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Decision No. 89911 fJAN 30,1979 @fQ)n(i-iJ,7ffi\rt g ~ 
\w Iro., M L L!i~lJJrL 

BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CAI.:ItOm..1:A 

City of Arvin, a municipal ) 
corporation or the State or ) , 
Calif" ornia,. 

Complainant, 

vs. 

Pacific Telephone and 
Telegraph Company,. 

Defendant. 
.) 

--------------------------

Case No. 10329 
(Filed May 10, 1977) 

Ray Yin~er, Atto~ey at Law, for City or Arvin, 
comp ai.nant. ' 

J. N. Howarth, Attorney at Law,. for The Pacific 
Teiephone and Telegraph Company, defendant. 

Chester O. Newman, for the Commission starr. 

OPINION 
,.....~~- ..... --

Hearing on this complaint was held oe!ore Administrative law 
Judge C. T. Coffey in Arvin on March $ and June 15,. 197$. It was 
submitted upon receipt of the transcript. 

The city or Arvin (Arvin),. alleges that for approxi:nately 
three years the telephone service in Arvin has been inadequate and that 
Arvin and individual citizens residing in Arvin have made numerous 
complaints to The Pacific Telephone and Telegraph Company (Pacific) 
wi thout service improvement. The service is alleged to be inadequate' 
in that it is diffieul t to get calls "through",. that it is diffieu1 t' 
to get dial tone on picking up the receiver, and that often the 
connection is lost before dialing is completed. 

or the 75 subscribers who attended the hearing on :March S,. 197$, 
13 testified repeatedly to telephone service problems beginning with the 
advent of community dial service. 

A representative of Pacific testified regarding service 
improvements made by Pacific in response to the complaints. However, 
after listening to the complaints voiced by subscribers at the hearing, 
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defendant indicated that it wished to take further corrective action. 
Therefore, the matter was taken off calendar. 

Hearing was resumed on June 15, 197$. Pacific reported 
that it had on March l4, 197$ formed a special Arvin task force which 
formulated and immediately implemented plans for serviceimprovenents 
identified in the record of the March $ hearing. ~bit No. 4 sets 
forth the corrective action taken. No members of the public appeared 
to complain further regarding service deficiencies. 

One of the troublesome causes of line outages appears to 
result from some subscribers leaving the receiver off the hook to 
prevent being disturbed by incoming calls. Pacific has identified 
a."'ld talked 'With the subscribers who frequently Silenced t!J.e telephone bell 
in this manner. It is suggested that defendant consider modifying its 
tariffs to require the installation of' jacks for subscribers who repeat 
this practice. 

Portable service observing equipment is now an integral part 
of the Arvi·n installation. A per.na."lent installation 'Will be made 
hopefully not later t~"l the early part of 1979. 

It appears that reliance upon statistical indicators may have 
led Pacific to believe the Arvin service met prescribed standards. 
However, the hearing process and listening to complaints voiced at the 
hearing motivated Pacific to conduct comprehensive trunk, central office 
switching, outside plant, COin station, and service inspection and 
rehabilitation. Defendant's efforts have resulted in a decline in 
customer trouble reports. During March, April, and May 1978, customer 
trouble reports totaled 317, 251,and 196, respectively, for an average 
of 255 reports per month. This compares to an average of 3$0 trouble 
reports that were received during the preceding five months of October 
1977 through February 197$. With about 3,400 stations working in Arvin, 

200 customer trouble reports represent 5.9 reports per 100 stations. 
, 

-2-



C.10329 kd .. It 

Al~hough service in ~hc Arvin ~~co is improved, ana tnc 
ci ty of Arvin i~ so.t.izi"ica wi t.n t,nc cf!"o:-t.s Pac·ific 1::; taking 
~o im?rovc zcrvic~, we believe that ?~cific'c s¢rvice in the 
Arvin area should be cloccly monitored. Accordincly, we will direct 
th3t cer~ain Ccncral Order No. 1;3 $t~ndnrd ~crvicc mcnourcmen~z 
for the Arvin ~rc~ be ~ilcd ffionthly for six mont~s or until t~e 

,me.3surcment.s r.;eet. General Order No. 13; stand~rd levels £0':" thrc~ 

months, whichever occurs ;irst. ?3cific should file thre~ copies 
~' d d. l' ~'l' '" . , , o. tne or ere rcport.s, one as 0. co:np :lance ... ;;. ::.ng ... or ::.nc ... us.lon: 

in t.he form.ll file, one with the Corr.mu:lic.:ttions Division, and 
serve one on the complainant.. !he cit.y ot Arvin is s~tizfiec with 
this resolution of its complaint, which was discussed at th~ 
June 15, 1978 hearing. 

We find. t~~t Pacific has substantially L~proved 
telephone s~~vice in ~he Arvin arez, but that i~s service 
in the Arvin ~rea should be monitored. The Commission concludes 
th~t, except ~s grantea herein, tnc relief req~ested by ~he ci~y of 
Arvin should be deniod, without prejudice, but Pacific's service 

h ' '1" • • ..I. h· 1"1' I' • DoC J.cvemcnt snou ... \,O oe mon:..torel.' tnrouE; .. tne .. ~ :lng 0 ... servl.ce 
repo~ts as ordered herein. ; 

P.:J,cific snould be corr:.:endcc U?O:l its successful 
solution of the t.roublesome anc co::;plicotec cu~tomer service 
complaints raised in this proceeding. 

o R DE? - ....... - --
IT IS ORDERED that: 

1. The ?~cific Telephone anci Tcl~gr3?n Company (Pacific) 
shall report in '~iting for each of the six months following the 
effective date of this order or until such further time that indexes 
for items 0, b, 3nd c meet ~ne::-al Ord~r No. 1)3 standard. levels for 
three cons~c'..!tive :nonths~4-&3"~for the Arvin area: ,,/ 9~P{}-

:). Custorr.er TrOUble .a~portz l:'ldex one. Ccstor;er 
Trouble Reports Su~~ry, 

b. Service Index o~ olterr~~tely raw oatausec 
to det~':"::ine index (Dial S~!"'vice Inc.ex), 

c. Dial ~one speec, and 
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d_ Number of obscrvatio~z ~~de with service 
observing equip~ent. 

2. The result.z of ?,j,cific' s Arvin to Bakersfield t.ru!"lki!"lg 
study $h~11 be filed within ~hirty doy~ 0:':- ~hc effect.ive ¢..ot.e: 
of t.his ord.er, indicat.i~g specific relief dat.es where n~cess3ry_ 

':) ..,. - ........... r ... · "r t" . h .;. ~xce?.., ... o ..,ne cx..,e::..., 0 ...... ne rc_~e ... gran ea nercln, t. e 
complaint is denied, without prejudice. 

,. 

Tne effective date of thisoraer snall be t.nirty cays 
after the 

Dated at 
JAWJAR~ 

-----------------
day of --------------------

Coc:i~~ioner __ ~J~9~h~n~E~.~B~ry~5_2~n __ __ 

Pre~ollt but· not participa'ti:lg. 

CO:::::li~=.ionor Leonard M, Grimes. Jr • 
. ' 

, Colifornia, this 

COmmissioners 


