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No. T88%26) which Va¥ transmitted o’ thed Cil&fomia*‘I.egifs.‘lﬁture"fas’-l‘our*
. report ‘in’ comphance’with” Senate-' Reso"lution-'NBD-f 364% £°the&197‘5 ¥=RqEod
legi’s‘lative session'* ‘I% that‘?‘aeci‘sion“ ea' A ted‘-"that-\'}'éf%ula issue a':f,‘ S
“Second’ {aterin’ Opi-moﬁ whfc.h‘ will® -J:-¢=.~crz:ﬂ7.-ia"‘amv::pg::eu:l’éﬂ <:sf'°‘t:he.'I telepho’ _‘ o
setvice  available to Some of’ thé”?n'o'f{olmgua‘l“‘fore‘ign sperakn.ng-’ popu‘I'ation;* o

of California. This opinion contains. our. directions fbr- cor'i'éctivecwu DR
action; a second “Ynterin opinion PSS rot ™ 'necessar}*“' 'i*"° 26T ,g R TR
22383 0n2 'I'he “record ‘10 thi’s’ proi‘:eedingw d’emons‘trat’es" th@?easonableness

.

- in most: respects of the™ ‘irespondents"'rules and pract:ice.s"w::t:h*‘respegt* to N
non-Eh”g’l:i:sh'.‘-’si:eaki‘ng ‘berson:r ol CaldForniatoTe 0%z tomeyl mmd 22122069 o
- The® proponentS* of~3 fi:ll‘bil‘ingual”’operator se_rv:[‘ ceso have"’ fai’led -

o show FSuffictent’ need to just:i‘fy ‘tHe® costs” of-' providimgf"such« 'service.

- "~~Ve:'<hre- ord’er:ﬁngf a1l reSpondent« ut’i*li‘tiesv to‘par‘ticipat’e ::h:xd?w R
Emergency Spam.sh I.anguage"“Assistance 'Bureau"(ESLAB)w even&thoughamanyoof S

o

‘y

s pu*'lation""of nou-Englfsh-.speakingusers. - ‘ES'I..A’.B«is»-:.nt.end’ed for‘- ’LU
_emergency situations. It is in-the publfc im:erestg thatbdisaster"andb e
"&nét’g’éﬁ'c’f"s’fﬁﬁ&ﬁi%ﬁs’hot—‘be (aggravat’ed- by’ delay'> £n~ obt:evining vital help. RN
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«vﬁccorc'rji_.\ngiy, .the relat:’.vely modesi. costs of ESLAB cipation _bome
~ by smaller respondent telephone- ut:.l“itiés, a%id »thefr-—ratepayers,‘ is7? <

reasonable- when®balancediwithy thel. cpubl‘ic,'} :.m:er conside-rati'o 5 ﬂ: S
reasonably insuring that the stata's..comunica nMnetwo:k)is exesponsa.vei SR

..-...._( ..-u'.....'v

to the public in time of crisis. 'J: L '..o..,o... r‘wo = rrcw::'wmm:) :m., ro |
Wec, recognize .that the dbanges_pgdered) heqe; wi“.UL, duplfcate, the

911 emergency serviceiwhen Lt 'bec«omes ‘ullywwperational r:» When @11» &:&

aLdr e

implemented we expect regulated qelephone util:.ties to- appri,s‘c.,_ t:ﬁié}.rgg
non-Engl:.sh-speaking customers of‘u its. availability. When we._are N
convinced  that the non-English-speaking population of Caliform.a has
been made aware® of- the*‘?ll* syst’eml Owef'w:.ll"consideriappropnate A
modif:.cations to t:his order. | ' o ’
pindmgg S /o;/ ‘itb A .:'{‘ , SR L
—ok «,1‘, ﬂPaclfiaIelephone m&Ielegrapb. Company \‘(Pacj.,.gic), General
Telephone. Company., of, . California, {(Gene:al ),;.and; Con;:{nenbal Telep}\onea ”
Couwpany ofoCa.l:Lfomia: (Conta.penta.l) (three,ges.pondem:s) sex:ve.. areas. oy -
where. a substantial:percentage, of.'O theopopulatn.on iscéxon-Erxgklsh-speaklng. »

(P RN Yy

The,, other‘ respondenn ;elephone., utila.t ies, opemd::i.ng-£ .in.. Caliﬁor.ni% do not.

l.nu.w-t v

| mservecaxeas :where a, substant:.al pexgentage og,the (popula“tion isjnon

uhvl

Engla.sh-speaking. s60LI05% i T (‘::UM\:::O.J rolmio. c,.n"!"f"’ ;‘a:;r*o; .@D '“‘"ol |

2. The only 'x:u:ﬂ:x-Engll.i.sh—s;pe::a.k:i’.n.g° gToup! 'thavt:, conatg.tutes‘ PP
.substantial, percentage» of.the, po_pulation,. in. areas served by- thé t:hree
»: ¥espondents:consists,.of ‘Spanish-‘:;peald.ngype:sons_a | In acldition,,.m. e

Pacific's San Francisco area,,Ch.Lnese‘) person_sa yyxo m_pgak_,tthe.-Cantonese; ) J -
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..dialect, constitute -aosubsx:anpml-rpeqcenta«ge: of. th&(poppla_tion. L

W bh

.o ivra3ensThe; difficulty, which, some .non-EngLish-‘speamns,, customg:sa h.a.ve

. o G

with utili.zing .the:telephone, serv:.ce& offered, by_.thq, re.apondents :.s ,
> ocaused by inability: to aspeak;,-the Engl:,sh.,languag uc.k"TBCu vorogzord

S T éAJl Ak

,4 4. . The; respondents.'mserviu.e& p:covd.ded, to. no'n-EngJLish—spealgiﬂ_ <
customers are,-with.the: except:ioxn, of, the. :@quirements-r,odf tha.@ns

wh.h—-

! order,-efficient; justi and rea&onable.p 22 31 .proizovriz vox (,,Aarn" |

Py e ‘

clofd Indev Itrdss eﬁfxca.ent,ggust,~,and,,reasonab1e,,for~¢the;‘ espon nes, Lo _—
provide ass:tstance to their non-English—speaking customer' : 'm utilizmg . n
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o the“ser\rices offereda to ‘.theopubl,icsgenera:llyy whem this can.r!be:;done at a” ,
xreasonable; costithaty mll”nomimpos&an mreasmble*‘buxdemtonnalli ....uaji' -
ratepayers.s sl 7R 29%0% amd ::-;L:"’;'“z:.r zr:o‘::mo 5 ;.AN’J'U el m.u..or'-s

6. Paclflc 3 ESLAB p::ov:tdes 2 reasonable:means? 6> assisti'ngw i
Pacificy s:.cpe‘:ators: dn ucomplet:ingu calls.. of_. memergencyP‘L'm.ture.«placed S
by: non-English—speakmg‘,; Spanish—speakingt customersin fip niet '_,uwjf.
il :Pacn.fic"&servicex objec*ti.ve,ﬂ that oma.;companym&eobasiéa ; ...~53' o R
persons: plac).ng emexrgency ca].l:snwho" spealc only; -Spanis‘m vdlh:beecomected o N
tora Spana:;h-:spealcmg:ESLAB\ assa:stantvmtldm sorxcecondswlso'* percent of
the time,> >ds reasonables' Isxomod *our., o TEd: r.':r’i'_-.; }3:: C'O..uﬁi'l‘!v r’x? .
8-c>‘ Itcisy xeasonabl&. thats ESI..AB sezvﬁcm bey monito: ed’ aa, c].osel'y*
as other operator: services to» a.ssm:ergoocbae::vicaandmd«%emnmwhether
Pacificlsiservice obyectmve*risxat;tamed,:: m.-..,ou 2o mwnfz.m ) :.::..:.mm«d
9. It.ﬁ.s:xeasom’ble: that Pacificx 3hou].d~ ccntinue >to~m£omaiL
ofoitsotolliand assis::a operator.s ofcd;t& procedures.zfomutﬂizing[ ESLABv_j; f'“f o
. assistancesc2o #ooiviss ofi g% :': ISU ;i eHoRESC {mX a,ﬂqf,‘..eu L"‘\""’Oﬂ""::",,’
10. Therservice ofrall: xespondentm:elephone milmtiesm.s" o Ad.:d
insufficient>to: d:heaextento thaq«zthey’ dolxot: alJ.., fp::cvideL mz”BSLA‘.B-type
emergencys service to: non-hxglish—spealdmg,oﬁpanish—xspealdmga customers:
11l. It is rasonables thawall'*respondent :telephoneL utilﬂ.td‘.es:.use -
ESLAB on a cooperative basis and share the costs thereof.. f,,'wo,.‘ 2y orod

SLlTuT 128 It ¥s) reasonable: thatJall" re.spondenbuterlephoneq compam.es give
noticerin allidirectoriesrof: the'ir"ESLAB-typaseMceaspecifying*thaﬂ»
ic lsiintended*ifonemergency’ calls.qw** SRR TR L IR ES *om A

13. Pacific's service is insufficient to the: extento thatd.trdoec
notprovide:an: emergency: ESLAB-type <se::v:i.ce« in* 'San'd-‘trmacisco tol non'-'_': L .
Engl:Lsh-speakin@thinese,'pe:sonsrmhoa':;pealc: the'"Cam:onese dfalect. It is~f-t
reasonable to require Pacific to prov:.de such & semce. ;}163:‘20"'".‘)"

14. It is reasonable for~.Paci££c~ to continue tcr :melement its S

[P N -

program to install separately mounted"bilingual i.nstruc.tion c,a;:ds

RN TRy
concerning emerge_’gcy and- dialing} :Lnformat‘.ton on co‘ﬁn te‘lephones ,
st‘atewi.&e“i its di::ectory sc}c\’rinﬂg 'a'i‘ea.s where® Tt ¥5° © determined that

. five*‘ﬁei:cent or-tore OF the pOpulatfon :L‘s no‘n-‘Engl’ts“hnmﬁje%kl 95?95“ P
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2o 5A5 odtods a:easonable/for:vtelephoneﬂcompam.eso oes prrovademmergmcy, el
d:.ahng,:-and »government: agency d.nformatiomim &nfored.gm languagezmhexe
non-English-speaking persons utilizmg ‘one foren.gn language. compm:sew.. "
£ive; percent: ofo thesserving: axea, oc: exchange zpopula.t:.on oe.S' -

boosslbanr It a.s;xeasonablez tios requa.xe';alb telephoneam:ﬂhtiesa inu':,:au T
California to furnishu: ranmnaal Ly t:cmfr.he' Commiss:.on'ramla.stfxoﬂ exc.hanges‘:d
or directory.sexving areas in which S:hexeo issa:non-zrxgl?ish-tspeaking o

wl:mguagefmmonty* compr:.sing :five> percent/.ox: more; ofit ' e*popu:‘tam.on.oc;__ -

2o 270 Ildse xeason.ablez t:o:adopt.ﬁ Paciﬁic."xs){fe?stimatesmcontained :im., L
Exhibit 17, Section I, Exhibit A, and General'm est:imat:es and;wm c~..3:“ R
Continental "s>estimates: im> Exhibitsi?: a.nd:’ 12 & 'respectively— for? -

T purposes’ of”de!:ermi'nmg those:nserving aa:eas wherein: the're*-are "urv-‘o :w -
substantial numbers of non-EngLLsh-xspealdnngexsons, d:.' the::e: £:'.v
percenm or morerof’ theo populatior is,‘non-&\glish-cspea:kimg..u e

JER 18.M.3.'he.ﬂaddit:.ona:butild.t~r expensmﬁomcproviding Wassistance: to‘o‘ SRNTIN
non-English—spea.kmg persons. in util:'.zing the" services offexed:to:: thev.
public genmerally,:as orderedahere,bd:x-just. ancﬂmeasonable:.m_ 0- SR :

w2 19%W2Then proponentskof.,xfullb bilingtraL operator:s:servicesaha.ve‘u :
failed: to: demonstrate: arneed, for such—servic.e:rmh:.ch woul-dwgustify*fthe
additional:utility-cost of;providingsuchf smrices a0 ‘;if ;-I , ‘..‘s:'f. \
Conclusions .Zeonvads 22200 _n“"‘, e .Jr'r, "m'*ﬂ svwxm"cooo s. 5o \m..'-’:i(

wrin ol xoRespondentsa have: mduﬁy: pu::suant. toi Sec.t:ionx 451 of r.hm Publ:!.c |

Utilities Code;tos prov:.de:»a:easom‘ble-» and: nec@sary:d:e-lephone :semcer.r-y; T

2. In providing sexvice respondents-vmsb' a:voi'do tm:ea:somb],&

discriminatfoniczxy i o2 .ar:.-..,..’:*}u tkowd SaivEeE & oxu.x,w e

~mor 3.3 ALL: xespondents; should) be-du.rec.ted& to:fpartic.ipatearimESLAB' = ) i
4.9 The d.mprovement-s:' reqmired’vby-'rthez fensuingt:ozdtim .a::emustc /andi “_ L

’

::easona'ble. Loniv=an o fova ;m vo*c o.. :uMarS o“w‘fx od mo:‘roaus
- -y e .

. .
na
e SHROMOCDA

OIS OuElinnd oy 7% J,dmo S9% J'“au:' y A,
, ~ . ” IE‘INAL ORDER" ~ w! S T
ehzas mosdastdenk lousailic oos LM V*O.ﬂ)‘:‘
S ORDERED_that.:. ' e
2o /I\IC}» D A-.&.UJ ME knv-ﬁ-«;\mh.& :4'.14. ?ﬁ-;-aa\-b DA,--I VDﬁ'E’q,"'Q g & .’.'I'!'“'JQC’OO
o ,\,.Withirb one yeaxr, after‘_ the ef; ctive dat.e of this ordex . all,.

Rows e Al Sl sy s N LD G .a.u uw—- .-.-. -.)U..ﬂ../wm‘n.oa

respondent telephone- util:[tj.es. shall use. Emel,rgencyyscpanish ge_p .

.,.\'.‘..A._; T S S PO _-\1; TNy Pelaye A d’n‘mdu‘...)'Q <P W

Assistance Bureau CESLAB) on a cooPerative 'bas :T.s a.ndu share the cost
thereof. R ; o , I :
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2. At least 90 percent of all ESLAB calls shall be answered
within sixty seconds. Respondents shall measure’ ESLAB service and
report quarterly to the Commission concerning the percentage of ESLAB
calls answered within sixty seconds.' For: thrs purposew.respondents
may designate ome utility to perform this. functlon for allf: ‘The: fxrst
quartexly report shall be filed no later than July 1, 1979 , ?v“ ;qu

3. All respondent telephone utzlities shall glve otice Anc

directories to their ESLAB service, specifyrng that it‘is rntended to :_f\f:‘

be used for emergencies. ;t , R A-W RN ; )
4. Within one year from the effective date of thls orderﬁPacific (
Telephonz and Telegraph Compeny (Pncifrc) Shall establish and? rovide

an ESLAB-type service in the city‘and county of San Frdnclsco to-non-f”r7"*”':

English-speaking Chinese persons who speak the Cantonese dialect.pm,,}

Pacific shall meet the service standard establrshed for such service,;.pf f?-

and publicize such service, ‘as ordered in. Orderlng Paragraph 30 .
5. All respondent telephone utilities shall furnish. annualLy to
the Commission a list of serv1ng areas or exchanges xn“which there s
& non-English-speaking mrnorrty comprlslng five<percent or more-of the
population as determined by cnrrent census data.. 'z[fﬁnﬂ*» B
6. Within one year from,the effective date—hereof, all respondent

telephone utilities shall. provide the followrng in all servxng.areas o
where five percent or more of the population is’ non-English-speaking-7‘V"”‘

a. Caxds in public telephone-booths with -
emergency. and dialing‘znformation in ther
foreign language. U

b. Necessary pages in new dlrectorxes setting
forth emer%ency'telephone numbers. and
dialing information in the foreign’ language.
As an option to printing directory pages, .
telephone utilities may prepare directory
supplements with such information foxr . -
distribution with‘new directories.. =~ =

Bill inserts in the foreign language shall o
be sent to all customers in the service: .
area setting forth emergency telephone -

numbers and dzalrng 1nformatxon.11¢41% ‘
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A booklet comparable to Pacific's "Your |
Phone Service" in the foreign. language and*
a separate foreign-lan§uage-English Cross="’
heading reference book with emergency’
and government agency information, both to
be available to any customers free upon )
request. :

Notice of the availability'of these two
booklets shall be given in the foreign -
language by bill insert and in the mew = = -
directories or supplements thereto in the o
serving areas.

The effective date of thas order shall be thirty days after E‘

the date hereof.
Dated at. Smnnrmmmno

day of  MARGH % » 1978,

v

California, this




