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outage$‘,o¢9prred,and in-Decembérj; When: &n outagé‘did4occur,
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Item 1 on.the ground:that:cthe expectatidii *6f “complidnés WndéY thbse

circumstances was unreasonable. ey 2l
soapctaneach yivuoppidasmy s-ufmfu 3 ot 3ol woupise WHUT
({\S sies/Normal - % Busies/Outages
i £V 2 97— e .U n fut (11 Sou I iy, Eo/vuL.
Standard J pirs b 2 ‘ . ] . S o
sitepofln 24204 o) ebicgasy 31 2ee1 sodngned bae rooioved 1o
ﬁov 2t ,r1r1J ?Saonr .:uul;scr f1ed 'jﬁ{f'jk} 7" i batnogoag I o3l Jedd

“\. T

l?.e-?em}).eiﬁr 1995 5onp 28071 b dgpripeisy vinlioho i .3:;!i53‘g.3g:19?.{f0
[

]
wa
i)

vaugs Grabar o Yool mc , 31 o Boan

PULE £Q118Q°ED FompIVy W leh 1EEh 1 3% }{égi%g PSraéraé
Hongin [10[gRn

ard

which réquirés’bGlE'EdVatEélﬂ sakthin sebhal s for caii ,genter.
y i1 i cs' \' 1 3 9Itrliial, .

operations. Spééif1cé11y““f6‘”the Wohthd” of Novemnb erjag December’
1995, PG&RIfailed to”ArEainish” éveﬁége AdaP5e" less'than 20 seconds,

) e _ . e . e \q_{ r 1)!11 £ '(IIJTEr fﬁ‘i
and btisylaighal 3edurbencé”8eiels  than15" duriﬁglnormal oper§tions
: Tavd VRO RS Tone 2 A
hin*

; R N
and?1é§s¢thanf§%5ddrin§[6ﬂtag65n&1t
D.95:0950935 ¢ “2lircp® 0J botrales f
B Itefs2ild nrnzdo foa Dhivon 3t dnds suwesn b

: e g ok e FVOL OR300 P 00 aifdiiw shisbnsis
o7 wwnobiviesi 2 of 0Fdetidd “PAragfaph T f qaires PG%EIan{r"SubT}t
N I - £ Yiig [SITA D (9 BT [T LI(’{J

‘monthly \¥épSres ton Haifﬁ and ménthfyLCa Cghte}tper formance,

- ‘ ) 15 0! 3LniX b
con31stéht”ﬁithCfépoftiné' qﬁlféments ffq' Phénéf- tilities set

.M(u sldanozast 5 35 Ineol
forth in General Order 133. o
ol oz - rnﬁf}:n.-j?. 584 dos1 23 nysb 03 bed 3047

7’60 ays of the’ issuance of
- a3 Y sppTs of £EVo ¢90-
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3 For purposés of analyzing PG&E's compliance with Ordering
Paragraph 1, we accept PG&E's 1nterpretation that "outage” as used
in Item 1 is the same as a "major event." '
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5

v q,,»PG&B;has'providedzmonthlyxcall‘céﬂﬁér‘pé?foﬁﬂance data to
the Cornmi,ssion Advigory iand: Compliance Divistonasd ‘Tteit’s Ra§iTI&s.
ORA _recommends ;- howaver,:sthat - PG&E 1 1mprova “thé  fofhat Pakd cBALERE
of its Yeports, by, reporting theclevel ‘6f biusies duridg dursgss

.separately from monthly averages and to in6ludd’ thé‘ﬁhﬁb@? of <7
customers qut ,of :service -and:theduration i6f SUtagesd With thd™ o
outage report. On the basis:that this information ‘kas’ Rop!s? oo
provided,  ORA: believes :PGLE, is "only: partihlly‘iﬁ3bﬁﬁblihnce with
Item, 23 s [Ien 23t 03 siasdaiean audnid 10Y ool Igo "j“Ul)’i‘bf”Z“;”{

o 3”,3W¢aagree;wit;h omm:hat PG&B‘s_rfn'énthly Téb?br%’é“iqéﬁl&' Sé"’“ ‘

agree1with ORA tha;_EG&EfisﬁonlyzFpartially"iinYéé blian&% ﬁi&ﬁzai

Itegighquggxegaujgpem“ZLdidéﬂotgspeclf?VEh"?t9ﬁé“6f"ﬁforﬂa’néﬁj“
ORA wquld, now;have P@&Brincludesin:thermdathly repoftsy “pEggE~>'t"

provides thé information Item 2 requires. It is therefofe™{4 -

compliance Niet,h::,];t}.ei,mr??4’5‘}‘-'@“;‘!” co Hend aosrtiuphr boaadl
C. Item 3. ..ivson o'2250 0F soidEnoize odsupebas dibw aceolys
Item 3 requires PG&E to: "Explore mutual assistghced‘U\
opportunities. with otherjutilities andiassuYe: ‘Backlip aSSﬁgtance :
LD {Ins (UADAC

fl‘meeng?}‘ﬁ)‘ Sandp boag il cnapned anoyolang
_ .., PG&E. Qbseryes that: mutual-assistanics' £6¥ AT LdntR! v/

p'arwnfu ey

opé;;tions is unlike mutual assistance for réstoring system
problems. . ; In,oxdex- for=call! center! mutualraszistahzé prdgrams to
work, telephone systems. -must«bé :compatible”dndfthd’'a 551§éing
utility's ;employees must;be knowla2dgéablé aboutlthe‘dtlliiy i g b
 systems, ; (PG&B determinednthat-SantDiégo Gash&s B1dééria? Com ﬂ?lﬂ i
(SDG&E) . .has telephone:equipnernt whichiise&bmpatiBle WiEh 1€ sV6in o{“
" although Edison does not. Water utilities’ empléféégoﬁéécéfai j?gg
PG&E, do not have an adequate understanding of gas and eléct? é -4
syskems. . PGKE has~§ecured;backup -assistanée "£ram an ihdependent

service bureaurand,; during:the Decembel’ 1995 WES¥Fins S UHED T ofid =P
credit center as backup.

- 9--0f -
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i oatrD iyn‘OR@;qxprgggesdconcexn that paLRidia~ nbE”do’EHough to
explore its optiong-inithis-areal« SpebifizallyyIéRABET{svEs Bl
should engage,in.disgussions with: SOuthern'Califérnié”éaécbodpgwf
and mynigip§ matilitiess It 'sugdest's PG&E “should inclvde 9 its®
report to.the Commigsion obstacles:to obtainikig: assiBtands’ Frd
potential, vendoxs -t contacts..iORA' bélieves ‘PGEE i3 Hot 1 »'#V°
compfian¢e with-item'3ifor these reasongsd ofdd n0 . Jricges “ekIUO

Q1 oome 8gree, with ORA .thati PGLE colild 4o’ moke! td Asdhal {14
has adequate options for backup assistance to its call centeys ™!
during. emergencies. [ We; cannotys howeveri® £{fdl thatt PGeE fatled to
comply with Item.3:q,PG&R!s. subsequénti repdrtishdila?! inf1daarehsc™
resultsg 0510 survey,of-allspotentialuservidaprdvidefdaldiyng res
statug of jagsogiatedjactivities: orithebreasonditual “Ngsidtanca !
agreements were.-not workable:foriéach:poténtial §érdlcé‘pP3J§Qe§?

D. Item 4 4. oy ut 31 .sotiupes S madl aobdevaodnl odid moebivorg

Item 4 requires PG&E to: "Provide 'baeKipCd11 “Gélives o2

employees with adequate orientation to PG&E'’s service ardaahd- ‘D_

customers, " o

SLE

iis s PGSE statesrlt .did inot .need to''undekrtake' any training bfj
backup call center employees because it used SDGLE emplo?é@é“%ﬁly

to inform, gusgqpersithabhthey”would‘recelve arcalliback From pPGar
employees, vl soanteians ferrdo ontloo 21 znolisiayo

: . 4 ORI s IppoT 0,
adpes orolagxit rod Hi3D aninpsT o2

sy2 Ej; Hodnay e
pgglgves PG&E;is inscompliance” wlth’thlsqltem midorg

- -
Cr3 8 S RS R ) ) ”__\"

§ ,é pPpgars to.be: injcompliance ‘with?this”itdd™with Ehia
g. qha jit;may inithesfituré réquivre ba ékub“call "Yehdd Y

{.5

!
understa?g‘

employgesU 0;will ineed.to providermorelinformationftsie511e£5" or\“‘

]r
who may)qgt)baynghq .gkills: Orfgéneral knéwlédgéc geded €67sdPvEI)
cust 2 Yzmoidiilildis ism Lo z2seh sozibd deved s
SRR : ) o t : -4 oh A 1.:"-(5'
E. Item S{r bip zpp 1o pribneizyehny adeupabs (06 9\ en don obh (HD

g
Ji L2 =

3nebng ,}i}?f‘l 2.requires -PG&E.‘to. aiRetain a“¢copy FSf ¢ '-‘H{“ ATER 36022
data in computer  foxmat ; ﬁQ;,the mostl recent: thiee fggak duysl woivioa
Lqudoed e 1odnod Jiboro




-3 PGB testified\that (it has fetatned EHe ATEH §66°dACH " In
computey, format, ‘eince Februaryol995. PGLE {894 donipl {AMdE When
thia} i’te\m‘ ion i ERTATE S S BT RO S TS S s vE ol pof3eciaa il

oy ey e J‘h criinn o Yoo e ot

'-{* _I_Lﬂl__ﬁ_ wfn iy ‘}i?:;,'i'.!:’:i Pipeoadn o

o i ¢ iktem 6 requires PG&E;to:11"Incorporété‘the’use” f &éd{”
annoﬁﬁcements in emergenoy, plansyiiciros "t coiviin paivotint w0l
PG&4E states it fulfilled this requ1rement during the -
Decembgg 1995 raipstormrbylmaking 2,500!contactsfwith® the media and
paying for 2,700 radio announcementsiregaidingstormisitagdsi” 1R’
fall 51995,,PGLE also engaged in a:cémpélgnfto“éduéaté *¢dstomers .
Wltb "storrp;prq:pgrednggs l;ipS) L R Rt BT Snicdeat o DIov SVvidnssstar®
. (ieaae QRAReMEaves tbhat . PG&E:haattechﬂicaliyfao priddvdiEn”’ o
Item 6 by using .radio announcements: but ‘bel {dvesthe "dontdnt - <‘5f~'IJ
those Announceménts was-inadequateo:Specifigd1193 GRAHEL Te & tife
announcgpqptq .should have - p10v1dedlcust0mez‘sﬂﬁ1t}{flnfd’fm\éi'tigr{1 163
regardlng ‘tipes, for .xestoration :of service in'spdfifi& 4¥ess| vo1e
According to ORA, such information ‘Would have ‘obbiated the nesd £or
manyzpf the, « calls customers‘made'to'PG&E'dﬁYiﬁﬁ”thE”EEBtms
~_,““ 1Techn1ca11y, PG&E has:compli®d! with' 1téi 6" although' i
has gertalnly not fulfilled. t:henu:t:ent,!of“n:ém?6‘’H’G&E""ﬁfiig7 s
announcg@§9t§de§jngi;hngecgmbert1995 storma did nbt/ pravidelniint
customers with, any useful,informatidn:regardihgiaréstric &ydeédibhe-
conditions or.expggted timesffor-réstordtionidf service?? f53c VI
merely apologlzed for .customer - friconvénience~and assiited”dds t:t:m’ae"’Eb
that QG&E emplpyees:vere\working to corrédt’ pfobleﬁs.J’The
announcenents were:in the: nature of ipublic vélationd pibé és?‘j‘ﬂ_‘{
sgeningly intended to.promote -PG&E!Srréputation rathéd thaft v oIl
custoper, conyenience, or(understand1ﬁg i 1iThe ahndhﬁbéments wdyd PresiE
that reason,llnabdequa,t,e' resn (AL iw 2 Eta s s oD o3 o) medd Freaor
catrub IEem, G)gpqu1res,PG&E ‘to 1ncorpbfaté“£he r”of Aigigreodnt -
announcements in its emergency plans. We' 1ntéfp}eE’this o e Ivo
PG&E's emergency plans, which are developed in advance‘of emergency

situations, should include reference to the type of radio

-JJI
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announcement s to.-be used:;and the strategy!fdﬁ'deployi fid the

information over local radio stations: PGEE shdild "BréVide ¢
information in its next repdrt. The report should set f&'ﬂ{ thé“
format of the announcements which should include referencé tY thel

conditiops. in. speciﬁio neighborhoods ditd ‘PGLR! ¢ exXpdtted timeframe
for restoring service or repairing hazardous® conditicgnll "oOnUNIan
G. Ij:em 7.

e}

o ommee s dupot aldy D2l0i1Ied St enlnos HIUH
e e I;em 7. requires; PGAE toat? "Bxplér‘é’ééllihg back Eistéters
»Esoli.féi’?&‘?ﬁ9llén9?.§_s§s{t_;jmate§sof,‘repair..times.f'lbﬁf Gov.S ’1;5 iiyed
.. (e 1o PG&E ptates it will -have in placeratctha dAdlofr’158eldR?
"1nteractive volce response system"" (IVR) whiafi“wi11341160 7838 ¢¥
retugn;cugtomer,, calls with updatéd'%infor‘matiéﬁ"fééﬁi‘d{ng repaiyx
timegs. ; The return.callg .will userrecorded: infdfrﬁati‘éﬁ"z’a ‘e EWard
a llve.&cilgstomer service :representatiyelnPrisi €6 {NseiiTit fon 225t
the IVR, PG&E:will: continue to:usefa systemrit IHAS fad {5 ‘“fa‘é""‘““
since Deqember 71995 - whereby .customers may1éaVe “a téléphbld' Hilar
to receive a;call: back from PG&B ot colai rdnua (ASD oF pisthio Ne‘i
o ..ORA believes PGLRB: has ‘not-‘sufficiently’ dompYied fith YireT .
Item ? It bel;e.vgs‘ that: PG&E's system will not' be''abla' to handle
2 mll;hop calls; per; day; during: major: éventsitIORA Aldov ELAtdSs  Paik’
falled‘nt;?_,g}(glﬁ;p adequately why: it:rejected!dptidng té?hlté:-m,ro:mx—,
addiEé,?J}-@} employees during;peakiperiodsiot- taBa’avderiés Bﬁi‘%gﬂpdg
IVR. ,ORA recommends:that;after.installatién 6f Ehé*Ivi) pagg?ibao
divert other human resources:to-call-backs : durifig érﬂém};é‘rﬁciés“'‘r’f
-PG&E is_in compliance withoItem»771cAlEHOUGHh ORA méy‘ née
be satisfied wil;h PG&E's plannedisystemj;: PG&E was NEE Fe t&ui&red".b‘”“s
Item 7 t9 implement any particular System oETsAtidfy ¥hy pae LGy
standards. » Atem.-7,0nly, required PG&E tofexplore ity GPtivhs Hid 22
report them to the Commission. We will, nevertHaldydii pgloarot Inild
interegted in, the, effectiveness.of (PG&Es’ IVR;i ‘€specially during
outqggfzan9;£m§j0£3 yents Myt Laznaldg YDHOPI2GO a3l I 23nss0NHONIA
' {sidw zaslg yonspisus g'dlid

—
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o syyd ol ol eoiisialsy sbuisnt bluode
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Hoi, Itemi8awoifs aafntoy Havd nottereelal ot vooonldosyg stionlo
Item 8 requires®POLRILST w"EVALGAEE the  pddsiBiTity 882

accepting service orders from customers without the us8ioE?1{ve-!

service-représentatives'"w?“ SFRICRIVE BN R SRR

i Qi POGAE states theé«IVR téchndlogy’ t6’b6’3pp1{éd Eo fo o talD
call- backs may be used [to actept ‘Servicé Grders- w1tH6hE tie ‘uEEPde
customer- service - representativéé‘“fORA 'belieVds 'PA&E "hils  complied

with Item 8 .1 Weadgree -1 vifiinel ieaofiiths (driw eovilde tnosssqed
I. Item:9.:po piiyvh saotdeainus tio eoo0taud bie evalaya i rdnnia

(f:i5 devs Item 9 réquires :PA&R tdw v "MAIntEin! F5Y e  1dbS VRAR Eshir
yearsg; customer account? 1nformat1on'to”eﬂab1é“it to1d¥i tlfV'éﬁﬁgﬂlc

tins avoitqni o) pnifissd obivoiq o3 sunijoon

problems;fiyaq 1o daan
E[{ 21 AHD

PG&E:stateés that- it! mhlhtdins"hiztorital’'stdsn
information for at least four years in its Distributed Outage
Reporting Computer Application'system (DLORCA). If a customer
wishes to have accéss to the information, customer service
representatives:forward thésrequestitd an dhginéer whd'dathers the
information'and‘discuéseS)itfﬁitﬁ thé- ¢udtomef pivr i vnltebso 10

; ORA Qbsérvesithat~ D<ORCATi8“AR” impoLtant *8duidd- 8?*1 Briss
~1nformab10n for:systémidesign-afid éngirééringy" b"”‘doeé nogifdffffl
the irequirements ‘of ‘I€em=9:bddauss ik« aoes"ﬁét alléw ﬁéEoﬁefSJ“”
service Yepresentatives itotacceds iidividdal 'Eustsnéet ‘ditagy s -
information: = ORA recommerids!that "PG4R 'bé& reqﬁiYed €0 make -7 TENOR
improvernents: to rits ccustomer “iInESmiat 161 FEYStém 46 that <‘:usl:o“r 1
service -representatives haVe "irmediaté adéess Yo ¢ the SV {gh?O

beriThis: proceeding is not!‘thé ‘forum for ‘deteYmining whether

PG&E should :invest in a systeémwhidh is Huime diatélyfhébéégf ) B S

customer: service representatives: <fHhile”sdch"&‘syéteh"ﬁay pyhreosi

slightly more:cohvenieht: foi! a. handfuli df cd§lbﬁéf§”?ﬁbfhfﬁ§’1h'fhé‘
xecordfhere demonstrates>that cubstoners tagtites the’ infoYddtidn®

1mmediaté1yxupon requesti o3 yd bsausd eepsivo sdd sady Deosqashiw

aandtem 9:ddes ndtorequire” PGAEIES I vetRinT! ds’l’:c&ner"WOJE’“”"1

informatibﬁfforuany:reasonJﬁuh‘“’£haﬁ Ed "alabld it td‘ﬂdchE1 (VIR
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chronic problems.” The information PG&E retains allowsBit & do'l
that. | ;{’?5’5.—49;;1!’? compliance withiItemi9sosivpsr & - 231
1ate 4y A8 .

J-n<l£§leQq” il Frearitine macotoainua ool earabhio waosiviaon paldgoona

R Iiem 10 requires PG&E to: "Increasé.training:for»ivion
customer se rviqc cpresentatives to enable them:to undérstand and
_@ge tify po;ential service.and.safety -problémsi#” < yu »durd-[ino

,_%;yruﬂ}ﬁg$§3i§pa;g§\;qlhggﬁprovidedmitsqcustpmeruservicéf*O?RUQ
representatives with additional training regarding'the gas andi1iw
electric systems and customer communications during outdyges.ii .1

. Employees, have, also been involved, in disaster;drills: to test call
ansyeri?g_gpp call} rouking, prgpedure5>u>PG&E .states its>intent! ts! -

)

continue to provide training to improve call center perfbrmahdé:ﬂi
ORA bel;g¥g§)g§&8 has)gomplied with: Item: 101 = Wes coneurl

Afr.sx
opn 30D E::ﬁ::j:_:r.,i?t‘s,f;a'z(l nti ol @ty fupol J2esl 45 0} swoiiooiolot
III. “a D1scussion)r1, GA todua ol paldvanad]

BRI Bt (i B TR L LA

s buiene qeeoaonun L aobdensolnd od) o) Lusads oved of wedaiw
. (i1, This order, finds. thatfPG&E.falled yto. comply:withlltemllx
of Oiderlng Paragraph 1,0f, D.95-09-2073 1for-the mohthsof  Novembas
and Deqember 1995.»‘0ur review;here- was-moblvated“by the many
'center operﬁtions(- Eggept fo the effechs;ofithat\stormniwe<mlght
not hayg initiated . thig investigation outside- .of rarscheduledivion
general rate gasg rev1ew unless: we;had:reason- to belleveLPG&E's*ﬂi
fallure ;o meet, the, standards Ain Ordering Paragraph 1l was: -dratiatio
or chron1¢qlh1f we cothol for:;the December:storm,rit-isrneitheyow

(3E by

Sedaonw widd, December, , PGLE did not:comply..withthe; stafidard

agg}i able Lo, outage, periods.; ;HQH@Vermtby;allyaccountsﬁthenﬁ3Heaq

F ettt

Dacemhgf‘ﬁE?gmLﬁ§§5n9§,YQP(;HﬁHal.ﬂtﬁxmxxﬁltzwagsUHUSUal?in?fbrCéﬁ’

? &‘ e; damage, cqysed,:sﬁimiiarlyﬂ;thg‘relateerecembef‘o&tagéﬁi‘

were(ypgsuﬁjuilCgrta}ply;;he;pecgmber outages; wereimore complexsand

il

widespread than the outages caused by the January:and;Maréh11995’Wt

Sta"@?f@ﬁgﬁbish ye new.use to §X§1U§§§JEG&8533DeQember11995jeuxéﬁng

- 14_1'{{ R
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performances s ;Although-we>have-attémpted to adjust théi'response
data to xemove ;the;effect ,of the:gtorm:dapsjiwerddniiot kndw Gitnf
any degreé of certainty.that 90558!ssf'Deéembef‘ﬁpérfoi‘ﬁ\éné&i‘wpB‘38!;{'
comple‘gle}x,singg;i_,;V[impaqt;gq! directly:and tindirectlyj byftHai ool
intensity and destrugtiveness of ithe storm. 1-Beralse 'theé iy éddéfés
adopted -in D.95:09-073, were,: by :definition, Teasuf&nonts of 4
reasgngb}giFQ§RQn§eéﬂuring:periods:of:reléhivb‘ﬁb&hhlé?ﬁiftﬁi§"“”’
'i”na‘pp;;pprji{ﬂ,té to use .thoge; téchnical -standards: ad'the mésdlive 6 °
acceptable performance when: the- -'circum'stanc'es:féffe“et"-i'ﬁg “thyylsov ° ,
perforpance were, anything. buti normalurrxes wild priviqys yd i’?"'f:jiwf
HWe do not make;any: findlngs,he’rei rég?:it‘diﬁg“fth'e“’d ayrb s
reasonablencss, of PG&E!s:response:to’ the' stoxn ¥k thy? {elationshﬁps
between, PG&E! s, management,practicesiandither outagéshwhithi dceurréd
during the storms, ;,That-ista-matter' £6x1ay¢dubséqients érde"’iaﬂa er
raises, ?.ssues thqt rare . much more ! compleX’sthaﬁI thdse we" r%i;(:olvéJ
here,;‘ s e r«;;afi e d dno i wiey mfenpis 41 cevnoad a2d{uaor oV Frkecg
g { 5 qu;wnhstand;ng the:. extent: of PG&R's c&lpability”fof“ ‘hid
problg,ms which- occurred; during:the:December~1995!'pifinstsdms [ gsh
.cannot overlook (PG&E's -failure; iin: November:1955; td" ‘éomply WiEh*©
‘standards we adopted and which it did not oppose. - \Féi#u DIidip 1o
noncompliance with those standards in November 1995, we adopt
TURN's recommendation to impose a penalty on PG&E pursuant to
Public Utilities (PU) Code §§ 2107 and 2108. Section 2107 provides
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. ,«TURN proposes:a-penalty:-onvPdaR~of c§111A111i3H" béggd “Sn
iE§;§8§vmpt$9n,that ‘PQ&B-i8 .culpablé for-'6ndloistatidnge <4 =irbh
D.95-09:073, fox.a.period-of~55-daya; Betwedn: N6veémbed ¢4 o48qPh Yo
Decemberx 31, 1995:.. It arkiveglat:thé $1'1fm11116ﬁ‘fi§uf'”ﬁf1” a
multiplying .55. days of .a continuidg vi6lation!'by “the lidximdm o107
penalty,. $20,000,>Although:wé dealine to Sdiction paeg fedp 1aobe
. noncompliance ;with the plione ‘response “standd¥ad ‘Qu¥ikg" 'l)e"céif«B'éi","
shall, adopt; TURN!s, method for ‘calculatingthe pPehalty £o; "th""l' ’“
November: violation by.-imposing a‘: penalby’of '$480} 000  Whith! S é R

derived by applying the maximut penalby!of!$20;000° et dl?’f TR

1

24 days betyeén: November; 6;>.and: Novenbeyi:3014671 Join Ob oW -
Lytidenoi1ni A $480,000- penaltys ista>meagers suli! £8T X1 corparitisnTaRe

PG&E!s size: and.the;corrésponding krater reduetivnh #duldibad? s4°8 %411
as tg.be.undetectable by:PG&E’'s 412 -mil1ion dUstomarala oy patenb
Nevertheless, we.believe evenisuchza~smdll-penalty dap préduaa s
positive results because it signals our intent to impose penalties,
large or.. small,{where‘they areswarrantéd. i Weraré 'ddtivited less by
a desire to-punish:thanito promoté . compliin&é Wieh Csumigsfsn fi-1a
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4 D.95-09-073 provided PG&E with 60 days to comply with its
provisions.,; The order was;issued on: Septembér>74119f5“ Sixty days
from September 7. -is, , November 6.. noteivolyg Y6 3w lgic

ovil ned3 szel son 1o y3lsasyg n of Ioagdes

5 TURN treals.PG&E!s: failuresto, comply witﬁfiteﬁ7lbiﬁdorder1ng
Paragraph 1 as.a,single.yviolatidn)dfoas Commissidn drde ' which
continued over the months during which the statistical a erage
dlffer?d fromitgg sgangasd eVenjthOugh3t?éfst§ﬂdﬁrd ma? ?ve been
satisfied on individua a ther application vOof(Sgobion 2107
might allow usYtEd f1nd PG&%’ ‘“g §F% P (ﬁér ?;%a?ce £or, November
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L “d’”t”the Standards
:qu ASA and p§rgent buaieqrin November and: Dédembérﬁiéés rbégfaﬁing
'Jéndary, 1896, PGLE has made extraordinary progré&'s§&<in Setf“’“b
exceeding 'the, ;8tandards. - According to ‘the’ Féports ‘Pasl has
subm1tted_Pursu@qb %o, D.95109-073,«PG&E-‘had 'ze¥s Peyceht b {es and
ASA!sEa;iqg}qg ranging, from-10:seconds to 14! secoiids ‘€S the Wonths
of February through May 1996. We find this progiehs 1Y SUHRBYEC Y h
addition, .¥§ note, thatithe standards>are'more? SEringant= thah any
imposgg 9pt9th§ ijurisdictional utflities:and aiefiehibotdla aTH1dvh,
The company's 1996 record:ihdicatéa=thar”faclid " edi1uvds

should he unlikely, s (Howaver;cwe willuedntinu@?és " Adnitdr plarrs
compliance with the.standards adopted”inip;9516630%31 éﬂéui&?p&?ée
fail to meet the standards in thecfuturs, Chécwf11”f€8b’ﬁqtﬁféf“hig
proceeding_ﬁpd .congider appropriateigenaltied 22 Ra Wi £1' T ecgnsider
the standards set forth: in Itemfl::if PA&E “cahi “déitondt £ Yg'thg @ﬁ“
are unreasopab&exor,thatﬂothet measurepent’s’ wobld ‘Bett'éy rebfeé“%il
the quallty of, telephone, service :to customers. o> 10 (0115705750 et
F1nd1nqs of Pact
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December 1995;V‘TQ§ scope: of this:part ofithis ﬁ?oceéaxng id o
confined to the related.issues:of:whéther ‘PG&R ¢dmplida ﬁfﬁﬁr”‘ﬁini
Orderlng Paragraph 1 of D.95-094073 -and(whétHed AHdF ¢S wﬁSE‘eﬁtghék'
PG&E should be subjéct to sanctions for noncompliance.

2. PG&E did not fulfill: the' requirements of Item 1, which
relate to call center pérforménce measures, in Ordering Paragraph 1
of D. 95-09-073 "in November and December. 1995 UHBHER Ak et or
exceeded the standards for:the!period>Januity> 1996 thioildh Mal
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s b 58 eI Becember 11995 -an sunusual Iy Ra#sh Yaia @ddd fuctive storm

'tgggurred whigh contributed signifidantly- tb Eh'”“‘ﬂag%é‘%kﬁﬁ?ienged
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ri,)I' i‘{\i
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073 unreasonable. BEYA }u‘al“uf'»ll
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1‘1 The, Executive, Director>shallodirect '(Zbﬁﬁnsi%‘éi%nqré?:a‘f%bﬂgiff’
rev1ew the information filed by Pacific Gas and Electric Company eel
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95-09-073 and to.advise the:assidnedradmini5€riL168 - TadOjdaderibg P?
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assigned commissioner in writing if PG&E fails to comply with that
Ordering Paragraph. - :

2, For violation of a COmmission order and pursuant to
§§ 2107 and-2108 of the Public Utilities (PU) Code, PG&E is
penalized in the amount of $480,000 and is ordéred to pay to the
State Treasury of California the amount of $480,000, plus interest
at 7% accruing from the date of this order, to the credit of the
General Fund pursuant to PU Code § 2104. _

3. This proceeding shall remain open to completé the _
investigation of electric distribution system sexvice and safety
standards initiated by D.95-09-073.

This order is effective today. . -
Dated November 6, 1996, at San Francisco, California.

P. GREGORY CONLON
President
DANIEL, Wn. FESSLER
JESSIE J. KNIGHT, JR.
HENRY M. DUQUR ;
Commissioners

I will file a written dissent.

/s/ JOSIAH L. NEEPER
Commissioner
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D,96-11-014
A.94-12-005, 1.95-02-015

COMMISSIONER JOSIAH L. NEBPER, DISSENTING:

1 am in agreement with the general thrust of this ]
decision. I agree that we established clear standards, that PG&E
clearly was not in compliance with our standards, and that it is
appropriate to fine PG&E for non-compliance. '

My dissent is in regard to the legal interpretation of
Public Utilities Code Sections 2107 and 2108 with regard to the
allowable level of the fine. I am happy to impose the maximum
permissible finé on PG&R. My interpretation of Sections 2107 and
2108 lends me to the conclusion that a $20,000 fine for November
and/or a $20,000 fine for December would be the limits allowed by

the Code.

Our standards were established in D.95-09-073.  We
established in that decision a monthly reporting requirement for
call center queue wait and busy signal occurrence. The _
requirement specified that "average queue wait” or "busy signal
"occurrence” should be measured based on "monthly reports on daily
and monthly call center performance...” We have this data.

The Commission's decision imposes a fine based on non-
compliance for the month of November based on monthly '
- performance, Yet the decision imposes a fine for each day of
November (after D.95-09-073 went into effect on November 6,
‘ 1995). I would.have also imposed a penalty for the month of
December. It is clear that Section 2107 allows a penalty only
"for each offense."” If the reporting and performance both
concern monthly data, an offense can only occur once in a month.
An exception to this interpretation.might be made for "rolling
month"” data. However, no roiling month data was calculated or
considered in this case. Therefore the maximum penalty we can
impose for a single offense based on monthly data is $20,000.

Conceivably, we could have examined the daily data and
imposed a penalty based on each incidént of non-compliance, which
then would be each day of non-compliance.  As it turns out,
PG&E's daily data shows compliance on some days in November and
non-compliance on other days. It is inappropriate to impose a
penalty per day when the non-compliance is per month.

/s/ Josiah L. Neeper
Josiah L. Neeper
Commissioner

San Francisco, California
Noyember 6, 1996




