ALJ/k3

Decision No. 91359 w"i"?’ISSQ @RU@B&H@& ‘ (; |

BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

In the Matter of Investigation on )
the Commission's own motion into the )
recguirements f£or bilingual services o) Case No. 9976
be provided to non=-English speaking ) {(Instituted September 23, 1975)
persons by telephone utilities in the )
State of California. )
)

QRDER RECPENING INVESTIGATION

This investigation covers all telephone utilities subject
to our jurisdiction as respondents and the adequacy of the service
they provide to non-English speaking persons.

On January 2L, 1978 we issued an interim opinion which
transmitted a report to the Legislature on the adegquacy of telephone
service for the non~English speaking. Following that interim
opinion, Decision No. 88426, we issued a final opinion, Decision
No. 88550, on March 7, 1978 which directed the respondents to:

"l. Within one vear after the effective date ¢of this
order all respondent telephone utilities shall use Emergency
Spanish Language Ascistance Bureau (ESLAB) on a cooperative
basis and share the cost thereof.

"2. At least 90 percent of all ESLABR calls shall be
answered wizhin sixty seconds. Respondents shall measure
ESLAB service and report guarterly to the Commission
concerning the percentage of ESLAR calls answered within
sixty seconds. For this purpose, respondents may designate
one utility to perform this function £for all. The first
guarterly report shall be f£iled no later than July 1, 1979.

"3. All respondent telephone utilities shall give notice
in directories to their ESLAB service, specifving that it is
intended to he used for emergencies.

"4. Within one year from the effective date of this
order Pacific Telephone and Telegraph Company (Pacific) shall
establish and provide an ESLAB-tvPe service in the city and
county ©0f San Francisco to non-English-speaking Chinese
persons who speak the cantonese dialect. Pacific shall
meet the service standard established for such service, and
publicize such servige, as ordered in Ordering Paragraph 3.
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"5. All respondent telephone utilities shall furnich
annually to the Commission o list of serving areas or exchanges
in which there is a non-Englicsh-speaking minority comprising
five percent or more of the population as determined by
current census data.

"6. Within one vear from the cffective date hereof, all
respondent telephone utilities shall provide the following
in all serving areas where f£ive percont or more of the
population is non-Englich-speaking:

"a. Cards in public telephone booths with
emergency and dialing information in the
foreign language.

Necessary pages in new directories sctting
forth emergency 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 for
distribution with new directories.

Bill inserts in the foreign language shall
be sent to all customers in the service
areca setting forth emergency telephone
numbers and dialing information.

A booklet comparable to Pacific's 'Your
Phone Service' in the foreign language and
a separate foreign-language-English cross-
heading reference booklet 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 new

directories or supplements thereto in the

serving areas."

This investigation is reopened to review compliance with

Decision No. 88550 and to determine: (1) whether the measures adopted
by Decision No. 88550 adequately secrve the non=English speaking, and
(2) what rules, regulations, or order the Commiscion should adopt
to cnsure adequate telephone and customer service for the non-English

speaking.
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The adegquacy of The Pacific Telephone and Telegraph Company's
offorts to comply with Decision No. 88550 will be evaluated 50 that
a determination can be made in its pending general rate case (NOI No. 23,
whether any rate of return on reovenue reqguirement adjustments are
appropriate.
IT IS ORDERED that:

L. Caze No. 9976 is reopencd.

2. A prehearing conference will be held on Friday, July 25, 1980,
in the Commission Courtroom,State Building, 350 McAllister Street,
San Francisco, at 10:00 a.m., before Administrative Law Judge Squeri and/
or Commissioner Grimes to: determine the issues the respondents and
interested parties will pursue; set dates f£or the exchange of prepared
testimony and exhibits: set hearing dates: and determine on whom
respondent telephone utilities shall serve the reports directed herein.

3. Within ninety days respondents The Pacific Telephone and
Teleograph Company (Pacific) and General Telephone Company of California
(General) shall prepare, cither jointly or separately, a report on
the status of bilingual service directed by Decision No. 88550. The
report shall indicate the degree of compliance with cach of the
six ordering paragraphs in that decicion. The report shall also
address:

The quality of telephone and customer services. \//

The volume of calls being handled by the
ESLAB-type services.

Problems encountered in providing the
ESLAB-type zervices.

The annual cost of providing the ESLAB~-type
services and how it ic apportioned among the
respondents.

The degree of customer satisfaction or
dissatisfaction with the present ESLAB-type
services.

How much intrastate, interstate, and
international calling is assicted by the ESLAB-
type services and the sceparation methods and
factors being applied to allocate costcs.
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¢. Any recommendations f£or improving serviceS$
£o the non-English speaking.

This report shall be £filed as a compliance filing in this proceeding
with the Commission's Docket Office. The ALJ shall determine at
the prehearing conference the parties upon whom Pacific and General

shall serve the report. At the prehearing conference Pacific and General

shall provide an outline of this ordered report and present a progress
report on its preparation.

The effective date of this order is the date hereof.
Dated WN 17 1980 , at San Francizco, California.

Commissionor Richard D. Gravolle, boing
necessarily absent, 41d not participato
in tho &isposition of this procooding.




