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BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA 
 
Order Instituting Rulemaking to Evaluate 
Telecommunications Corporations Service 
Quality Performance and Consider 
Modification to Service Quality Rules. 
 

 
Rulemaking 11-12-001 

(Filed December 1, 2011) 

 
 

ASSIGNED COMMISSIONER’S AMENDED SCOPING MEMO AND RULING 
 

Summary 
Pursuant to Rule 7.3(a)1 of the Commission’s Rules of Practice and 

Procedure this scoping memo and ruling sets forth the amended procedural 

schedule and assigns the presiding officer.  The assigned Commissioner or 

Administrative Law Judge may modify the scope and schedule adopted herein 

as necessary for the reasonable and efficient conduct of this proceeding. 

1. Background 
In 2009, Decision (D.) 09-07-019 adopted General Order (GO) 133-C, which 

revised the Commission’s service quality rules, measures and standards for 

telecommunications carriers previously established under GO 133-B.  In that 

decision, the Commission adopted five minimum service quality measures for 

installation, maintenance and operator answer time for local exchange telephone 

service.  The goal of these service quality measures was to ensure that 

                                              
1  Unless otherwise stated, all references to “Rule” or “Rules” are to the Commission’s Rules of 
Practice and Procedure. 
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telecommunications carriers provide relevant information to the Commission so 

that it may adequately protect California customers and the public interest.  

On December 1, 2011, the Commission opened Rulemaking (R.) 11-12-001 

to review telecommunications carriers’ performance in meeting GO 133-C service 

quality performance standards.  In addition, the Order Instituting Rulemaking 

(OIR) stated the Commission’s intention to assess whether the existing GO 133-C 

service quality standards and measures meet the goals of the Commission, are 

relevant to the current regulatory environment and market, and whether there is 

a need to establish a penalty mechanism for future substandard service quality 

performance.   

On September 24, 2012, the then-assigned Commissioner issued his 

scoping memo and ruling setting forth an initial schedule for this proceeding.  In 

D.13-02-023, the Commission affirmed the determination that hearings may be 

required and that the largest incumbent local exchange carriers should fund an 

evaluation of telecommunications facilities. 

On August 19, 2013, the proceeding was reassigned to Administrative Law 

Judge Maribeth A. Bushey. 

On February 6, 2014, I was designated the Assigned Commissioner.  This 

Amended Scoping Memo and Ruling supersedes the schedule in the previous 

scoping memo. 

2. Staff Report and Request for Comments 
Attached to today’s amended scoping memo and ruling is the Staff Report 

from the Commission’s Communications Division.  Parties may file and serve 

comments on this Staff Report no later than October 24, 2014, and reply 

comments no later than November 13, 2014. 
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Such comments and reply comments should address the conclusions and 

recommendations made in the Staff Report.  The comments and reply comments 

will be used to develop a proposal for changes to the Commission’s service 

quality rules, practices, and policies.. 

After review of the comments and reply comments, a subsequent 

procedural schedule will be set by further ruling and will include the above 

mentioned proposal.   

The assigned Commissioner and/or Administrative Law Judge may 

modify the scope and schedule provided herein as necessary for the reasonable 

and efficient conduct of this proceeding. 

Pursuant to the authorization conferred by Pub. Util. Code § 1701.5(b), it is 

expected that this proceeding will be completed within 24 months from the date 

of this amended scoping memo.  The previous deadlines in the of September 24, 

2012 scoping memo are superseded by this ruling.  The OIR presents many 

complex issues, and it is therefore reasonable to adopt a 24-month timeframe for 

its completion.  If additional phases of this OIR prove necessary, a subsequent 

scoping memo may establish the scope and schedule of those phases. 

Information primarily contained in Section IV and Appendix C of the 

attached Staff Report related to unadjusted outages was compiled from General 

Order 133-C raw data submissions from AT&T California (AT&T) and Verizon 

California  (Verizon).  AT&T and Verizon marked this data as confidential  and 

potentially governed by the confidentiality rules in General Order 66-C and 

Public Utilities Code 583.   

The data at issue is monthly outage data that has been aggregated to an 

annual basis.  In my view, the data is not confidential and is suitable for public 

release when it is aggregated annually for each carrier.  AT&T and Verizon bear 
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the burden of proving the information needs confidential treatment, which they 

have yet to address.  They must cite the legal basis for confidential protection of 

this information and provide facts regarding the consequences of its release.   

AT&T and Verizon shall each make, within two days of this ruling, a filing 

in this proceeding addressing why continued confidential treatment of the data 

described above is warranted and whether, when aggregated on an annual basis, 

the data can be released publicly.  If they do not believe the data, as aggregated, 

warrants confidential treatment, they may simply say this in their filing.  The 

report attached to this ruling has been redacted pending resolution of this 

confidentiality question.  A confidential version of the report is available from 

Communication’s Division staff for release to Commission staff (including the 

Commission’s Office of Ratepayer Advocates).  Communications Division will 

also provide AT&T a confidential version (without Verizon’s potentially 

confidential data) and provide a version to Verizon (without AT&T’s potentially 

confidential data.   

It is my intent to resolve this confidentiality question expeditiously and 

provide a complete version, with aggregated outage information if deemed not 

confidential, to all parties in advance of the October 24 deadline for  comment on 

the Staff Report.. 

3. Assignment of Proceeding and Presiding Officer 
Michael Picker is the assigned Commissioner and Maribeth A. Bushey is 

the assigned Administrative Law Judge in this proceeding.  Pursuant to  

Rule 13.2(c), the assigned Commissioner is the Presiding Officer in a  

quasi-legislative proceeding. 
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4. Ex Parte Communications 
Pursuant to Rule 8.2(a), ex parte communications will be allowed in this 

quasi-legislative proceeding without restriction or reporting requirements. 

IT IS RULED that: 

1. The amended schedule of this proceeding is as set forth above, and 

supersedes the previous schedule set on September 24, 2012. 

2. The assigned Administrative Law Judge and assigned Commissioner may 

make any revisions or provide further direction regarding the scope of this 

proceeding and the manner in which issues shall be addressed, as necessary for a 

full and complete development of the record, and may modify the schedule 

adopted herein as necessary for the reasonable and efficient conduct of this 

proceeding. 

3. Attachment A to this scoping memo and ruling is the Staff Report of the 

Commission’s Communications Division.    

4. Parties may file and serve comments on this Staff Report no later than 

October 24, 2014, and reply comments no later than November 13, 2014. 

5. Within two days of issuance of this Ruling, AT&T and Verizon shall each 

respond to this ruling with a filing addressing whether the aggregated outage 

information redacted from Section IV and Appendix C of the Staff Report  is 

confidential.  If they do not believe the data, as aggregated, warrants confidential 

treatment, they may simply say this in their filing.  If no response is filed, the 

data will be deemed public and a complete version of the Staff Report will be 

released.   

6. In this quasi-legislative proceeding, ex parte communications will be 

allowed without restriction or reporting requirements. 
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7. Michael Picker is the assigned Commissioner and Maribeth A. Bushey is the 

assigned Administrative Law Judge in this proceeding. 

Dated September 24, 2014, at San Francisco, California. 

 
 
 
  /s/  MICHAEL PICKER 

  Michael Picker 
Commissioner 
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ATTACHMENT A 
 

STAFF REPORT 









I. Executive Summary

This report is prepared by the Communications Division (CD) staff in accordance with General
Order (G.O.) 133-C Section 7.1 The report discusses the service quality (SQ) results of
California wireline telecommunication carriers2 for calendar years 2010 through 2013 based on
data submitted pursuant to the measures and standards established in G.O. 133-C. CD staff
issued a similar report in March 2011 covering G.O. 133-C results in 2010.

General Order 133-C, adopted July 9, 2009, titled “Rules Governing Telecommunications
Services”, contains the CPUC’s service quality rules for telephone carriers. The General Order
has five service quality measures and underlying standards3 applicable to facilities-based
wireline telephone carriers:

 Telephone service installation interval (five business days);

 Installation commitments met 95% of the time;

 Customer trouble reports per number of 100 working telephone lines;4

 Out of service (OOS) repair interval (90% within 24 hours excluding Sundays, federal
holidays, catastrophic events and widespread outages); 5 and

 Answer time to reach a live operator (80% of calls in less than 60 seconds).

Resellers, wireless carriers, Internet Protocol (IP)-enabled carriers (including Voice over Internet
Protocol (VoIP) and cable), and any Uniform Regulatory Framework (URF) Competitive Local
Exchange Carriers (CLECs) with fewer than 5,000 customers, unless one of these carriers also is

1 Staff Investigations and Additional Reporting Requirements - Staff may investigate any carrier that
does not meet a minimum service quality reporting standard level, and any major service interruption, and
may also, recommend the Commission institute an investigation into a carrier’s performance and alleged
failure to meet the reporting service level for six or more consecutive months.
2 D.09-07-019, fn. 2: “By telecommunications carriers, this decision is referring to telephone corporations
that are public utilities.”
3 D.09-07-019, fn. 1: “Measures are the aspects or features of service subject to evaluation and reporting.
Standards are the minimum acceptable values that measures must meet to be in compliance with the
Commission’s requirements.”
4 G.O. 133-C §1.3 (m) defines lines as “[A]n access line (hardwired and/or channel) which provides dial
tone and which runs from the local central office (Class 4/5, Class 5, or a remote) to the subscriber’s
premises.”
5 D.01-12-021 stated that catastrophic events and widespread outages are circumstances beyond the
carrier’s control. D.09-07-017 defined catastrophic event as any event in the reporting carrier’s service
area for which there is a declaration of a state of emergency by federal or state authority and widespread
service outages as an outage affecting at least 3% of the carrier’s customers in the state.

































































The
Year in Review: The Status of Telecommunications Deregulation in 2012


















































