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A.94-12-005, 1.95-02 .• 015 cot-1/JXK/ttg") ."(' <:::O·.~~.I ,':'0(1 '-I-i,{:.A 

Provide backup call cent~remp'loy~e~wit~ 
adequa.t.$f.QrJeotcitllon-::.tobPG&E'S. se¥~i'3ear~a and 
customers. 

, ,;,! ',d i 'C J~~et;.ablJ.a tCoPY Qf. {th~ "AT&T 80'0 ~~dai§ ttl :'c6mpuf&t 
1 j ,;:'J ~~iT~~~;~}:~9~'it~~!jmq~~.}~.e"c~~,'r, ~.~,r!~e.,: p,ea15·.<!ClY~ . .':'~ j 'f"'';. "~ f; i' 001 

in ~II)~o.rpo;ate itlie 'use' of, radiO' rahn6\ihcE{ri-;~hts ('Hi jCl
Il0-<J.,r.::: 1: 

_-iL,~~e}J~tn.c:r;,rf.aI]~/! 1,-, "J ,','~)jI" ":1, oj b'\·~'!:d·Y!' ,f'.O-Q(i·c'C'.n 

. ~~nl)Ji i;'Jtxplore) .calling! ba'cK;c\.tst:Otne~s· fi()'frei)()r'th;'Hi;'~f: ,:.-, ~),i] ,(');;'1'-; 

i'" 1"); r. '{ f J ?~.~'1~~?0 TI~c:~.~~.~t!~~t'c~~_I·lllfI>c?,~rJ tJJI1e\f:! .'-f~1\,O-.r jfV 'j CHi l' 

:-')$ .~va1.Xl{lte? the1 P9s'sioi1 ity. 6fJ;acc~ptih~tserVicE!J:)~~ ." L}i1 

"-lr~~d~:rsrJlXOll\CN~W.<?[Ilr..ir.~0,}'iJ~9."'~1 thY _~~~~ 9f.~,) .. iv.e:.J ,b'..·j u:-r" i h 
.'; ,: serv 1C~ representa(; ves. ' . 

• r • ".', -, ,',' 'f -t t 'h) t6J" :~,i0q r I h'''' Po: i 1 01 r-l t!1~.-.i:':,'J()-i(;-~ f IJ::';"~-f£'~} ~J.Ji,:.~ 0:5;-," -. ..', -~ - c:.~ 

- , ,-~.: -, _.!1a!~f~i;'::!6.~r~po~,le~F t~eP~ fO\lF-t y~a!"§'1 P,\lst..~~T~d~;qo -!sJn~~ 
f),j' .f(.:'~accoUntI 1n16rma.t10n to enahl~ 1t to 1dent1fy _ , . .' 

<jdJ }f:~1u.·Of\i2jprobl~ms.£\O-\~O-~e.n 1,.) [ rlqt:·'1P>.!i c
':: tin.J.·i~fnO rlJJ\o-: 

, sUi6r~J~~1 ~~aii\lfi9T f8Q.f> c~~f~ke~:)~~i-~fi~D~:CPJ "~I.- lC~ , ~n~.1 ~~ 
j r l' J 'J:J F.:(epresefita'tives'1~o)eriabl~l:t;heflr1t(V!fifidl~I:i~Ahdq{·) r j f'oS! J E., 1'_ •• 

o0~n~b-ci'~,5~~i~Yi,~<2~nU~t~ll~~1i~!<t~ fll)(.h,s~f~f;:Y·J oj b9I.i:s:;1 3,'1 V! 
pro .LemS. .. i .... - . 

c::.;fj bi"if.> noi28ir~TI':O 9:iJ 'id b::::-sl·.!~)j~;:,-rf:,fb f1Gs:-::t BJSf 2 0HJ9 :):]O-.rq 

D", t~fl~~ 19t71:)d hf,E£?!'i~~ ~J'P~~ ~.9. c.r~pottLQ~ \:,l1q pJ;'Qg'ress 10£ f"IJ f> 

these matters by December 31, 1995 • 
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, '.I!llJ1 " Th~,~;I>Ot;t~pl);,QfthisfprQCeeding'~'addre§se§'!PG&E'S 
c?,rp~li:~~.~e ·1'tt,t.~I,Qr4<!rl.ng :p~rag~aph bofi 1>. 95:.;()9-01S! th'at '~i'B(~':C):~,;o 
W,},W!~~lejrl~'&.? {':1Jfll~~q (,tQ~r:~quit'ements 'of, ;tl)e "orderHf~ "i>~t''c(gfa'iSh) 
in the time a]J(),t~~Q'I {The .qeCisioh.it<vrev'iew 'this (coril~l'i(Hic'e;,,~'qc-: 
matter result~~r,(},Q~ .. qul>:Jn.~9~mal, rt1vl~w'-of: :data 'PO&'B:'ji~ovided to 
Commission'st'aff' dlr~ih~{itn~J Dre::ctetnb~r:;~6~J~{~l-ox'M~i~~'T~~~t~)nformation 

"1'1\1 "'~r,f l'fli-, PilOljb.l.oYY"> lLr,.({.(r t.rl. t .• l '., 

sugges'ted 't::ila-t 'ro&E had not complied witn' certaJn~'efements of 

Ordering parag~rfr~~.} 'Im ,~e'{ f~~r f~~e8 ?p~rFl\Pt\ty.'1(~<j> IP.X~,~.~ its 
comp~iance wit}) t~Jt· eJ.~.!}l~_Rt~i 9f prdering1~aragrapttJ 1( f r; This 

decision doeb 1 hbt':addr~irs'~ t:rr :}~~'f~I{~~19;~~3t6~;p(I~J?1~~~!esponse to 
the December 1995 storm, the integrity of PG&E's engineere~ system 
or possible .imp·iov~fuehts?·~o!ro&~·1~66~h~~~Jh"~~9'f '1§~Ik~~~s. 1 Those 
matter:s are fiii~~~'!~g~~i~~;~flo~ 1~~26th~; ~h~~eS!·Of"thi~}proceeding. 

11<!,~t-,;,o~ .. -,thE! ~.l,¢rnel1t$ Qf·~Orde'r.irl.g ~a.ragrapli r'li C't'equire PG&E 
. to 'take certair\\bi'oad :a'ction;g' aVI'd :"'repO.;e'it:lt'p;84re1B~nrri their e 
implementatfAn t~;·[pn~y::Rl!~,,~.l~JI1~nt.. of, orderihg 'Paragraph';l of 

. - n"i,··[f.1 ,"l·'UT"')!)-:f"-~ "'r-:. 
D.95-09-073, referred to as "Item 1" of t'ed items, sets'-out 
specific meaBurab,I-,,~, M:.anJtar.sl,s. '(Qr'lPG&E,'si qall'centeY) opel-at ions . 

.- The co~trovenfy'1h1 th;f~Fprob~€d1Kf'~'~hl:J}ildl¥Jb~tlY around 
Item 1. sev~5jl.l[J?~lt~tz ,~}.~,IiI~.ntp,) of.j Ordering! Paragraph~ 'P'Are 
disputed, but! the~(is~tie itJ PG&B)~i '6orribl1?1{Hb: ii?61e?)·'&tf-;i.iJ~gree. 

- • U~:{\l' t :jJ)jf10~~~~ 1i...1' .. -' r ~_, l 'J c .. 

PG&E states it has made marked improvements to its call 

center operat.~6rJ~~f~IlC·~~~1fl~7J?~~~;'!~j'I~~~~J~T~l~( 1~~j}3~~~omplied 
with Ordering' Paragraph 1 of D. 95-09-073 .8;'1~PG&E!i!r9uelfjthat the 

Office of Ratepayer (}~g~qggc¥s~g~~:) a~~h T8Yt?]:;?" {j5i~~t.Y-JBft~e 
Normalizationj)l<rg!Wl0fiavgJth~;!bur<Jen:;Ofcproof l.t<?::d~t;'t<?nSti'ate that 
PG&E failed to compiy?with ord~rlngl PAtIigtfiph '<i llJg8.gJs1?~llthe 

,i;:,,_·.1.UV -:I 
proceeding has been characteri zed by the commission and" the 
administrati Ve' ltftJ j(i.dge(a:B··(o6~ f6 8def'etmfifJ bc&~f;f fRn~~: a 

• ..::e\! i ,I f '1DCh;9:)~O ,-\0. 2"l::>J j,F ,'1 ~)<,9ri:1 

-~------~---- ---- -- -



I .: ,l'f, j 1. • ~P;. geQ~~~l'(cQAAJ states its! view~ that'.! PG&:Em'clderianDei-li\~st 
. ~ff,of,~j)t9. [!~pn?Y~.l9.~l~ JC~Jlt~rjoperfor01ancln j V}{owe\;eri lORA f;gli~Qe's 
. ,t~~~, N~~ h~~ :'lJq~ icof!\pl1.~~ (fully.lwith':ceJ;tain"eletit~fH:d"~o€ 6ra~ttIng 
Paragraph 1 of D. ~5-09-073. ORA makes'{sev())."al "~t'~c6mmertdat:{6hbqfor 
if!1Pto,v~.lt}~.nt~.,.t<kJ>Q&~~.~ i ,~~ll Icenter:'operationsJbut;C'suggests the 
c~;'m;~fi~Jq~, 9.~J~.r· '.~PQ~iQ~,t{l,tio.ni of· p~r\alties '-6r ~oth~tf'sanc't'lotis bH\ 

until its review of PG&E'a(:r.esponse::to.ithe'<De.cemDei<::q.99S"W!I~["i") 
ra i nEtt~t"~J~i Jjhi~c.h. c~s~ .~Qhedu led t~· be hea rd , ~ n \\1u~~ (-1,99 ~;. 

,. 'if. M' f . (J\:,C r \' 11"1 H{!::'" 
TURN also !~~ds that r",'-?f':~ failed t<? i:~<?!I2.PlY,-.!'iJ~h part of 

Ordering Paragraph 1: Jiased on evidence it believes !ffrqA 
~'1. { f (. . {leei y£~·l 

uncontroverted. TUXf. {ecomrnends •. the Comrnissiort \c~PO~~dl penalty on 
PG&E in the amount of. ,$1.1 millioh. 2eeI '{tile 

Each of thl J:en items J.:i~ted in ~,fA~~'k-j_h9:J:~V~~r~graph 1 is 
addressed below. \'. J:. as::: 2el? ( ·.i~dOj2!) 

Item 1 \". E ::'d: ,;(:.('{ ·i0.3'~::wo~1 
A.. \'0. i.e: \'0: { cee [ -.E':1·:'_l~)~n 

Item 1 re<I\lh:es PG&E t01: "Achieve1an i avera~e~'queue wait 
of less than 20 seco~?3' and bus~~~ignal oc~t~},~b'f~~f9't~Jess than 1% 

during normal operations and less than 3% during outages-."l 
lot c; l;'PG&g sfate~:)H:':ii~~'-'t:akJA abpt-&Jfi~t~'!~~gps:ifg-1posAtion 

itself to be able ·t(Fjn1e~tirfhe g6af~illi~t(li6ithHi~ tE~'nrrl:'::>'-)It <~ Jl1:;V'J. 

up{jiaded Cltb'cSt:6dkt6fi Ci~'d{t °ailJ -tSlledf~Jnac~~lJidph~~~ switch to 
sUPPort ',<fddi'fi<:SnAf 11 iii'eiiYfB bi iH& iit~§ tof;~l I c~pagh~ y b f13 j rQfdi' iJ~~ .;~ 

• " "/,' r ·i.A " • .,·· .... 110d 0"'1., that 'can' He 'tfs€d' ci-s"'-<i;:}ja"Ck6)pl~aIl :"I/~'i-itW¥. Lilt J~dded .J4 (Ys "new lin~s 
to c.:111J'cent"J·rs'rsfnice AjcinJci'r};riI995,~"f{i'{'i:J 8/ [~'hi~Y:(fJliJ:!lI~ t:f~~~ IJ0~iE 

·-.,iJ H:dj \;nrb::'<;',:'u'q ·f'~r.!'.:\f1;:o n.t c<;·,~qo~'1 oj J;!<tjrI[ e1.r 2$.);:,Ja 

r ".'-iT .-,' ·"1t'''·'.:)'<I;;'r,r,''1 ');it J.b'l(v:-'1 ltOjB:--:d!-;-':o~ _ _ t.;. _-4~ • .l. ~ .. <_ ~ •• li.. _ _ ~ _ ....... 

• ,~jil,.?;··-::,·!I};!f'9:1 In')'1~)11 ib 

1 The parties use the term "average queue wait" synonymously 
with "average speed of answer" or "ASA." ASA is the timetJiat 
elapses between the customer's seleotion of a menu item to_the .. __ ; __ , 
<;:.lH~S9m~rJfJ.<;9p.t;l,~O~J9fi;J:OJ.thatselect1otnv~) PO&8!·s·· esbitnat'es-I·trt1 A.SA. 
~o 1lJot~;J.!lyJ~d~.J!.t.Ie3 J;i.fJle.r .t.h~lc.~.istomer) spen~b;~'ltstenyng"1 t!? l:Jte<)~1\u~o 
o:f1)'f,~J~fn9J!On!!t~.I~yste.m1.t() pick·! UP{ the'~{lllJ wh~n! thb"> tel~lQh§n~~ i~ 
r-l-mJ!l}9 to' pg~~J P.~s~J'.U',)~s19n).~ou.tagerJ9 as:an1 int·t;rrup~:i0X'?O.f,\:·f:.~~.!j~,:: 
electrical service. .~_nf1E:.Cl1lJJr.;rb .. ,~j2<a- .. -,v -~V 
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d~~~!lg,:~h~;:, peceIlWer J1995 ·:stormJ [ pr!6t<~ to~iNov~fub~~C:'199St it added 
~Vf}l;" f ?9Q ~Jlt:ltC(f1l9i'-·l3eX'vice )representat 1 VfliPt6 lhandHPcails jai1d(\J.Jae 

: ~evep~! ~~chJ}Q~ogloall improvementQideiii9ftt\d~~t(PincfJea§t§ <3all d~'H~er 
.c~P~~~f!;y f9k'~ serviqe fqualitYi '-';\f~ ':.:~0 . (\0 - flO - 2~ ,(J )0 r ;{qr'lLi'· ff,'-! ' 

":', {J ~~ J;.,r9~t!, .ol;>serves Ithat ·:~these;' call J center"lmpfove'tiit§'t\ts·\.}ia\l~' t 
had c .. {l:(.f!\!l?~tr~ . .\~J~l.:.effect,(oJ\ FAS1\. and! pEhoiCeYltrtge'C6f '}jU~' sr~]'h\l).ti·;o·) 
("busies"t(Q,!er;~the.past'i;f.ift·eenimonthsl~';1.~~>1 10' , .... ~d';'yl i~-,j fi )iW 

.o1,aJ1Qat;y,,1,99,S fY.H.<;: • .r{ ~'2:* 38 ASA Uk'f4 S'. 0 ··peYc'eht })usl(/~~id £'1 

February 1995 I' - 1!S7, •. 'j rr24 .... 1 0 If: YSFj'r . 
:0 "f"H,:! ;iUarcH(19'95 0J hc) Jj;j f(04\ ",b!l ?·~5:6 ? 0 ". 

Ap~J . .:l u..9,95_ f ~3 ) i: ':1:)(1:13'6'£1 itO b~l:;'t11. 2~ nqCj'lpr,'u){l pH i 'J0{)'10 

<JM~Yn,.cf~~9~'95 ~IOl' ::~:J J .-,'. ;'0:) ~Jll::-4~ ~~bI10": Y)!r~ .~~lUT . hD'j'l '-','''''''! J. llO:)f1 ~f 
• :;. '{ j I (; it <:"1 >. Ul t:'~ :;) "i L; 3 . 

July 1995· ,:24Ul in { .. Ul.)"} :JIlIIO.:·'» [·oJ fir ~Ll,D'l 

.1" -"l,~~~}1~~,-,~~?f.).;".f). HI fi'Jj~:iJ4,89 <!!,:,)j r n':L? '~6,L1 10 {b;:,~-i 'r 1 1>,:00 Septellwer .~~~!>: 5. 
October 1995 : 28 1.7. \\of "d h9~B!)"!hhf> 
November 1'995 : 16 1.7 FJ7P,I. .1'\ 
December 1995 1:07 53.07 

',,',' :;"'.'L.nJ~nl){l~Y,31.996Y:"r(L)A" :21J ~'L'<-"'~ ;j:-'O~'7t;~··! J (-~'.11 
. February 1996 r ';1~ .. ~., 0 .• °0 "",,", D<;: 'Icd! ;''',,{ 10 

"1'1 '·····M' "'"""'hC;~A'A'I'!/I'"J"':J ,)'·(1P',- ". ,HJu U"lio \;AL".{' ",," ..... ,'"" ""'. 
j,U , <::. -,:' arc· 1;:;0:16 .. '" . ," :0 v.v . , 

r , , > L 'I' -' j',< - - 'iO r Ji .... r.··j) J F "'" t,'·Ct ("\.1:"11'0 -. ~ ;,:.~"-::;1h.Jlr() l;~lJ·11.-'J) -:'--c i1["'!1 ___ • r~d!') .Jt"~-' (~i .-. ~ .),._o"! - -, ...... ~. ~ . 

• ,oL~ 2,;'j~ ~~E 2~~1~;rXj~ i ~n3\q~~ ~~:J~~c~¥He~!d~Yf! i,<?n ~Q!qh major 
events j}oc~yrf;~11. ~~sn~~~~o5w~n~~E~;r. ~~~n:,R~t:.,t~~ .. ~!rjr, --::d oj 11:)~::jc 
., 1 ff. 1 "'p ~~}~r1b~1 ~~~~s f1~~'1~'}?lg~-~?t[,o~~ [}:\\g n~,t?, ;~!l}t;~.n~ :;(o\):,W~E..< .to 

m~;~~'~h~,; 1ti~d~~1~j~,~~}~7;~C'~ ,':{~~ht~ !~~ ~~Y~s9.~ ritpi;;.tf!~l!~J!c;.e ~l·icIJ.t:[Ja 
a~:~.~ (be~:~~~v~~ i.,t~~b~~A j<tnd . P/6~?tt.~t i.'qW;~}if(lt;"~1~J.er;,r~I9. 1y.~ stu ,_I.t¢fi\. · ... 1 :h,d J 

shou~,4)f:~1 ~:ln~~i~:l"7{!i~)?l~~ tl~,\.h~'i:l'Cha~·lfi,~ .. ~'J~,t ~~~ftl1!1~.r..4~f1,):.PG.&J~~~) oj 
states 1ts intent to propose in another proceeding that the 
Commission revisit the measurements in Item 1 in favor of slightly 
different measurements. 
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• -f'{f'/;QR/}; 9b§~};y~~ .that' ro&:{'!! has=-madeltnarke(f'i'(np·tO\fein~·nt's·; lW"} 
i ~~~.c,~~l ci£ef\t;~rl.9pe"..~t;.ion8 j r ItJobservea -·thb.l" PG&E'1r-e'~ei {,e'tr~ab6Ut 
SQ, 0.90. q~~ls.-AqiJ,y QPl,"j,ng;;normcH condition8c b DUrirlgr-th~j~cemb~~ 
199~,,~~0t:.:n;tt J>Q~~<-_r~~e.h~ed:ove-r 4~' 5 c roi 11 lon f!{;al1s-; <~ 2-.9 f m! 1'116i)':)d£ i 
wh ich.n~Y~t !,~.~ched \PQ&Bv .-, ~.ORA if hlU!:i:: that i ro&E--13 (OUt;c'of'-"ccl?~pl1~i\ce . 

- wl~,l;l> 1 ~teQ} -,l-,al1<! .-:r~<{Q!!'\ffi~nd~ i the i Cornmissiorl 6rder 1impr6Vem~rits'1-t8 j~.: 
PO&:~ ~,~j'<;.<;'.JJ ~}~n~~l;; If?y.ste.~ e. . ORA h'ecomrt\el)dg that [tHe fC6nWi §§ fori j h .. 

;P~~~1{ ~~ts).~de,t~er.mtn~t,loJ1j9f ,appropriaXe :sanct·ionsfU:nti~l fe'vi~\J :t<jf"'; 

~_h~-, t:~~JmJ1a.bJ~n~~:~~~f -,PG&E's istOrpl: resporise' :scheduled/f'or(.latEfr~in 
the year. . '.,lr.if"..{tO':Ec."U!1J ,:(,\';' ;_;~")~)I1"J~":jI:'J',!!:, 

TURN argues that"-toe-evidence uliambiguously demonstrates 
;1 thabJ(fufr:ltrioJi'ls but of c~mpli~)\t5'er~w~\:lf D.95-l~{-1>73 during tl}~,JQ<)nths 

of Nove~er and December 1995. It responds to PG&R's al1egation~1 
,n- r c)ll, ' 2Ce 1 'J!}(r;<1~JVo. 

that Item 1 pres~nted "goals" yather than performance standards by 
observipg:~Jhat the ordering p~ragraph is unaYnblguous ;~n(f tnat'1Nftk 
"a~,~~e~';_~~'l i~;~r ~~gYJsfgn~ ;~~JprJ~j t~erf~'t~J~ e90)?~~P.:~1 :'fP~ recotnmends 
the_,-~<;>~f,8?f?~ ~~~e~{f s rD!~} Jet lPfJJt8IJ R~1J~M;y()smJr9ftE,,: f9r:'ttt~ :bld',; 
~a~l~r~':l t?!!Tcryr,1~)J,+~hlt~t~A\d,~: ~f,,9'fdY5trt~{r¥fa,.9f{lP!l.-!~· . <!wd. :t f, ~ S-·lCi 

_,!,,:(,~.,;, "05:0ir~~;0~;g131r,d?'P'Xe~;~~~,/~e~~il1~W~9~S,jgf;jOr~~\"i~gY-l ,;2ce r 

_':~~~~~~~.~~~~ l r~~~~hp~1~~hr7rowp~'}d~~~}?Y18~~)ftBcJ 1 ~~§. 9~4;;l!qt\9pjeotr; 
t~ C~~~I~U~~~~~n~~t~~~m' 00P9r~~ /1~·d8~?,t J~~I~;\ihP~.tl-1:l.fm;l~o2mQ<'jity!., 
0.95-09-073 to argue that Item 1 referred to "goals" r~t.lt~'r(:th~'l. n 
standards. .Nor did it argue that it could not ?btain thRsJ~~U. .H 

~,t~n~~~,rd~ ()~i~:!~t)~ ~~~,}l~jr/~/i <is nI?lL~~:f,,~~~7"P11!!.~J~~{~d,~J ~Th~"}~vidence in 
. t ~ 1S p.~"~)~!~&~V51h1~".r:t;Rfj7r3~,iTt~ /?P~Wl\~t~·: ~lJj"!-its \~E1 ~,Ef)t<;l.~d(p.~d,~\.~y \Qc::xery 
dj~~3fi2c~~lJthCj!jl~:~~~nhR;e:ll)f~Bs~ln'R8~.~l~~J::'J.d~lifP'_~c~~J,o:r;_,e,"'(.el!~~lt~P,t:il()') 
least at a- reasonable cost. ".f€l -l~,ifiC JfdO,jfWZl Clf dj-l01 

PG&E" had 60 days to meet the standards set forth in 
Item'1, that is, until November 6, 1995. It did not meet the 
standards in NOVember because it exceeded the 1\ busies when no 
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O':lt;a9~'~~-i <>9,q\l:r),"~c\.' 5ift~o in:. Decemberl ,1 '~hen" An 6UtAge'fdld'.Joccur, 
b'e~~~s,~) 1-J>-9r~rn.~!-:i~allY .!exceeded )th6 3t;bUlJle~C:<ih\d 1t1H!9201 tecoHcl! 
",SA. , ,!l\t~Rllgr,:PQJo:S did !n6t1fneeb fherstandard§ it.ln~cemh~r, ore 'Ii) 
impo~~H)h~ ,t<? ~sy~:rt~lin!tthe I extent; to'.whioh; th€PBt6bl\ effe'cfed \: {: r 
~~? ',fiJ ·~l)oJ)qomp!i~nce J ~YlIn(:view; of) the:'sevei16yr-6f.:the O€c€W(l?i d',·: 

B to~~<,~nd. ,~IJe.! taqt t tbC\t, it· ioccurred con ly 1'3 5' days 'faf fer fc6ro.pi iliiMil 
witlt,,,~h~ i~t~~d<!rqs _\'iil.~ requiredf'dt:: '':1s appr6p'rlafe f f6 c:fdnsidef '!~)'r 
wq~,t~~,t: "~~ ~)J<?\lld l.~.)(Quse. ;'PG&E' S ·,(a.tl_u.re 1in f De'c"'e'mb6~ ~tO'fc6mplY~Wl~h 

; .~t~11'l. .:l i01\(,~h~,~9tQ\J,t)_<! ~.that:(.t.he 'expectati6ii~of "compli'a){c~;ff\i)fderY t'}{b~e 
circumstances was unreasonable. .·f r~-,'{ '~'if:1 

, f . . .,., j .... 1 ~ . T{ <' u " 
,!'! J f, '1:J'~ ItU ., ,:b \' f;: IJ')fj pi d',! C flt} S:) rtf) il. VI) •. Dl1. ..c 1 L c~ f:'!i P f E. .. .', I •.. 

MA: , t, Bus1~s/NoYTl\;lll 1. • .. ,t Bus1es/Outages Standard' J !in! wb (\'0:~201- (:€. U 11 Ji'.; '_l}:\=d J.-r,r~':·~J_J .. ) ,/Jv ...... '~%-. .. 
. If ".1~')" r j "<""C'l'>')" -II ,'Of>0j.1, ..... +:'yy;r.l bilf.1[,~!·;9VC~1 10 ·~.;:jJr ~1-;~)9 "'c ... .c-~ ........ _t -"1 ....... " ct~·t .. -~ c. •. _ , .. ; .. --. -. - , 

~?~~~~1 /J.:5SJrI r T10}},fq lIc,d J 'J:)rf ~1t~! 7\;_: Il""'i!" En ~lfl:Jc~Ylq I r;-:J::1 I j f.·d J 

.~c;:~~rJ 1.?~.~2!tOlq~,j..J07.w <' f dqr>1t?',H'~ [id.·!C)))'fO ~:UJ .luI S3'~,)\v'!<),:d() 

',: . "~'., • .. ·1 '!>dicE fafi l~d "~t() '~ompl'Sl' '~1 t~1 'I t~~ ... I(:i>~:l ~!~~i.i~~,~ ~~;~h~~p'W\ 
which 'requir~s'l PCit:E1'tO\' Att~Hi\ ~'~k-t11'ri ~t~ild~rd~:~fo~ ~~l'f"~~n~~ ~.lj 

. . 1 . . l' '. • .• "r' J "y <l j :) j tr f I - 1 
operations. . sp!bci'fH:=Ally'?'j f~rl)'fiie fAohth~·J ofll1l6velhber 'al1d' Decemb~r 
1995, PG&Et fa'iled1 to'~~t:t:~I~!~hJ;4v~¥-lgk::; ASAbgf f igs~o ~~~n02Q seconds, 
and bUsy! sighill 6l:2ar2gfic~~gf'{le~si; tht.ii'~i\·~ d3~riigllii6£ir{ai g~~f~t'i~~B 
and [le§s,:·thafi I ji-jdiirlng {c5tlta§gsb~i'tfiiii160 . diiy~ J~t'fh~(}i'~~U:~~Et~of~ 

f ~ { ~-' 'E'.!" 'Ut'I'H- 0'1 [\0 .'(L,·l' 1I D.95~to9.!()ijr·~ ·'8Irc.~:'·· uj ;9':! -rC-:'.l!d· '- .'~'..J; ,c·lI i : .•.••• ' •. ~ .'." " 

~. l' f" ~...- • ~ - ~ ,I -' f '\ . ~ . f -.... "1 '" -z ~ 

2 {.,. 'l;'~'1·t,) "C'o hIlI"" tr 'lj,q-' .. r,~·,·fj~ _1 nft> !l." .," ·"',1 b,f<. B. Itetn;-~ i. ~ "J.' ... l,;. ..J. ....,-. _... -"- ,:.' • 

• , . 'rl"- f' ~"'''~ -r' f\'0- Pf'-,-(1 {l <>i~' ,~vd) O() fddjl' .. : <:f,"in{~f!f,jP' ",' ~:'·.)!l')P!"Ite·m i2 0 'Oruering Paragraph requlres PG&E to: nSubmit 
"rnonthlY\,repoff§lon--'daflY a'rfd~kOrilihf}lLi~'ai)dg€rif~~t~~}li~~adci~,q .~~f["l,j 

consiBtent:rwith'(Y<fpoitlng;r~tf<iUli~rifi~ht{B?f~j~~t~e~_~R~~~~~.~i\tt~~fB~·~K~: 
forth in General Order 133." . 

fi t IiT.!O! j~H~ ;.,rnr:·LrH3j8 .;.~{J J« -1 '):3 <::'{;;b O() hff{ ~~,;~.Jj 

£) '((') if .,'.fo e,] ,0 ·{C:J:Y.',:->i1 fjjrw ,;d .:1f:f15 ,1 f;1~)jI C,f1.1 J !')!)~;: 1(""il J - • <:. .-

{)Ji fl:){{',.;' 8rJ(C.~rJlJ it "':~IfJ f~-:)f):?!:):Jx~ Jt :'::?;Ltt:-:).;..<{ h!.?:({;:~.9\1(:~! fll. Hb~~!.i;!)t!~~j~1. 

3 For purposes of anaiyzi~g PG&E's compliance with Ordering 
Paragraph 1, we accept PG&E's interpretation that "outage" as used 
in Item 1 iB the same aB a "major event." 
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o j jft·~}Lr.g&~Lh~~;prQYided imontihly jcall')ceftee~'l})tSPfArMance data to 
. th~ S~rwl,~':f~,~.o~ ,,1\d1(\~QJY rand< Gompliance:'I){"'islofina~ JfEehF'~ il~q6iii€s. 
Q~ .. :r~c0rwP~1l9}~ (i' ,hq'tf~v~r;: ithat-PG&E i impl"6"~Ftlie i: foYrha€i'RncPc8rtt}U-te 
of ,i!'t~l ,rf!p.:<?r..~,EjJ, ,by, );ePQ,rting the ~'l~vel :'6f bu§le'd fdurirkj"du:~£g~Js bfl;, 

~epar~lt~J:~l JX~f\'l, ~1\I9l)_t;AlY Iaveragesand ~t6":-il'i'6iudEf f 'the" n\i\nb~Y o{C'i~Yf 
cust~mE1Ls ,qH~ <~f :~eJ'y~~e,:and ;th-e"-durat iori' fof,' 6Vtag6~';wlt){ rthW~'.1oq 
outage l-eport. On the ba,sis~:that ·thiEf infoimat:1(:>n it,.,a<S',' rlotll';i fq :",:) 

pr?yij.r,9:,I,;~gRbJ b~),~¢v~e_s :PQ&E) iBc-ohly>:parliilll~~hirt;'(:omprii..nce with 
Item 2 •• ,-_ [[c') '0 'it' oj ,,"'qE1,d2~r-:' (1iJA::,cd '101 21l01jq,) ~)jt:.up'_1br, <:C,!{ 

_-> 1"; 'J;I-~) ._I~- ..... _-.1 -'J_ -

,,~ r:"'jf ~ L; W.~.~,~9r~~.! ~i.t;.b= OfQ\t that} PO&Ef slfOOntlily'1-'~i>OrtrS'{W6~fdl hg,b 
.... - ------ f--- -

mo;r;-~Ju~~~Y!iI!fbt:1:l~Yr~ i!l9J~dedl the.;:lnformahion10RAt seeks /u~M 'do{Ff1~t 
agre~;i~i~hr.OM:\t;!t~!;'! ~~Si is:. onlyl,lJpartia11y" 1 'in'{~ompl iflnb~ ~1 tW3 ~n: 
I te,!!,~ t )l<?tl~y,e! ,-I) j!,~ero.: ~ f~did"l1()t ~ speed fy'" i he!", tWeP-b'£:]lnfott?tatl6fi j 3 

ORA ,·~\<?~!.4(,.n~~ i l}q~~ J?G.~~d,nol.ude Fil'l'1the!'monthlY rePorts"~' 2PG&E~j:n en 
p~a:vides the information Item 2 requires. It is therefo~emrfP- .<I 

comp'~,~_mJ.p~ l~lt)l:.J_t;;.~(l\,~:2."'l,j-vc-\'-!" :nJ :-1"~'{ '~:)'J::.rlrpYf I~ (,3.11 

C Item 3 .... 1 ~f "l,.··-t ~)-'" ,'-: -.;. -fJ':: -!.~ryl-'!(""J t:"t·tJ~ .. IJ1)~}!.lf;- it:1 [\.,. ~~<' ·_}'{ol\.-l"-::-' • ~ • ~ .. _ ~ ~ . -) r ~- '~1- ,[ .. / .:;:. ,~_. :.: ~: '-I. ~ _ (..J -"i -L _1 ; ... ' • - - - - •. - -'- ~ -. - . .:.. 

Item 3 r~quires PG&E to: "Explore mutual assi'sea\\te;j'-~ln 

oppqrH~pAt.).~s{,w~th:,9_t.h~rl(utilities and ia'~suYe 'tiabkl.tp :'k'J-i3'istance, . 
fr9m yendnrR' II,. "0"-,1;> il""" .~ ,,,,·!t,<~,':,·,i ,(:'·'':''10[0';:) 'l'-"JIi'.<) ffr-,',) qu;,:)f:d \ _r; 1 ~_ --: :-... . y \. ,-Y J. .•• ,!. ~ \ --, ... ! "): :.. '. ~ '- I _ -...' Cr -.- I _ - - ~ ~ - ....J.. • 

~ . b h· --1 i't-'~r'-1 "U~"'fl,,'--l'r''Lr'~-'l01n( (,,;j ';;';~'1 ;'Yi fG.~~;9 .s~~~ye.s:..t at: mutua ,-ass s ance fOLcdJ. -cent:er - -
ope;r:ations is unlike mutual assistance for restoring syst~m,)9YO{(! ~:> 

1 .. ., l"'~ .. " ' ;. r r-.' II <;'() _ . problem~:."'J In,:;9,t;geXj for:-Jca H ~enter[ mutuA :)ds~dstance programs to 
""?~'l, ;i~~~ephgJ)e~;~y§t~rp$,;must,be ~compatib1e-)an'd{ th4rlas'~r~~ing . 
u~~,~~~¥.' ~ j~'!IP};,2Y~~~ ID\l$bi:be knowledgeabl~ abdue1 tiierjutill~~'i ~;,n~!b!lI! 
sY~be'TI~~. I ! r,g&g -,d~t~:r;lJlil)ed:1 that r SanLDi~g(j Gash &'c El~¢t ~ i8n'COMpRX9I qi~ ~ 
(S~i~,~t, .. h~~ t~J~pnOJ)~Lequipmertt'lwhi¢h'fisP~6tftPatiHle::'wlEhjfesY6Wn<;r1\;' 
although Edison does not. Water utilities' empr6yif/is'},9NEcorclffM 8 i:!8 
PG&E, do not have an adequate understanding of gas and- el€ct'rfJ .~ 
s~~v~r"\~:"jA I?SiM~ ~Q.as\..:p_e.cl,1red lbackup 'as'si'sta'nc€cft(Yffi"~ari' HfdJpend~nt " 

i b d A' ' mb' L' ., ~-,-< ..... ~ -f~ 'U~c.s'("l) .. I1 r C;jEO serv ce _ <:p.~~?l!:}?Jl"'1-'3~~_~~.J.ng;~the- Dace el.'· 1995 ·::Jt.orms,l1st::u ~cs 'own . 
credit, center as backup. 
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,; , ! d~ ,~.~df qJ}l)) f'.l~p'rq~!'HlfJ:)cOl\cen~ [tihat' 'POttR r did '!noE!id6"t;'i{ough to 

~"f~~~f,~ ~ts )oJ2t~9n~.:An i tbis ~areA I!~ SpebJ.fi~allyyi-6R1\c15Efi~lje2 P8&tg , 

'~~~~~.~;, ,ep~~g~ f i)1(,41~9.1Js~ton~ wi th!'South'o'rn "Cali f6rnf4)f(ja"s'('co-ri{p~§> 
a~d ;,~V;~~,?!P~~, I~'r:iltt:.\~,$.~ 'tlt rsuggest's' PG&E "shoUld(rinc~l\Sde"(iriL!ltJo , 
repo~~) tp:,t~'~1 c.<?fI¥1l~~$,.i..QJ:l. ~obstacles . to' obta Hilhg"ass is't\n2e') fr¢th~0a) 1 
potel!~l~atYl~nq~>;~ :1t.J C.QJlt~cta on.ltOM' believed'PG&E ~isH6't :ln~ 'd,~l!~ 
cornplia~<;:~l "'i~~)lI},.,t.e~19 ; 3.(t,QJ."- these reason'g'.F>-:l. '::' ;i:l 110 ,Jrc<:'~.r "t'f;JI}() 

!II j ",'; ~YJf! ltl.e-'.lr9r.f~i ~i~Jl J>,AA' ,t}la~: ,PG&E' coUld 'do' 'mb~~{ t~~?tss~ti~i Tt'!q 
has adequate options for backup assistance to its call c'entetlf;,JI 

dUJJJW~ ,~~~r,~~f\9~~~ "{ f ,\:l~l~~nnot}~~ howev~r.·iqfifid('that'1 PG&F£'l failed to 

?8lr~~.¥ ,~,+ th. Jl~!R.l 3, ,:-!o P.G~JU f3" eubsequenti,. re~rt 1 sho" Id) lnb 1~?~11 tReG .->! 

res}H t~ gtd~! ¥.'f~Y9Yf19f" \1U,;s P<>teqt i~lf:servic~~:;provide~~l)aH(tr~'h~~"l t?" 

stft~,!fjt:~~o<l-ff~og!a~~?Ja9.1;! vlt fea :~or.i thef:,rea§ofi~i1lutua10asiiiEitarlc~:) ~ J 

agree~~n~s "1,~t;~.~Qg1t "tQ~Js~Ql,e:: fori:each I pot~nE Ui 1 '§erVi(::'ef1pPd"'f~'e{!:IO 
D. I~~m~~')-:"('~"fj 8! 11 .;:;Y.fiup:':'-'. ~ t;'3JI n01:Jf':-1010i: ~lrl.J ;;L·brvo'.rq 

Item 4 requires PG&E to: " Provide ~'btick\Ipr<ccll'l !'cet{l!J':P'>Y.) 
employees with adequate orientation to PG&E' s service area f!i:lhij', .:) 
customers •. "r"·'l' ;"'1"" 1 ""o10y:1" :<>J ~,,:;:~"J ;;~}-1i:IIP~Lf [~>-;.1r 

""-.1._)'lt~"'.J"'_:'..L~ ... "t..... _~ _: • __ IJ- •. ,. ----.... .. 

'<;f\fF~ -'.~M~ ,~~?:t¢~ ,J.t;:,~u..d enot ,ne'ed -to';undeH:1dd~t ~'ny'rt~atHlh!ftft') 
backup call center employees because it used SDG&E em'proy~fe's}'briiytJ 

to inf?~(,I)y9up,t,()r,neF~i tJ1~~~_tll~y:.wOlJld!.receive 'i:I~'calllba1;kYfrom PG&E 
1 ( " .' r I '. [I ", {' • ; f' 0 r ~ '" '1 CVl<.-' emp oyeest"",p' ""J"!O'j~,,-.-t 'O("{ '''~Hl!~,_!~~,'',;;"J.o "f;(I'H:: ~)"'_ \" r. c~,. 'u ,-', , I ",.;,;,{, ,..'u _ , " ... , .. 

i,l ;',"f .!l·,,9M 9~1!~,Y~,~" ;~fo,~, J.~ i in} compliilncelwlth-;this't Item:: ':')1([.-nq 

.' pa! ~f:J?,=: ~pp,~Slrf;J,lto,)P¢l ~n J compliance ,with:1 this') it~fi\~'~ith \ €~g"" 
unders~aQ9!t;l9.1~h~~ J i~;;rogy j.p:ith~·)f(iture reqUit'e bac){u~<:1citl[' ~~Jt~tl1 
emplgy.Y~i3o\jhg J 't~ ~!,J ne~d2 J:9 p~oyide rtnore rfinfordtatiioiif~t<l;t~~llefiF"dp'{3 ' 
wh<? fI~?Y ;;.,19 t nlJ(n~e ~\h~-;~~i:t l, s f,orc:general:: kri.owledg~cf{e€de<f f6rjsJ~..J&']~?) 
custnmers, aneaiJat,ely., ,,', I;.; q r J r f ! :Hf ',L; j b~'; • JOd ;3s(:b H02 J b~-1 fipl'orU r f) 
i.):J l~T]Jr)lT)~}Jh -t c .. "'-'"\.-- ~! "-" -~.~ --- ~- ---

R. Item 5 [r ')"" 2f,1'1 10 l'Jfl i.bflGJ:::~~ c~r-:fl!r ~)jf.;/Jp:)hr; Hf> ')\'f',n jon oh .~-i>~8g' 
J ~ .L J >J_' _ .• ' ~ 1 T) t:: _ _ 

1I1S'hfl':3Ci1~ .. ~Pl ~lf1~ql!.~r~f!-J,~&.s..to: q,!~RetaitF a'~c6py f6f ~h~{ AT&T"13oo~2 
data iJ) c.o~nuter ,foU,!at ;fol!, t_h~'mostl 'recEmtI'thteefpeaJ{Jrd~Ys\ .n:)iV!93 fll",~ 0 ...--.'! J .1. -rf"'"J Co U " ~ .... , ,~ ..... ..... - - .... _ ... , 

. qIJ~:)f"d. 8f) -.r9jJ;:')':) j I 09'1:) 
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A. 94 -12 -005, I. 95-02 -015 ~'-l/JXK/tcg~".l :' f iI- '-:>.: - .~'\; . ] J '-' 0 -" I - H" .l. 

·.:iJ f9.~~c,tt~!~~.i(t~d\~hat.!it: ha's retained flle'--AT&T('80'O~dA'eNi'~'n 
cOF\"Pi'-!]teJ}~~C?~rlI\a~, "qJI)..C;~ :,J~'¢QrUary.('1995~' <PG&8 fa :ni cO'mplfa){ci~'-wf~h'~ 
this Item •. <-.' ·,.[I.··.j.> 1-,,--,·-.-1' '_".d( .-',::·:1Y1 iX'-':1 '2_'! rlt f:i)jj,~:'!·~;1f1f 

... : ~ j It _-I "!> <. __ ' .J; _' ~ _ '-. ? _. _.. ~. _0 -"1 - . 

F .- Item 6 -. -' ,~,,'[ {)rl"){-' d"f"',' ;·,lil"·-:~:.,)f1I'I··flfll; ,.;-f 1 }o _j;_·-;;~ot 
e. ~: ". _, ~ _ .. , ~ .... f r} 1 ":J < 1 ~,.'" [ _~ i , J .. , ~ .:. .. 1. _ ',. 11... ... _" - J ~ • - -' • 

, ~ ;-',; .1 i.~t-J~~, .~. __ r~CJ4~l:e~ I (>G&Bito ~ b,-'~ ihc'oY~)}"at}e'''the f\.iS~'fbi ~~dit;} 
announceme~~~)~n, .~!p~rg~.noyj plahs:d'~-dF'p:' 'it. :'<,iV'1'.~: t::li"i('!:'~" 1 -iO.! 

PG&E states it fulfilled this requirement duri'Orl'llh'e . D 

_ ?e~,~WtrJ .t~,~.!? 0~~p~J9r_q\.! PY1·making) 2 i 500) COht~:cb~if wlth'the media. and 
paying for 2,700 radio. ~nnouncem~ntsl):e9ai"dii1g~st~rml~\\ta~'es'TYl lfi:J 

fft~l0 ~~?5~oPg.~~ ~.~~o J~ngage~ in aJccimpaign j tor~ edut~t'(p~'\\~tomers , 
~~th., ~ ~t9~T ler~p~r.e~l}~Il~ t;J.pS)"" j ~~, J""F~ :,nf!(.'-lD ~Yf :':0,( ov <)v r j ::;rd'~, J II 1 I' 

f j ;/1 'Y! ?MfJl~~!~V~f! j~h~tcPO&Ei·hasLt.ecHrlicaliyf-compII~dt'\Ji fH" J~-! 
fl~f[!~ ~ );~Y;hqsl-.~9 :;ta41--qu,!nOQUncementsl but jbellE!vesc~th'EF'cone~nt 'O~'''l ~ j 
th.9_~TA~~n,q\p1>S~lf\Eints., \O{~f!-,.i.nadeqUate·wJ<Sp~cificcillYP oRA'=-6~lTevd'JitRe 
ann<?\ln~1'rfI1Efnt~qf?PQ)'!~~ ~ave. :pi:',ovided lcustomer<s'fwltH Ii.'iff6iJt~ti(}l(1 0f,U 

r~~f'~~~I}_~ .. ~.~ ?tW~,f!, Jfqr -::t:~f!t,o:l~at ion ~of!. serv iCt-F:i"f\-sp'Ef6'i"f ic'~1£ie1r~t. ~)~,H! (R 

According to' ORA, such information :W6UldhaVe"Obviaeea rthe-' ~ri(;e(f It>1r 

many,?r J~~" F8~~9-, ap~~9ffi~rB_ -made:'to ;PO&s: dift-itf~·:t}{e'('htb~7ns. 

_ ! i d,;:i ()j 'r,~R~ni~~l).YI .PQ&Ehas;f:omplied1 witflt It"em' ~6: 'aitM:)Ug~\' f~~}J ~ 
h~~u 'ie,:r~~,~I,lJ Ycl.l9.t;: J':lJ. f i }.le_d. the r' iptent,,-l of.!;I t-eiti) 6 !:c q PG&E"ii f1!.?idlbl ;:1 ~ 
announc~'PTHt,~jd~X!l)gi t;;h_~~, Dec~mher<_ 1;95 'stOrmf'i1 did n&tJ pr6v1deh:-. f {f> 1 
CUf?~?!]-E1l:~ lj!ttt 1 ~n.y(u~~~ul')informa~i6n)regat-di"g·~~le'ctric ~~~tkihj [,br:, '

condit~9~W <?J;'\:~xp~gt~g ~imes f for~ restoiAti6fi'fof'§e£'vicErri A6~t . X~:' I 
merelr.}~.J?gt9.V~?eg ~Rrl~ust;:.omer - il'iconvenieficEFafid assUl{e(r)<!J.stdift(;i~b 
thi~)~I' W&;E i\e,I,!Ip},?y~~.~ lw.er~ \ working :to corr~ot:'--pro}jiern~. ::'i"TH~ _ . , . 
anr:~RP'lse3.lT"fWl,~A ~~r.e ~:J~ t:_h~ '-_n~tu:re \0£ i publf6 rel'affoHd jpi&~~J;!! ~L" _ :;-d 

~f~~l£?Jin.~lx~(}nS~Jl<\e}!, &q,; pr9fflOte ~~&R' s r rep'utation iA"tlie¥<'thaRj " ir.~· J J 

cus~BPl~~,tR9}lX~JlteJlc~J,pJ::(ynderst~ndh\g ;rr 1 The' aHnoilJ\ceme'rits w'JPl~bf'{OV 
that- reason,' in;:!delTl':'lote."'<""l IiI·.-; '?~; .(ioj~:pi:r: .. '()') 0~fj oJ ,':9r1:1 j'!Oq!.Yl· _ ... l \t~ -". .... :'1""1~ ... - - ... ~-~ \ .. 

[nhuD It.!epL ... 6J~r~q\liF~J3~ ~&E·~tb -incor-p()r'a'tEf)~the~ tnJ.~j di }adi1:f"19jfH 
announcements in its emergency plans. We" .ihterpt'el:0 'tlil's r-t7f rdll'Ni{"jIJO 
PO&B's emergency plans, which are developed in advance of emergency 
situations~ should include reference to the type of radio 



11"n?q\l~p~,t;I}~n~~I ~pc~~ \l~~,(hand 'the scrat(!gy i:f6t idepl'o}jiRg the ' 
i';l!f8t.rn~,~J,9n i~v~.~, lp:c~l radio atations~lnro&E 'sh6uld()5VcSVide' )~h~e:) 
information in its next repOrt. The report should set f6~tH iH4{J 
format of the announcements which should include l'eferert1:~I,\:~- tna.J 

~?llqi1.tiRJ1~-:~fl :_~p.eoii,i_o ;J1~ighborhoods' and ~PG&g~tf'-exp~cl:~Td timeframe 
for restoring service or repairing:1hazardous .... condit'ion!f~:-''':}_)n{l<'{1flr. 
G It 7 ' -,_,'" ,,'-'-. i',--,.'f"iq} .~i:. '-~0.1f:,J'~ ::L'~-J'I • _ em---j"ll ~i"'.-.1.~.!t'l.')f<.(!I., ".l.t., .. , 

;;,', ,t, ~~;,,:jt :.·.it·et~;7 .. :·r,~quJr:~J3) PG&E. to_JOt' .·Exp16reJc~11ihg b'il'&k ~u-~t~fu6Iis 
t8i refflJ,t;; 9!}N~ng~.9J ~St~Jmat;e.fJ) of,>,: repair,; times. ,,1 bfi! ('lO\' , <: '1')1 yi11 y-,q 

,; f:,:n_~3t9&?1 t3,~~~~s_At;ltd,l~ "have in plclce'latCEhe ih,a']Of(~~§~61 A~ 1 

n interactive voice response system"" (IVk) whlchs-wl11-i a113Q 1p(h,RJt~ 
retunl} lSu~~9T~r.c,ga\!l}f . .,,~t<h·::updated1ififotmdtli6fi\'r~~a1dHiy repair 
time.~. Jfl1:lJn(}::e~w~;n:,<!~!l~rWill,_~use('record~<lr;illf6f-rnatiofrlPi-'at'ReE H?iJ 

-,a.... ~lt:y:~.::..q'1~~.olJl..~t; ~~~Y-i.<;.~ ;Xep:t'.esentatiye i,r,( Pri6i;~ -&rirfS't'cffl-WefoG?cS"t J 

t'he 1m,,' }?G.~~,}~~l~: ,c:q.nt..i_nue :.to '.use! a ·.sys.teulfft flfas'lll'ad- :!.HFp]}{~~fJti1b 
since .I?~Q~rppe~ ~1.9~,!?~;~l).~reby' ,.custOmers' 'tnay',leaYe '-a" teleph"brlW rJtib\H~p 
~?1 t;"~~~~'[~ljli£~,\J;,,~?tck·JJ;9n\_PG&E'l<Jj-:1r::~O}i!{ {hili" \A510 oJ pidfyuo::)i't 

-. ,<~9.lfY\,~~.1.~e'{~~. '.P.{Jt:E:has .not,fsuffioiehtl}p cotnptie'ai ~ith YiIf:'.l e 
Ite.?,[ ~il';f;~tj ~lJ~y~~, ~hflJ:.: PG&E'. ~ - system ~will nobf b~~'abt~t" ~o handle. 
2 miJ~Jpp ,pall,Yl pe~1 daY.19uJ:,!ng r major} events\( 1 oAA also{ ~<tIit~tP'Pa&~'ll 
f ai led'H~p./8~pl~J.r:t ,~~~~<N~~~l y why; i t-:r r~j e¢led f opt,il'-n's;) toJ hi i~~) £!/J'Ji1 i1 G 

addi,ta9P._~J~P:p~9Y~~s,?~~X".ingJPeak{periodS(o£-.'uBe(fa·{iH~r'Hc~ Bu~~~J~~:J 
IVR. :i9M r~g~~J)~s~~hHtr~tter.~installati6n 6fJthe:-:ivRY PG&Ej~hllO:J 
d~'{~r~) i()~lJe~<,l}B'Jl~n r~~o~~qe$nt()::call-backs:: during €Mei9'eJ8r~s:' UJ:!::::, 

Co .,,' • "'~R9&E. ~~,:,!o.,c,qmpiiance Witl.1:I:tt'enp.7~.-EAltli6ugfiCORA;.:;rilA~~ ..rblU 
be sati.~~t~,~ i~i~h:)?Q~~t~. pla"nne~d ~systen1ff PG&'g wcis ::W6t' retq\H~e'd'fb~flJ:, 
Item 7 t~ rA·p.!p~:e.m~I)_t;: ~.ny p-~~t:icular ,-syste'm -6fH-sat~i~f~'[anY ~pai!tIWl1{¥~ 
sto~nd~FFJ~~'i· 2 jtt;~~::11LQn.JY> 1':~quir~~ 'PG&E <to iexp16re'':H:-tf f()pFiohs>:1iifd1<W~~ 
repor't them to the CommissiOn. We will, neverbHEUEfsS\! be108F,::n:Ji:.lb 

interEiP.(~11?-~ iJ~ tJl~J ~~tecJJ.Y~.n~.ss!.of (PG&E's' IVR~j 'esp~cial1y during 
outag' es anA "ma;or ey' ents,. ".,": -;[i,-"S<l V::)f!OjPT9~,:) ejl if! HJnS:,9:)lHJOflflf, J.,,-~~.'J l...;oJ G.rir...." .r3 ....... ~_~_, .... ___ L.C " . ... 

" ~ -- -',,," -1" n-j{f~,\Jbf, ni b<;cvjl~)'!0b_ ':,"16 d:drh: <<':rIf>Iq ,{:"09L'"1S',!:S a·;-J.~~q 
\{ __ " 1 9l:? .1 ~~_ . __ " ~-" -..-' _ i .... " ~ ..... ... - _ • • 

{j f C''''1C"''~01s''j :~bur:)fll hIlJon8 ,2H(IIjf:!fjlB oibr>'j 10 sqyj G(' 0:, ~- -
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II - Item'O 1'1 [' J'" • ... 1." •. :·," 11·).'('f.,·,·,,',1JIf. ~'lil' ···.c·:·c)Id,yh! ~!{fH.>"llb, • r, I;, ';,'<) ;; ~~ II I, '" . ~ 1 . J < ~ 

Item 0 Z'e~iresPPO&gl t(H i:"':"Eval~Ae~('thelpO~sibi~ityJ8ft 
accepting· service orders from customers without the usglo'f~)llve.t' 
service (l."epresentatives.'/f,n 1 " :n1 ::,)~>! ;;'~'l.i:II~):-j'( Of J;'.'ti 

i :ii. h;LL~' PG&E states'-..ths(iIVR techiloi99Y[b5~l)b·~:appri~cI""to'f~"-dp.'J:) 

call-backs may be 'used fto "aC(fepb i'sefvlclFclrd~rsl.;dth'6\if'-"'thJ \UA-;'i~f 
customer,' service ,represel\t'at{v~s ::,,' ORA 'beri'ev~s'r~'&g';'hklJs' complied 
wi tIl (l tem t8 .:Ii W~_; agree ~-'i ["Iii il i;:. 'LJ f CT~) ! :; j f j) f; If];~, 2 '~j'/.i: J £5 .t fl'~~', :"!Cj£)"f 

. . , 
I Item 19 "1''-' ,.,;!f·'·;h r-f") ( ii.~lffllr;':.):) '!f·:-.)Je!J:) bllf:, p··:'J;.~'(a ')f'{J;)')lD • ,_. J ,-. Il.... i. '" ~ _ .A . ~.- .- - . 

{ S ;.;) _1<:,~' J Ite,m: 9 biquireS'·;p(j&Ri 't(hj'/'I'Maiht~aifif {btl rhol'.11!1s~1:111tl (Cb1..r 
ye~r~l customer accountT ·lnforcrtatiotl"to"eriab·Hf(lt: 'd::f"ldMift.CtV'&1ii:?dl{ic 
prppJ,ems~·!lj'l~Yf 'r~)jw<, IIr:.~~ ~)'lO'Hl~i'i oj pfrIfllfo".!J ~blvo~i:q OJ ,)!I(11jr:(l~) 

PG&E! stat~B that.' itl mttihta'in~f'hTsl:0111"ba1~:tt~<f8u'h'ti {~d AWl 

information for at least four years in its Distributed Outage 
Reporting computer ApplicatlOi'frsyif"tem, T(bl.ORCA) . If a customer 
wishes to have access to the information, customer service 
repr~sentati v~s':forward':th~sreque'at:i t6 i an~'eh~ine~r'~'wh6Ii~athers the 
information and ~discusses)lt{witf{:th~ "CU~t:othe2-'V>l~';f. L,'j ULi"·'i~:·biO 1.:, 

'{i~F:' ORA qbserves i that.oD':ORGA~iis<jArPimpo2tanf e§bur(!~"3f:< h1,i; 

. intQrmatiion t for·., sys tern f desfgn','afid "'engiii~et'in§ i'':buE' ~"aoe§ ilde I lJ ift!l 
the [requh::ements :of JIeemE9:,b~oau§~ Jiti'~'does~'ii'oE alloQ rdu·sfBMeil~:L.!fl'Y.) 
se~vice ;i'epre'senta6ives it:6l'acce~s flrtdivi"dtIal .rtftist'8riMt :lJ{i~aY~'T Ii ~:oa 
infQrmation ~'~', :ORA' recommends f tHat-'PG&E JDe' i"€<fUi2'ed'!'to make I F,'!~m~2 

ilIlPl;'QverOents: to f i~s (custbmei,hi.H&mcit16n f ilyseem ~S~d thal:i c5utsCo\hElt! fi 1 

seryice' 'r~pr'ese'ntat·ives 'ha.Ve'·::!rrJne'd'iat'e,c;acice<s13.'tto "th~ Jinfo~~e{bh:.£O 
hI f-tThis: proceeding: as' nbt)(th~' :loi'u)i"for<·d~fteYfuirB.:ng whether 

PG&E should dnvest';in~ 'a-, systefl'f"~hich is~{Hrimedial:el-Y''a&es1lfiJi1(~b1h 
cu~toJl1erl service,.representatiVe1f!. J Wh11efJsiichfrats'}ftihfih((fil~y 'Jj~ksJGn 

sl~ght'lYmO:f~) cOllveniehtr for.! a, ·hafidf\.t1i:~f dust6"i~rrg'V'n:btlilil~ llh i'~ 
);',e!;~:r;df l)ere demonstrates} that 'ci'(btomers':1-~quir~<) tf{~) inf~¥Marrbn~'w''''' 
imme.diatelypUpOn:; requestT; 0nj yd hsaLli~) <!9t?6JUO ~dJ m,rlJ bF:-!n.q8sbh .. 

'S;;11'[(>~t~m 9rd6es:: t\6tvrequlre') ro'&:Efl:bi'reta1~ i ~\lst~e~~':n() j Bnl f>'1 

informatiofiTfo):'-(!anYi. reasoi'i'}'other:Jth'iifi to nl!Ha'ble' '1't t6(~\:leY./~lf~ili>j8 
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chronic problems." The information PO&R retains al16ws~it-'-~6 doH 

t~~t,~ j ! NS~;-;~~, iilt 1<10rnP~!~'W~"wit.h jItem r9,' {j'j i IIp:n (\,; -,'J 1 . 
J.,\~~em,'J1~'3iJ 'J,!l :~:<);i),;,·.l :"~'i·~··:)J~'.!!') ::,-,{l iCj"h'!(} ~)~'lVl'~,~ p,UJq'-,·:y)r, 

Item 10 requires Pa&E tOt "Increase ~.training 'for',) i v {~,~ 

cUotomer u~efY~G'~~~~:epr.e~,~n~~t-,~ Y~,s t:Q e:nable',them ito (frtde'rstand and 
~~en.~,i ~¥i ~~~j~.t;l,':A<\l :-,s.~~~i.ce_:,gll(Ls,afe.ty' problems'4 lr '..:-:1 '{Ie" '~~bfd - fl.,:) 

i : ( (:.1" >"J ,;,'NI&E .• ,~t1a~,~~ ~J,1:i ,J~,af}.~provi4eq ,'its,ccust~rner' servictr '," ~'-) ?<~!J:) 
representatives with additional training regarqing'.the Cgas1andi,:U,h' 

electric systems and customer communications during outages'.1l . I 

"f;~P~R},'f'!P'tP?,VEtdll.~9. q~~Jl.,I~J}Y'91ve,d),-in~)di~aste'ri;drills;;tb" test call 
') ~~~H~f~f9; JHrn,paJJ -_rpuJ:.:~ng, prj)_c~P9~,~S)'io P.G5IE'·states 'its)intent f U;; 

continue to provide training to improve call center performahclfi.rq 

ORA bellr.Y;~W..J.ffl&~:-,!t?fJ..JfPpiPl~.~s\,W1."t,h, ItemL10\ "We') c6ncllrl 

, ,~'i",") f".'i'·'J~< l:;iO ,. 11 f'l i~"tf)'J'{ "11.:0°1 J2Gr;( Jr, '{OJ lIO.1:Jcnolur !.1l'J;-..I' i\_ ~~,#.-'""-'.: ..... ;.. ..-. ~ 

: ':. ~'..J 1~, [0") .-, '1 ~ . (t~');:.-:) IJ' ., 'c', Di~cusslon) f rqelA 'J ','" j [1(: .:0:) P[t f j "fC;"1 0.'1 

.. ·:').t'J'f--:~~ ~f::·-:~~:_J:_~U:"=, ,il:::--f Ji.~·~~101[Ii - :~rf 1 () 1 ; .. t>: ___ )·Jl~ ::\.rj~fi ~) 1 BDilBl\'1 

:, 'f,'.J! ;~Jh~i,~,.or~~}i!~,~!ld,~,~,t~~tJl'G~~)failedJto."comply, .. with:lltenPl'f 
of 'Ordering Paragra~l}.-;,l}q~,-I? ?~jO"::Q13jfor~,thtr,rn6hthscof' N6vemh~~1 . e 
and De'i~~~liL~~9!} .. !r:; ~,q~~,:re'(~e~j h~r~ '~was .'ll1ol;livated:by the many 

~ c<?~l>h<til}t.~ ~~·~fec,f:i. VE;~i,<;tl!!!f1gt:t:bei p.ece:~eri'1995 :~t()rm 'laboub ,call fI i 
centel'i>pe~t~~}9.~>~i~~ .§~£ep~,:J:o!: Itl}~!,~{(~ct.si of Ithat:storm;r;we :mightt 
not haY*r'I,~~tt~~,t~y~ ;:J;~i~ f lQ\'~~trJgat.JQIl :.outside·.6f, fa I sched~led ::>IV f~)<~ 

general" r.<),~~, £j~,S~,,;:r;~y.f .. ~,~ t.!Xl.l~~8.-,WELh.(;I.d cre,ason "t~ believe lPG&E's'ln i 

fai1luI)~i<:\.9... rg~;~,,:, ~h~; ~~}~\n9.a:p:;i}! AI), .Qz:4.~ri.ng (,Paragraph ell wa~cdraffiati<i 
or: fRllz:,<?n~R/l(! j,It;, ;~,e (.soJ).tt..~QXLf<?)::~LtJ!¢. D~tcembe): ,storm,'}d.t" is!·neittiet"~.<}'! 

'J r.'ri:~ !)ri· • ..: l!.l~l}, PrR~~J~r_l) ·",pVf!JE.(9J<! 1n.6~~c<;9mply.!,with<,thel st'andard 
al?P,t ~fit~\~~ S.9> ,9u'it~~~~, ~P~:r iqds~.j i Jto_\of~ye.J.:')Jby~ a 11 ~account S tthe:fl a~ 3,;,; tYJ 

Decemb~E7.r 'f.~9lJC!l} YJlFd 'l9~ i~YR!l~;~~~\-Hll J~~9,rm'.:-; j fIt: wa~j Ullusual'~'in~ 'fOt'l:e" J:) 

,~W.? Jp 0Pl1i5t<iw'\a~:U~i F~.Y~~ ... ~.1 1,~aFl~),in·~~y,h th~i related, December "()utagi!h'3 

werE1101P}\~VflJ~·jf i C~¥-Jaj.JlJr.0.ylte.! .p~~~~~% 9~t-ageG; were t more compl~xJ-ai'id 
widespread than the outages caused by the ~9;nua~rYi aild!Mal'chj'1~r951::1i: 

ra ins torms 1 ~}1,9.Ya &l}t,~9,~y,~ ~hj9l"\! g~yeJrJ'§~~3 tOJt,he,:: phone :resjxmse '. 

stan1~f9lf,.,,}1piS~ '1~ D9:1~.,,~§e !9 ~y~lti~~~j PG_4SJ.s.)De~ember11995j f,~j'!O J I'd 
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peF(BHqans~.~ I i ,,1 \:~Q\lgb ·,W~,~ have ~ at: t~mpt~d··, t()~ adjUst <tnf~-Cresp<>nse 
data to ll~,~~~ j~J)~ .. ~ft~gtlof theiC~torm-,daVs';jqwe"<!an"ottkriow<"~itH j
any d~~rjee ;,o~ , p~r~~ ~.n~y c. that t;>OE!E' s ,~, December: perform~n6~ (\w£B -hOt (l 
compl~y~l~ L~}S~w~,d~ [~mpaqt~~ dlrectly'; andtlndlrec€ly j by [~H~d~:):.~,n 
inten~~t.y :.~nd :.~,e,st\r.u9.t:~v'~neas Qt, i the 'storm.I'.Beqa(}se','the (sttl'rlcfli:'ds 
adopte,<t ~i1}, ,-I? .• ~9~,tP~~,"':,Q,1l, \ol~re /l iby ~def·init,ion',1 rmeafiure'nieh'f9' or: ,~cl f'II:Lt 

r~as,qIlp.Q~~, PH~pp.l1fle f<:l,Ql;"jng .period.s 'of ~rela.tive· rY6'tma16}1p i {e l 'is'ncll . 
i~ap~fPp~.i~-,te: J.Aq'I~~~~tttosL~Ltechn'tcal ' st'andaY'ds' a-a !fhe' m'ea~U):e" f6t~:>. 
acceB~.?qf~i .F.~x:f9J'!l'j\nc~ _w1te.~! _the· ·pir(J.urristaJlc'e~~/ ~ffelcb'{n~ 'thatLD'/O~: 
P.~tf~{f!Y'C\nc.9~~feJ JlJlyJ:hjng. b}tt~ ,nor{l1al '.11' :.: .;0' '.!;\ j t'il i,\ (({'l" yd i):.)'.' i '1 c_'f. 

We do not mak~) .~nY..l·finditlgB! here~ t'eg'at"dlIf~Ythe1d ey~h:'~ 

r~Fa,sR,9r1j\~~,~~,~ _,oJ P9§C~I,$_~ r~$ponse; t()~ the! storffil'O'h 1:he~ relationsh.ips 
?y~w~en~ P9~E;!..p.J~n~g~gwpt;J pract ic~s r 'and ! the f outa~ed) whichc 'OccuH!ici 
during the S~2!'!.(H'!!j2:.rba.t;:,i$[a'~matter' forla'{aubf;~quene}~rder{a'i\d cr' 

rais~~;,~~~Be~;,th~~fSi';~ :,m\lcb more icomplex)than i th6sa'~'we<\'i"~!;3i~e<)V0~1 
hel;el('-'.4'~'-" oi.~':.r~ ~!-t" c-)T Ji.l~)lf1i -'f I [{") ~j.ff·P~-Jjt~ .;: '':~(;Ut,~·;{:·J ~~Jfur~~)·_{ :-~v'jj12Ctl 

.,' ; ',',;,'I" !c:_::o~9~~~t,h~~~,n(H .. ng . theLextent~~ of PO&S I ffIctilpabi1 iey-f fol!L"i:fi4 
problT'l11/~ G~qic,l1.· p~,~u..~r~4:.(hl~i.n9:.the( Dec~mhsr;'1995l!rAiriBtotms l i.:.Jeb f'c 

,,~aJ)']-~t 9~~~11<x>,k ~Pq~~ll!?:fatl\lre;' Hn; N6Vembar,·;195S; Itb':'~ompl'y wif/{IO 
~ta·nd~rd9 we adopted and which it did not oppose _ "'Fot..:t~ '.) j .[or:! 'iC: 

noncompliance with those standards in Novemher 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 
that- . . -\'0 ·"r"·""i', -_.':'" . 

• ". - ' .. - I r, .. '{·) r,~ rt;f'- ',f':'r1 b<,ntvO'fO l . -!!')"_~'_! l' ., .) ~ " j .l'.~' \{ lo .:{ ") U ~ ". \.10 ~ t:- H.~," ,,<.. .'- .. '. . '. . 
., " -c,., :', . :'IIAnY) p'obiic, ut,iJ.J.t-y:: whiah.,violateiJ 'ti~J'fail1J' to ~"WOJ B I V'Y!'J 

. '{I,D '{ ....... f~ comply ~ with' any' provision. :'\ of~ any:-orde\:- .\: .TS1:,::)JqCl8 r::<YJ: i 

subject to a penalty of not less than five , .. , _ 
njd r~,b'.10h'1pdre(b9.9IJ~!"~ '$$500) .oilo~! mbt-~1' tha?"'~we:J!ty:·tJ B~V.i _:; _ . 
.. fh! r{~}i9~.~qnd.lg911~rs::d$201 0(0) I ~()b.)eachf offel}se~ ~'.1 rl~~ l~b .:~<~ 

.. - - [~"""1' '1"1'~' f:j;.>; <,-fj· ri':>iri ..... f)Hi.'liJO ~~f{jf1C.l anj !~\O h~1.,nlj!<u_) .. ) l) f~· f '" ... "'1...' T.>. , .... oJ - '1;..... > ~ "--.&. - -0- t.; I:) b A ";l.,. f .. 
.. ' :" :Sect{OD.f2! ~ jpro~ides;thatI"J·/5~;~;;!:';'~EJ.'c<~Blldn.?·J.l cGi~_~l_J 

~~~;~~ ~;~l~Eq~~;viol~. tloh'J6~F~<' he~ri~§9vi~1~~R~ ~!~~iV ~~Y!rfn~O~C).I! J ~.;~~!~~ 
• t" .. _'l. ... ~ f; ":!()j::ln 3 :'f.<)Jf: ~ -*.:::; e .:1 x'!, '1 '.," I .... v J , '-

'} -:'(r~9VO'J p~ct ::~f .:,~ny. vro~c •• ;., y 11 .co,:~rp,t1,9tlGg!'q,n' -!Ddm:1:)~(J Oft£:. 
. . 'wb .1(~,e!!!o~ I1f1~~. ~~p~.~~e~rlcifi_ ~dX~~~'}?~nq£!E;n~~.c.~9Sbllqqt, 'i!)[UO 

. h I."':~~ :<:,~~~,?~~-" ( <;0tii~~t:\u_.rl~hv~~I<t~~9,lJile~Rlj ~~y.I.~'En cd: j I iJa9~.1 _ 
• 1):} ffJl Jcont-l,nualic~ .lli~reof \ $.h~ll Be l' a r' ~e:eaf.at~ f~nqCl B9EOr.!.r I!G -,f(Y1 , <)fdf'!.08fdi'st:inEt)!olJ:en~e·?n G ioj.,j 1 \ ~Il n:.;",_ .. 1 C> • • • 
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',',j If' F~H TU~ P!"9{>Qf;Jes :!a~)pet}al ty,con'" pd&B'-;ofF$l i.lr Ibtl1'1 IonfBa~~d<)?n 
i ~~ i ~B~~fOPt~9n 1 t:lJat"1PQ&~i~iB',culpable fOr--'oile lVi61iltiotFol oJ f, JCd) 

o. ',?-9?:-:()?~ ;;f()~ca JP~r!od- of ~-,55':day8l H€Jtween i N6'o1emoetJ.('64 ~\iii'di) yo" 
Decemb~!, _:3\~: ,,~~~ ~_" It t-:-art',i ve!:f Iat.~the $l';:l,rt'tii'i 1 tbn"',£lgui'J 1jyl q~:~'-) 
m~~~}plying;55 ': Q.t;l.Y!;J :.0£ .a ,contiriuirlg v161at'!oiP by:-Ule irn'A)d.n\\lrO'n~-"jil i 
penalty{, $,2,Q.lO,Q,~ .:~: ,-:<Al~hO\1gh! \ole '-deoline-' to' ffcfricffbrt' l'p(kg' r£J1?Jq,~h" 
non<t~o,mplJa,,\<;e. f w ~.t i.l. the 'pnone:resPorlse- 's t -ahda Yd' r dtirlhg 'bed~hill~r~f> 'w~ 
sh,~,~l,}!4op~; TJ)RNt~o m~thOd I for 'calculatillg(th-e ~peh<iltY':'£dr~Th~F{i'dH 
Nove~~tt;': Y\9JAtJ_()n _by~ ~irnpoBing.- a' 'pei1~ltY"(;f. :$4-S'oro{)b{r\ihicHif~1lli<''Jj, , 
derived by applying the ma>(imum penalby1(j~·l $20~'-()OO"p6r Wl}l~'flfr'\'U{~ 
24 days b~k",~eJh H9~~~erj 6)_an<\; NoveinhetH'301;-lFC1 )()H of) ~~{ 

_; ! Li<;iW i jf, LA,,; $_4.~9, .fl_OQ~ p~naltYJ ist a) ~eag~r! sunf! '(or ~?cO~p?!!t~1~?~8~~: . 
li>9~~i~ !J_.f}i.~9; .~,~<\.: !.~_~J ~orrespOndlrtg) t:ate'! red\lctiof{lwould'1b;~g sa~ s~ll ~ 
as .t;:R,-.~:,.Y!\<Je!;.~g,~?\:>}~JbYi; PG&E' s ~ 412'rnl1116i\G ~ust6ili.~rfil;~ or{ J t!;! r'i IJD 

Neve~~!t,~~e.$sF .. ,w~:,~li~v~Jeveil1such:-a-::sm~llr:penalt:y:-:iAay'-"pll&lu~eBirn 
positive results because it signals our intent to impose penaler~~, 
larg~ .. ,qr, .. smat)., (:~b~re' they are :lwatrantEid. pr W~r:are(~m6t'fv¥ted less by 
~ 'd~~i~e ~,~~~pp.f.li~h ;,~han'1to promote -'compliAnee"wftn(CSirdhifs'sfciWI(h-iq 

or<[l,~~~, \P~r!:!-FC\!~atzl-Y,: those whit!hlaffeot: fa ctittlrey"s ;Jtie\!vfc!'~) cj'lt1ffffy 
i .... . .f .. ~ f 'j.'" - -~~-< ·'f)-irr·'~·f~-·-;J. or publ c sa(~,ty. ':.!'::'-ii:{!'O ;,,11 brf. j( n:,;[il','" ,~1L nee) C:'UUh'-','; <." , .• ,,,.,.", 

(:_n. __ ~"~.(,-,,,',' •. {t r ~!L'-j i~Cc·:1F, ~l<-~ ~};·>_~:ci j ir~~ r~·: ~~;::;rlr~ i J:..{.-.<-Y:)ftOil ~(i--=-i)l} ... ~s .. : ,2C~~i 'i~<~ '.. _ 

- 16 -21 -



"> ',; ':'1 1 J:)Jl}~~J1~U~hr,~~~j\t.a\led!:inf1it~ r:e~foit.~t:t!o("~e~~~tf~e· ~~a~d~;da 
,f~rJ t~~~/~,ni,:-~~,~£~;n~,~,1?\JfJi,e~ !~nfNoveml?er al\d{DecemQer~l99~"f)j~~~~~tng 
January, 1996, PG&E has made extraordinary progrb'ssl ih ,1rh'G~tln'4 lbr 
exceedlp~,,~t,~:e,d3t\~m:l~,r.q~_. '''~AC~Qi:ding. to ;tHa.-1repd£f"s ftio_&~ ~a~~~. . ,,' 
su?rn~~!~~~:.j)~fP\.H"nx J~9, D_.·9?~09"1()73 .((PG&:E-;had (zer<)'~e\'ceht bligt'fe'd -aJnd 

ASA~ s,tai:is~J.~s ·r~ng.\ng,.(t:9Pl·lQ'.s'ec6nds to '141 sEfbbrids '~(frf illEtiJObths 
.' \ l) - ~ tI - <. I.. .,' • <." - '. ~ - • .) 

or' February through May 1996. We find this prog¥etsl(laU(ib.HY~l?nfrn 
~d~,~~l~pl<~:.\i~ [l.?Je~~lP~s;.J !:P.~ f3t9.ndard~n ar~:)~r'e: ~'b!i?t~~nt8 :~a~:n.-Yd 
impos51 ?t;lh9tk-~rd'JU.~.~§sJj.P~j_RP~1 o.tl1ities1~·ild: d~fficultf; t~l a'6h1.~y.~. 

The company's 1996 recorddhd1ci1t~s3t.hat:')fUt\\i~WfAi'i'ti'~~s 
should be ul}li.kelY~i rUowavAr,swe: wilH:cdt\tift\leUf6}'m6nH~6r Pb&E's 16 'l-'1LU~ 1:"-, \ J.t"'~"'-""", ~ ... n . '" 
c,o,mp'li.~.l!qe 1"-:'th'l~he.c.~t~l)d{!:(41J adoptedZin iD;95Io.~)0?3! SR6u£a" P82E~ 
'~'ii' ~~ ,J~e~t the a'tandards in thac·future, (·wecwill!(·te8p·EU{JtRrJ-:(~}fnO 
proce edi ng. ~nd. (F.0l)}~t~er:(}:\pp~p'pr ia te r penal t led F B ,'We]fWi fll 1'recJns Ider' 
the sta'1:~irdl~} 'Efi~'i ~R~t:P.~ iJL:.ltem rl,df iP<l&E ~cah'''d€mbJ\'dtra\:,,€it''hl£f:\~~Y 
~~~, !~~n~~~~~na~l\~' PX1 t;~~~.; LoJ:h~X" _mea~u-repfent:s' w-o{ild'{lfett~&' ;-~~y~~s~ri):~ 
t\~e_ ,qy~f ity P~Lf,~~~~Pllop.et',~~J'"Y'ice ltO':'custOIne):<s~~'~) 10 ~l(: ',' r; J~"'l"') "~. 
Findings of Fact: . :,d (l r-; W_F" ',f(lfJ f. \ 0 

,nLJ;j bJ?~· .. S9,m,zpicsl?,i9P.· J!lltiated~ this, complian?:e"~'vi~'~ b~: ~~y ?~ 
an. ~~~~~nEf? s?~ls~.~(;m~!" ):~ltng;, after ,it) rece'~~e~ . ~Und<t-~?t; 6'!'')' "f 

co~~~rJ~~~h~rBo.1,:r,g~~ .-.gys!;Qro~ra:~~nd i p(JtR.'fJ"!cal18~ent~? ~~t~,. ih£10 1 j 
December 19~~tv~:;'fl)~ ~sop~::,Qf. thlsJpart Qflthis pPoeeeaih9-'~a .. -' .
c,on~j~l1e1i }j? \lJ.t ,t.~l~t:e~ o::-! ~~l!e~ f of ;:~whe t lier. ~;PG&g ~66mpl rJd ,{Jf~li £"1 so j rI L 

Ordering Paragraph 1 of D. 95~Q9f073 -a'iidr:wn~t}fer:"arld ft:'Sqwh'gt ·igk~gn~o. 
PG&E should be subject to sanctions for noncompliance. 

2. PG&E did not fulfillt.tlt.¢:~equirements of Item 1, which 
relate to call center performance measures, in Ordering paragraph 1 

of D. 95-09-073 -in November and December. -1995 .(L'1!PO&iP lfaTs 'get or 

exc~~df~r.> ~}}en,~t~pp~r9~ f.9.J'i the: perio(h JahuarY>'1~-~i6')'nl'h:>~h Ma}r . _ 
1996~' , " "~c;I" f~ft.- ~r~) ~)111~.£fl '{J b9!11 noijf;'HOlfI! ~:dJ ~\'91V:)1 y[1-n~o') ,:)I.{..I:.J~ ,,':1 ." v .. , . 

, 3·~'~(lfoff§1£\1~!Ji!~~ . .,tb~ te(j\!ir~mentS?Of!al10p'a~t~"6'130r~e!IA~q) 
part~ta~~bt tO~hI?' ~~'192:iQ7.~f.~x¢ept~'3bb6s~5iftdludedVIEefi\j1 f:f1E (\ 0- ~ 0 - ce 
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A.94-12-005, 1.95-02-015 OOM/JXK/tcg 

assigned commissioner in writing if PO&E f~ils to comply wIth that 
Ordering Paragraph. 

2. For violation o( a Commission order and pursuant to 
§§ 2107 and'2108 of the Public vti1ities (PU) Code, PG&R is 
penalized in the amount of $480,000 and is ordered to pay !:o 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 pl:oceeding shall r~main open to complete the 
investigation of electric distribution syst~m service and safety 
standards initiated by 0.95-09-073. 

This order is effective today. 
Dated Novembet· 6, .1996, _at: San Francisco, California. 

P. GREGORY' CONLON 
President 

DANIEL Wm. FESSLER 
JESSIE J. KNIGHT, JR. 
HENRY M. DUQUE 

Commissioners 

I will file a written dissent. 

lsI JOSIAH L. NEEPER 
Commissioner 
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0.96-11-014 
A:94-12-005, 1.95-02-015 

e CoMMISSIONER JOSIAH L. NEEPER, DISSENTING l 

I am in agreement with the general thrust of this 
decision. I agree that we established clear standards, that PO&E 
clearly was not in compliance with our standards, and that it 1s 
appropriate to fine PO&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. 1 am·happy to impose .the maximum 
perrni.ssib1e fine on PO&E. _ My interpl·etation 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 rnonthiy reporting requirement for 
call center queue wait and busy signal occurrence. The . 
requirement specified that "average queue Wait" or "busy signai 

'occurrence" should be measured based on "monthly reports on daiiy 
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 
perfprmance. Yet the decision imposes a fine for each day of 
November (after D.95-09-073 went into effect on November 6, 
1995). 1 would.have also imposed a penalty for the month of 
December. It is clear that Section 2107 allow~ 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 rrrolling 
month'; data. Ho·".ever, no rolling 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 incident of non-compliance, which 
then would be each day of non-compliance.· As it turns out, 
PG&E's daily data showscompliartce on SOme days in November and 
non-compiiance on other days. It is inappropriate to impose a 
penalty per day when the non-compliance is per month. 

San FranciscO, California 
November 6, 1996 

/sl Josiah L. ·Neeper 
Josiah L. Neeper 
Commissioner 


