gervices for Spanish-speaking people. i A: represem:ati:ve
of the San Francisco Police-Department “testified.to: the need: for
' multilingual télephione ‘sexvicesin ‘emergency situations.:: There~
wag’ testimony' that 64,800, or 9% percent :of the’ populationsof
San Francisco a:e ‘Chinese and’ 55 percent-of these do-mot speale' -
English; ‘that 387000, ‘or-5;6-percent ‘of ‘the ‘population-of:San. =
Francisco are Filipinos. It was stated that.even though there:
are many Chinesé- ‘dialects, the Chinese: language;-as written, is
understood by all" Chinese—spealcing persons .who dre:ablecto read“
the Chinese language.~ “There was testimony that. -the Chinesge .’
Newconers: Association ‘of ‘San*Francisco spent $25; 000-4n:. 1974*
an effort to assist 3,300 Chinese~-gpeaking people attempt:ing to
make telephone “ealls,: _ ‘There was. also testimony that. tthere are
pro‘bably more “than- 44,000 F{lipinos in-the.San Francisco:area:
“and” that: more than 75 pereent» ‘of- these persons-have problems :..
R ecpressing themselves- in English. It was- stat:ed‘ tbat: t:here are |

-

2/ SCR 36 and’this OII do° not,” but SB 823 (Greene) my' encompass _
this issue; however, the Coumigsion staff, the Department of
Rehabilitation and Pacific have discussed this problem on at
1eam: t:wo oceasions.
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many:Filipino "I&ng!mgéfﬁialects nbuta-Tagalog is. byx farntheomostw -
predominant.~:There was:no.evidence as to: ~what~.percentage»ofﬁ cor,
thege:persons-were=able:to use thestelephone vdt‘zoutoadditional

v Larap b

assistance. It-was.stated:that:the-44,000;figure vas, based.,on
the'r1970: census-and-that there,kare,a— oW, 62 000. Jc“l.lipinos in the
San:Francisco area:wnickh-includes San: :rancisco and., the,, a.reaw~ -
surrounding: San-Franciszco, including: Oakland.‘-,w Eighty-four per-
cent:-of Filininos: uge: Iagalog ~a8; their mother tongue.. ..., ~..

o

At the: public hearing. in-San;Jose. on February 10,.. 1976
at 10'30 &I, two witnesses:.spoke against. bilingual ,se::vices_,w
one 'spoke to the :subdject:of. the: Commission not providing Anter-.

B N ey

preters. for non-Englist-speaking. persons. at. the hearing,a arnd the

¥ 4 ‘\\,AA .

othex four spoke-in favor .of ,bilingual. sexvices,. three, testifying
as to" the . need. for Spanish-speaking, «oersonsxand -one as,to. the. need

Ryl e ahe s 0 e o .

for Portuguese-spezking :pexsons. : This Llasb,,vitness..stated that,

- it Nu.-u-n

there are.many moxe Portuguese in Californiar—tha.n most...people

LT

realfze ‘beceuse  they -axe ‘not rconsidered~sepa'r&te1‘y -when. the .o

B by

P
] i “ o

- - PR L e T v o-&‘h -~ o
o,

czoorAtthe-public hearings in.Santa, Barbara,\on Feb,ru.ary J.l
1976 f-om 22:20°4 pum. ;and<7.-t0.9.p.mn.., -0ne person spoke Aagainst

wh o e i

additionalservices:and.the other, 13 .spoke in, favor of .bilingual

'
* P e b

sexvices:-anditheineed: for.such.services: £oxOSpanish3§/pe§k£ng s
mrsons MH“Z.‘.? 4“.,':"‘ T v"‘ o o L AU AL R oK o Tl

-
" e ‘-¥ o e Dhﬂu‘ﬁ LA e e ot ksl

Tnlted States cemsus is taken. -~~~ =~ e

""\'"“lt"" ..ki.:-?.!"i‘, O..d" 07}\ brg)

T Al
LAt

vy owsriAtotaeypublic hearings.-in., San-Bernardino.on l'xaen:ch‘.j.‘,\m |
1976: from~2~»t:o~lo p.m.cands? to;9-piw.,;d3 witnesses, testified.

AL T W h.-a.«‘\-’u'm \

as to-theneed-fox-bilinguai-services, f.or Spanish-s;:eakim people ,
but one’of- theserwitnesses-stated: that such sexyvices should ‘be for:

N LR

——~~a-1im.ted--tmwﬂy%givmn-xngjismspeakinghSpaﬁsh-speaking |
persons g0 opportmity*to learn “English, the 1anguage of oux Iand. -

1% \ ; [l .anﬂ-
ot e ety e Yo v M [P
; S ro . & o AOW [0 Ryt
PN e e e T L o’ o
/.,.; Bouh i S N Sk L e 9¢-JW 'J"“'c'
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- At-the-public_ hearings~in. Indio on March 3 1976 from

2 to 4 p.m. and 7:to:9 p.m.; X3 witnesses»test:ified-.as-tm\the '
need for bilingu.al services- formn—English—speaking, -rSpanish-. '
“speald.ng peoplessorin ] AT pnmasns i Bl e Yo

Tnty \.4'~.t'mf e "" - ~fl Ju

o rAtithe.publie: hearin@ in El Centron on. March by, 1976»
-from. 2: to 4 p.umi;and 7. to-9:p.m.y there.were,mo, persons PUP
present > to make. statements: .concerning the* subject matter” of the
OI1. T

E - At the’public’ hearings in:San Diegmon» .March & from
2.to 4 pem.’ and 7-to: 9 p.m. a.nd March:5,~1976 at:9:30. 805~
three' persots: spoke Iin £avor: of»bilingua]. services for.non~ ::
English-speakirg, Spanish-spealing persons: and.-one person: -
testified that'if the respondents. employ: bilingual. persons '
iz order to: provide such service: then:such’ persons:: ghould be.. .
paid extra compensat:!.on for being able to provide.: the addi- ...
tional la.nguage sexvice. av Soima T

o Sy T

Some witnesses’ testified tmder‘ -o it} and t:hers mede

unsworn statements, and almost: all answered 'queétions on ¢ross-

exmination._, Some of tbe ,witnessea spoke- ‘with' ~t:he assistance
of an inte:preter. sl s e o

weaafy

Eight of the ,persons who testiﬂe& or’” made statements
presented views in opposi.tion to the implemencation “of bilingual
telephone serv:t.‘ces.i One of the sentiments'-“lthat seemed £o- undex-
lie their statements- 18 that: “many. ~Amer:u:ans eame t:o “this country
as non-English speakers, and ‘no spec:tal language servi.ces were'
est:abnshed to cater:to theirf need.s. "Some, wi:tnessea pointed
out that by offering bilingual telephone “3erv:£cesw ‘ra:her than
encouxaging the non-English-speald.ng to- learn English we wouid
be perpet:uati.ng the need for these services- by furnishing a

] IAVite bl

ommication systeln wb;:leh-,theya couldg-" ti.l:tze .:Ln. their own -

o e o
. »-'.‘;u'.; Lo »gmAw-u
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Iéﬁétﬁéé. -Otherfuitnesses’ ‘expressed: 4the_'thought that. t:here is g |
2 need™to {ncreéaseicommumication’between personsiof diversef BN
cultural backgrounds, -These witnesses>felt-that: bﬂinsual &
celephone services would éiscourage the learning: ofconeﬁlanguage

. m om

that-would® ‘helpiereate-this communication:link,.:Asrone witness
stated, "The “best way to keep ugiunitediis to»insure»thata every-

one of us“has the.ability to: understandrandrber xmderstood»bywuc
Others. ' o N

‘\"l K
i g T

S Other reasons given: for-opposing’ bilinguaL Celephone
services” were: the potential‘* ‘of-additional? cosrs beingvbome«by:
all ‘the ratepayers‘,“and ‘such- - servicewould: p::ova'.de' assistance- VR
to alicns who are{llegally: fovCalifornta::?  sriinusimsinilonl

c o T LAV ST T

V' Generally, ‘the-evidence: presem:ed by those' whoi'recom=

mended’ additiona1~ Piiingual-services:showed t:hemeed«fo::x.sucm
services” gg follows s o <. Cu pulsnd Tod nolinamsomsy 5%

("
; -, y "
\..--d PR e o v -l).-.a:ufl —\‘.f e

(1) In oxder to ascertain telephone».nmnbe:s,.either Snle

-~~-£xom the: telephone book .or, from di::ec;tory s
A a.,sistance operato e S L L G |

TRy y\» ~ -, ".-.
o _.) TR e Loy “'" '\"»1 At T e e T

R g nA N e o N

’Io -place long distance calls, especially person-
to-person calls, calls that could be''diale "but"
the telephone operator would ask thetelephone: i
. 7. oumber..of.the-person making the .telephone.call,
. and long distance calls from “telephone booths. -

4—‘- “ A "
T s il e LTS DY N :}ﬂ -/.Jw\ Oﬁﬁ.f o u“‘f“mwf o:‘».)nr» o

(3) In situations wherc ~the.bil li.ng 1s incorrect ox. .. .
the non-English—speak:(ng person sceks to have the™™
; -installation -or repai'r of '“telephone sequipmentoss ol
(4) = mergency si"uations shen " the’ GOB-EngILERS 5O ¢
- spealking-person hassneed.for therPolice:Depa Rty
. .meat, .Fizre Depaztuent, -Sheriff, hospital, or, .. . _
ambulance sexrvice. In such a”situation” many- -7 CLo
“witnesses -testiflied thac-they; belicved-that: the
-~ -telephone-company Rad.an..obligation.not. .onl o
_ provide them with the telephone’ oumber of 't e Gl
- agency involved-and”comnect them~with:that: rolcimwny
agency, but also to translate the wessage In the
event that there was no one in the agency who
spoke the language of the caller.
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" AtT “leastils witnesses related: expe::iences where under o

T T Al

'"emergeney situations ‘they-or other:persons.were unable .to use..

the telephone operator to-reachran' emergency.agency.... . Erone
P gertain” witneases who testified ox-made statements di«i _
so ia behalf of, or were assoclated-with;: the,. following organiza- -
tiom. " Manuel’ R, “De” Ortega,. a: professor at: Califo::nia State e
University at ‘Los- Angeles;: Maria Elenz:Yepes;- a«,professor at

California State’ University ‘at.Llos Angeles;: Ruth: Suzaki con-
sultant I.os Angelea ‘County ‘Coumission ‘on-Buman. Relations,

e

Dennis Mishikawa ‘counscl of ‘Asian and . Pacific Organizations,»anq
administrative ‘a§sistant ‘to Semator Alex- P. Gaxrcla; Felix Gutlexrrez,

L NP

assistant professo" of Journalismiat: California State,.,University

it

at Northridge- Andres “Hernandez’, Community Sexrvice Organization,
Los Angelea, Rosalio Munoz, community” organizer and. trainer in .

[ERPNDI gi P P

predominantly Spanish-speaking ‘commmities and- nowgworkingh.in

A r-

.C“

m““,

Lineoln Heightf" Juanita ‘Pena,thesenior.citizens' club. in th&

Lincoln Eeights area, 211 'of whose: members: speak Spanish,ﬂ Sueo -
Yoshida the Japanese commnity ‘serior..citizens’ and the .Janax;ese
joint counselling center; Nicholas Valenzuela .meonsultant fox. the
East l.os Angeles Comnunity Union, :the .East: Los A:ngeles Comnunity
College, and’ t'he Southwest ‘Networks; Dora~conza1es, -.director oﬁ«-
Malata Anti-Poverty Organization, ‘Fresnoc County Econoctnic, Oppoxtunity
Comissio "Grace Solis, -coordinator. of :the: legal department £or
the United ‘Farm Workers;-Julio. Cesar: Gramajo, community relations
coordinator for- ‘Greater> California- Edueation*?roject,\ Reu'ben o
Lucero staff attorney for Fresno. County-Legal: SeMce&-~Maﬁeu
Gonez, home-school "Liafson for Fresno City Unified. School. .. - .
District and Mexicanos Unidos: organization;; Maria Villapando, “
home-school‘ "ILafson’ ‘employee of: the Fresno. Unified .Schoql District*

Fhat Y o ..m..fu

Rexman “Sﬂlas “dfrector ‘of ‘the xDepartment of Motor Vehielet, e
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Steve’ Kemji " chief ‘of cthe translations-~and intc.zpretat:ions unit g
of the A.griculm..al"‘l.a‘borchla..ionsw Board.,fLouis Contreras, execu- o
tive director*for#the Mexican-Ame*ican«-Concilio.. of Yolo. County,

.h.,.»’.m-l../ Rl .‘..,

.:ohn Bidbard,” a vetired engineex: for::the:State r'.Dc:p:sa"'mtmt: of Water:
Resouxces Who has lost: 95° -percent: of-his heariag and.has.’ been . ;

B
Ty

unable to- hcar Hace the ‘age:of:six, epresentin& t:he hearing_ 3
impaired people— ‘'of - the- commurity;. Ricardo,, A..~ Callejo, counsel for

oty VWil ‘&

the Spa.nish Speald.ng Surmaned: Political; Assoc:l.at:ion,m ,Inc.,,v Henry

Der, acecutive director ‘of -Chinese:: forx:: Affim:ive Acti.on,.‘ Caffa:'in’

George Suny, Jx., ‘San Francisco. Police Depa::tmenthJohn G.amboa ~

DS Yo,

I.atinos “for Equa‘l' “Telephone. ‘Sexvices b .:a»kmc.asfo::d 3 »member of

PR e

the’ s:aff ‘of ‘the Buman Rights. Comlssion, an agency of the city -

b b *A‘-v «‘_.‘\

and- county ‘of SanFranciscoj:Po Wong,: dixector-of thev Chinesg L
I\ewcomers “Sexrvice {n: :SansFrancisco; Jack. Cheng, Chimtoy:g o
PRI

Resources Deve‘l.opment Cent sRuthr Yee, . director. of, 'Chinat:own

Comunity ‘Children"s:Center. in San Franeiscos. Marie i_ja}zﬁéég o
director of the ?nipino Newcomers. Service Cen"ex,, ,?ur:f.s ma
Salazar “assistant director..of: the; United. I-‘:Llipinos for Eqpal

Employment‘ Evern ‘Hynson,. member;-of:the. boaxd: of directors of

PRt T :m.‘ud - “

Um.ted Filipi’.nos for Equal ‘Employment;--Joseph - La.u,p Self-HcJ.p
for the “EXderly,; San-Franc{scoy-Barbara Nicoara, _adm:tnistrative'

assistant o Assemblywoman :LeonacEgeland;. W 7Illi.am Hagtingﬁ;",i‘:::

il e S

d:trectcr "and staff coxmsel of-the; «Legal Defense Cem:er of Santa

# »th\u S tnd P ':".,;

the, - |

-un»-f»(u ons

Assoclation”of vMexican-Ame::!.can Educatora, La.a.Jupgf_z Pirectizge%c‘
de 1a“Un{versidad’ deCaliforniaz-and Ls: Junta,Dizectiva del -
Colegio“ae's.anc.aw Batbara; Catarino,Mammy. Soria, ,Commmit'}

s MO

Relations ComnissLon ‘of theclty, of;/Oxnard;. Feliza Gonzalez,

L4 Mu—-'—- e

Comunity Action Commission :of Santa: Barbara, County;- Rog elio

..«-s-'\..“.-P“H AT Aw’ .

‘rrujﬂlo, “chafrman ‘of ZLa:Escuela rri‘bm:cs.o -Vasquez,,‘.]oe Baca, ..

LR e e s A-‘Mm....., "
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‘4“""

oo ‘.,,.L e ,r

represencacive of nmcz: Tnces S Mex:tcan—Amer:tcan» Gove::nmem: Y
Employees;. Rosita A::mida Zuniga, coord:!:na.tor of ‘sentor 'citizensdw
at Casa Ramor:a, Jesse Y'ba-ra, executive -directorof. the~commity
set:t:lement: :Ln Rive-si.de° Jorge ‘R:!.os, -presidentiof¢ IMAGE,a ‘David::
Vandenberg, a VIS’I.‘A volunteer and a’ paralegal Commity Legalm '-.,‘.
Services. of Riverside Councy, Au.el:!.a wick; an attorney: £0r: i o
COmm:ity I.egal Services of R:Lve'side* County;* >Jane. Kelley,
Coachella. Valley Coordinating Cotmcil ‘of "Soctals Se:v:!.ces, Jul:La -
Kalso, ?rogreso “del Desierto, Tonantzin: ‘Lizarraga,: admini.otrati.ve
assistant in the manpower componenc ‘of "theChicano- Fedcration,u "
Lydia I.opez, Women Uho Speak Spanish ‘2> ‘feminist: orgxnization in
San Diego, and Edward Ort:‘.!.z, a’ ffeld ~representat£ve fox Senacor o ,
Jms R. Mills. o LN Lol s sleen, De N nee e

B A

mmnos *FOR " PRESENTATION-OF: "EVIDENCE.BY - - e S
INTER.ES'I.’ED PARTIES, COMMISSION STAFF, |
. AND THE stpounnm' TTILITIES

b ,‘ 3 e
whe!

At che -prehearing: conference it was agreed by those
present, and an order was made, that the hear:[ngs for the__“ inter4
ested part:les, the’ Commission: staff,~and. the respondent ntilities
to present evtdence would begin Ain San; ?rancisco on. March 16 end
Icom:inue ‘on’ March l7 l& 19, 30,, -and-: 31,,,and Aptil, 1 and 2 1976

— - v.w ...\.1. - '.‘

:Lf neceésary.“f SIIRLOC e v eeln o vadt v onens wn
| By letter “to the: presi.ding ofﬂcer dated March 10 1976

.»«. e

Senator Garcia requesced ‘a: postponement..of t:he case for no less’ then

PR J»\ Tl

s:!.xty days and”stated that. the reason-for the - request. was. ,

(l) “No detailed cost estimates: have beem sub=.. . .._
‘mitted by the respondents as to providing
_.full 'bilingua.l telepnone serv‘!ce o ST o D

TP
EEA T

LR

- {2) No. detail: of plana have been submicted‘ by the
respondencs as g:o providi:ng ‘guch-gervicec oSNk

PR v
w T e
' Ol . -
Sl e M T - -,
- i s PR [
. v A D543 ,).,4' L -'l...,{.,"y.""' o ,,'.- .
: M \ o
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CsbA\wE. e, n s

* Pacific: opposed .the motion £o postpone hearings st:ating

e -

that on Decenbex. 19, 1975 it had filed w:l.th thc Comiss‘.ton and"

-..-<..|.

served upon-all:appearances,. of . ::ecord its report provfd:nng' the-< s
information’required-by the.OLL. and had complied_wittf‘all‘ requests‘
for additional-data made by. the Comm:.ss:!.on stagf. I staved ~1:hat-'
in tke'intexvening :hreemmonchs all of the appearances *have “had

ol ey

awple opportunity.to- Yequest, ad@:.tional in...ormatz.oh but 10" add:[- <
tional- requests:have: been made. of, Pacific s tbat 1t :!.s prepared oo

'V'i._/

to- proceed: to. hearing.on Maxch. l§,~ 1976 and dei.py would“result_:”v
on'.l.y in o waste of time and resources. _ N vOTTRRLETL sk
‘L. Heardings were- taen held in San Francisco, a8’ scheduled

# M'.*
J.o,. Lr AR

onMarch 16, 17,:18,.and 19, 1976 Aﬁ those | hearfngs 'Pac*lf:‘.c g

General Telephone Co:npany of Cal:.fornia (Genez:al) doritinen%al
V
Telephone Compa::_xy of"California (Ccn. inental) Western Ca‘.f“lfomia

" *J\ i

Telephone Compa:'xy,w Colfax Telephone Company,, Redwood Empn‘.re Telephone

M

Company, _and the Comiss‘iow*staff-were—rep:esentﬁd Neither Robert H
G. Ryanncn: any ‘other” pe-'son«representingvSenator Garcl.a was’ .

. " - . - .
U e e "
e

. . P St e . .
[ PENL IR SR P i - PN "
“_present ©rAT et oo TOSFO A Bee  dosus

" L Some of ‘the respondents: were, prepared. to P"Oceed zo,

e g s WAL w»..." o

:.-P“" ‘on their reSpeet{ve cases -at that: time.. .The, Q:esiding

- A e

" officer ruled -that ‘they mayproceed to do SO - and that, the Staff

L DL TS

. could put on its case at that time or wait until some later date

@V AD S DN B

to proceed L MpZ "Ryan‘stated *by.‘telephoneothat.he ;Was. umble to

e

" be presenc at“any”of the«scheduledodatea swalch, had prev!.ously

AN ) L Y D

been set” for” heanng-, Maxchol6;+:175:18,-19; 930,, or_31, or

T .“., T w“/

April 1.or 2;%for? the purpos& ofbeing: present, when such_ parti.es

n bk m«,." L ‘m_f *

put on their respective casGS, or”for cross—eucam!:na.tion or for

Pl Ko \ -

any other. ‘purpose. . Sematoxr Garc'la's motion to Continue the

ey

matter for the. I PUXpose., set:ﬂ,t‘orth in his Tetter:of March %0, 1976,

. wge W |..?‘,, " AL/ fcv,na,m,.

to provide time to analyze 1n£ormati.on ‘and to contact expert:

n-w s
i
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witnesses. to testify concerm.ng cOStS,_ and feasi'bility :lssues 3 yas,"f C
granted; and o March 16 the presiding, officer Tuled chac‘ at'the
conclusion of the Hearings ‘then in progress, the matter wou‘ld be '
continued to Junme 1, that the dates of Jume. 2, 3, and 4 would be

set aside for. further hearings, and cr{e case would then Tesume, on
Juze 1. and .continue.until Jure 4, or until completed whichever
occurred £irst, 1zooem: Ryan, representing Senator Ga:\rc'ia steg:ed'
that. these. dates would be satisfactozy t:o h:!.m and ‘he would be

available on. t:hose da..es. RN ‘ -
By letter dated May 4 1976 Sena.tor Garcia scated tbat o

he had. sov..ght: the assistance of attorneys with Caufon;;.’{ Ruraﬁ. v
Legal Assistance whic‘c represcn part:ies wh have_ }:es_ti.fie& at “ o
the hearings. He also stat.ed that circtmstances had subsequent:lyj‘
made it. mreasonab le to conclude the hear:mg<° on the June dates
now set and request ed that the da.tes be mainta:!’.ned but that; A
Tead a st:atus con.fcrence on the case be held at: that ‘time.”
On. V.ay S,- x.976 a, petition for incervention by; .Mexicanos Unid.o" R
was -£iled by ate orncys for t‘ze Caliform.a Rur" -Legal, Assi&éixce
of Madersa, California As a result thereof che " residirig i
officer ruled and the parties were, no..if"’ ed that: :Lns Meac of the
evidcntio.ry aearing previo\.sly set a mzd-hearing com ‘erencc S
would.be: held and. chat: the pccitiom fo- intc-vencion" 'bj Mexicanosf
Un_dos was. granted ' -

- At the mid-hear:”.ng oonfe-ence om June 1 1976 t:hem f:ase ;

was discussed by ..he parties present and evidentiary hep_rings o

were sel: for November lS t.hrough 19 1976 or the conclusion of
the case, whichever occu:rred ::.rst:. L e . :

In add‘.!.tion o Preheariﬂg Exhibits 1 through 5 wh:l'.ch
were. received in, evidence at the pre‘xear"..ng conference, ES:hi its &5
50, 57, 58, 63 64 and 65 were marked for '1dentification ‘on’ly and

A
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not received in evidenee, and" E:dxi'b:!.cs 1 through 705, accept AR
Exhibits 45, so 57 58, 63 sa‘ and 65 were’ received m
' At the hearings :[n San’ Francisco during March 16/ to 19'” -
1976 Cbarles V. MeAvoy, an assistant vice pres:f.dent for 0perat:'.ng
setvices and ~nt:e-.r:depaxrt:ment:a‘.l. train:l‘.ng, ‘testiffed’ for Pae:(f:te,
Bob T. MeClendon, manager of general traffi.c administration, :
testified for General; and James R. Mathews, who perfoms staff S
functions for the western reglon of Continental test:!fied or'
Concinental 'Ihese witneases were cToss- examined at ‘that t::!.me |
by the att:orney for the Comission staff and were again c‘ross-
examined eight months mcer at t:he hearings :l‘.n Loe Angeles.
At the hearings in Los Angeles during ‘Iovember 15
througb. 19, 1976 Barry W. C—owley, a telecommnication manage- .
ment consultant and Pa._ri.cia Florence Randa‘ll a telephone
operator for Pacific test:.fied for Senator Gareia Magdalena i
‘\Iavaz':o, an employee of Senator Garcia tescified for- Mexieanos
Unfdos; and Stephen T. Peppler, a nt:tlities engineer, testif:[ed W
fox' the Comission st:a.ff. o
_ On the last day of hearing, ‘November 19 19765 :he .
case was submitted subjeet to" the rece:l.pt: of open:[ng br:‘.ei‘s due -
I-‘ebruary i and reply briefs due’ I-'ebrnary 11, 1977. When thé - :
date for £11ing the report with the Legislatwre was“extended’one
month to August 1, 1977, the dates” for fﬂing che briefs were
also extended one mon:h t:o March 1 and’ 11 reSpeccively, the
date of submission was extended to March 11 1977, and®alY’
parties were notified. Thereafter, the assigned COnnn:[ssioner
extended tbe dat:es for filing briefs ‘to April T and 11 the
date of submission was extendcd to April 1Y, and the date for
£1ling the report with the I.egislature was elttended to ,
October 1, 1977. At Senasor Garcla's: request the report-filing\
dete ‘was subsequently further extended to Februaxy 1 1978.




T vz.mm'rmzsmn 'PARTIES" '« CONTENTTONS - NES

©owe A e AR

. u~Briefs were. filed by.. the staff three reSpondents, and |
interested parties, Senator Garcia Meocicanos Unidos, and Mario |
Evangelista. The {nterested parties ‘argued” and made “certain
contentions as_follows:

(1) California “has’ a. large m:mber of’ non-English—

.. .speaking. pexrsons, the.monolingual:Sp anigh-
speaking population in’ California is increas-
ing at a rapid.rate,-and there is a reasonable..

. need:.to require the respondents’ to)providefull:

_ bilingual service.to non-English—speaking pexrsons
in- ?‘Eeas vhere. substantial n\mbers of. such‘ persons
reside. .- .. - et a5 Tgime w “f”

Fedexal, State, and local govements rer:ognize
.- the meed. for. bilingual sexvices. and programs and
the . Commission. should considex. such changt
attitudes and order.the respondents to ‘furn sh
telephone sexvice to. the. non-English-speaking
population. equal to that :eceived by ‘the; Engl:lsh
*populationd -'_4_'._‘ ._",",', ',‘ ’, .

Present operative .service ‘o' non-Engl:tsh-speaking
persons is inadequate, inefficlent, unjust, un-
reasonable, and therefore, unlawful.‘ g

’ 'rhe Exneriency Spanish I.anguag aAssiatance Bureau
(ES1AB) 1s not an .efficient 'or 'effective ‘method
of comglying with. Section 451 of the Eublic
Urilities Code..:J RPN

 ESLAB’ should ‘not. 'be an emergem:y only service and
1t.should be extended. to. intlude service in Chinese,
‘ragalog,.and Japanese. R

™ B g
P . - (A

. There' should be a. notice in an teIephone direc-
_tories of ESXAB sex:_v:tce. . S Tn T

‘-‘J & w»-..ﬂ.-.c
PR N . .
B i Aok mcdv-!--r :’A‘ J'o
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(7) Theze is: no’ eonclusivef*evidence that the handling
. Of calls. f’or Tnon~-English] “‘Spanttsh-speaking persons
" by means ‘of a“centralized Interpreting-office such
. as:Pacifle~ESLAB is much more .cost~ef ect:[ve than: .

.baving. special bilingnal operators for current call
“volumes, o L ST

o “'\y "'

Y, W

(8) . Charges. should not be made for ESLAB calls o " that
non—EngLsh-spealdng persons are already paying: for
. serv!.ces ir Eng,.:’.s‘nw wh:'.ch tney- do ot receive.

eV -,‘. Ind
% Am«c« il

(9);"-‘ Pacific 3 plan for full« bi.l:!.ngua‘l operatonservice
.. ... 1is'not rellable In"that it is not based>on’actual
... testing or accuwrate, pr:tcing;’bub the’{nterested
' paxties’ were wmable to- present-any ‘evidence of a

plan that wotld be more accurate than'thats presenced'
oo by Pac:f.flc. o

- o v. A e 1. V’\ 'Al‘ h
PRI - '».‘.,-r.i. TR "’4.--.;4'_. PRI : :

" The: Comm'.tss:ton shou‘ld order the respondem:s to
- employ. as; wany’ bilingual  operators-in traffic
. offices. _8s. aTe mecegsary ‘to meet’ the“customer
- demand Inall langusges’in a glven- area -and
should co::sider the possibﬂity of:- modifying
Pacific’'s and Genmeral's TSPS equipment to dring
about an.interposition transfer capabilit:y

- within -each Traffic off:tce which'hiod ‘some © (%)
equivalent, p e TR =

ai .. =
[N - -~ -

R ..«’4«. MR

... The loecal Eme:gency Telephone Systems Act:,

" commonly.referred to as-the 9lY- Syst:em (911) &0

" enacted In:l1975 by *Assembly BE11 1166~ and/
found in-Section 53100 et “Seq. Govemenc
Code, which requires that counties, -where-

- £ive pexcent or more of the _population speak
a’specific ‘primary ‘langux e “other“than/~== (i,
English, shall “employ-bili: I~operators at
all times for 911 emergency servi.ee« £3"not

. . .sufficlent Loxr pon-English-speaking telephone.

"users, ' It contains no-provisionfor fumds, o)
it {s not scheduled to go into-effect: il
;984 there is mo assurance of equal sexvice

o the non-English-s peaking persons in our
Stat:e, and will not solve all of the em ency

problems of the non-English- ald. eop
of California. spe ng P
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Telephone directoxries should contain Eore:!.gn language R
emcrgency dxalmg, Tanguage “assistance’, 'andressential
" rate information;.including lifeline xates in d:.::ec-
~ tory-areas . w‘zcre three percent or moré of t:he o
_popu.;ation are ron-l-‘:nglish-speakizg persons.

Bilingual. persons snould be assigned ::o bus:tness

offices wherc necessary and also” assi.gned TO---

assist iz the installation-of te;.epaones for .
n-}:".nglz.sa-speamn& persons, . .

...,.._(_,m,,...‘u,. AR
S !

Bz.lingua‘l ‘pay: station caxds: wi.t:h emergency and R e g
. dialirg information should be ordered in acchange e
. areas where three’ pcrcent or more non-:.tg_,‘lish- A

sw:»eakm;, peraon., weside, oo 4 U

'Ihe ad've't_sing of telephone oervices ‘Lo mon~T i
Ezglish-specking users snould de increased.so. o
that such non-English-speaking persons would '

be advised of the .most ecozomical and’ cons' FULN LT L
venlent ways to-use--the: ce,.ep"no::e, includm, :
se'r\r:.ces such as: ESLAB. PRy -

 1 *mezcxrxow OF SERVICE'ARFAS- wm -

A SUBSTANTTAL PERCENTAGE.OF THE. .
?OP’UIAT"'O'\I IS NON—ENGLISH S"":.AKI‘\YG

A. Preumimry sv;a.emen'-.».f;",,,._.,. )
. Exhibits 7, 12, .ané. ;.7 show that Cortinental Generm.,

and ?:-.c:!.fic Jhave - properly fix.ed repo-'ts aud appear o servem" éréae
where there. are. non-Eng;.ish-spemdng people of s:f.gnifi_.cant nmnbers.
_.The .other: responden: telep‘xone u::.li.t:i.es a‘lSo properly
£iled ..heir respective reports as required ‘by the OII ‘but :Lr di’d
. ROt- appear,. wor.wes. it com:ended by any pa:ty, that any of" them'*
serve areas whexe a 3ubscantia1 percentage of z:he popl_lation is

non—Eng" .sh-f'peeuuag Ia those arcas the demand for ’oﬂi'ngua.n.

St

Tk

: set:vices appeared £o .be’ moderate .S and ii“a‘ some instanees-there .
was "m  efSort o > ‘cope With the Problems tha& myﬂexist A




rd

C.9976 sv/dz *

In t:he OII each telephone utility was required to pro- B
vide {nformation as to t‘nose parts. ‘of s serv:!.ee cerr:.tory where
2 "substantial- ‘percentage . of the populatfon is non-Englfsh-'
speaking.” TFoxr the purposes of iden..ify;'.ng these’ serv:f.ce areas,
the Commission sta ff asked the util:f.ties to- Identify those serving
areas where three percent five: percent, or ftcn percent of the
population were no'x-“nglish-speak.mg. “Only three ‘vespondents,
Pacific, Gemeral, and Cortinental, report:ed that- port:.ons of -
their service territory ma.y inc‘l.ude areas where over t:hree percenc |
of the population is ron~-English, Spanioh-speaking, and the only
language group exce edmg such three percent :(.s the monolingual
Spanish- speaking.6 ‘ 3 - L g

B. A Review of the Methods Used to ‘.dentify
Non-English-Speaking Language Groups

It is difficult to derive. precise. i.nformation on the

location of non-English-speaking persons ia: California. There are
no known special reports or. st:udi.es t:ba 'specifically ident:!.fy .
those areas of California where non—E..glish— pcak:!.ng persons. |
resi.de. Each te.:.ephone ucility, therefore, relied: upon ‘.!.970
census data and’ extmpomted frorn th:l.s data the’ percentage of : ,
ncn-Ehgliah-Spe&king persons in :!.1:3 serving territory. - R | /

. Although the staff found"' t‘hat the' m”‘fhodo'logies ‘wsed T T ‘
by the t:elephone compmies to develop this :!.nformtion was -
reasonabdle, the data’ recefvcd should he viewed as rough :
est:!.ma.tes.' All esti.mates of the percentage of non-English-spcaking
persons rel:!.ed on the 1970 census data. frhere are however

6/ Livingston Telephone Company and Evans ‘!elep‘none Company filed
resvonses Indicating that their service territories -included
monoli.ngual Spanish-speaking commmities In excess of three" ,
percent of the population. Pacific, however, provides operato"
services to these companies. :
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several 'problems in utilizing the- 1970 census: da;ta.\:.i':One;tof:?;the.v B

problems ig-that .the:1970.cengus-data used by the telephone,;;a:,‘z:;_;
companies was later undated.’ According to omeof: the public:. .-
witnesses, the 1970 census:data-estimated that.there were. - o
2.1 million persons .of:Spanish-American-hexitage: I-Mng A
California. In:i974 this figure was: ra:{.sed to: 3.7 million;

indi cating that- this population group may uhaveabeenﬁunder-..-.
comted’ ‘by 17 percent © A“witness ‘at-the- puﬁl:tc hearings in
‘San Francisco testiffed that {n’1973'the’ Californi‘.a Department
of c.mployment Develcpment estimated that ‘there" were approxi-
mately 64,800 Chineoe-Americans residing in" San Francisco‘,'
“whereas tbe 1970 census data used 'by Paciffc had estimated
"onIy 53 596 Tl } VS A AR S L .M....;.,.,,-::"t;:::.t--:

It seems the respondent telephone companies did not' ‘

' 1970

the telepbone companies my mdercomt the dctual’ number of
n-Engl:I.sh-spea‘ldng persons” residing in Cal{fornia.’ S
Another problem with the 1970 census* data, thch S
also may lead. to an’ undercomting of certain non-English e o
speaking groups, is" that' {t-fatled to count one large-minority
group, the FIlipino-Americans.
group’ was accounted" for under the category of““ panish-surnamed
persons. 'rhe 1970 census data also feila to reflect the~ current
:Lnﬂux of Vietnamese and Koreans 1nto California:’ B e <
* "7 $t411 another”problem 1n” ut11izing the 1970 Census E
data is that the” geographic reg:!.on.s by wh:!.ch ‘the. censua data
reports minority groups” does not* necesaarﬂy reflect ‘the ” N
'geograph:!.c botmdaries of telephone companies serv:[.ce areas; m
Thus,” the ‘figures that ‘have been’ reported‘ may either’ overstate

C—
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or ‘vnderstate the actual doncentration of “non—'Engﬁl;?fsh-ﬂspehking#“» |
groups “within the identified:service:teérritory.::Therefore, <
certain:servingcterritorics: identified.as»‘-containingmh:ee-pe::-
cent ox-moreofalparticular:language group may. or SmAy MOt LI i
actually. qualily 1f proper-geographic :locations: were: -availablel

C. \Ion-Eagxi.,h—Speaking Language-Groups - ‘that Would . .-'f.;:":':-::“.‘;.‘;.f; o
. Qualify for Bilingual Telephone Sexvice oy fe o

A.zeview-of the .£iled reports. 'by each, telephone compt_my

A Ta am s T ,..w-

.

w.-,/w

shows that t:he .oaly: language -group that meets 2, t:hrec ‘percent or

PR P Y P4

more - popu:.ation estimate forea serv:t.ce territory is the Spanish-

- e N W e i

Spe.;nd.ng populatz.on. - Te stimony given,,indicates t:h.at: the use of.

[ Y PP RN " Ju‘n' AL

Spanish.in. Califo'rn.a— is growing, and. Spanish-émericans p:resem:ly

- ‘_, NP N

represgent 18 percent of the State's population- and the Mexlican~

A S LT

American- Popt.l.ation Commission_ estimates t:hat ,\by,,1980 there will
be 4.9.million, Spanish-Amencans‘. liv:.ng in Califomia.« One,

P gt " V wma . e an s

w:.tness stated. that the SpanishAmerj.oan population of California

e .J....... wl [TV A

is 'Larger -than - the,\popux.ation of each.of 27, states and th.at the

P u\,lnu Nty ..w\-.,-nu D L I Y

1970 cemsus data ‘would ramk. the. Span_sh-American communityp An .

ST,

s At . o ety oty o B N ey

Los Angeles Coumty, as, the: fourth largest- county :Ln Qalifomia.

s T

He also- pointed out.. that Spanigh-Americans are t:he, largest:

ke ek ey Y PR «..-14* o Ane k..)«,.«.,g e

:n.‘.no;.'it:ymgzoup :f.n..California and. are.also. che fastest:-growing

LR A P [ N w N e - .;(An.du/ Ar N

ninor:t.ty -group. in . the State. .- e

-
] ! o
RV RN PRSP ’v“pb d,'.}‘ul“-l"“‘”crA’ - r)'r r’-fn. .a-.‘-R

ST . staf.f 'believes that another non-English-speak:tng

e a‘ A [ RN PV &) (IS S WIS PR T '-. do b

: language group- :hat -:nay qz.alify for the, need for.bpilingual

e in S Y A [P URE X VRN gwnok.’.ﬂ'”

telephoae servi.ce‘iss th&mnolingual Chincse-speaking comunity‘

L R T P A S PSRN R S St

of $atg,?ran¢_:isco... As. noted [above, - 1t is presently est_imated

[PEDRNRE Sy PR POES W N gy )

that. there. axre approximate;.y 64, 800 Chmese-Americanleiving,

e -».r...,...‘- R N T ‘_- - Ly v-m..‘n

with:(.n :he c:t.ty and, coun*'y of. San,"xancisco._ Aceording to.. the

R N l,...#o--w

1970, cexsus, data about 59 percent, of these persons were, foreign

- e U s N o e -.A—l (et onid ity .-,..J.- pra e e b e st B G -Ju\dxs.u.r....‘v L

born and ovex. 90 pe:cent xeported their. mother ttongue . as, Chinese;

RRe -uohnr-v ' n.-l-tm.‘, -k »“l & Chddn i
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.'l'he staff belie- s that t:hese figures amply support the conclusion of
witness Henry Der that a large portion of San Francisco's Chi.nese-
Anerican-community-are peopleiwho either.speak no:English.or are. very
limited. in: their:ability:to communicate;in:the English: languagq,oand
therefore;: that in’ the: San:Francisco-area: bilingual, sexrvices, should.
also be provided. tolthis.non-English-speaking: group of pexrsons.., 5-n 7~

It doesinot:appear,:however, that:the: evidence,is;sufficient ...
to valldly establish the: percentage of-such-Chinese-speaking-persons, who. -
do not speak or;understand:English;to such extent that: they,are; unable to
uge a telephone; so; we:cannot: conclude; that: thia :group;consists of, three .,
percent.or more: non-English-speaking: persons.iin-.the. San-: Franclscow-a.rea..‘y o

We do belfeve: that:the-‘evidence: and :testimony presented: establiskh; that: the

Chinese language:minority ig sizable:-and; that it:-encounters: unique O e
difficulties.:tn obtalaing: emergencyvtelephone gervice,: -~ o A

PRy

ATt YPe ALY

D.. " Steff's Reporting Requirement--Recommendation: 'no «rqix

Staff .recomends . (Exhibit: 67 p.Lé; i.tem A.S} tha.t~ the« Commi-ssion
be furnished "annually by: all respondents -a:list::of :the exchanges havingw.

.three percent oriwore of a mon-English-speaking :language minority .. -As,we
will discuss later, the three percent standard is a valid.-guideline, ,ﬁorx?,:._ )
determining that x:substantiel:‘:percentagee.‘:of,~:non-,En‘g;L\_ish-,apegking persons o
exist in a-given ‘exchange:or directory. area- It s -reason_@bl&,;@tggadopgt,g;g ,/

such"a" reporting crequirement. . >-oo i wovyio oosloanyi mol owdr oz wemmsm

PR, W L R P

VIII.< >~ SURVEYS ‘RELATING -TO :TELEPREONE. - SERV ICEr Sl nne e

.

,--+ o-_- OF NON-ENGLISH-SPEAKING PERSONS . ° *

o "
SN T

. With respect to. the problems. that _the non-&mglish-speaking : e

IR

: experience in placing. operator-aasisted “phone calls Exhibits 27 a_nd

.
EE TRl

28 were.received .in evidence dur:{.ng the, course of the public hearings. .
Both of these exhi.'bi.ts .xepresent surveys ,eof telephone operatior sergfce X

that attempt to evaluate the efficiency with which calls in Spanish are
answered_ and serviced within the Spanish-speaking commmities of San-
Franci{sco and Santa Barbara. Both studies attempted to measure telephore
operator responses to operator-assisted calls made in Spacish and" thereby
determine the availability and quality of telephone service rendered in
that commumity to people who speak only Spanish.

® l ~2%295.

L




-

Ve %

" The San’ Francisco survey:: (Bchd.bit-Z?)rwas made"'byrprlac:!.ng.,w s
calls to" operators: using: selected: dialoguesin English andx Span:tsh..w. *:'.w} .
These calls weremade: by teams:< one:person>would: actually makes the: FOT G
call and oneperson "wcul'd*“time“ therealls’ Callsswere! pLaced-» over:»- A )

the period of: a:week::~.In" total; 54 calls<were: placed:ci8:dn> I

3 . “ . P A R W s B
ek SR T DT R |
s —~ . ERRN

» el ‘V ey “("w.\ W .

-k

English“‘ 18"in” English" using ‘Spanish: surnames;:and>18 An: Spand.shm Srlav
- ATthough' there may be ‘Some ‘question:as>to: the>statistical zor o
validity of these surveys,: {t® Is:¢learsthat: the response: times ofl h
operators-‘to the Spanish-speaking:calls:were:longer: than for: the::same: o q
calls placed In Englfsh: s Withrrespect to: therSanvFranclsco; suxvey:: si =
Exhibit 27 -states that ‘the average> response: time wmtil~ fiua:l..d«mposition
for calls made in English: was:39.67 ’Secondsrmaswcompared.cto 262..T: 'seconds:w
for Spanish-speaking calls:iand: there were mo:ucut-offs: wforjrtglish-smaking
‘calls; but' one-third of the! Spanish-speaking calls were:cut:'off. In

ddftion, in all Englisk-speaking calls:the-service: asked: for mas: .z =y

" e

received, ‘whereas ‘in'the: Spanish-z;pealdng c&]:]:s £1ive :ofthe: l&;gcalls amrtay
received no sexvice. w o oI Iiheoln Tanousg oowdl wAl Loslnl nsgesid

AL -,u PRSI

" 'Similar ‘results weré :documented.-for. _.‘J.th& :survey: co'ixducted- Arazes
Santa ‘Barbara -(Exhibit :28).. This 2SUTVeY WaSs> conducted~~in"amsﬁnilax: . iy

v‘-&v-u

manner to the San Francisco survey and concludes:thatrthe vavm:age ~timers.n
for processing an infomq,tion callin ‘Englfshmas "6" ’hlcseconds but

e R e LN

for Spanish-sPeaking-*cali-s ~was--10-7 45~seconds,—andmon—five occasions
the Span:!.sh-Speaking caIler received no ‘Service whatéver™ Seventy-s:tx

percent of’ ‘the “calls were requests ’for telephdne "t'fumberQ ‘of public: agencfes,
a Iarse :;umber of“which were request:s £6 "AUMbErE “of “agencfes Which o= 5%

e

. P - - e )
m‘.ght onIy be needed under emergency eircomstandes ST AC2ARD arals o
I pllinn foliw drie vanelsitle eds goou ' 598

l‘i“" d‘qnﬁ' e W P
R i 4\. -J.-u.b
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. IX.-" "TELEPHONE ‘COMPANIES': LEGAL OBLIGATION: . .
, . TO _PROVIDE BILINGUAL TELEPHONE SERVICE
~ There are two sections of the Public Utilities Code
pertinent to the legal obligations of ‘a_public utility to' provide
service,  Section ,45_1" 55&:’,@1&55:‘“_— ':_‘.ﬂ; s

"A1l charges demanded ox received by any public
utility, or by any ‘two ‘or more publicutilities, ..
for-any product :or commodity -furnished ox-to be
furnished or.any service rendered. or. to:be '

. rendered ‘shall be just.and:reasonable, - -Every
" unjust or unreasonable:charge.demanded:or .
' received for’ such product. or’ commodity-ox gervice
o is”unlawf'al. T T T I R R Fors

.~ e e e

"Every public utility’shall furnish and.maintain
such adequate, efficient, just, and reasonable
service, ingtrumentalities,. equipment,. and facil-
ities as are mecessary to promote the safety,
health, comfort, and convenience of its patronms, - -
employees, and the public. 07 ol o e

- e

o ne' -] 1 , 1 Coe dé 'b‘}".: 2 Publ’icutil}l.ty' ‘affect ing or- -
‘ ,Pvert:;[ningﬂ‘-to 4ts charges or.service to:the ... .-
: Publi{:;ﬂha.h]:‘l: _}:.e‘ iustand rea3°mble.nﬂ ) et

The pertinent parts of Section 453 sﬁate:

- "(a) - -No public utility shall, as to rates,

- chaxges, gervice, facilities, or in any other.
respect, make or grant any preference- or -advan=
tage -to any 'corporation:or: person.or. subject. . - .-
any. corporation or person to any prejudice ox

,‘("“,,‘6‘185,!@‘\73'&1:388;"}‘" o Dt e S T N L T

RO S D e

'
Y R L e ey
. - v SR
o ‘.wk,w-.....w-w--.....,.a-v».-.....ww...-.........m o

| "(e) No public’ utility shall- establish or®: S0l .7
- maintain-any -unreasonablerdifference-a8;to:. . ...,
. rates,.charges, service,.facilities, or in

any othexr respect, efther as between“localities”
or as between clagses of: servi.ce.-_f'_

Ly et e n eat
. —— . 4 N " chy ML e A . [T L
e s ey e AT T

- "(e) - The commission may:determine.any: question::: -
- of fact arising under this section.” s

)
L
wir it o e liA b g el i Wn g LR I

B T b e e » . .
T m— - b Sl LA et ebe T AN i ch S o ot W AT R T
A R AP L L g
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Sections- 451-and 453: -have. beenfd.nte:preted to-. impose
upon this ‘Comm:t.;sion*the~dutyv-to~protect-*thei,interest of publ:tc

‘ utility customers a d to see tn.at they reced.ve ‘adéquate sexrvice

at adequate yates. (Tahoe Cedars Water ‘Co.- (1963} 60 CPUC 558“.)

The legal obligation :!.mposed upon a pu‘bl‘.lc utility "by these
sections has -been defidcd as, follows' L CELERAD L

s

C"In seeking: and ‘oeing g-ranted the privilege
‘of ‘operating. ag a. public utility;-one-enters
into a‘covenant with-the state to.perform his

 dutfes-as suchia-utility; and:one.of -the.most
fundamental ‘duties.is-to. furnish reasonable
and adequate service to the public-at. reason-

__able rates without discrimination. (Paul B.
;Strove (1955) 53 CPUC 802 )" e ,

Under secc:'.on 453 1t 1 argued. that‘telephone utilities
axe gxa.nting a— preference or ,a'd(rantage to English-Speak:Lng cus-
tomers by providing "Eull". tefl.epf:one servi.ee only Aa English
and the same.. level.of- sexvice. should be provided to the non-
Englt sh-speaking customers to 'prohibit @:anting a discriminatory

ey e p

advantage to the English-Spenking customer “over: the non-Engl:.sh-
speaiding customerx. TonaTe IPS melmeed Yo ea o o

. Y
el L e el v, &_&M#gm r)

. "'he*staff contends that *whethe: A utility is prov:(.ding .
its service . compl:ﬁanee w:tt:h ‘Sect:ton"' '453 28 a question of fact. .
This sect"on “hasg'‘been" d.nte::preted~to :Eorb:‘.d undue 0% unreasonable‘
discrmination between custoners., - (I-‘ranseioﬁfwv\Soledad Land and
Water Co. (19164) 4 CRC 184; NAACP v Al! Regulated Utilities (1970)
71 CPUC 460.) . Thus. this. Com:!.ss fon’ nas found tha.t whexre a tele-
phone utilicy: provided..concent*atiom identifier« equipment in
certain- dintricts and not in not:he:r:s, there wasr ng unreasonable
discrimination due»to the fact .that’ in»certa:l.mareas it could
not be provided economically.” (McCormick v Pacific Tel. & Tel.-
(1957)>-55 CPUC: 6347 *Simila:ly,-the staff belleves' there 1is no
wareasonable di.scr:tm:!.nation by“the fact"that* n'o'n-English telephone :

sexvices axre not presently provided to the non-&:gl:!.sh-speald.ng.
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Y Py (‘\ ~"o'\-\

'rhe staffr submits that the fact wtelephone serVice is

oy ‘k"‘,«wr” r\“‘"

presently offered only n Eng‘li'eh 3oes not‘ create any preference

S e G et i ey e s

or advantage to English- pea.‘king cus*omers' as’ prohibfted by =

Ceeepe T [T

Section 453, nor are non-English-speaking custoniers ‘oeing und.zly

u,.,‘. - -- oy o

diseriminated, aga:.nst and’ that telephone companies. are offering
a uniform' ervice To’ the‘ public.»» 'rhey are not> offering prefer-

e 4..,,,.

ential rates or eervice& tc» .a part:[cular group.,... ;.l'he problen is
that non-English-speaId.ng persons’," due’ to: comp'lex' social and educa-

e n ok oy

tional: backgromdS* -are.~not capab1e~‘o£ \.:t:[!l.:l’.zing‘m,t'I:xeU proffered
telephone service to the sam& extent: as English-spenking users.
. The stalZf assexts-that, this Commission musmdetemine,
'bascd upon the fact.. presented An this. ease,.] wha.t~> level oﬁ.bilin-
3ual services woul_d meet._ the, requirements of providing adequa.te,
efficient just and. reasonable sexrvice, instrumentalitiea,,

[ERE I SRS e aat oM w R

equipment »-and ,facilities as_ are. necessary to- promote the ,safety,

health, comfort anc!. convcnience of its\patron&,yemployees,. and- -

v b b e

the publi Io,,that end the staffs believes. the Commission.

"Ry
g A P Tl ieraifontiapinghup i

should. encamine all the facts surrounding the manner -in which,

o
e PR LI

'..-

s e vt s

telephone utilities are providing service to. the non-Eng}igtr—_;
Speaking, and determine whethem snch- -3ervice is.. being~ provided—
in the manner MOSE beneficial to- the, aafety and we.ll-being of”

these non-English-speakin& consmers.., s Lundvenn Dounmill
Pursuant to Section 451 a Ltilit}b must provide: such .
sexvice as. is. reasomable and, necessary to. the pu'blic.m In
viewing the: actent» of a util".tty duty to: serve“,"fthe Commission
has determined ‘that, a Lutility cannot reéfsona‘&y or..legally be
asked to do more: for ome group’ ‘of:: customer_sx tham -fsnnormally
available to the .pub“.l.ic in its utility' operations generally. _

(Echo View Estates. Water COmpanyf,»fInc*“”(1963) 61“ CPUC 403, 404.)

. - wyr )
LR - -.'.‘ LV A P LA S N ,...s-.;--a Jf\u .c“.—- V"',‘_,

~ v -~ ., e wr
- e Fod s R ~ megny Ty NN " o] o e Ty
Vel s VDL SN ATWG T P ‘\ ,4‘ - '\AJN"‘ n.-.h.-. PRV ROt T

. ..-v--«,.«-w..-—.,u_c.-- N - .
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Section. 453 'meoses upon the»respondents the duty

-t P it a2 et g

to avoi.dv unreasoaable d:.scrimi.nation in the prov:!’.siion of servicei

IR SRR I

to the puch. In construing the du y J’.mposed on publ:!.c ut:ilil
ties by Sect.a.on 45.:, the Commission has held.\ O

_ scrim...nation by a pu‘blic ut:’.lit:y coes not et e
, ‘mcan, merely ‘and-literally, unlike ‘treatment-"- - 7"
- accoxded: by the utility tothose who maymrisl'r it
" to do business with it, but refers to PaTr= . . ..
‘tizlity in- the treatment of those im like “¥ &% - =
circumstances. seeking a- class: of sexrvice: offered
. to the public in general., (Internmational Cable
- TV~ Corporaticn v All Metal Fabricato*s ; Inc. e

) In applying these broad public :tm:erest: reasonableness
standards, the Commission takes ‘Into’ consideration many”‘fact:or o
including the nature of the service offered” t:he‘ ‘requirements for-
the service and the alternatives” available’,“ tHe® cost:“ of: providing‘

rm T

the’ service, the'value ‘of “the’ serv:{.ce  and- whether such‘ ‘service
will be self-suppoﬂ:ing. 'J.'h\.s, ‘the” resolution “of the 'f3suds” are-

LRIV o U

questi‘.ons of ‘fact-which' the Commission xm..st dete'm:lne. “fCiey
and Countl of ‘San” Francisco vV Western' A’Lrli‘nes “Tnc% “(1962) 204
CA 22305, 1375 Western AirTines.” Inc." (1964) 62‘ CPUC 553" 562" i

o ‘ -\ml-v v e 4,)" &)

Cal. 'I‘ruckin' Assn.” (1972) 73" CPUC' 74 76) BesTe
-~ Applyirg these’ principles to° the issue of whether’*full‘*
bilingual services are reasonable and necessary “thed Comm:tssi‘on‘“

e e

has previ.ousl'r found thate-= & <08 melzend ov Tanyewd

- "By- furnishing télephone” service Tn English’ €or “2-7
- dts; Spanish-speaking .customers as:well.as: tolz »-lwaoliy
. its English-s peaking customers, Pacific .is .
- "furnishing thesame-level: of ‘gservice to the"
- - Spanish-speaking customers:-as -to: the: English- oz
~ speaking customers.. ...The difficulties which .
~ 'some Spanish-speaking customers’ *experience s
. with the telephone service-of -Pacific are: .o v ool
caused by their Tack of knowledge of the =
English language. ission Coalition Organi-
zation v PT&T Co. (

PR

) i~ '-
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L

srivten wrorSince fullobilingual®services are motinow ré’c’iﬁired“ or .
ava:llable to: the public in a’ telephone futﬂity Moperations* Ty

generally, -and:gince. the:need- for: such ‘sexvices, 1£7any ;’ar:tses"'*'
from:the:language-deficiencies of’ a~part:icu1ar~*group~*of* customers
the Commission determined-in‘the: last-mentioned case that Pacific

could not reasonable or legally be asked to provide such bﬂi:ié&ifl

services, and the Commission~ conc].uded that:f‘"l’acif:tc ahould not

- e me e s yrr I )(-[‘-v

be ordered to imp:ove,,thé quality and level -»of 3e::vices provided
Pacific s Spanish-speakmg customers"., <nii wIllilu wr? Lo

»7oz rr.o.The:respondents-have:the ‘duty undert Section-489 of the
Code to: fﬂe-'wh:h't: e:Commission-completesschedules of thefr =7o¢¢
rules, contracts, privileges, and-facilities which® in'anymannerv

affect or relate Lo, serv:[ce. Accordingly,“the ::es;:ondent:s._hezei“nw_

mles under»wh:lch serv:lce"will be rendered-to che public» by t:hé\' A
respondents. When such:rules:are:filed with: theaComiss:Con “thelr?
provigions -become:a-part:of ;the contract “to: render serv-rce« nd<= 8

.."‘ ”‘,.“‘\‘. f‘" B
W RD Y Q‘r".m:- 4o 30

the-entire-duty and-liability:of the: respondents wit:h»respect to S

telephone sexvice:is-fixed :by the.rules -and regulations. prescr:rbed‘
by the:Commission.: :(Waters v Pacific Tel & Tel: Po(L974)312<Cal 2 cw

3d 1, 4;:Riaboff v Pacific-Tel. & Tel. (1940) :39:Ca-2d* “Supp 775'*0"‘:_;

-
Sh T . “w - s - [ohenind et
T18.).c: wom ar snsevsst cuzecxs InZnom

T . .,.,..., o
[ ST lhﬁ ‘31 'U P B J\. —‘l A

. -, - ~ e . ‘ i P ' il ,
Laenlviss Joliosgr Sauw nod 'ko:'.’.w zods
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s -~ The. respondenz:s current:. duty t:o provide t:elephone sexvice

tariffs:is thensamesfor:the non-English-'
sPeaking customers assforf t:heir,English-speakingrcustomers-,:‘Thisg

‘Ihe tariffs filed -by the- respondents—-provide inipart o2

AR

,.,,r
s

. - - - -
Sl ele I v' dr o "~ *- bqﬂ -
i L -Vu - - Ou -‘f.l » PR L W AL . v BRUEY 1{"96-) . 201 )

"‘rhe utility 'shall not:be-liable: :forwerrors fo¥edis

in transmitting, receiving, or deliveringt .

“oral-messages-by-telephone-over“the~Iines~ * RS
of the utility and conmecting utilitles Sl angl =’ olil on

*.» Pursuant. to-thelr..obligations-tozprovide.adequate tele-

phone service, the respondents-have-no:dutylto:deliver: messages e
fox. customers, even in the mostidire emergencies. :(Waterssv,ioiu™
Pacific Tel. &.Tel. (1974).-12:Cal-3d 1,-105~Schwarzbachy et aluiin
v Pacifie Tel. &-Tel. (February ‘L, ~X977)rksCivEl 385495 [SupnCtuvir
44803, at Slip.p.6. > -The-respondents currently: have:nozduty tol

. translate -ox -to.-deliver -messages>for:customerswy: From atcostueszos
perspective,~if the-respondents-were:ito have imposed-upon: themvthe,
additional -duty of -translating for:customers and-delivering their:
nessages, -it -would .increase sthe-investment:required as: wellcas the
operator, force requirements. and would necessitatecincreases i ::a"tes
for :such.additional: spec‘.tal sexvices, -or :increaser rates: aforéall
subscribers if such an incremental expense increase is not spread .
to those who use such special services.
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In Re Pacific Tel. & Tel. (1972) 73 CPUC 729, 763, the
Commission inquired whether one of the respondents had a duty to.
provide full bilingual service so that a subscriber in the;portidns
of the State with significant numbers of Spanish-speaking residents
could obtain essentially the same service in Spanish as fn English.
The Commission concluded that: |

"Unfortunately, our socliety apparently has
not yet provided facilities to teach and
sufficient incentive for all to learn Emglish.
We cannot conclude, however, that it i{s the
responsibility of Pacific to overcome fully
this deficiency. The steps already taken by
Pacific appear reasomable and no further
requirements will be made at this time."”

If the respondents were to require their'operators to be
bilingual, it could create legal, labor, and personnel problems.
Some of the respondents are prohibited,by_uhidn‘contractffrqm
requiring their operators to use their Spanish 1anguage‘sk£lls

. as part of their job, either on emergency or non-emergency c,al'lfs.'
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X. BILINGUAL SERVICES PROVIDED
OUTSIDE OF CALIFORNIA

A. Operator Services
In the area of operator services no other Bell System
company provides special bilingual assistance such.as, ESLAB to

gl A L e a -d-f\-‘ug\aa;ﬂu

aid ncn-Emgllsh-speaking,customers in completing ,emexrgency calls.

-t 'au'\.‘.m-.l.. PR W A ..pA.,v. N Dily MA

Most -other. telephone .company., practices provide for attempttng to

M N PR

locate. a. bilingual,operator or, supervisor,,if 80y, in the office.:

l -l et i Ly ke e N --- LRI F O L Am«‘\“j

If this s nothpossible they advise the customer to. get an

v 1 M
L A ’.- LW ‘-;A\-l‘hm- e JA.LDJvl: - LRG0

English-spcaking person, to.come to the telephone.;_For example erooe 'm

L‘..-.,..a‘\ o UGS S e S 3(,14"34\ ok AT SIS

Chesapeake.&- Potomac Telephone Company (C&P) in washington D. C.M

o e syt LV, P e P

provides a. special number‘whegeby

S R Y nlGs ’:wwd) /e
=

’non-Engllsh;speaking, Spanish- .
speaking persons_can obtain operatorwservices but the recotd ,Jﬂ_h

L SR TP Nlp A D A P Ped It ,'..}..4.;

shows, that such.a person could'not receive assistance, in _Placing _

[ R SRR ,..uu PEFEROR G WPk ¥ 4 LG A

a phone'call through the. telephone'company,employee at Lthis

PP TR PR

R Y

«n — "ﬁ‘f! e "
e L0

number. . In—C&P‘there are no_ operators, dedicatedoto~hand1e only .

-W..-.,‘.- ot N s ke Dt L arvuA SR apvas ) I PP

Spanish language calls but bilingual operators are 1dcntif£ed

* - “
A -" v-',\‘..-

on a list and, could be, contacted to.handle Spanish language calls,

'wia i U S P P ..)'.....J-)J W Do LNV ‘._OJ

if available. . 0nly- 50 to.. 60 Spanish language calls are handled

:\
Al ie AC e L

by these operators each.month compared to the 4 'S00_ and 5 000 calls

el et PN *t'mﬂ---h‘-ﬁﬁhl o -«h’-ﬂk«'ﬂ"ﬂ"J‘ug e rat o P 'o L-‘.».OJ ‘7"‘ Ti’w"'“

a day handled, 'lgy :»:sms,ch

~ov )

oty i
nl
T."

S - . "
v

- [

s

e Al ., d 'dl o . * .
sllno Iin 2o Iamud Viovionils z:lzdscm : uS ”“05‘300~,y

T

»

2 ’ | ) - . e
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E"hﬂ’“ 62 is the Spanish language version of”the*"canq“:z

1'wv—-v

' guide" from ‘the ‘Miami Fl. or:[.da telep’xone directow“distributed"" 228

iy, -~

by Southem Bell “and” Exh:t‘bit 7o '$s™ the" translacibﬁ°6t~“chat naatys e

o

guide™. Therein Sou"hem Bell’ expucmy states that all“tbetr"' 260
operators Speak English v.hilé only a “Eew speak Spanish" 2%and* that" s

v an,

2 n°n‘30811'-sh-speaking, Spanish-Speaking caller should seekc ~religad

A et ~ “ﬂn

fam:f.ly member or fr:[end for assistance 1n” placing Iong distance‘ BEwnd

Ly

calls, If th:!.s ié notr possible, “the” étandard"pract:l.ce Thithe* o5~ ¥0%q
Southern Bell’ ofﬂces in"Miami; "Florida; appears o"be” that when’ 2o

a Spanish-speaking’ monplingu:éi“?:ﬁller cannot e understosd by an®ror
‘“(*4"\ »

operator & and Eng‘lish assistante ‘cannot’ be* obtained"‘by*the callerO‘ T s
an attempt :ls made to find‘é bilingualc‘operator :(n the“ofﬂ_ce to- o

e

assist the caller (Exhibir 51;° pe"1) .**xn the event®that“thel <7/ 7ot

' .‘.-

company is unabl;a to locate a’ 'bﬂ:(.ngtml operator on- dﬁtfin that S re
off:f.ce, the éz:fsv?e*ing operétgi:“ theix" tums the” ca“llef to a Specia = Tl
services cord switchboard for handling, Which suitchboard” hand‘les* ke
overseas calls to Cuba from Miami and will also*;‘“presumably’;‘“":
handle Spanish language calls trxunked to them from the Miami
answering operators as an adjunct to lts primary overseas service,
and to whatever extent possible. There is ro evidence that =
Southern Bell actually effectively handles a11 calls fz:om Spani'.sh

monolinguals through the switchboaxrd

/'
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.-~ The .operator assistance provided by, New York: Telephone
Company involvea locating.a bilingual roperator. if one ia,aarailablg~ =
(Exhibit 54, p- l). New York ‘I'elephone, (like C&P, w1:» ovides va\,,m_*,: ”
special number, but receives only 70 to 80 call A day contz:asted

T ko

.
p\V'(\-; "'s

"‘he telephone -company :Ln Canada :!.s known as, Bel,'L of. anzaze

‘, A b ha,..\i.u“

Canada ,,__but ,:I.t :l’.s not .pact,. of the Bell Systen in thi.s country.,

"
— b A /< t 1‘!’!"\1

r::xhibi.t :52 shows\ that operato:: serv:t.ces axe provided in ,Fr,ench, K

AN

’ and Englishnin Canada, andnit ~2PPeaxs,: that thevreason fo:, this. .
is .that French m:c‘. English a:e the two— official langu.ages oﬂ

CuilXI i o.g
\Canada -and possess .and enjoy equality o£ status a.nd eq‘_'w c:i’.ght N

and privileges (‘.bc..ibit 67, p. 29). Quebec is predominantly._.;. CxE)
French-speaking, while the.xest .of. Canadaia,predominantly e
English~-speaking.. .The- daily fa.br:f.c of ]Diﬂe(in_Quebe > A1 c,luding
all_business, govermnental and social interaction, 13, dominated

P ] DY A ,..‘,,u. A...A,s s

by- the ,French language,.whegeas -in, the rest of -the companyw

;.\J\ﬁ F A -

operating‘ territory, .the _p:;edominant ,,Ianguage :[s English.. g ._w‘

e Wi ¥ PRV IR Y Ay had

BARA RO A

=iz romrnezce oved 30 ns

"»vvr_-,:-w'l‘\» Qy-:'-

LwpniIde amilliszenl wed niavwses. 23modm oqto""'»r‘“

‘2oc ob tn_w:f::o 3-8 arr'k“:o'-'::.‘faar;
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T
PRty

“The Puerto RL¢S ’re‘lepﬁo'n‘e vCompany' operates’*in “Puex'to -

Rioof*é-gpﬁ“nfshﬁépeaking “{§7P4Rd ; Wihere “almost ‘everybody dpgh (RseHsl
oX iy Jomerignlol dHwe? wot J{(I.g 82 ":o’i":cJ‘

bilingual (ExhiBfe 53} p2°T) ,O707g0o0T o walt (L .q 82 zidizn s

P L R e (o] - - ’ . _

B. Direstory Services" 53 0% oz 0T vime aoviosoy 2ud ',‘:;-w.o,ﬁ

A review of othe:' telepho companies“:!.n *’the g ‘Uni‘ted
States havi‘.ng large ‘Humbers of‘non"Engl‘ish-spea‘lEing persons
reveals ‘that.“ SOme companies provide b‘!.linguel“‘*emergency*fnformat

-t«:o.

in the" introductory pages “of the’ *d’irectory‘*(‘ibchi‘bit 67"9"15'1)- SC27- 28 S

as well- as dialing and *rate information“(Ebchi‘b»it’“Sl "p. "2—“mhibit 54 _
P- L3 Exh‘ib*' t67; pp. "27-28) vhere “there is ‘an "obv{oas neea T ISome
other’ 'telephone companies “such & -C&P do <not~prov:£de “such information
(Exhibit 67 p. 28) vzl osodoery (20 Lo (N ...;o.’.;"._,.,j 2onas "J....c Sae
C. Informational “and ‘Instructionar“Advértising“ 2 ‘-ﬂ":"“’"m""“:’”?gm

'\ u :‘4-\ Gl
#4°~-Some ‘other vcompanies “&lso Provide birmgual“infomtfoqal‘“
o iy ST

and instmctfonal 'advert:ising sim{Par-€6 that: “conducted <'6y ‘one Yopiis

L S s

S ey

more of the respondentscherem "but*itcdoes not:wappear that an y of"":
such compan:‘.es provide ‘more- than “the- respondents ‘herein Where- there
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 card: ’
instructions and others do not. |

'




 ieeisoXT. THE.1L SYSTEM.

- Ao e

The 911 ~system-provides a-sicgle. universa.l eu:c::gem::yv ‘
number for procuring- emexgency.sexvices ,wsjuch as fire, polic' o
emergency medical, - and ambulance. throtgh. a 'pubiic safety o
answering: point known as - "PSAP!. '.l‘he«local publ:{;c agencies as f,‘l
defined in Govexmment. Code Section 5310L have thc obligation "of
establishing and operating. the: PSAP. (Sections, 531079, covgxqgfnc
Code). The PSAP is .to be. located in non-telef)hone company e
quartexs, staffed-dy- non-telephone .company. personnel > and “is under

W e e

the Jurisdiction: of. the governmental body., it serves. 1
. public agency's obligation extends to. transla.ting and deliwfé”r“ing_

Ll hbe

2 megsage fxom . the-caller, to .the Appropr:!.atc emefgcnc,y ag

- *"»‘ ‘;u'- it f\'f‘

PSAP must have. a -full-time-bilingual. capabﬂity :[n those counties

T, Ny
TSR

where.five percent ox moxe.of. the. popula.tion sspeak a primry

‘‘‘‘‘‘ i

language:other than- Engli.sh -In, order to. ti:ansléte for the non-

ol e Py

Engl:tsh-spcaking callers. (Scction 53112 Govemnent Codc). - f“ ‘

r'll!“ a3 (‘.....

= The 911 system.is.-in the._ process of being implemet__z_ted .

B Yol o8tk

All. public agencies must submit. finalm plans for the’ establisbr_nent

TN

of. 911- systems: by- July-1,. 1978- -MuUSt. place 4., fim order to 1!:be _

L L SN Sl

appropriate: ucility. providing telephone. serv:}ce to, sucl':'~ public

. -\-.u \n

agency ou or before July 1, 1979;-and must.make avrangements for

-----ﬂ._-_,.._.._.,,..,_ (LR N

“‘the. implementation and have. in operation ,,Fh‘ib“ic 911 system no
“later than December. 3L, 1984 -(Sectioms. 53109 and 53115,. Govermnent
Code). - The 911 -system: :l.s operati.ve in Qp.lifornia in 13 munici-

ih o ot et

-palities and in Monterey.and. -San ,Bcnito Count:l.'es and other 911

e e NP ARRE Y S5

"V systems - are-scheduled for completion :Ln .the near future. Much
- of 'thc State will:be switched:.over to. 911 i.n advance of thc 198&

C-ERGTTE T T L v

e B Sl

R . wf PN P " -
[ S R
ST i o m
. v St TR et !
Av‘—-’.«."“v.( o ’tr" \,_A.m "o e
: s -Jn...» g .sno-!f’h




C.9976 sw/dz

TP S e,

The costs necessary.;fo:._the establishment of the 911
system Sy publ:tc agenc‘.es "Will Be- paidf‘for_rthrough antax: levy ¥
in the form of a surcharge imposed*nomamounts* paideby the users:
of intra;;:etc comunication serviceSa In=California: commencing
Ju‘.!.y 1 1977 (Sections 41001-41150 ‘RevenueTand Taxation:vCode:)
'rhe ;.egislature has apprOpi'iated« from theState’s: GenezaL’Fund
for 1976-1978 the sum of" $1 222,000  to: fund:dthe 911 system oL
(Secciop 4'1.150 Revenue ‘and Taxation Code)ar =i TLR aam A

R A o
ot - e

"'he 91‘1. Iegislatfon requires~ one’ ox: ‘more: of t:he

mentar.ion of the 911 system, such’ds’ the tclearing oﬁ the 911
telephone codeon‘a statewidc basis and- the~provision of che.u:
necessa-y equipment arrangementsvin ‘the-localicentral officese
to make ehe cocxe effective, "I.nvolving ‘a-cost: of: "approximately
$15 000 000 Tn addit.on, “the “eést -of ~thelelrcuits-between::

s

the euscomers servi.ce officc and’ the. offtceuse::v:tn.grrthe ‘PSAP*.,.‘
is includea which ‘cost” cannot Be” detemined- antilothe location
of _every ?SAP has ‘been determined “and also involves thedcost;..

T s,

of provid:.ng dial tone a7 eoi.n "eel ephones"withou&*the:*necessity

T e e

oE dego;_;iting a coin, which™costs KCatN berapproximately! $35-,.000 000,
XII. ~DIRECT: DISTANCE/DYALINGY <2 wr == mm: .

~t

[y
™y .

4 ot N - Approximately 99 percent of allxcallsimadein California
are diale& 'by the eustomer " without -dssistance ofian’ operator, for

which an afk.:!.t ona’.l: charge would-be dmpoged, by .way «of di.reet;w
as st:am:e dialing (DDD) sewice (see “Exhibit:67, op. il4, Atem El.
'Ihe 'ev"dence shows chat th:!r ‘fg-true in: ‘areasiwhexe« larger: -aumbers

" of Span:[sh-Speald.ng pe'rsons resideas well «a‘s fm.areas mhereﬂchere ‘

axe few or no non-English-speaking” ‘Customersy "Paeific-analyzed
the percent of total calls that were dialed directly in several

heavily populated Spanish-smaldng commities and found it to
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e ....(,.. /-«-n«/ \A,A T e e
R

be very similar to the statewi: average of 98.6 , pexcent. of ntotal

AN -.I(Mv.« N i

ealls that are directly dialed, and such“stn& Ies were conductea" n

R N ot

Feb-uary 1976 in such_ comunities as Monte‘bei“lo,‘ ,f 2 '"",":;'El Centro‘», "

o Ny
T W N o L 4 i . LR

and Bakersfield T i

. Y- o f Y o . RN e "'w. Ay e
L ..- A i ot e b =

Customers shon.ld be encouraged to dial d:t.rectly.,t By

PENIVLRTR P el e ek

dd.aling the seven-dig:[.t number of ‘the”'emergency agency. or by .
dialing "911" where 1t '.Ls available tbe caller can_‘reach- the

s wen b et *.4

emergency agency in five to ten seconas wherea.s -going through an
operator can ..ake from 35 to 90 seconds or more.. Rt i

o e
W o v b R s

Studies have revealed that Pacific '8 Spa:nish-surnmedA “

e
m'.l (R A FA ‘k‘ e

customers' telephone usage is :!.nfluenced by economic factors and

o »..M-.. gt _,.ﬂwa e ).,

eight out of ten Spanish-surnamed customers 'interviewed :Ln,Spa.n:l:sh

_» ‘..L.A.u.»

sald they would l:t.ke to have information about -Ways to ceve inoney
with telephone service. . T

dosvENE TE

e ,; B4

'I'he availability of DDD can satisfy the customera

Ly e

callmg needs more efficiently and more" cheaplyﬁinmall 'but about

ﬂ!
~/4—1-‘:.\~\~“ N

AN-'-J - :},4 R -«',«.-

.one percent of the _cases (Exhi‘bit 67, P-. 14, yitem, E)..,CCustomers malkn

TR Foam W a0 N -t

should. be made aware of. the efficiency of direct dialing,, encouraged

e W

to write down the telephone numbers oﬁ emergency agenciea,, public oy
agenci.es, ‘or other persons they wish -to. call, Mand s'nould,..be mader\ e

LR -

aware ':'Ln a, 1angnage the customer .can understand.a '-as EQ'}‘.?.Y. to ndial-
calls directly. _ o~
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XIII. O?ERATOR SERVICES
Ae Pac:.fic Telenhone Comp..nv - N
Prhsen. Qperator Servmce -

acox se“vicc° Full bilzngual operator se:vice has been i.nt:e:x:--";i

R R . "'»""‘ e ey

. preted by Pac*:ic ‘to meaa the abilicy to place pcrson1to-person

o ey e LGP

collect, crecit card di_ectory assistance and a11 other cypes'

an w»f O

of phone” calls’ that might neccssitace che ass;stance of the'

~ irﬁf- ., “f Sy

telephone operator bcforc ‘the call can be codbleced’ As requir d“:w“
by the OII, Pacific did snbmit p ans ‘as’ to how {t’ cocld most e

A

economically and e;:i ien:ly furn’sﬁ'full bilingnal ‘
scrvicc. These plans wmll be discussed belo

Ny PR nY ey
1 > [ORP e

Although ‘Pacific docs ot provide full bilingual oper-

AP T L s e

ator sexvice, it does provide to Spanish—speaking callers th‘“'“

o~ g 'l'-vv"'

Emergency Spanish Language Assistance Bureau (ESLAB), ESLAB was

R S TR PSR TS vy

established” in 1970° to’ assist Spanish language callers In ecmp}e_mﬂsm
tion of- operator-assisted emergency calls““’Pacific contracted

My A SR st Ty

with'a-Los’ ‘Angéles aaswerino service to provide and operatc this Mf,.
facility." ESIAB opcratcs 24 hours a day, 365-days a’ year: The ‘
answcrtng service operators are “fldent” in“both English and Spanfsh

O

The staff"s EXhibit 67 ‘estimites that the" “cost :6 proviae:ESqu '”\“
is $360,000 a year. Pacific's wituness, however estimated"éﬁis
cost to be $425,000. :

All Pacific operators are instructed co~access an ESLAB
operator whenever they have a caller who is speaking Spanish and
with whom they cannot communicate. They axe to access ESLAB as’
soon as they realize that the caller does mot speak English, and
they are to assume the call is of an energency nature.  ESLAB
assists the operator as set forth below. -
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" The' ‘Spanish-speaking' customer’-1ifts ‘the' receiver and - .
dials ™0™, “The'call switches through' the'local central offlce”
“and 1s- snswered by Pacific's'"'0' operator ‘who)-upon  recognizing"
‘the caller is talking: Spanish, ‘dials’the. ESLAB' number.’ " That! ">
call -switches’ through' the local or ‘toll network, and through *
the local central office in Los Angeles and comes’- :[nt:o~ the ~ohas
ESLAB.. The ESLAB translator’ talks-to’ 'the- Spanish-speaking
customer, ‘translates the emergency information to Pacifics ™ >
"™ operator, and 'th‘én"‘drops" off ‘the’ ‘connection; 'The-"'Q": " 7
operator- then ‘dfals the- emevgency calI and when assured ‘the "
- connection has been made;, ‘cuts -out, v UUY Sin lla gnionw "’""""3"""’7‘7
. When the call is an emergency -call;” the ESLAB operator '
is. instructed to ‘obtain,: 1f.possible;, - the name -of-‘the’ caller,
the phone tumber, and the nature- of the emergency. (0" operators-
are also” instructed to try-to obtain'-this Information ‘on English-
speaking emergency’ calls,) Thie information fs ‘then counnunicated
to the Pacifici™0" operator.. = The' "0'"operator then ‘accesses’ the .
‘emergency ‘agency and,” 1f required, ‘cani‘impart 'the ‘obtained infor-
- mation 'to the emergency agency.” ‘These "4nstructions: are~"~imparced
to-assure ‘that: ESLAB"s fcmcti‘on ‘as--an emergency assistance:
servfce fs carrfed out, - Celh DTS Bmeaniano s an monehe nund
B " Pacific's-witness McAvoy : ‘testified ‘that ESLAB ‘handles
between 4,500 o 5,000 calls aday. ~'On’ -a~fyear1y'“bas£ - then -
"ESLAB ‘'will réspond: to’ about 1.6 'million phone' calls.:" . He also
testified that "0"'‘operators ‘handle about'-1;500" Spanish-Speaking o
calls a ‘day.:- ‘Thus, on' a”yearly basis Pacific's *'0"‘cperators'’
receive at Ieasc 2.1 mi.].‘.!.:ton phone callss‘ ’from Span:fsh-apc.eﬂdng
ca,l]_ers,, SR AT Al L lmmImomlen mam o wlfoms ‘w LDem nhe
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calls--callsq« to firq, police ambula.nce-,c, hOSpital agencie or~ doctor. ‘
The xemaining.calls .are. calls -which; a:equire-~ some; -oz:her £forxm: of~ s
operator "enﬂce. I -lu’r:'}:.'fn o ’-«.: ko :4_..,:-., ‘\n- ‘:‘:‘:/'r-.:. o~ :‘ o -")l*:;\. ‘ LA (. P "- A n..‘“:).-. \_"‘: : ol

Regardless— of. the,nature: of. the.call,: however, E;S_I.ABg:_:
operato*s are instructed..to, determine .the:needs; of. the Span:tsh
speaking caller and--trangslate: this _nformacion back -to- the..'0" -
operator.. . -Thls. is.dome. because..the -ESLAB, operator Ag unable«t:o—« R
forward the ¢all, and the calil:must;be returned,to, Lt:hen" "»g 6pera-

-tor. Lor, further. processing.-. Drme i Tl S nmn st

L A AT S PRSI

ESLAB 1is,-limited in. the Ltype: of: assistance»,;i.t ~Can: offer ,
. Spanish-speaking <caller.:: If, a,cail - is'a person-to-persom oria
collect cail; to.a. non-English—speakmg PeTSon;: the. "0" operator~

. b nabil:!.ty to -communicate with' the- person rece:‘.ving;,the;, call 2 oz
--Also, ‘in. directory .assistance cam.s, Lthe Spanish-spe&kin&c&ller
cannot communicate; with. the. directory assistance, .operator.um_E_SIAB- :
is incapabie: of. processing ail. ope'rat:or-a.:sisted phone callsv and
thus cannot be considered a full bilingualmoiaerator fserv:r.ce.p«—lt
should. be viewed. .as -a. sexvice dc'or which. it was -originally estab-
lished;. an: emexgency Sparish language: asaistance service.««h s e :
. - Pacific's sexvice: standaxd for: judgin&-ESIAB"*&perfomance o
Asz: "Ona company-wide basis, :persons, placing emergency; calls,-
who~ -speak orly 'Spanish -will. be..connected; to; a Spanish- apeald.ng
operator-within 60 -seconds: in 90,-percent; of the ~cases .~ lPac:[f'.tc
has not consa.stently met this standard. In 1974 ESLAB metwthe..»
60-second objective 80 percent of the t:ime, in-1975 and .in
January 1976 it met the objective a5 petcent of the t:lme. L
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Pacific: {s’ attempting thxough {1)-assigning wcompany represen-w '
tative to work-closely with ESLAB; (2)- cont:racting with out:sidc..{' .
additional-equipment capability. of. ESLAB; and« (l») adjusting the
"0" operator-operating practices in:.the. northern xregion, to. speed
up routing of-calls to ESLAB, to .provide the - changes neces:-. ..
sa.ry ‘o meet its:gervice standard., - oo Lol - TP
Also to -aid the -emexgency. caller, Pacific ha.s placed

symbols. which:represent emergency agencies. -such as, £ire, police,
and ambulance, -and’ their telephone numbers, on-coin-box.instruc~
tion cards. - In.September-1975, each Pacific _';cust:omer;-ﬁip;,; ) |
California received a:bill-insert which:descxibed:in both.. ...

L wd

English ‘and 'Spanish' the ‘uge. of these. emergency»symboih and the.

" 3. Proposed’ Biliqual Operating_)?lan am N S
‘Pacific's report-to-the Comissiou»on t:he mosbeffi.-

. cient design of providing full bilingual.operator sexvices. analyzed.
18 alternmativerdesigns for-furnishing- full- bilingual ~operat:or
service, ' These altermatives fell:into-two.categories.. ~0ne .8et .
of alternatives proposed that:a’non-English-speaking. cust:omer, -
dial a number and be:comnected:directly: with: a: bili.nguaL operator.
The" othex alternatives: analyzed: were those thnc use the basic* .

sexrving plan and: backbone telephone network to.reach a bilingual
opaator. S A - .z o e e

S - """:» St

- In the f:!.tst category,_ t:he non-English-apealdng caller ,
= would dial "0", or'a three-digit, seven-digit,. or: »t:en—digit.immber‘.‘
~-and the caller would be.directly connected to a bilingua.l operator.
In the second category, -the serving. p‘Lan -would .provide. /an’,.,','o" ‘ |
operator who would receive a call from a non-English-speak:Lng 1
customer and the "O" operatoxr would access a bilingual translator.

.. v
how .\ 1 o
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Included: inlthis>latter:plan: was’ one:which gaver the:." IS operator

the' abﬂ:‘.w to route” -thc~ ca,ll tow"bilingua‘!: operator; \whovwonl:d
then handle the call.” 200 Do omnaloun onn wozriaon of ool R e
*“‘According ‘to Pacffi only one: of thex altematives:
ét’udied— would* meet-its: cri:teria ‘of statewide amiformity:-and:
feasibility.”  Pacific™s witness testified all other. ralte::natives
could not meet this criteria, and/ox-would-result in:a;more ~cost1y
plan to’ the ratepayer. -As- described” byvitness,McAvoy, the moSt.
efficient-and ‘economical ‘plan- would be-to-have:the mon-English-
‘spezking ‘persondial 0" and the -operator -cornect the: sCuUstomex:
with one-of ‘several specisl ‘switchboards established .throughqutr
the State‘staffed with bilingual:operators. He said that-these
opérators ‘would then'assume:full control:of the:call :and;would:
satisfy the customer's nced.for localuassistance; the:placing::
of a2 toll call on whicli""opei:atorv“assistance"13'xequ"*téd,for the |
connection ‘of ‘the call to the appropriateddirectoryf assistance

o off:[ce,vand ‘would'gsexrve.a:translation fumectfon, "o nzlosd =aols

m b «n,. o Y ..m‘..t 't
.

R ”Staff ‘counselspentover.three days: CXO8S=2z
e:m:.ning Pacific?s witness-on. the various:elements: of dits:
bilingual* sexrvice plans.” “Inaddition; thesstaff: witnass»,,;“
Peppler* testified’ that he had-carefully-analyzed:Pacific's [ :
response o the OIT, had met”with:Pacific!'s: xepresenta:tives on:
ncmerous occasions’, ‘and had recelved vohmmousmox:k: papexs v
bacld.ng up Pacific'’s studles. Based upon- this cross-mcaminatiou
" and ME ‘Peppler’s analysis, 'the ‘staff f's ‘convinced that Pacific's
T most efffcient, econemic;*and uniform plan for: providingp bil-ingual
" sexrvice L5 as Btated by Mry MeAvoy.: The-staffrbelieves the ,other
aiéémtim are mworkabIe\and“’uneconomica-L: D LTUDNT 0N nk

. [ - .
Bt by T ERTIY malW OV "‘*J'.»,, -.«,.J‘\.. Qs ":Q..s::‘a:u'i.:«f:f(,‘)
)
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Proposed 'B:Llingual Operator P].an . ‘
~ . .Based on serving. ‘those. are.as where the Spanish-spealdng
pulati.on is thtee pexcent -or more, Pacific estimates the annual
cost, of.- providing the most economie bilingual serv:tce to be about f

WGP

$33:million. . Similar cost. estimates for serving in . areaa where
the Spam‘.sh—-speald:zg population is five percent: or‘ more _:!.s esti-

mated to be $18 million.  These cost estimates assume operatot;
would not reject calls from customers who resi.de 1n areas not b
qualifying for biliugual se-vice. - .‘rhe annual cost per Pacific
customer 13 about $3.90. T -

e Pacific in est:!.mating the costs of this 'bilingl{al\
operator sexvice plan first estimated the mmber of Spaniah-; .
speaking subscribexs for each dircctory serving area.' Tbis
figure was then multiplied by the standard rat:t.o of | 413 sub-"“‘

PRGSO T it o S T L Sie

scribers .per population. It was then assured that the non-
English-speaking- eustomera would make the.same.mumber of calls
per customer. of - the same duration ag the éurrent statewide
average. ‘Pacific's study then traced these calla through the
telephone system and tabulated ‘the cost of" -each-gtage. The
$33 million cost estimate includes 'O operator .trunks and
circuits, "O" operators and positions; switching equipment
trunks and cixcuits from:the: "0": operator:to.the centralized
bﬂingual operators ‘bﬂingual operators and positiona, and
outgoing: toll trunks and- sw.f.tching equipment £xom! the bilingual
posi.tiona to the terminating office. Pacif:!.c used s:!.m:!.lar

methodology: for- calculating di.rectory' asa:l.stance operator costs.

et o B
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S. Sraff E.\ralx.atién. bfs?acific' s Cost Eatimateﬁ l‘

.

fuh bilingual oqerat:or'__sex_-vices are’ bascd*upom the‘ dem.and for
operator elep?:zone serv...ces t"xat “would~be- generated by providing

bilingual telephone servxce “to” the"rﬁonolingual Span:!.sh-e,pealc:f.ng

(S

population "of Californias ;.he staff 's*‘ m.aj or>eriticism” of- tﬁesev'

Ty e ,.,,-,MH_

ces_g; _estimates is" that'1 is not c‘leaf what traffi.’&~ demand™® 57

Tl - ‘-,..,,".-.-"

?ac‘ fie bel eves“ wou‘léf exist assmni;ng it was requ:!.red* to- 1ns1:‘1:-_

“uce a full_bi.:.ingt.al operatiné ée:rving pla SRR G I

Ay -,

" At hearings {n Novembei",“ w'n‘.tness’_ *'VIcAvoy st:ated“ \mder
cross-examination that Pacif c's estimates assume a demand o

service ‘_;569 006 mo::o‘l." ngua.x. Spén:l‘.sh-speahng persons. > He tcsti-

e

fied tbat a good analogy of “Pacffic s methodo]:ogy"and“ procedure

B e R T

would e similaxr" to cqst estimates ueed in est:[mating servfce to-
a new emmfty‘of peop‘le. 'I-Ie then wenc on roTg At HW L

Y ™Je ‘must recognize that’ some of ‘thé-assumptons i< 7os
» “that we have 'used.in the response.to-the request: .-
_£rom.the.0II, te come up with the most.feasible f__
“and économic plan were based “upon” Ynformation ~> =%
T T that-was either- received: through the,\SCR-36 OF % i i
_.through the.OIX. dtself. .

P O S
el N e

"T'xe ‘plan:that weé have.come up:iwith-is: ba.sed,h_ L - T
..epon., those - particular assumpti.pns.

o e e, "‘
R AN S d ot N r

e LA
.“."'.,, Y

[iPBet yourcanalogy,-that' would:be likeuesmblishm e s
. .ing-a. network. o .a.city of 235,000 would be st
correct with the added“ proviso; however we BV e
‘must-realizesthat wel would:not be: esta'l:»l1:2;1:::t.ng_w o
..~just one-bilingual.board to.serve the, .entire
st:ate, but that there would bebilingual® opera-*‘-“ e
“tor positions:that would bel est:ablishedf: inv nlntmads
geveral locetions in tke state,”

. I H
. o i

St : . ‘

. ’
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Vitness McAvoy statcd Paci.fic did not agree with the
dmand asstmption that there is an umnet service demand from: o:7
569, 000 monolingual Spanish persons. “om’ cross-examina.tion he::
was asked to. explai.n the disparity between the' present: nmnber
of. Spanish only calls that are present‘ly handled ‘by ESLAB: and:
Pacific's o' aperators and the projection ‘of 65,434 ‘calls. per
day under the full bilingual services proposal. “He answered<: .-

. M. think that disparity 18- very ‘simply:‘stated;
- rand wer have stated- it -a mumbexr of t:l.me&:!.n tﬁe
' ,record e i .

»"'V EEN

2 ,-u..., ,,,4.\ o

 "p3eifici feels there is mo umet demand that

. the traffic that is being handled by bﬂ:’.ngual
OPeTATOYS, being ‘handled “by ESLAB; “and “being':
dialed-by the’customers.today, that. there, is ..
-DO: UImet: -demand -at that parti.cular point. ‘

"Cur studies, based upon” this COnmission s e
. oxder and the- parameters. that wexre given us”
. by the Semate B{ll 411, ox- the Senate Con-"
‘current Resolution 36, indicatedﬂa demand
from 569,000. monolingual Spanish Speak:!.ng o

. pe'-sons at an anmml cost of $33 mﬂlion. e

"'Now, 1. have no. evidence that this demsnd - T L
ad.sts nor that ‘the e:cpenditure ig- warranted. "

. 'rhc staff bad hoped that Pacif:[c muld der:[ve facts
and. ﬁgures that. would give the Comission an accu:ate est:!.mate
of vhat Pacific believes these costs are. Instead Pacific
related that it tock-the assumptions in the OII and: 'based :lts

report ‘on-these: assumptions. .. - i .
B . Pacific’'s: cost. estimates assume that Spanish-Speaking
persons premtly -utilize.the 'O operator less than the’ average
usage: figures--of: English—speaking customers. Based uporn"’a-\ierage
figures, 569,000 persons. would be- acpected to generaté appro‘:d.-— '

S~

mately 21,000,000-toll and operator—assisted cans :Ln a’ year’“

Jb, :5; /d‘_ !""
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o ~n B e
M mar b 4..4,.., r‘\p"\ Kokt w
- ) - \‘l') Hou

: cxpcct no” increase in.

demand :{.f it provided bil:!_ngual operatorl service’,“ then the costs"' ‘

‘v'>'ﬂl\ i

of Implementing. such -2 aervice would be greatly reduced‘“’ - ’I'he¢ BEl

P e

staff counsel statcd that. he. 'qlelieves thcre are insufficient* N

Vo D R

facts in- the record To gletermiﬁe accurat:é estfmates of the ‘real"

f ot ! . . e g (XN o o
- R T Tl vt DAl %". et " ¥ c‘-\‘: 1, e -
e . A A

T i 4 ..‘ hd
-

The,_scaff-nazgued tba.t _Bacific_ s—cost estimat’es *bnclude

T e il Jononn "m— Yt

duplicativc ‘costs.i? IF the methodology:;of estimat:{.ng the costs
is similaxr to providing sexvice to a new community;” ‘gome of the
costs :an'.tude 3erv£ces “that would bave:to ber yrovided«-wm if
these 569 000 persons could speak Engl:ish 'rhe -staff asserts

A by b, ‘\f\"“ﬁ-f)m'\ﬂ

.. xhat the true® ‘costs of prov;'.ding Paci.i:f.c Lo most éconmical

bil:'.ngx..al oPerator sexvice’ pla.n “Ls $2&*'m£11‘£on-\£nst:ead of the |
$33 million esti.mated"by Paciﬁo.- e e

L o
‘m‘ BRI :‘ oot .ﬂr-. LTI PR

?..ci:fic— s witnes& als':»‘ testi‘fiedv th.at ‘based upon ics

N ,a -

assumptions of. *proviaing aerv:r.ce, to- /569, ,OOO"mondl'ingual users,
an additiorsl: $12 m...u{on a year I gross* revenue» ‘would be

L R I‘,;‘v-a)&-‘\

generated. This est_imate is based on the’ assumpcioxf that these
motolingual . persons phoné cal,fi:ing “pattems would abe the same as

nps‘-o .‘41.,‘

the statewide. average and that they would place “21, 000 000 toll

fege e R Ay

C&llb ina _yea... " "ﬁus, Vunder fun*“bi‘l'i‘ngua‘l “operator services,
tnere would Be add:.tionar “costs to “theﬂ:atepayer».of at*'leastw-»

o
,;“l - e T
-

0]?1 milllc'fi- .. ) R “k’ < 5 e pe) "‘“‘ ﬂ"- ey "“'-"“" ,‘,.l" @\_ - T "‘A'\urfru ST

o J‘-"‘n -v&w.d‘\ .H\)
T ,f‘sr - Y

The staff points outthit thereZareccertainshidden "costs.‘.'_"

in the presgnt serving arrangements - ofcPactfic that:should=be
,recognized if” ong is"to’ tmly aetemine«whether.bilingual serv:‘.ce

e S

_i.s . écénom.c;al. 1:‘0: :.ns‘.:ance ar non-&'xg‘lish-speaking’,.aé}panish-w

Hoae Mane - A o

Spéakxpg person who at»empts to' place - operator-a&ciatedwau

oy ot

probably utilizes an o§eratoz: s time more >'than ‘an’ .Eng'li.sh AR

m‘u"”}-&,
A h e

speaking person.  This "I’ especially 'true ~"forui'n.stan | in»‘w
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situations in which an 0" operatoxr must acccss-ESLAB'in ordcr to
obtain a translation service.. Likewise, it is possible,ouce the
operatox. has ESLAB she:will be unable to- complete the cal 1 fox .

the Spanlsh-Speaking caller, :hus-generating no- revenue for the s

company.  The extent.torwhich. these. types. of problemsmoccur fs - .

not known, but the staff belleves. they. _should. be recognized- im:: ..

deternining whether bilingual services should beiprpvidcdyﬁﬂa,wlﬂe,‘

6. The Staff's Recommendations .. . e UEE e
. The sta‘f's ‘report. (Exhxbit 67) . contains sevezal recom~:
meedations and counclusions concerning ESLAB. y

As to whether there is a. continuing need. for ESLAB, boch

the. staff and Pacific:concluded.that, althoughﬁESLAB-iS“presentLy
an ef“ective, reasomable cost me-hod.of providing.aid on.. emergency

calls (Exbidit 67, p. 15, items.c(G) .and I), eventually unfversal S

"911" sexvice. with. emergency mnformationsprovided to the: publle
shouid. largely elim;nate problems-related to~emergency calls made
by non-cnglmsh- peaking. pexsons (Exhibit 67, perll; iceme).~ How-\

evex, wntil. tbac occurs, Pacific agrees. that ESLAB. should ‘continue,.
to assist Pacifzc s operators.in completzng Spanish language callsg{

to emerwency agencies (Exhxbmt 67,.p--15, w*temmc)

emerwency only service (Eahszt 67,. Pp.. 15, item 0(1)),that nocice
of this emergency only ESIAB. servicershould be,provided in.ell of
Pacific's directories and in a one-time bill insert (Exhibit 67
p. 15, item G(4)); that all of Pacific s. Operators should be -
informed of ESLAB service (Exhibit 67, p. 15, item G(3)); and in
the case of emergency calls, that Pacific should prc»ide trans-
latlon services once the call is completed (Ethbit 67, p. 15
item F). The staff's report also discussed the possibility of

charging a fixed rate for ESLAB assistance (Exhibit 67 p. 13
item 9). IRRE

PUATTVEN

The scaff also recommends .that ESIAB. shou1d~be made an ot
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‘It has been Pacific's position and ‘pa:ae:'fz‘:é*f“siﬁeé& -'ssms?'v'

was established that it was intended to assist its operators :t-:
completing calls to emergency agencics: from Spanxsh-fpeaking
persons who were not able to speak- Engli.sh - The* staff: aclmowledges
this. The record only shows that a small’ percentage of “the- ¢alls™”
to ESLAB are Identified as calls- to e.mergency agencies orv as “other
emergency type calls. - However, since Pacific does not screen calls\
to ESLAB, thexe is no way of know:.ng how! many.. of tne ca,lls not A
idemtiflied by the caller as an emergency are actually emergency |

-~ The-staff suggests that ‘the ESLAB assistant in obtaining
the details' from the caller: necessary to- comp;.cte ‘the call also
inquire whether- the'call is emerg-,ency in“mature.” One possibility z.sf
that if the call was not .an cmergency, the: ESLAB assistant could
inform Pacific's operator of ‘this’'fact and that operator could then '
charge tce callexr for- ..he call. " ‘Ihe ch.arge would be approx:{mately
25 cents per ‘e2ll (based oc Surrent costs and’ volumes), of For™ "
suck- r:on-emerge::cy calls, “the” caller could be” :Lnformed that ESLAB
was an emergency’ only sexrvice.” It appears that the only way t‘mt
such a system could be’ administered properly would be for "the o
ESLAB cssistant to accept: the statement of the caller that the
c2)l was in faet an emergeney, ‘since’ what’ constitutes an emergency “
is sub'vective and varies from pcrson-to—person."’" o ’

-
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Pac:.fic does: not.agree:- that notice of~ th:.s ESLAB“’service"‘ %
should be provided-in all-of its directories nor in"a’ tone-t:‘.me bﬂl 3?-
insert. ' Pacific-argues that: advertising~ the: availability of EST.AB would
be counterproductive: in. that k-4 would encourage Spanish-speaking persons '
to place - emergency .callsin: the slowest rather: than the fastest manner
possible and that the fastest way:to reach an Aeme‘rgency agency is to dial
"911l",  or the seven-digit: number.  However, Pacific thinks that :Et Ay
reasonable to continue to-inform all of its: opetatora ‘oF ‘the procedu'res
for utilizing ESLAB-assistancel :.-. »ouoonon onlis Tlang ol .

On: cross-examinatiom -staff witness. Peppler explained:“that*’by
suggesting that Pacific should ‘provide trans la.tion service& ‘on’emergency
calls only when the call is completed, ‘he meant .only._ that Pacifles~uy
operator should.convey any details ‘concemming the: ‘emetgen-‘c'y -which: ’wéré‘-
previously obtained . from the ESLAB operator. : To construe: the suggest:l’.on
dif‘»rently would render it meaningless, since:the ESLAB- operator cannot
remain ‘on the line once:the ‘call "is .completed by Pac»i.ficx 8 operator an
wader ‘this arrangement Pacific's opera.tor ‘has no bﬂ'f.ngua.l translatfon'
capability.  Pacific voluntarily follows this" ‘procedure: on: callf‘ co’ Vol
emergency. agencies; although it s beyond Pacific kg dutyfto doo so. L As» both
the staff and Pac:!.fi.c witnesse& testified r:his- ha.s always« been ‘Pacif:l.c s
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policy and standard operating procedure on calls to emergency agenc:.es,.,""

non-Engl:.sh-speakmg, Spanxsh—Speak:’.ng, caller-., Jasans emergency s:.tuatx.on o
. such- as:a fire, Pacificls operator: would user the“m"omatxon obta‘med
to-conmect the.-call-to the-fire department; and: wouldy ‘\:.f"necessary,
communicate -this information to:thecfire: department.wln*an emergency
~situation, -Pacific’s-operators . (and:the: ESLAB: ass:.s.tants) are mstmoted
to obtain the-caller's name,-address, telephone momber;: ‘and'«the nature of
the emergency while comecting to the emergency agency' ‘reques'ted OREWY
The staff also suggests t:'nat ESLABaervxce qu‘alitv“ should *be

monitored as closely-as Pacific's® operato:: services-in: "oxdea: to: :.nsure |
- good- service. : Because: ESLAB Is: primarily intended to hand le 'emergency" '
requests and. to provide -a.eritical-service: to publ'mc**safety n.n.rt::x.me of»'
crisis :this -is a-xeasonable suggestion’ ‘and: welmlb \SO: 'or:de.r* SRR EEE T m__ |

oo o Finally,:-the -staffi-suggests.ithat .the -ESLAB assistance: ”be*r e
: expanded in two particulars:i: (L)::that Pacific sshoultd e&t:ablu.shwa. goal«-"
- whereby ESLAB. ‘should.attempt: to answer 95 percent, of ~alL eme:rgency ca.].l
wxm:.n 60:-seconds (Exhibit. 67 ; pu.-L5,: Ltem G(8)) & ramdy 'Z)Mthat ESLA&'Should
be expanded. in scope.to-assist Pacific's. operators Sn complem.ng emergency
- calls from non-English-speaking pexrsons who speak’ Chinese:ox. ‘I‘agalogwor
Japanese (Exhibit 67, p. 15, item G(2)).uniomz iy pon R b Togmn ey

Pacific's witness McAvoy test:.f:.ed that Pacific is doing

everything it can to attempt tO attain . the present standard for o
ESLAB, i.e., to answer 90 percent of the calls within 60 seconds. . This.
current objective is very stringent, and both the staff and Pac:.f:.c
recognize that Pacific is having difficuley trying to obtain th:.s
objective. When cross-examined on this recommendatz‘.on, staff w:.tness
Peppler admitted that he did no amalysis of t.he :.ncremental work-t:.me
required for a Pacific "0" operator to reaeh a b:.l:.ngual operator at ‘
ESLAB to determine whether the standard whlch he proposed is feas:.ble. .
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As to the staff's recommendation-that ESLAB should be
expanded In scope to assist Pacific 8. ope*ators 1n‘comp1eting emergency
calls from. non-English-speaking persons who.sﬁéaﬁ"dﬁlaésé“br Tagalog
or Japanese, _staff witness Peppler admitted that he had-no facts on?.z
which to base an.opinion that such Japanese monolingual persons "‘
coustituted a substantial .percentage . of. the, population in, Pacific s
sexrving areas, as’ required ‘by:the -OILl.and" Senate -Concurrent Resolution
No. 36. .. Pacific 8. report -£4led- with. the.. Commission on,Decembcr 1&,
1975 shows. that- ‘Chinese.comprise: 8 percent, of .the population and-. S
Filipinos 3.5 percent in the San Francxsco directory serving area~ad
(Exhibit 17, Section I, Exhibit A). . Pacific's exhibit points out;that
the percentage of. non-English-sPeaking Chinese: -and: Filipinos iofil
somewhat. lower than these percentages. - It further. notes-that English
is taught in Filipino:schools; -the Greater.- Manila Telephone Directory
is printed .in English, English dis. the- 1anguage¥of Filiptno-ballocs,,and
the Filipino newspaper printed- in-San Francisco s in»English»

With respect to the-Chinese-spesking minority. in\Pacifie-s ’
San Francisco directory area, we concluded earlier that:. the record does
not support & finding-that they ‘exceed 3 percent -of . thewpopulation.;
However, there is sufficient testimony to establish -that: thear'numbers
are sizable and that. they face unique language problems. W"tness»ﬂenry
Der and others testified at length about the-difficulties .the; non-English~n
speaking Chinese have in- reaching emergency services in San. Francisco. _—
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B. General Telephone Company: =~ 7%
‘1. Present Serving Arrangement
Presently Gemeral does not furnish'a full bili.noua"
operator sexvice to its Spanish-speaking customers. " General”
does, however, attempt to provide its operators-with 'tools t:ha...
can be used when handling 2 Spanish-speaking call. This ‘tool -é‘is L
2 series of "key".cards of Spanish phrases -and numbers. ‘Accordipg:
to General's witness, "Theése cards are avaflable at ‘every tolll
Opera:orf?posféion. " ‘They contain gezeral phrases, ‘emergency” - _
phrases and oumbers. - Each card has ‘three ‘columns.” The phrase .7
or owber is first written in ‘Englich., 'rhe phrase ‘or- number SEE
written in Spanish, then the phrase or “Taamber: e w'"itten ag:”
poonetically pronounced.’ Exhibit 4l containg a copy of: ‘thege'
key cards. Gemeral's witmess also indicated 'thatim. t:hose offices
wheze 2 ¢all can be interpositioned and there is.a: Span:;sh-speaking .
operator, an Inglishespeaking opérator who recelves a ‘Spanish-"
speaking call will attempt to transfex the call o ‘the" Spanish— -
,..r'eaki% Operatot.'. ':- - S cor . L e ’~~ ,.,..‘l ” m"_-.‘,.. oo
. From time to .time, General has dist-ibuted special bi.ll
Insexrts and posted signs in itsipublic cf€lces; w\rr:t.t:“:enf'j.w English
" and Spzaish, corcerning variovs informational materialrsuch’as, :Jf-:;; |
- for- example, the location of authorized payment loca‘tion., in the _
community.: In 1975 General mailed Its customers in- the: Santa: Mar::.a |
area a nine-page booklet, in English and Spanish, on ‘:he new o.xrect‘
distance dialing procedure. In 1974 General began placing not:ices' ;
written in Spanish and English in its public offices imomng :Lts
customers that the office will be closed for z 1egal hol iday |
(Exkibit 41, No. 5). In 1972 Gemeral developed a public office _
sign holder and card in Spamish for placement in its public off:!’.ce.,‘
advising its customers that a2 Spanish-Speaking employee is avall- e
able to assist them (Exhibit &), No. 6) Dial number caz.'ds giva.ngg; '
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instructions:in English and- Spanish» onchow-to attach thg a:ghesi.ve

dial number-card to-the telephone: instrument ~were developed in . .

1973 (Exhibi 41, No. 8). Gemeral distributes in its publ:!.c ,:,,)-:,v'

offices a  bocklet emntitled: 'May We:Help:You''-written in English

and’ Spanish concerning bill,” directory-and.repalr service, 1nforma-\

tion “(Exhibit 41, 'No:» 7). General.also distributes a. 'booklet Lo
its installationm and: repair employees: containing. eimple phrases
in English'and: Spanish which covex: the various. sitvations. most

likely to be emcountered by General's personmel during.. .installa- -,

tion and repair of telephones .(Exhibit 41, Now &), v =n
2. -Gemeral's Full Bilingual Operating Plans TS

" General presented .two: altexnative plans:-to.- service ..he

zonolingual Spanish-speaking persons in'its- gervice. territory. 5
It considered these plans to be the most economic.and; efﬁicient

methods for providing :£full bilingual operator.service. .. ..

L L e}

“General's first slterrative-is-based-on.the fconcept of e
staffiug -each ‘trafficroffice with sufficlent. bilingual cOPEraLors .-
to handle’ the-traffic-demand-of the Spanish-speaking callers. ..
Based on' exchange areas: contai.ningv threenpercent ‘oxX more ofﬁ e

monolingual Spanioh-s;;eaking persons, General.-would: have. to staff
biling'..al Spanish-speald.ng operators in--19- exchanges.ﬁ »'ren

where the. Spanish-speaidng population is five percent or mor_e.,
that would be needed for.each traffic: office, .~General,took. the . .-
results of a Noveuwber 1974 study that: measured - the. jpercentage of
Spanish-speaking ‘calls received in‘each traffia .office.; With
this -Information, General was-then able: €0 determine ~the mmbe:J ¢
of ‘operators needed to ‘provide-the :service, by, tak:(ng into ¢:on\-~ -

. ‘gideration such-factors:as-board:load, distribution :nggglls_ 2 begine =

' To- determine the.number: of bilingual- operator posit‘!.ons* |

. v
I LT
R
. o
N
)
t
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durfng’ pmods o€ the day;" >thechouts: worked by.each operator,,wthew PR ;

aumber of op‘.racors ‘ou. the”™ pay-ron“ signdothe number of SOPeYators” o :n
on tae board. Naommrremne il Domesaal LT et A cam tea

i .\.' A ..J\.k s, C

The costt of this? serving' anangement:was~ developed»by
£irst” deternﬁ.ning the’ present mumber: of, Spanish—speaking opera‘torsa
willing" to” speals ‘Spenish:on calls.:r This mmber;was then:. subtracced
Srom the  mumbexrof required: Spard.sh—spea&ing ‘opexators ,,;,and« t:be

result-determined’ -the: ‘number ‘of Spanis":-speaking operatorsa to- be
red and mi‘ned "’ - 4~L;~:~: "‘?,‘..," P' :: : ,...Mm gl ﬂ’ V.‘:""" gy dly kg 'NA K -l

BTG M T S S, :u, x,.njhr‘r

For their bl ‘Lingua]:‘ -skills, General"«assmned Ats: bilingual
Spanish-speaking ioperators would be paid.a pay: differentialof
10 percent. ™It thenutook -the average wige of ;present, operators,
plus tae 10 ‘pexcent pay ‘differential, and:20: ;percent.£ox . f;:ingeu -
benefits to determine the costs of bilingual:. operatorsa,westmated |
to be a.‘box..t $1L,000 per-operator. . In addition; lt-was assumed, .
shat the ‘t¥aining of new opérators would costi$550 per: Operator.
The “total “cost-£for- providing biTingual ;sexvice for-the:

SS ess.:m:ated &t-$8417650 for?full sexrvice-throughout: icor;.servingw
te‘x:-i.to"y, “and §318,000>£ox? sexvicerinzexchanges wher.ewthree per-c?
cent-or- more o€ rEhew populationdspeaks only:Spanisba:ia . L w.w

"~ The- second®alternats ivecservingarrangemen f~pr0posedr—by o
Géﬁéi'.?il' would handle’ Spanish-speaking: calls: throughia, centralized,
..ntevpreting office” essentiany the'same’as” Pacif:f.c. 3 ESLAB: opeza;
tion-as-described: above: - General:estimated thercost: of! establibh-
ing this ‘kind ofsexrvice  Ls $37€ 370 myear.,. ol ol

< Bluew oz
3. T The 'Staff "s Bvaluatfon whvi: dTID wmuimnuwsy o Pe nmlomos
with respect to the:: fi:rst:wltermtive :se:vin@(plan
proposed’ byﬁenera ‘the staff: believes: that . there: \axe-_c\techn:(cal -
reasons v.ﬂ:y ‘thi{s plan-would not worlc in-all cof /General:'s;:servi

areas./'--General"has’ -d’.mp‘.temem:eduan automaticwtm—of dist"'ibuting_ .

R
PR

RO
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:s.ncoming ¢alls to-an-available: operator. - within certain. traffic -

P |f\',~rvw~\,--

offices. “This ‘system: is: known as:the 'h:a.ffic Serviee Position_ "
System (TSPS)> Thus a.caller may dial the "ol operator . i.n one

e P a o IR LRI Tl

exchange and the answering "O" operator.may, be. located, in another

h-'-t

‘exchange. '~ 1€ ‘the 'second ‘exchange 1is one, that did not quali.fy “for

Can bt

bilingual serviee, 1¢ is very likely .that. there would be Jo 'b:!.lin-
gual ‘operator located in this:exchange.to: handle the eall. TR

PO }Jd"rv,-.-;f- _.-)-w

Secondly, even: ‘agsuming - thexe. was. a. bili.ﬁgual operator .

who could handleCthe ¢all, under.present. TSPS operat:r).ng cond'.t.-ﬂ o
tions . operators-have-limited-abilities . to :Lnterpositgon transfer
incoming telsphone:calls. - Thus:an: “ngliah-Speaking operator 3.%1' o

gt W iy

‘a2 TSPS office who receives: a- Spanish-speaking. cal'.L, may, not be M“f'
able to transfexr the call to.a Spanish-speaking operator and “th’e' .
Spanish—speaking callexr would not -be able to. .obtain any operat:or

EUI S q..

sexvice. - Under General'splan it would only. .cost a'bout 49 ceﬁts

per- ‘éustomer, ‘as ‘opposed -to $1l. .97..per- eustomer under :lfaeif ic's oo
most economic plan. Ome reason for such a cost d:tsparity is .Fbﬁﬁ‘
Pacific assmned that ‘the: monolingual Spanish-speaking.,customer ’

would make the same number of operator ~ca‘.lls~perccustomer as the

‘-»-..'m

statevdde average whereas General assumed current Spanish call

. N e
- s u;\p--.

lumes. PP , -“j‘,': NI T ;«,,M_ o :
__.The staff believes that there would be an’ “Yacrease in |
demand for- operator services :tf a,fun 'bﬂingual operator sexvice
plan were Implemented. Pacific's’ wimea& teat.'[fi_?_edj ‘that studies
it had conducted showed that panish-speaking indi.viduals utilize
operator services ‘on.the-same.average as: E_gglg..sg-:s;»euald.ng. callers.
This conclusion is supported by the-public ‘witness testimony in
this proceeding which documented that non-English-speaking callers
use bilingual persons to place operator-assisted phone calls. The
staff believes that non-English-speaking persons who presently

utilize others to place phone calls wou}.d place those calls:
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themselﬁes i.f a"full bil:f.ngua‘.lw opemtor" smrv‘.lce-vwere offeg:ed.and

\.)“ TR e L "\. ,,

Pl .

theré would be’2n 'I.ncrease* In ‘démand forsthe: service o£-Span5Lsh- %

o e

Daker ‘. -

Speaking operators.‘ To the extent:this: would; occur Gene::alx s nd
. - A \‘AY - b b

costs est:f.mates hre tmderstated vrlmewrn e el

Sl

- -'««.

;':-m -),,’,m S

“ In addition, ‘General's coste e.s:t::!.ma:te;w :!.s understated e
:Ln that it _does not *inc‘):ude* ‘the-cost o£-"add£tional.equ:[p_meng,neeaed?‘ '

A aim e ek

to provide’ £ts serv;'.ce' "t 2150 £ails ‘to:include :the add:!.tional ner

e T

floor space ‘coats "these new” opera.t:orsmould requlre.ss nne

\v-r R,

o Altho{:gn ‘the -staffbelfeves General's "0 operators, . .
should be encouraged‘ to atilize” ‘key: phrase’cards: to communicateo_

Cmre = e

with Spgnish-speaking callers™ there ‘dre certain: dra.wback& to.the..

v At

use of . these cards. One prob‘le:n-~is that:only:: 1:imi.ted commxmica}:ion
can t:mce place. Anothcr prodblem ¥s having the: O™ .operator. undex=

\A» - e

stand the callx..." ‘pronuncia"ion ‘of: words; ‘and having the;.call ex, .z

o s

xmde_rst:énd thc operator Spanish -p*onuncia.c:!.ons., -APacific ...

,—t...,

oporator “best described'-the potentisl :oblems»of utilizing key,,

ype ........“ Wl - g
L -y o

(| ik e rt SR A P— - -
P‘x::a.se “cards:C TRUD Lonmur wel mennony o Lmile nlimon o«r, =

T, R e W

Tt “""'he ~trouble Mth'Jspeakingcjust &z litt:le =Spanish,, -
L vIra8iso0nuas you-speak.a . little Spanish, the other o
..pexson starts speaking 'a iot-of Spanish and youw o

“are lost;~bBecgusewe- canigivensomeinformations s .. .- ..

using these phrases, if they say the right thing o f o

.back, we can do it. If they don t we are 1ost: LU OV

e A.m...; -'M

ey ! "
. deme e WS W :.4.'(,4"; i ete: -‘:

: w2"It:ds good: forrbasic calls,. ,la.kc calling wenin ‘
_the axea, maybe a collect ‘a1l To' a* Placeiyouwr Srouml
~ “would understand;s Tike San‘.:a‘m., vt dsrmot an,, .. e

m-a:l.l be-all\f'ﬁ-."ﬁfﬂwcﬂ o ot .

e
-t *’.} oy nﬂ e ‘:3’ P *na-::uo :V

oy - .
'_l,;w.) ,~ Vo)

- -
PRty

T Y would Help: omprobablyﬁ"oh;rcmw: ,5-:P¢r¢en'=~oc-«
TOrsD ”o£ thelittle 'calls we g_e SIrosore 5l
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v’ ,- e e bl g Pt
'0'- -y -
o~ 3 e wa-..J".J‘:) ] ‘.::__;;_,,
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o mrwe g ""’i-’pn o e AT AT e e T
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& The ‘staff's Recommendat R M T EASEE
ST cpg-igPehe” opm:.on 8 “staff EHat “GeReralLo sHould Bé '-'-"-fa‘-?-f-f'-f'_“~" e

ks

-equ:.red to" implemen ~ies own ceritraln.zed translat:.on‘-‘bureau Y
attempt “to- “interdonmect with Padffie S"ESLAB“operatlon.f Lt LgviveTe

Toatom

the staff's belief tho-t “General 8 ‘-'ull bi’lmgualboperator serving

o IATA PRI A lin P .,/4

plan is techmcall*rmpractmal to Operat.e- ~andy’the cos«ts axe hxgher
than those developed‘in this reeoxd. AR *ESLAB type of’bperatlon for['

R T o o e LR JA “Qw /. w

General's servmg terr:.tory witl help: to. ~assu.re Operator: emergency
assistance service “and ‘will 2id “ene” “Eb1TE ty of’d ‘nonﬁ‘n‘ngf{sh-speakmg

P
“v,u

caller to utilize operatoxr sexvices. ... _ - _ . . sri;. -

PV R .
A

Charles . McAvoy,‘ Eacxhu.c 'S wztness test,.fi.ed that .

I ..;1 u‘u >} .:.. - _-..-yu ¥ ‘):\"-‘” ﬂ'\"y

. .et wou;.d be tecﬁmcally' ,.ea.sa.ble to expand the ESLAB operat:.on .

l ; = !
ta ) R S S ] \-AO-. s.-s.. o T T )

$O - that o‘.ber "e_lephone ut:.l:.t:._es n Cal:.fom:.a may, _partake "ot .

R SEeTRe S

the z.n..erpret:.ng sexvices. urescntly of \.ered by 'ESLAB to, Pac:.fmc s, .
modeus odioze sanileonl

operator and customers. “He further t:est::.ﬂ::.ed~ ‘however, as

‘), 3 l"") f‘s‘\ ‘.' ». p‘ rf\‘\,;m ',‘ "- "."‘

follows in response, to .2 cruestxon by‘I.Lonel““W't'lson""’Com:.ssu.on“

*\,u . - -
R Lo A RN Y S q i "J\."ﬁuf‘ .,L.i".. f}f'a’qu\.'

sta“' f cox.msel' .

" ,s-.-':..,,f.,.\ ey i e *A
q N o o
o N S \) e "‘."WD “:‘.I..s:u

"Q Would _the, :.mplementat:.on techm.cally of -
e allow{ng “other -telephone’utn.li‘txes’ tofuse 1o

- -the~ESLAB roperation.-be .2 -CcOStLly. -one -3s ;o

. far as expenses are concerned q\gmeav._pn._;al_ asoe

- equipment? AT V- & ShE meIn

»
o

"A. Yes, it would be costly in that you woulds
: have. -to expand -the fnumber -of .positions: to
handle the traffic, _you! g have ‘to expancf |
‘the Tumber -of Cireuits that go ~imto the >0

.-call-d :.str:z.but ing equipment,.-and ;0L <5 = v
. ..-course, you 'd have .to hire more people at )
* T ESLAB” 4 order “to handle ‘that: equxpmenc. Tal

rr--

T onge IS 25 wox.ld be expensa.ve o mhat excen‘t RO R

v Tt

cayee

=

L
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-. Since ESLAB is not set up to glve, directory‘ “assis:ance \service

[ TR

its value to directory.assistance: ~opexators. . is.. drasticallyvcurtailed
Though .it is possible to.desizn. ESLAB S0 . that :Lts serv:{.ces -arxe §_l;o ‘
provided to directory,assistance operators, . the witness. stated_- ‘

- "[4i]t would -be a very, very:e ensive B
get directory assistance “and mot ‘oniy that; "
“but-you would ‘have:.tobe: passingnrnfo*matxon» i
-from-a Spanish operator to an English operator.
‘who would then have to pass it to a directory ™"
assistance operator:which would require:threew::
operators on-a given comnection .in, order to
give the service.

"It would be an enormously expens"v\e“operation"," -
we note here t‘w.t ‘the ‘costs of requiring General“ o e:’.ther'

e e
-y

share Pac:.f:.c s ESLAB or to establish an BSI.AB-type ‘servide of “fts” own, / :

it '-.f ..

,._ [P

T

-
o

L R

to the exten" such costs were e 1ored d:.d noé’”aﬁ{:eer unreasonéole
xp

o Hf""""u""“‘”c "n; »",
) R N L

in light of the customer benefits which would accrue. ‘
: ~".‘“ ‘0 :;;"- -::*::::f- 3]

C. Continentax. “Telephone Compa:nv e
Continental presently does not provicfe bﬂingual operator _ .
services and does ‘not provi.de any of fts operators with key phrase
cards to utilize when cotmnm..ca i.ng with & non-}:nglish-speaking caller. ‘
In emergency situatfons if -an ! operator ‘cannot -‘commumicate with a caller .
the operator is instructed to call “the superviSor ancf let the superv:.sor
handle the call. | ... coov 0 oo 0 e SR TR .,\‘.‘
Based on Continental 8 est:[m_ates'-of non-Engiish-speakmg
persons served,. the on}.y non-English—speaking group that would
qualify for bi n.ngual o_perator scrv:.ce :.s ‘the : Spmfsh-speaking
Continental’ s witness ﬁathews test fi.ed that nfne fofrﬁCont:inental s
sexving areas.contain a Span ‘.sh-s.pca.&ing population _oﬁ three percent,
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 to provide
a centralized tramslating bureau for Spanishespeaking callers or utilize
Pacific's ESLAB service. It believes that such a service is needed to V///f
provide emergency telephone serxvice for Continental's Spanish-speakzng v;// i
customers. Also, such service is especially needed in places 1ike
Dos Palos where Continental estimates that over 47 percent of the
population's mother tongue is Spanish.
D. Staff's ESLAB-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, altermatively, to establish gimilar
services of their own. As we have previously noted, at least two

.respondent telephone utilities, Evans Telephone Company- and Livingston

Telephone Company, are provided their operator services by Pacific.
Continental and Gemeral, on the other hand, presently have no service
substantially similar to ESLAB. As we have discussed above both
Continental and General have service areas wherein a substantial
poxtion of the population is non~English-speaking. Geﬁerelfhaé‘taken
limited steps to accommodate the needs of its non-English-speaking,
Spanish-speaking subscribers. The record is clear, however, that
neither Continental's nor General's present procedure guarantee that
bilingual Spanish-speaking operator service will be available at all
tines for emergencies, only that it is provided on an as~avai1¢b1e
basis. Moreover, for those areas where the percentage of Spanish-
speaking people is low, bilingual emergency assistance may be infrequent o
or nonexistent. Pacific's ESLAB service, in contrast, is available at all - o
times to all Pacific's customers in California. i




C.9976 dz **

XV, Bn,INccAL mr:morm BOO"‘H cms
A. Pacific Telephone Company o S
, Pacifie presently provides bilingual telephone booth card
t{nserts in publrc telephone booths in 44 exchanges.; It has’ proposed
that each coin telephone xn a qualxrying directory serving area be
equlpped with what appears to be g mirror’ image'of'the Englidh ;
insert tards (page 2, Part E of Exhibit 17) Pacifit s’ bilingual
coin telephone insert cards would be. separately mounted"tn each
coin telephone. Pacific's stated reason in Exhibit 17 is*V”H

"Pacific has concluded that bilingual tards (English
and Spanish on the ‘same card) would 8o compress:' the::
copy space available in the .limited dimensions-of the
coin telephone instruction card space as’ to seriously
depreciate its value for either English or Spanish. "
speaking users. Good graphics design and. xeasonable
size of type is important in order to gain maximum
customer acceptance and understanding. : Both” languages
on & single card could: therxefore. result. in increased .
assistance calls to our operators and a lessening of
acceptanoe .of. 0 plusvversus 0 minuﬁ%callﬂngwin TSPS‘

RIS

-
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The staff argues that. Pacific 's concerns are unwarranted-«~r
that if good graphics "and” desr?n could‘create celephone bootn xn—
sert, ca*ds acceptable to Englxsh readers, good graphics and desxgn
Ycould create an acceptable bllingual card In some of Pacific s

SN ,,.'\

to call the operator in case of frre ambularce ‘ot police‘eme .
gency._ The staff con:ends that upon dialrng :he operatorvin suchy”“
a case the non-English-soeaking caller should be'provrded trans~hf;‘_‘
lation service similar to ESLAB. _ T
_ Pacrfxc estlmates a one-time conversion cost of'$216¢000"and
a recurrin? eﬂﬂual costfo£~$97~000—ror placiﬁc nonﬁEnﬁlisH languagc
cards in telephone booths: where three percentnor'more of“the populatron}‘
is Soanrsh-speakrng., The: staff: contends: that. . - mosit: of, the‘conversron
costs are for: rnscallrng new brackets tOQhold“the separate Spanxsh
language lnsertvcard 80 & substantlal portaon of ﬁhese costs
could be avorded by desrgnrng one oxlxngual“card.
2. Gemerzl 2rd Contimental Telepnone Companies v . ‘
Genexzal and Continmental are presently providing Spanish/
English telephone booth insert cards in several of their service
areas. Exhibit 41 included samples of these inserc oards that-.
Genexal uses in lroxo, ‘Palm Desert, Redlands, Oxnard aﬁd Saneaf‘ﬁ
Paula.' General has e.tzmated the cost of 1nclud1ng such- o
, inserts in telephone booths in areav where tbree pcrcent or- moref
of the population are monolrngual Szanish speakers to—be $s, 200 .
and in areas of five percenc or more, $1 »900. Slmilar estrmates_-
£or Continental are $4 276 and $l 387 reapectively. ‘ |
C. Staff Qecommendation ‘ . ,
The staff believes the costs of proviorng this service
are minimal, and Pacrfic, General and Contineﬂcal should ‘be
required to implement this policy in all service areas wnere the'ﬂ
Spanish-speaking popula ion 1s three pcrcent or'more."”'
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. .o XV. _BILINGUAL TELEPHONE DIRECTORIES
Pacific "‘elephone Company R

-
M e

- 1.. Bilingual Directory Proposals R SR E
Pacific does not 1nclude 1n any of its dircctories o{rhcr
bilingual introductory pages or lbilingual yellow pages. " To- the

for certain selected exchsnges 'but has d:[sco t:!.nued ‘this practice.

-

In response to the OII Pacific’ s study “fancluded* twpro-

posals for maki.ng changes :Ln directorfes.‘ ‘rhese proposals “‘were"
made. after Pa.cific s Directory Deparunent “had :l:dent.:!if:ted.~~ acsmined :
and. evaluated possfble alte-msti.ves for tlie development ‘and design |
of. bili.ngual pages and listings in telephone directori%s.

~.-.'-

I’he fi -ot proposal :l.s. to :anlude fa Spanfsh“a £G1LY mirro"-

s e ‘,-.A-

mase t*anslation of the introductory pages to the phone di:rectory'. -
This would mean th;at t"xe first twenty-f:tve pages ‘of” Pacific 3...“:

Y )

_ normal directory wonld be rcpeated ﬁmedfate’l.y thereafter in !

_Spanish. S ’ 2 IV WS BN Dnosen o nZ
oo Pacific e.,t:f.mated th,at it would cost about ‘$109 000 tcy :
conve-t present d:!.rector‘l.es to i.nclude these “'bilingusr‘“int'roduttory
pages, ‘and’ that there would ‘be an added annual ongoi.ng coBtUof POt -

bout $307 000 Tbe.,e costs' wéié estimated on the basis t:l:x.m:rw
Pacific 'coulo na.ve to print about 7‘ 9.’.5 000" directories 4n-those~

servf-vz a."'eas wn te’ Spam.sh-spesid.ng population ‘was’thee per-"
cent ox mo*e. B or }those serving areas where the Spanish-speald.ng

S o ey

popuhtion is five pereent “or* more Pac:l.“f:'.'c would only— have too
p=int avout 4,192,000 directories. SOl UEOERINLL fimelninhn Ta
N ‘I.'he 5 cond propo..al is to :tnclude 1n the Classified .

pa.ges o:.ln.ngua st:[n'gs fo"' hosp*.ttals, ambu‘lancew'enr{ce-}* ‘and- -
govemental sgencies. Pacific estttmted that Hn'; areas where*‘the
op.in:.serp"eaking popthtfon is ‘three ‘perceénter WOre' - “the conver-
‘sZon costs for This change would be about’ $307 ooc, and"the‘amnml -
cost would be abeur $617,000.
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[

"\" - rwm--«mwc -,-. LA

'4" w Ed rr"-\ e
LS ,

i ataiinindtod

Pacific's witness™ :tnd:tcated*that"atwresent 'Lt :t.s poss:f.ble

S i nT oy

to advertise in the yellow pages in _Spanistr*eo"that» :tf»a-—mtomer‘“_

o, e

wishes to .place. such & listing,“Paci‘fic‘xggl-l}*publisbtt” This

policy also extend... to. other foreign languﬁgeb‘.“f o e
e 2 Staff Evaluation ‘and Recommendation P R S S

e . ‘Ihe _steff bel eves that the chepgea as "proposecf by’ ‘Peci.ﬁc

R P e

are - unneoessary and. uﬁeconomioal Staff 'S posit:[on :’.'n ttit’s “eas& o>

has-been to uvrge . tpo?se bilingual serviees that' wﬂl prot:ect the

ey Pedad

heazth. end safet_y of Cali.fornie *atepayers ‘and’ aliow all ratepayers

- o
MR g L1 ey

to use the:.r telephone se:vice most economieally “and” efffciently““ 7 :

L Lt

To meet the needs of Califomi.a s nonel-:ngl:!.sh-speekgng‘

C e e et

commun:!.ty, privarily the" Spenish—speeldng, staff does mﬁ*‘bélieve"

. Bl -

Jic. i&necessaxy to pro\(ide mirror imges of the f:trst' twenty-f:[ve

P

-,<...

pages. of.-a. pnone c‘:irectory in both Englieh andl’spanfsh‘.' HLwS ol

TRV

. The_staff believes tbat the public witnessv"testiﬂ;oﬁy o

- Al o SLINGY R,

this proceeding shows that there Ls a meed £6r emergency/ ihfarmat'ion ' .
and: dialing -Instructions. in areas where the monolingual Spanish-spealcing

L L S o

L

_u_-u,,;: oo N e e

- commmity. -1is .three percent or more of the popuIati'on.% Staff does

Fp e e T
e
o )

SLn )'V--mu“.. : 'P._‘ ey y
not-belieye there was any witness, Bowever, Who ‘Cestiffed o~ o7

e s
s LA .A‘f)u...
'."’ N PR S S ‘-, .

LTy 1" . ey

tazed. that tnere s 3 need to prov:!.q.e bilr ngual :(nforination "as"

o
Ysmill i e

to local. and nearoy di.aling areas, nearby rﬁtes, prefix locations, |

e ;\“’\N\" qw\

-and loag.distance.rates, Certainly it “would be more eeonom:[cal ‘to

A W -

Lt e S TR St T gy

Just-include. severel such pages, as‘ opposed to twenty-five." More-'

A - N L auds <7 b ,u..,..a. R AT 9 ""n Ay - :

- =
ovexr, health,... safety > & and efficiency do nog require the in::lusion ‘
b dais o ' ""‘ / ok g o - '-v: "Q ’Luv uA“ ﬁﬁ '
of additiomal directory pages. . i mee . s
- “_ OB A b S e et ey

- The staff also ‘ben.eves that ic could be’ ﬁoecoﬁ&nfcal“ g

ey LY A

to p::ov:!.de bilingual listings for. hos;aitels}fé&iﬁﬁla e3 _and

e IaR
P e e 4t CE NN

govermmental .agencies,, and contenda that Its iecommendat:(on of

having a telephone coupany provi.de a bilingual cross-ref: a"fz’xfc”én index

N e O L DT NN e S s 1
that» -Jocludes governmental aud. emergeney 'Lnformat:!.on would- not™

a Ay
L SR D “ “V‘b‘ : *\J- .-w:‘ﬂ‘" HQ«‘.«

VA e
m el W :\‘-a :'J:A'H, V :); D\n.cw

- b

- .
-M.C'I.‘. o
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only enable non-English Speakers to u:i;.ize hospital“and gove:_rr::;} L
mental agency portions of the classified ;sections in. the: telepho‘aé
directory, but would enable them: to wse all of the. class;.fz.cd
sections. Such’ a booklet could be made" ava:.lable FOn request ard,
is more economical to” provi.de. ‘Pacific estimated:theicost: tq :
print this cross-reference booklet is about $262 000.«. T e
B. General Telephone Company: cIecou

R

1. Bilingual Directory. Proposal S T l-ii,m_; MR

PR

General presently. provides bilingual :Lntroduct:ory page.»
in some of its telephone directorles. It estimated: it would cost~ e
$140,535 to publish bilingual dialing and rate: :.nformation, emer-x S
gency information, listings for- emexgency-related: publicand- - r
osrivate agencies,and listings for all. other governmental agencies
in tkhose directory sexrving areas where thxee. percem: ox; more arv
Spanish-speaking. This cost represents’ 29 'separate:. dn.rectories
with a total distribution of 1,769,000 copies.. In: areas where,
the Spanish-speaking: populationis ‘ive percent:-or’ more,“ General,, R
cstimated this cost ‘to . be $116,381. . '

General also computed ‘the-cost ‘to convert .to:: Spanish all

existiag main classified headings .and the -appropriate Ccxoss- ,
references. - The cost for this is about $156,000 in rareas of. three
zercent or more, and for areas of five' percent ‘ox more, the- *est:i-
roted ‘cost Ls-$229,000. This type -of reference boolklet: is s:.m:r‘.lav
to the staff's recommendation of a cros s-reference index. - ;

2. Staff's Recommendation  ":i- v ot Uoer Lomntowas e

Staff recommends that General be requ:!.red to print

bilingual “emergency and dialing information in- introduc::ory
dirvectory pages for those sexrving-areas where three: percent ox:
nore of the population is- Spanish-speaking. It should. also be
required to make availablc a bilingual cross-reference ‘I:nde:c for
these:same" serving areas... e N
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C. Continental Telephone Company -,
1. Bilingual Directory Proposal. _ e T
As -indicated in its response to the- Commission, Continental

has provided.bilingual.instruction pages in seven.of. t:b.e 13

telephone directories in those-areas: where three; .percent.or.

more of the population’is non-Engiish-speaking.. .In. fact,. e
Continental's submission shows certain intro@uctorym pages of the o

DT S

Gilroy directory that are writtenm: in Spanish.: - These pages;: include‘.'_ -
an index' to the dirxectory," emergency dialing; infon;:ationﬁ,miong |
¢istance <ialing instructions, and gemeral, information about. phone
usage. It appears that. Continental is:not: opposed»» to including» i

these types of pages:in additional d:.rectory serving areas- "ol

" The staff agrees with Continental s contention that if
a mirror translation-of all the introductory pages are provided
in a language other than English, these pages would then! become
lengtky, but does not understand how, if certain. introductory
pages are not complicated -znd difficult: to. undersuand An. English .
way 2 mirror image translation in another hnguage would be com=. ..
piicated ard too difficult to understand. D R T AT Ce a :

- The 'statf -also agrees with-the. content:.on that: persons
who weuld have no need ‘of dbilingual introductory pages will -,
receive these pages in their dizectories. if. they live. in.a quali- vy
fying area, but believes that such-a situation ‘would present no
problems to these individuals. as -they: would just ignore ‘the,::

iliagual poxtion of their directory. TS
2. ‘Staff Recommendation . Do . : PR

The :staff recommends.. that Continental should 'be required
to expand .its practice of: including Spanish language direct:ory ,
introductory pages.to: those directory sexving areas where it has |
identified that three: percent or.more.of ‘the: population sPeak LONR)
Spanish, and should also be required to print and *di‘atribute on
request, a Spanish language dn.rectory cross-reference index.

-70.
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XVI. . PAYMENT FOR FULL BILINGUAL -SERVICES. ..., -y ~ ..
It is Pac:Lfic s position, as well as that .of the. (‘Commission.,, .
staff, other reSpondents and. numerous public witnesses,r.that £, '«full, 5
bilingual operator: service 1s mandated, then. t:he COSt: of provid £ng the, .

service should. be borne by.those: receiving r.he servr:t.t:e.,w =-Ihe, gene::al,.\ e

’.32':‘_9‘
sexvice to be ucﬂized by emall percentage, of ,all ,cuatomer% L '
(Exhibit 67, p..1l5, item J).- .

. .
sonloy oW safs bebmsammesoy alowl

. XVII.  RECOMMENDATTONS BY. SENATOR SARCIA'S: OFFICE mizaiveles

Sy
RIS S VS

..
oo e
’ 4 Rt L

- Y

",
5, g
e aem

R "
>

reeomendations wh:{.ch we. will now address.- NE Bersiidnten SemhALs o
Mz:. Ryan. recommended that: we order,, staff to.conduct :a thorough
and independent cost .and feasibility,study,dnto.the hiring of b:.ling'u.aL
operators sufficient..to, meet. the. .customer» demand £or the.:epmonly apoken
languages in this state. canlvTes angscolen ‘V.wmm,m, wed ke do
Mz.: .Ryan. recommended. that. we—-oz:der .staff, to, eonduct.: a
thorough and- Andependent, cost - and, .feasibLLi.ty 'study :Ln.tof them.., waers
modification .of, TSPS-,.r.cor:dboard .and-. dirwtoz:y‘,, assistancez\,(CAG) a i el
equipment to provide for the interposition\,.trans«fez. :.n t:a.ffi

o sk J‘L"“"D

offices... The. thrust of .the«proposal. fox. ,interpoaitd.on. call .transfer

foreign languagex cells. to any bilingua.l operator on duty ¥ ~t:‘nus Tt tar
enabling. the maximum use of..bilingual.operatoxs, to assist. the v,pubkia-:; o
From an-operational standpoint. it would: appear -that telephone,o, ,..‘ Oy '~o
utilities should: seriously .consider. th:.s. recommendation., It -appears .,

its adoption,. if. feasible and -cost, eﬁfect:ive,n could,,contribute to
better. service. for the non-Eng,lish-speaking.\ We a::e reluct:am: £O .

4D L Kadh
W

issve direct.we& on-utility, operatingf praetices u.nless At J’.s, S A e

-,
LR ﬁ”" uw,m PP

absolutely- necessary and_ t.jlll result :Ln meaningfully bet:t:er se ;Lce,,w

W -.,,:‘1 e e, NI \‘)ua AN b = b

or more., reasonable rates to.,,the publ:l.c., sansds o

l“ t .
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L AALELNE VN ]

It was recomended‘*that wemo«rder&the..three percent
language m:’.nority ‘group standard’ to’ be used’S ‘as ‘a guide’ for N
identifying areas of need’, provided t‘hat* speeia‘l:* consideratfon AL
be 8iven to non-Englfsh-speakiﬂg f;roups “in urban ‘ ~
percentage\ of ‘the populat:.orr fn’ @’ df*re'“tory »servfce arear P IR
exehange area ‘45 1eéss than three” percent " but’ whose' population G

is significant ‘enough to war¥snt “improvements’ o services ¢ oF ;,‘m-\m,.,

b
[

S

It is recomended that we reject. Pacific's. -formvEIAr For® ST

£ AN e i

calculating themmmber_of Chinese-speaicﬁgf persons..a.n:—San Francisco

and find that this language minor:.ty group exceeds the three) percent:
standard established in this case " We are not’ ‘persuaded by-' ‘the' ‘eviden
that Pacific"s formula 1s unredsonable: * We’'do' belfeve: “however that
the evidence and' testimony presented ‘establish that “this l’émguage s

minority {s ‘sizable “and that i¢ e'neonmters- unfaue dEEELculties dnds i T

obtaining emergency telephone sexrvice. SETRIL DUNT AL GONAUN TR
- M ‘Ryan’ recommended:’ certa'm- changes I areas having’
three percene language minority ; groups. * He ‘recommended ‘that’ we ‘orders it

Pacific to Provfde ful]:*‘central-fzed initerpreter Bureaw: sexvice Hwiiiver
Chinese Ja'panese Tand’ Tagelog. trenoveTal ofn o wet oblvote oF Tanvoluss

to create ‘their own “centralized interpreter ‘bureaus or’ merge with' - UHCu0

Pacifie s ESLAB'&s’ a "£Lrst ‘step towardS* Full” bﬂinguaT operator? et

service, with the ‘final deécisfon ‘on the serving arrangement YasedT--

on what would"be the most ‘adequate efficfent s Just) and Teasonable

way ‘to furnish service ‘to”the non-Englfshi~speaking publie.oots auizilizy
"T Tt'was Tecommended” that we’ order the rﬁérg‘e&ﬁ Spanfshiata vil

~ Tt was reeomend‘ed ‘that’ we ‘order General® and’ Continental 2id 7{‘3‘ '

Language A.ssi.stance Bureau (ESI.A.B) to be renamed ‘the "Non-mglish' wrzod

Language Assistance Bureau" (NELAB) o’ more” accurately’ reflect” :Lts

functions and the’ languages T would‘ ;erve.““ ﬁhthough 'I.t wowld¥- 27+
appear that such a name change might “be’ appropriate we" wi“ll “.\.et“""": -e
the utilities decide what to call this bureau.
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. It is recommended that we order that 95 percent of all |
non=-English" lmguage ‘éalls be- answered “within 60" seconds “and” that

quarterly tests be ‘conducted by b:.I‘ingual persons cither frqmvfhé" e

Commission staff or ‘employed’ by a2’ qualn.f:’.ed fim ‘SeTected 'by the

.aM‘\r' S ﬁ

Commission without conswltstion with and: tclep‘none ‘é“ompany, wich 7"
Wy gy B e o 1y

_the results: to be ‘submitted to the Comission  “This' récomehdation o
concerns ESLAB: -~ Some “improvements to' ESLAB would Rave "0 Be omeus 2o 71

w or o
i

- T R T
I e T P B S ol 0

made to meet that level of service. can omhoren L0rw

o
i

~Tt :{s ‘recommended “that 'we ‘order the respondents operators
to be advised ‘of ESLAB '(and ‘of any’ changes “in"ESLAB Y and that"suoh" ‘
changes be subject ‘to ‘Cormission approval’ - We’ necd"not specifmcally S
make the ‘order recommended for we Believe the respondent‘ utilitxes B

Nadt v.«*

have every ‘reason -to educate their traffic department pérsonnel

concerning ESLAB." 1f the ‘respondent utilfties wish to’ substantlﬁf; w

T e e o Vemtate Lobe ST ,‘-,’:

modify ESLAB and pursue alternatives for provmd“mg b’"'l:.ng_ua‘.l_. serv:.ce, g
or 1f interested part:.es desire changes they may see'k suc "'relief T ‘the

|f‘\

¢ - L Fy e p oo
fum e REZEEE TR o T N SR LN o AR AN A A VIO A u'.' LA T :‘w CLI
[ L P IO v i .
-

. +2." Tt is*recommended that we order” staff’ to update infomat ok

-y Ay W 'h']"\"l" [k

N it

on three percent: areas’ and review' the’ respondents methogologies for’
ol ~ )'n ru-.4 o wrv
calculating: the” population” of langhage’ Rinority groups as’ soon” as’ oo

Fada SRR q—n.\

more current and reliable census data is available.  Such an orderﬁs*"-""' -
not necessary. Our staff knows 1ts responsibilitie SONTE :Lntercsted

parties believe: the"respondents are’not” properly mdentifymg 3;'6&%’ "
- .7 " Mt o e
with forexgn language: popula:tions* t‘ney*may bring 1t to” the Qttention B

,.\nb“s"‘t"-m" hny)\wgn) :".‘

of the staff or”to this” Comission. Hn e - ~: .
- 4--..-.‘“ q,«'ﬂ»
‘T is" recommended- that-we~ order monitoring"of “the” ‘service” b

quality of ESLAB" either by b:'.lingual personnel from the Couﬁﬁ‘iigé;onowr(v‘j':
staff or employed™ 'by Py qual" £1ed" £{rm®Selected  soley by tfxé_‘Comigsfioz:z, e
without  consultaticn with any telephone Company”at” onywt’iﬁé‘ ““wé shall’

leave it -to our- staff"to investn.gate complia.nce with the autﬁotfzgdw“w
service objectiveés’- “If 'thé Staff desires’ spécz.al b:.ling&’;rl"peré'gnﬁé“%

P M B ey LT R el T B \‘~ e {4

or consultants for th:.s task it may undertake "to procure t‘nem.'-

-

_=73-
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o It is recomended thac we order ..hat re.-gonden.t.s.. operaco..s,~ o
while 'being monitored for average work cz.me (wa),\perfomance be-m-n,, A ...‘,;‘
permxtted to notifv Supcrv:.sory personnel when,‘,chcy..a re, handling -3 ol
a non-r-;nglish language call, and that.the J:espondents allow :forecancimmnd

app-opriace adjustmonc to be, made o such operators:AWT -sCores.: ! Urbleso‘.,/'

it is deomonstraced thac ‘we . should enter .suchﬂorders. O, be:ne,ﬁﬁc them-w O
public Iinterest we w7.11 not 4o so. - b TR A

- »n“u
i PR

. R e
" ;\-.\,}1..-"_ J"\

. o . -
o Dmepn LomasT e o DT

It is recomxended cha:,we ordcrqche respondents,cOJprovxde

language skills compensation to, bilxngual personnelvwho*usc‘thei: ot n
skills. zn che performance of. thexr,work and. .direct . respondencsnto~“~«—“
establish 2 languag¢. cextification, process -to de»terminewlwanguagc arr oRnm
proficiency, and order the *espoqdents :t0, make. .good, foi:h~ef£orts»to s
enploy more, bilinmxl installersr and busmess, office: persomezl-.,.Ag&ﬁ:;a':
these recomendac;.oms would have .us: interfere,.in. managemen: oft.the 2 ihom
*eSpondent utilitie wichout in oux”opinmon,oa strong*showxng on:the~w
sublic i{nterest %o be served. We would expect that the respondentswwilrf
emp..oy, if available,, adequate. numbers..of; bn.lingual pbusiness office . :
customer scrvice ep—escncatives because 1t will. poss.:.blygu.ac-imta«co*thew

promotion of profi:ablc optional: services, and, texminal: equipment,. pivolns ..
Conclusion N s . . .

. .. T T ,-a ~, Fy = s -y
- o , Lol e o PR BRI R e R oy P 2o 5 " AL L

_ The foregoxng exposition‘of the record:made" to~date~in¢q«r~-:
Case Vo.,9976 and. this. dlscu331on,ﬁserves as., the. report; to, thew: PESEETS
Legislature called for by,Scnate Concurrent: Rcsolucion.No.-BG.r:ﬂnwb

Iz is evidﬂn: that action is requiredn sour parteand-on v Lo
the vart of the, resoondenc .telephone utilities: topinsuxe-adequate
telephone service for those -potential-users-in Califbrniagwhocbecauseon:o
of their language limitatxons are now., unaole~to,make more,channmlnxmal
use of the celephone communication neCwork. th is: also evxdencmthatwﬁ~sw
a severe dichotomv exzsts as ~to. theﬂcourse,our actionnshould@take ool
as well as the resultxnz cost .and_how. tha:mcoSt should be.: spread BRIy
among the respondents customers.‘ : : L s B
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Since Senate Concurrent Resolution No. 36 specifically
calls for a report to the Legislature we are separating that sct
from our direction to the respondent companies for corrective action.
Within two months from the date of this report we will Zssue a second
interim opinion which will require an upgrade of the belephone servﬁce
available to some of the monolingual foreign speaking populatxon of
Califomia.

The Legislature has properly guided us f{nto a most camplex
problem, one that while difficult is within our province to rcsolve. _
We do not intend to shirk this responsibility. We' thank the multmtude
of pexrsouns who have appeared before us to date for aid;ng in the _
wnderstanding of the issue and suggesting solutions. We expect *hé;r .
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 na:ure'w
.of the issue. o

INTERIM ORDER

IT IS ORDERED that :
1. This Interim Opinion in Case No. 9976 shall be Craﬂsmi ted
this date to the Califormia Legislature by the Executive Dxrector-
as the report of the California Public Utilities Commmssion in
complignce with Senate Concurrent Resolution Vo. 36 of the 19/5
legislazive session.
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. 2. Case No. 9976 shall remain open for further act:[on by the
Commission to improve the adequacy of telephone service to ‘the
foreign speaking monolingual population of California, '

The effective date of this order is the date hereof.

Dated at |

JANIIaRY

day of

San Dipea

California thﬁs

Comntssaoner Vornon M;;wshw~non, bemng

' necessarily absent, aia- n0t participato S
in the di...po.,ition or th:..; proccod:.ng. o




