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/PUBLIC UTILITIES W:HISSION OF nn: STATE. Of CALIfORNIA C-2 

Copy""f: RES«..UTION NO. f-ll051 
trig. and Copy 
to Executive Director LVALUATION AND OO-".PLlANC~ 

--- DIVISION 
RES 0 L UTI 0 N DATE: August 6. 1986 

Director 
----.hmerical Fi Ie 
__ -..;Alphabetica 1 file 
___ Accounting Officer 

SUBJECT: Pacific Bell. Order authol'izing the eslablisrment of 
NWlbe,' Referral Service. The ut.ility estimates that this 
OtW offel'in& will contribute approximately $2.5 million 
in revenues io 1986. Resolution No. T-11051. 

h~IEREAS: PACIFIC BELL, by Advice Letter No. 1511q filed July 8, 1986. 
I'equests authority under Section 115lt of the Public Utilities COOe to make 
effective tariff revisions establishing Number Referral Service. 

BACKGfOOND 
--~--

~\lffib€r referral senice is an optional utility provided service that. 
inter-cepts calls to a ml1Jber which is no longer in service I and pr()vides the 
caller with infontation which may include tlie called n1.lriber J \olhy the call was 
not connected. and \oiilat can be done to reoch the called party. Paci fic 
currently provides all its custorr.~rs this n~l-tariffed service for their 
prirr~ry nurr~ers free of charge. 

CUrrently. there aloe two options offered universally at no charge to 
bn<;:h:~ss a'1d residence custoo:.ers at the time of disconnection. 

(1) Basic Referral Service. ~ilich provides an autOGlatic operator 
recorded annooncert€nt with the status of the called nl.lnber 
and inforF~tion on how to reach the called party. This service 
is provided for customers' Primary h'umbers only (the teiephone 
nur;be.' for which a separate bill is rendere~ The current 
periods for Basic Referral Service for PriMary t.Uffibers are 12 
months or until the next next directory print date (whichever 
is longer) for business and 3 months for residence. 

(2) No Referral Sel'vice, which provides a recorded announcement 
which states that the called nUllber has been disconnected. No 
further information is provided. 

Advice Letter llo. 1511q 

In Advice Letter No. 15114 Pacific Bell made a firm corrmitrr£nt to continue to 
offer at no charge the tID options as discussed above to all its 
business and residence customers. The utility (r-lCrely propOses to add 
enhancerr£nts to the offering and include it in the tariffs under the title 
limber Referral Service. These enhancements are designed to meet 
specialized demands and will be provided only to those who would be willing to 
pay for the service. Thus. in addition to the b.'O options (mentioned earlier) 
currently offered to all custorr£rs at no charge, Pacific1s propoS€d t.\R~r 
Referral Service tariff includes: 
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A. Basic Referral ServIce 

(1) All residence customers .. tlO wish to extend 
Basic Referral Service beyond the free initial 
3-month period roay do so and will be charged 
$12.50 per Primary h\uber-f6r each additional 
3·-month period and all business cust<.XrJers requesting 
the same service will be chorged $15.00 per ~'i~ry 
Nt~llber for each addi tional lOOOth beyond the free 
initial 12~nth period. 

(2) All reside~e custo,:ners who wish to receive Basic 
Referral Service for their Additional Numbers may 
do so and will be charged $12.50 per Additional llumber 
for each 3~nth period of service. All business 
customers who wish to receive BaSic Referral Service 
for their Additional h\rnbers rr~y do so and wiil be 
charged $15.00 per Additional Number for each 1-month 
period of strvice. 1/ Additional Numbers are 
telephone nuooel"s for which a separate bill is not 
rendered. for example secOndary lines that residence 
customers subscribe to for their children1s use. 

B. OPERATOR REFERRAL SERVICE 

C-2 

All t"esidence and business custwJ€rs "no wish to receiVE: Operator Referral 
Service for either their Primary or Additional Numbers rr~y now do so under the 
following rates: 

1/ 

(1) Residence custoroers will be charged $35.00 per line for each 
3~~nth period of this service. 

(2) Business custo~rs will be charged $Q5.oo per line for each 
l-month period. 

For Centrex I only the Primary Nunber (in this case. the 1 isted 
nurJber) is offered Basic Referral Service. Sectional billed 
accounts in the Centrex System are excluded from any utility 
referral service. For Direct Inward Dialing Service (DID) only 
the Primary hUmber (listed nurrber) is offered Basic Referral Service. 
Any separate billed lines from the primary listed nurrber are excluded 
from any utility service. Working Centrex and DID numbers use four or 
five digit translation. The Automatic Intercept System requires the 
full seven digit tele~lone number. Seven digit translation can only 
be accoIr.'Plished on centrex and DID nmbers when they are not. 
associated with a ~~rking system. 
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1l1lsservice Involves live operator-handled referrals that could prove 
useful for those undergoing hOusemate or partnE:r separations. Bas1<~ 
Referral Service, which utilizes an au~~ti¢ recOrding, "does not have 
the capability of asking callers 'hilQ reach dlsCQOnected nunbers ~hlch 
particular individual they wish to talk with ar~ then refer them to 
the proper listing. l'nde.' Operat61' Refe. ral Service up to 5 new 
referral listings per discOnnected number may be provided, which may 
inclooe nro.es, addresses, and telef,hone nunbers. Being labOr
intensive, this enhanced service costs approXimately 1 tirnes more than 
the cost of providing Basic Referral Service. 

ijumber Referral Service will be provided upon customer request. Only 
cus~rs requesting this service after Ule effective date of this Advice 
Letter rri.ll be charged. To date no protest letters have been received. 
CUstoo£r notification will be provided via btll insert. 

FollO'..ring is a sl.l1fT.J8ry of the proposed rates: 

RESIDENCE SERVICE 

Basic Referral Service 
Primary lfu!i.ber 
- first 3 month period 
- each additional 3 month period 
Additional Numbers 
- first and additional 3 month periods. each 

Operator Referral Service 
Primary tltlnber 
- first and additional 3 month periods, each 
Additional NUffibers 
- first and additional 3 month periods. each 

BUSINESS SERVICE 

Basic Referral Service 
Primary ~..lfiber 
- first roonth 
- each month up to 12 months or new directory 

issue date, ~hichever is longer 
- each month beyond 12 roonths or new directory 

issue date, whichever is longer 
Additional Numbers 
- first and additional months. each 

Operator Referral Service 
Primary N1..Mllber 

- first and additional months, each 
Additional Numbers 
-first and additional months. each 

Charge 

NO 
$12.50 

12.50 

35.00 

35.00 

NO 
NO 

15.00 

15.00 

45.00 

45.00 
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It should be noted that Pacifio Bell has occassionally provided Basio Referral 
Service for cus~~rsl Additional Nurrbets. Basio Referral Service beyond the 
norroal periods for customers' Primary J.jmbers and scroe fonll of operator-handled 
referrals. These enhanced services are not offered universally to 
customers and Paoifio Bell has provided these services only when it has 
determined, based on the service representative's discretion, that cus~rs 
have convinoingly danonstrated too net'<l for the enhanced st-rvices. This policy 
exists to address what the utility determines to be a "legitimatell cust<:>mer 
need, wllile reasonably controlling the cost of providing speoialized referrals 
at no charge. Consequently, not all custocrlCrs who request these speoialized 
services receive it. even though they ,",'Ould be willing to poy for the service 
Pacific believes that as a customer service, the demands of these customers 
should be met. The utility does not wish to stay in the VOSition of judging, 
sorneHhat abritrarily at tirnes, which customer demands are "legitimate" and 
which are not. 

Discussion 

We believe that Advice Letter No. 1~11q is reasonable for several reasons. It 
recognizes that mnber referral is a necessary and "basicn service for which 
the general ratepayers have entitlement. concerns. Basic Referral Service for 
PrirrBry Nmbers is therefore being offered at no charge for a reasonable period 
of tirr..e. It vrovides charges only for the sPf;cialized sel'vices which custorr.£rs 
wish to have: Basic Referral Service for more than three months or an on 
Additional NU!Iibers aoo fOl' Operator RefelTal Service. In prinoiple. these 
specialized services meet specialized customer demaoos and should not be 
subsidized by the general body of ratepayers. FurtherrrDre, Advice Letter No. 
1511q would require Pacific Bell to meet these specialized demands across the 
board indiscriminantly. The utility's current practice of operator-handled 
refen'als and Basic Referral Service for Additional Nt.lnoers ooly to those who 
in its opinioo. convincingly demonstrate actual need/hardship is not equitable 
or fair. By expanding referral services to meet specialized derr~nds available 
to all custorr€rs -- albeit at a charge -- the utility will not be in a position 
to judge some-.. hat arbitrarily which customers actually "need" these speoialized 
services before they are provided. This proposed service offering will 
therefore minimize the inequitable treatrr~nt of cus~~rs requesting 
spccialized services. 

Pacific Bell estimates that the proviSion of number referral services at no 
charge to its customers in 1985 cost approximately $lQ.8 million. The utility 
estimates it will collect approximately $2.5 milliOil in billed revenues from 
this new tariffed offering in the rerr~ining 5 months of 1986. 

The ComrrJssion finds that the rates, charges and conditions authorized 
in this Res?lution are just and reasonable and present rates. charges and 
conditions. as they differ from the rates, charges and conditions authorized in 
this Resolution are for the fUture unjust and unreasonable; and good cause 
appearing, 

IT IS ORDERED that: 

(1) Pacific Bell is granted the authority to make effective tariff 
revisions establishing Number Referral Service as discussed supra on 
August 8. 1986. 



• 
-5- C-2 

(2) Schedule Cal. P.U.C. No. A5, Original Sh~e~ 525.1,525.2.525.3, 
and 525.~ shall be rrorked to shOw that such sheets were authorized by 
Resolution of the Public O~ilities Oournission of the State of California 
No. T-11057. 

The effective date of this Resolut.1oo is today. 

I hereby certify that the foregoing Resolution was duly introduced, 
passed and adopted at a regular rr.€eting of the Public Utilities Commission 
of the State of California, held on August. 6, 1986, the following Conrnissioners 
voting favo.'ably thereon: 

Executive Oirector-


