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R E S O L U T I O N 
 
 

Resolution CSID - 002  To design and implement a program that 
integrates Community Based Organizations (CBOs) in the 
Commission’s outreach, education and complaint resolution 
processes, for consumers who have limited English proficiency 
(LEP), as ordered in D.07-07-043.    
_________________________________________________________________ 

 
Summary 
 
This resolution approves the establishment of an outreach program, in accordance with 
California Public Utilities Commission (Commission) Decision D.07-07-043 which 
directed Commission staff to, “design a program that integrates Community Based 
Organizations (CBOs) in our outreach, education and complaint resolution processes, 
including a mechanism for compensating CBOs for their efforts while ensuring financial 
accountability and prudent use of the public funds.” 1  Specifically, the program will 
utilize the assistance of CBOs to develop language appropriate materials for LEP 
consumers, to perform education and outreach activities, and, “to assist them 
[consumers] in resolving telecommunications issues.”2  
 
Background 
 
The Commission has expanded its efforts to provide assistance to California’s 
consumers who have limited proficiency in English.  It employs many people who are 
certified to communicate in various languages and they are called upon to assist with 
oral and written translations.  The Commission’s Consumer Affairs Branch has fifteen 
employees who communicate in languages other than English as part of their daily 
tasks.  The Commission also provides its consumer materials in 13 languages (Spanish, 
Mandarin, Cantonese, Vietnamese, Thai, Tagalog, Korean, Hmong, Arabic, Farsi, 
Khmer, Armenian, and Russian).  However, as noted in the proceeding record for the 

                                                           
1 D.07-07-043, p.95, and Ordering Paragraph (OP) 13, p.129 
2 D.07-07-043, p.92 
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Consumer Protection Initiative (CPI), many consumers do not seek assistance from 
government agencies, but prefer instead to turn to community organizations with 
which they are familiar. 
 
The CPI Decision, D. 06-03-013, examined the rights of and protections available to 
California telecommunications consumers, and raised questions as to whether 
consumers with limited proficiency in English faced disadvantages in the 
telecommunications market.  That Decision adopted revised General Order (GO) 168, 
“Market Rules to Empower Consumers and to Prevent Fraud,” and directed 
Commission staff to undertake a series of internal initiatives to transform the 
Commission’s organizational culture to heighten its ability to respond to consumers.  
Initiative No. 23 directed Staff to analyze and report on special problems faced by LEP 
consumers. 
 
The Staff report, “Challenges Facing Consumers With Limited English Skills In The 
Rapidly Changing Telecommunications Marketplace,” (Report) was issued October 
2006.  The Report was prepared to assist the Commission in assessing whether in-
language needs are adequately met by our education and enforcement efforts, and 
whether the Commission should adopt any rules.  The Report recommended a formal 
proceeding be initiated to determine the need for rules and to develop specific rules, as 
appropriate.  Subsequent to that recommendation, Order Instituting Rulemaking R.07-
01-021 was initiated to consider ways to improve services to California 
Telecommunications consumers who do not read or speak English fluently, and to focus 
on ways of promoting consumer protection for telecommunications customers who 
have limited English proficiency. 
 
R.07-01-021 resulted in D.07-07-043, “Decision Addressing the Needs of 
Telecommunications Consumers Who Have Limited English Proficiency.”  Ordering 
Paragraph 13 of the Decision states, “Staff shall design a program that integrates 
community based organizations (CBOs) in the Commission’s outreach, education and 
complaint resolution processes, including a mechanism for compensating CBOs for 
their efforts while ensuring financial accountability and prudent use of public funds.  
Staff shall include in its proposal any necessary documents and/or procedures needed 
to ensure LEP consumers and carriers are protected from consequences of unauthorized 
representation, and to ensure LEP consumers and CBOs authorized relationships are 
recognized and respected by carriers.  Staff shall present its recommendation as a 
resolution for Commission consideration before the end of calendar year 2007.”3 
 
In addition, Ordering Paragraph 14 states, “All carriers shall permit CBOs to represent 
any customer who has authorized a CBO to assist it in dealings with carriers.”4 
 
This resolution addresses both Ordering Paragraphs 13 and 14. 

                                                           
3 D.07-07-043, OP13, p.129 
4 D.07-07-043, OP14, p.130 



CSID/LSS/kyl 
DRAFT 

 

297336   - 3 - 
 

Discussion 
 
LEP consumers benefit from assistance provided by CBOs. The CPI Decision states, “We 
believe that we can improve our complaint resolution efforts by working more with 
CBOs, which possess unique insights into problems faced by specific communities.  
CBOs have knowledge about the telecommunications markets and communities they 
serve, have earned the trust of their constituencies, and show a passion for helping 
consumers."5 
  
The CPI Decision also states that “CBOs play an important role in bridging the barriers 
to effective communications between carriers and LEP consumers.”6  The Report lists 
many programs the Commission has used to educate consumers.  In one example, the 
“Telecommunications Education Trust Fund” funded many creative projects, which 
included workshops, home visits, internet use and advertising.    We look forward to 
the creativity that CBOs may bring to the project that we approve in this Resolution. 
 
For this project, the Commission will contract with an entity that has demonstrated their 
ability to bring together a statewide network of CBOs that will serve various cultures 
and languages and that will use a variety of methods to provide outreach, education 
and assistance.  Although the Commission has developed working relationships with 
many CBOs and community organizations, the Commission does not have the 
magnitude of CBO resources we envision as necessary to carry out a statewide 
program.  The selected contractor will manage, coordinate and monitor the CBO 
programs, under guidance and direction of the Commission’s Consumer Services and 
Information Division (CSID).  
 
The contractor will be required to provide a detailed proposal on how the outreach 
program will be constructed, how the CBO network will be designed, and how CBOs 
will be compensated for their efforts.  In addition, the contractor will also be required to 
provide a detailed proposal for how the contractor will report on the program’s 
progress and its related expenditures.  In order to ensure accountability and prudent 
use of the funding available for this project, program activities, achievements and 
related expenditures will be evaluated by the Commission’s CSID staff on a monthly 
basis, prior to approving payment to that contractor for that month.  Program 
evaluation and auditing will continue throughout the life of the contract.   
 
This program will be an ongoing program and will be funded through the previously 
approved yearly budget allocation for CPI CBO education, outreach and complaint 
intake.  The initial contract will run for one year with the option to continue the contract 
for an additional year, if the Commission deems the contractor’s performance to be 
successful.  We expect to issue a Request for Proposal for the contract soon after the 

                                                           
5 D.06-03-013, p.101 
6 D.07-07-043, p. 94 
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Commission approves this Resolution and anticipate having the program in place early 
in 2008. 
 
 
The CBOs will be assisting the Commission in three specific areas:  
 

1./ design and participate in in-language outreach programs that inform the LEP 
consumers of the available education programs and educational materials as well 
as inform the LEP consumers on how to work with CBOs in resolving disputes 
with carriers,  
2./ provide education and materials to LEP consumers, utilizing existing 
Commission materials as well as designing additional in-language materials, 
3./ assist and represent LEP consumers in resolving disputes with carriers.  

 
 

1. DESIGN AND PARTICIPATE IN IN-LANGUAGE OUTREACH PROGRAMS 
 
The success the Commission has experienced in its partnering with CBOs in workshops 
and Bill Information Fairs reinforces our positive opinion about utilizing them for in-
language outreach. For example, the Commission partnered with the Victory Resource 
Center in San Bernardino for a Bill Information Fair in which the CBO used its vast 
network of other community organizations to help spread the word about the event and 
to provide informational materials to the community. Other CBOs at the event had 
volunteers that were known to the community and could provide local assistance, such 
as recommending where to go to get prepaid calling cards and telling consumers where 
the utility bill payment centers closest to their homes were located.  All organizations 
and utilities participating in the event had bilingual representatives available to assist 
the attendees.  This particular bill fair was one of several successful bill information 
fairs in which the Commission has partnered with CBOs. 
 
The CBO’s proposed outreach programs will be reviewed by the contractor who will 
then make recommendations on including the programs to the Commission CSID staff.  
The contractor will have the flexibility to work with CBOs on their proposals to assist 
them in meeting the program requirements.  We do not wish to exclude any CBOs that 
can add value to the program simply because they needed assistance in preparing their 
proposal.  Examples of outreach approaches that have been beneficial in the past 
include:  
 

• Workshops 
• Bill fairs 
• Distribution of materials at CBO sponsored events 
• Distribution of materials at other community events 
• Distribution of materials at CBO offices 
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• Input on Commission produced radio, television, print or outdoor media 
messages to ensure accuracy and cultural sensitivity.  

 
2. PROVIDE EDUCATION AND DEVELOP EDUCATION MATERIALS FOR  

LEP CUSTOMERS 
 
The contractor and CBOs will educate LEP consumers about communications issues, 
scams, fraud or other communications-related issues as identified in the contract to: 

 
• help them understand and explain how to use their telephone service and 

equipment,  
• help them understand how CBOs can assist them in resolving disputes 

with carriers, and  
• help consumers understand how they will be affected by changing 

technology and services.    
 
As with the CBO’s proposed outreach programs, their education program proposals 
will be reviewed by the contractor who will then make recommendations on including 
the programs to the Commission CSID staff.  Again, the contractor will have the 
flexibility to work with CBOs on their proposals to assist them in meeting the program 
requirements.  Examples of successful education approaches used by CBOs include: 
 

• One-on-one assistance 
• Bill Information Fairs 
• Home visits 
• Classroom instruction 
• Computer access to the CBO and Commission websites 
• Self paced computer instruction 

 
In the initial phase of the Consumer Education Initiative of the Consumer Protection 
Initiative, the Commission, consumer groups and carriers jointly created four 
brochures, and since that time they have created four more.  We can use these eight as a 
foundation for education materials but encourage the CBOs to suggest and assist in 
developing other materials.  The eight brochures are:   

 
• Tips about Phone Service  
• Understanding the Bill  
• Slamming and Cramming  
• Ten Tips on Buying Wireless Service  
• Who to Complain To  
• Late Payment, Disconnects and Deposits  
• Collection Agencies; and  
• VoIP. 
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The Commission, the contractor, and the CBOs may also develop information packets 
or other media for use by CBOs.  Any materials that the contractor or CBOs develop for 
this outreach program must be approved by Commission staff, and will be provided to 
the Commission electronically for future use after the contract ends.  The CBOs will 
have access to, and will be encouraged to use, any education and outreach materials 
currently being used by the Commission. 
 

3. ASSIST AND REPRESENT LEP CONSUMERS IN RESOLVING DISPUTES 
WITH CARRIERS 

 
The Commission decision states that, “all carriers shall permit CBOs to represent any 
customer who has authorized a CBO to assist it in dealings with carriers.”7  A vital part 
of this outreach program is to allow LEP consumers to seek assistance through the 
CBOs. Some carriers already have procedures in place to allow CBOs to contact them 
and assist in dispute resolution on behalf of consumers while other carriers have yet to 
develop such procedures.  In addition, some carriers have successfully worked through 
customer privacy issues and have created processes that protect the LEP consumers and 
itself from the consequences of unauthorized representation.  CSID staff will work with 
the Commission Consumer Affairs Branch (CAB) Representatives, the carriers, the 
contractor and the CBOs to ensure that there are appropriate procedures in place across 
the board to ensure that CAB, the CBOs, the LEP consumers and carriers are protected 
from consequences of unauthorized representation.  

 
Comments 
 
Public Utilities Code Section 311(g)(1) provides that this resolution must be served on 
all parties and subject to at least 30 days public review and comment prior to a vote of 
the Commission.  Accordingly, this draft resolution was mailed for comments at least 30 
days prior to being considered by the Commission. 
 
Findings of Fact 
 
1. Commission staff was directed to design a program that integrates CBOs in our 

outreach, education and complaint resolution processes in D.07-07-043, p.92. 

2. The program will include a mechanism for compensating CBOs for their efforts 
while ensuring financial accountability and prudent use of public funds, as ordered 
in D07-07-043, OP 13, and p 129. 

3. Staff shall include in its proposal any necessary documents and/or procedures 
needed to ensure LEP consumers and carriers are protected from consequences of 
unauthorized representation as ordered in D.07-07-043, OP 13.  

                                                           
7 D.07-07-043, p. 95 and op 14 
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4. All carriers shall permit CBOs to represent any customer who has authorized a CBO 
to assist it in dealings with carriers, as ordered in D.07-07-043, OP14.  

 
THEREFORE, IT IS ORDERED THAT 
1. The Commission’s CSID’s plan, as presented in this resolution. is approved.  

2. The Commission’s CSID will contract with an entity that has a statewide network of 
CBOs and implement its program by early 2008. 

3. The CBOs will augment the Commission’s CSID outreach, education, and complaint 
resolution programs. 

4. The Commission’s CSID will approve, monitor and audit the program and its 
related expenditures to assure the program is making the best use of the public 
funds that are set aside for the program. 
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This Resolution is effective today. 
 
 
I hereby certify that the Public Utilities Commission adopted this Resolution at its 
regular meeting on November 1, 2007.  The following Commissioners approved it: 
 
 
 
 
 
 
 
 

  

Paul Clanon 
Executive Director 

 


