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Decision 



BEFORE THE PUBLIC UTILITIES COMMISSION OF THE STATE OF CALIFORNIA

D. C. Logan,

Complainant,

vs.

Pacific Bell (U1001C),

Defendant.


(ECP)

Case 00-12-047

(Filed December 13, 2000)

D. C. Logan, for himself, complainant.

Douglas Phason, for Pacific Bell, defendant.

OPINION

This complaint involves repair problems with residential account 323-292-2998, later changed to 323-299-2525, located at 1826 ½ West 46th Street, Los Angeles, California.  Complainant alleges that service to his residential telephone account gets a fast busy signal as soon as he attempts to dial outgoing calls, and that incoming calls are frequently disconnected without warning.  Complainant requests that Pacific Bell refund him an amount, not to exceed $5,000, for all the months his telephone service was unusable, and to repair his telephone service.  Defendant denies the allegations.

Public hearing by telephone conference call was held February 14, 2001, and an on-site visit by Commission staff was made March 13, 2001.

Complainant testified that from April 29, 1999 to date, he has had severe service problems with Pacific Bell.  Much of the time he can’t dial out because he gets a fast busy signal as soon as he begins dialing.  Incoming calls are frequently disconnected without warning.  He said he needed his telephone for emergency use because he is blind and recovering from major surgery.  All of the equipment and wiring in his house has been replaced by Pacific Bell, who has made 26 visits and still can’t fix it.  Pacific Bell has blamed DWP transformers near the lines.  Now it says there is a “computer glitch” that it can’t fix.  Incoming calls often would not get connected to his voicemail.  To the best of his knowledge, the previous occupants in the house had no such problems.  He said Pacific Bell repair personnel have checked jacks, lines, phones and said all equipment was OK.  He changed telephones five times and had the telephone wiring changed.  He said the problem occurs sporadically, sometimes lasting 45 minutes to 3 hours.  When it occurs, he is unable to dial ”O,” 611, 411, 911, or any other number; he gets the fast busy signal.  In late May 1999, there was a fire in his house.  He was unable to reach 911 because of the ongoing problem.  In August 1999, he needed an ambulance.  911 could not be reached because of the same problem.

A representative of Pacific Bell testified that Pacific Bell had indeed made at least 26 visits to complainant’s residence in search of a solution to complainant’s problem.  Pacific Bell has changed the instrument, changed the wiring, inside and outside, and has modified central office equipment.  Nothing seemed to work.  Most importantly, Pacific Bell’s employees could not find the problem complained of.

At the request of the presiding administrative law judge, Pacific Bell executives and repair personnel, accompanied by Commission staff, visited complainant’s home on March 13, 2001, to investigate and make necessary repairs.  A copy of Pacific Bell’s report is Appendix A.  Briefly, it says that after thorough inspection, testing, and replacing all inside wiring and cable pairs, no faults could be detected.  All readings and tests were within standard operating allowances.

After the work of March 13, 2001, complainant still claims that his telephone equipment is defective and the problems have not been corrected.

Our analysis of the evidence leads us to conclude that after the most thorough examination, testing, and repair of complainant’s telephone equipment and service, complainant’s problems lie elsewhere than in Pacific Bell’s service.  Pacific Bell has done all that can be expected.  Pacific Bell has given complainant a credit of $376.69, for his inconvenience.

ORDER

IT IS ORDERED that the relief requested in the complaint is denied.

This proceeding is closed.

This order is effective today.

Dated 




, at San Francisco, California.

Appendix A

March 14, 2001

The Honorable Robert A. Barnett

Administrative Law Judge

California Public Utilities Commission

505 Van Ness Avenue, Room 5017

San Francisco, CA 94102

Re:
D. C. Logan vs. Pacific Bell, Case No. C.00-12-047 (ECP)
Dear Judge Barnett,

Pursuant to your request at the Telephonic Evidentiary Hearing held on February 14, 2001, in the above-entitled matter, Pacific tested Mr. Logan’s telephone service in an effort to duplicate and or repair the problem for which he complained about.  As you know, in his complaint, Mr. Logan complained that service to his residential telephone account gets a fast busy as soon as he attempts to dial outgoing calls.  Additionally, he complained that incoming calls are frequently disconnected without warning.

On March 13, 2001, representatives of Pacific met with Mr. Logan and Gloria Gibson, CPUC Consultant at Mr. Logan’s resident location at 1826 ½ West 46th Street, Los Angeles, and conducted baseline tests and equipment changes as follows:

Pacific’s Engineering and Field Operation personnel conducted Transmission and Protection Electrical Protection Tests:

1. Location:  At customer Telephone Line Protector Unit – Aerial Cable No. 10106,

Cable Pair No. 624
Parameter
Measured by:

Wilcom T132EZ
Measured by:

Dynatel 965
Objective for

Quality Voice

Grade Parameter
Cable Pair

Status

Line Current (mA)

34.8
25.0 and above
Good

Circuit Loss

(dBm)

-4.0
Less than –8.5
Good

Noise Metallic

(dBrnC)
6.0
6.0
Less than 20.0
Good

Power Influence (dBrnC)
55.0
66.0
Less than 85.0
Good

2. Location:  At B-Box corner of Vernon Avenue and St. Andrews Street

Underground Cable No. 148, Cable Pair No. 2222

Parameter
Measured by:

Wilcom T132EZ
Measured by:

Dynatel 965
Objective for

Quality Voice

Grade Parameter
Cable Pair

Status

Line Current (mA)

38.5
25.0 and above
Good

Circuit Loss

(dBm)

-3.0
Less than –8.5
Good

Noise Metallic

(dBrnC)
8.5
8.0
Less than 20.0
Good

Power Influence (dBrnC)
56.3
46.0
Less than 85.0
Good

Pacific’s conclusion based on the above test results, indicates that the parameters of the telephone cable pairs that serves Mr. Logan’s address are good and meet Pacific’s quality for voice grade parameters.  

More importantly,

· Mr. Logan’s telephone service was metered from all points.  These tests found no trouble.

· All splices associated to this cable were opened and tested.  These tests found no abnormalities.

· All inside wiring was replaced for a second time

· Pacific replaced Mr. Logan’s Cable Pair for a second time.
Even though Pacific found no defects, Pacific initiated changes to Mr. Logan’s cable pair and inside wiring in the interest of being thorough.  

Network Operation Test:

Since February 15, 2001, Pacific conducted an exhaustive test of its Central Office to capture call messages originating from the customer’s line equipment to the central computing module.  Pacific conducted this test to determine what would transpire during Mr. Logan’s call transactions.  Because Mr. Logan would not assist in documenting problems he encountered with his calls, Pacific’s review of this test found no abnormalities.

During the site visit, Pacific’s system analyst conducted several tests using Mr. Logan’s telephone set.  The capacitance test found all reading within the standard operating allowances.

Additionally, a review Pacific’s central office main distributing frame, found all connections properly connected to its terminals, and free of any foreign matter, which could have caused the problem, Mr. Logan complained about.

Mr. Logan’s address is located just about ½ mile from the LSANCA15 Central Office; the stutter tone and the amplitude for his voice mail are high.  Because the stutter tone of the voice mail is quite strong, it is possible but not conclusive that Mr. Logan may get confused between the stutter tone of the voice mail and the busy tone of the telephone line.
Even though Mr. Logan remains dissatisfied, Pacific believes that it has acted appropriately and in conformance with its tariffs and the law.  Notwithstanding this fact, Pacific has worked diligently with Mr. Logan since the inception of his complaint and before in an effort to resolve this matter.  Given Pacific’s efforts to duplicate the problem, Pacific has tested and replaced all of Mr. Logan’s equipment.  Pacific has devoted numerous hours of work dedicated to this effort with no fault detected. 

In short, Mr. Logan’s telephone transmission parameters are well within the acceptable voice grade requirements.  And Pacific has accorded Mr. Logan with all relief (and more) necessary to make him whole.  The Commission has held that it has no statutory authority to award Mr. Logan punitive damages.  Consequently, Pacific believes that the Commission should decide this Complaint without further hearing and respectfully requests that the Commission grants Pacific’s requests to dismiss this Complaint.  Accordingly, Pacific will continue to do all it can to be responsive to Mr. Logan.

Sincerely,

/s/  DOUGLAS PHASON

Douglas Phason

Associate Director – State Regulatory

Cc:  D. C. Logan, G. A. Gibson

(End of Appendix A)
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