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PtlBLIC.MILITIES· COMHlSSION OF 'I'BESTA'lE OF CALIFORNIA 

COMMISSIONAOVISORY & COMPLIANCE .. DIVISION 
Teleconununications'Branch 

B~.aQ~ll~IQB 

RESOLUTION· ''1'-15084 
October 21~ 1992 . 

RESOLUTION '1'-15084 ~ PACIFIC BELL,. REQUEST TO 
REPACXAGE"REPRICE·, ANOWITHDRAW ELEMENTS OF CALL· 
CENTER MANAGER (CCMl SERVICE" TO: GRANDFATHER 'tHE, 
EXISTING, CCM". AND, TO INTRODUCE, 'SEVEN NEW OPTIONAL 
CCH. FEATURES:.' . 

• • I. • 

BX ~VICE LET'tEB' NO, 152'91, [IUD·' mY' 29. 19'2.2. 

S'OlOO\RI 

Pacific Bell (Pacific), by Advice Letter No·. 16·29l reques.ts 
authority under proV'is.ions of General Order No-. 96-A (G.O. 96-A) 
to· revise Sched.ule Cal .. P·~O.C .. No· •. AS' .. , Central Office Services, 
9 .l •.. l, Centrex,. to· repackage fr reprice anei wi thd.raw elements. of 
Call Center Manager into· a,new repackageci version, to' grandfather 
the. exis·tinq. CCM anci to. introduce seven new optional CCM 
features· ... 

ThiS. ResolutiOn. ,authorizes' Pacific;torevise, Tariff' Sched.ule No-. 
A9 ~ 1.1 '. as requested.'·~ Paci.fic estimates ·the annual revenue· effect 
of' this filinq' for' 19'92- to be An increase. 0'£ $-108:,,000': 

l'ACKGBOQ'N'O 

Call Center Manager is· a Centre~ baseci optional feature that 
proV'icies automatic call dis.tribution capabl:lities to, Pacific's 
customers·. CCM serves a large number of incoming calls that were 
formally answered by a cluster of individuals serving as an 
automatic call d.istributiongroup·.. Incomi.ng calls are answered. 
on a first-in ,bas-is.· and c1istributed' 'among'· members. of the group on. 
a . most-idle basi's,.. When all. agen.ts· are' busy, the calls are held 
for the next available ag'ent. 

Pacific's proposal to' restructure and. reprice COt service is. the 
result of numerous. customer requests. Some· customers stated that 
CCM does. not offer needed. features. and is. high prieeci compared to 
competitors-" s.imilar services... Customers also 1nd.icated. that the 
CCM"s Supervisor and Management InformationSys.tem· (MIS) feature 
package inclucie:r unneeded. features· whieh they would not buy if 
Pacific··.offered\ each·.featur.e ·separately.. Pacifie proposes 
repaekaging',andrepricinq: o:fCOtto': make- ·.the: prociuet. more· . 

'attraet1ve-:to."the<·eustomer . from'. a customer . cost" feature .and 
flex:l;~ility(·stand.po,:tnt:;~. ". .... ". 
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Re~olut1on • '1'-15084- . 
. ,pac1f1cBell/AL l6291/AJN 

'2 Oetober 2'1, 1992 

Under the current tariff~. only Pacific: c:an provide MIS software 
for its CCM customers·.. Pacific provides the same bundled 
so·ftware package to large and small call center eustomers.. As a 
result, customers with small call centers-, who-may not need all 
the features· in the bundled MIS-software package pay more than 
they would pay' 1fthey purehased; the needed features· on the open 
market.. Large call center customers pay less. for Paeific's.. 
bundled'MIS software- package than' theY'would'pay for a similar 
package on the open market .. 

PaCific, therefore, proposes· to unbundle the existing MIS paekage 
and to wi thdrawthe . MIS- hos.t and supervisor packages from the 
service o-fferinq, thereby operi.ing up· the MIS system. architecture .. 
This is expected.: to s.timulate the' d.evelopment 0'£' competitive MIS 
host and supervisor software packages.. . Pacific is qrandfathering 
the existing CCH' product,,. sinee, it will not be available under 
the proposed restructuring o,f the CCM service .. 

The unbundled' MIS feature' package consis-ts o,f three basic: 
element:s: a",ta link, h05,t package ~ and :supervisor pac~ge. 
Pacific: indicated that vena'ors have developed' or are in the 
proeess of developinq:alternative MIS host and supervisor 
software packages.to~ interface with Pacifie"s MIS ciata link. 

Pacific mad;e .pricing comparisons (12 scenarios) between the 
ex.i,sting (bundled MIS product) and the proposed (unbundled'MIS 
product) o'ffering;. Most customers (10' of 12 pricing comparison 
scenariOS.) using the proposed. CCM offering would see a cost 
savinq .tn. the first year .and allcus.tomers. would: achieve a cost 
saving.by·year three .• :.These.eus·tomers. would.' have a cumulative 
cost.' s4v1ng 0·£ 3·0.t.in the first', year trisinq to. 53%' the" t·hird.' 
year~.· . . 

. Paei'flc·also: proposesto,addthe. f~.llowinq· ne~' fe4tures .. ' to the 
serv~ce·of~erinq:. .,.' ' , . , 

.··.0 Aqe~tpriori ty<'Call. 'T~a~8,fer.·· 
o· Agent·:'Queue:·Status..Oisp14Y· 
o· Called~.·NurnbeX'.Oisplay . 

'0-.' Cal'!· Track:i.nq ';':, .'. ", 
o Cler :i.eal. 'I'raekinq . 
oControlled'Overflow' . 
o Position Status;Summary Display 

NOl:ICE (PROTESTS' 

Pacific' has mailed a copy of the, Ad.vice Letter and related tariff 
sheets to' competing and ad.jacent utilities and/or. other 
utilities ,. and' interested parties': . 

Advice Letter No·. 16291 was listed. in the Commiss·ion'·s Da.i.ly 
Calend.ar.o-f July' 31.,1992'.:· In adclition., CCM customers were 

. notified, 0·£, the proposed changes:, in a' d.irect· mailing on' August S·, 
1992'.: . .... . ..' . :'" . . 

No·.protes:t,s. to'.AdviceLetter. No·'~ ·i6.29'1.~were· filed.. 
• 'J , • .' • 
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Resolution'T-1S084 
". Pacific:, Be·11/AL.:1529:1/AJN· 

, October 21;1992' 3 
. .' , " . . 

QXss;,ussI.QH 

According to Pacific, several alternatives to its MIS hos,t and 
supervisor software packages are available in the' market place' .. 
These packages, some which are priced lower than Pacific~~ 
paeK4ge, are cap@le of interfaeingwith Pacifie's MIS· data link .. 

Many. of the features packaged in ~he current CCM service are not 
needed by customere. Pacific proposee to unbundle the CCM 
paekage features'and market. them incliv1dually. Pacifie is 
grandfatherinq.theexisting CCM service, giving existing 
customers·: the cho'ice' .of . COt product· offering'S (existing or 
ree·tructured) best for, them. 

Al though unlikely ,..' an exist'inq customer swi tc:hing over to· the new 
tariff structure could. see an increase in the' monthly rate 
because the customer mus't purchase' MIS so,ftware.. Nevertheless I 
the customer will achieve a.cost saving in one to three years. 

In addition, Pacific proposes to· add. seven new agents and 
supervisor features to· the CCM service. These new features 
coupled with 'the proposed changes, not only o,ffer CO! cus·tomers 
greater flexi:bility in deSigning a c:all center basea· on their 
specific needs and willingness to pay,.: but· will result in eost 
savings to' eustomersover time.. 'r.he proposed. changes are 
beneficial . to: Pacific and its. customers.;. while .. promoting 
competition. in the Telecommunications:, market place. , Therefore, 
w&.willauthorize; Pac.ific to'. revise Tariff Schedule No. A9~as 
requested;;; , 

FINDINGS: 

l. Unbundling, Pacific '·s .. existing CO!. service will allOW the 
customer todesiqn· a Call: Center Manager service. based on their 
specific needs and ,willil}qness:' to pay.. . 

2.. There are less expensive alternatives to' Pacific "s. MIS- in the 
market .' place. . ' 

3.. The'. pricing' of the' ,proposed: Call' Center. MAnager se:rvic:e' 
offering will be lower than;the current CCMtarit~ offering .. 

r • " • •• 

4'.· The'rates~:-cha:rqes" tems"andconditions' authori2:ecl' in"this 
Resolution .. are' j us:t.·.and··,reaso~·le _ . .' 
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Resoluti'on' T-1S-OS:4, ", 
,p:acific:Bell/AL 1629'l!AJlf 

Octo:ber 

'rHEREFORE" IT IS ORDERED that: 

1. Authority is- granted to ma~e Advice Letter No .. 162'91 and. the· 
associated tariff sheets, effective on Octo:ber 2'2 f 1992. 

2'.- 'rhe Ad:vice Le'tter tariff: ,sheets authQrized herein shall be 
marked.,to-show'that such, ,sheets"werea:Cl.thox:ized by Resolution of 
the, Pu:bIic, Utilities-Col"l'lmiss-ion 0'£ the S,tate o£Cali-fornia No, .. ~-
15084-. 

The 'effective d.ate of this' Resolution, is· today .. 

I certify 'tha't 'thiS', Resolution was-' adopted:' DY the Pu:blie 
'O'tili-eies,' Commi$sion"at:i.ts.'reg:ular meeting, on Octo:ber 2-l, 199'20-
'rha: 'following: Commis;s.ioners approved',it::: '. 
'. ',.,' I '," ". • 
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--, 
'N AL'J.' .. '- SH'OLMA'N'

Exec:u'tive;,Oi:eCtor· 
:. ; ,,"""~ .. ~ .......... ........-. ........ " "',.: ". 

DANIEL Win.. FESSLER. 
Presid.ent 

JOHN. S'., OHANIAN. ' 
l?A~IClA M.. ECKERT 

,NORMAN 0 ~SHO'HWAy 
Commissioners. 


