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The Public Utility Commisson of Texas (commission) proposes new 826.52 relaing to Emergency
Operations, 826.53 relating to Ingpections and Tests, §26.54 relating to Service Objectives and
Performance Benchmarks, and §26.55 relating to Monitoring of Service. The proposed new sections
will replace 823.61(c) - () of thistitle (relating to Telephone Utilities). These sections are necessary to
ensure safe, reliable, and qudity service for telecommunications customers. Project Number 19666 has

been assigned to this proceeding.

The Appropriations Act of 1997, HB 1, Article IX, Section 167 (Section 167) requires that each State
agency review and condder for readoption each rule adopted by that agency pursuant to the
Government Code, Chapter 2001 (Administrative Procedure Act). Such reviews shall include, a a
minimum, an assessment by the agency as to whether the reason for adopting or readopting the rule
continues to exis. The commission held three workshops to conduct a preliminary review of its rules.
As areault of these workshops, the commission is reorganizing its current substantive rules located in 16
Texas Adminigirative Code (TAC) Chapter 23 to (1) satisfy the requirements of Section 167; (2) reped
rules no longer needed; (3) update existing rules to reflect changes in the indudtries regulated by the
commisson; (4) do clean-up amendments made necessary by changes in law and commission
organizationd dructure and practices, (5) reorganize rules into new chapters to facilitate future
amendments and provide room for expansion; and (6) reorganize the rules according to the industry to

which they apply. Chapter 26 has been established for dl commisson substantive rules gpplicable to
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telecommunications service providers. The duplicative sections of Chapter 23 will be proposed for

reped as each new section is proposed for publication in the new chapter.

General changesto rule language:

The proposed new sections reflect different section, subsection, and paragraph designations due to the
reorganization of the rules. The Texas Register will publish these sections as dl new text. Personswho
desire a copy of the proposed new sections as they reflect changes to the existing section in Chapter 23

may obtain aredlined version from the commission's Centra Records under Project Number 19666.

Other changes specific to each section:

Proposed new 826.52 will replace 823.61(c) of thistitle asit pertains to emergency operations. There

were no subgtantive changes to this section.

Proposed new 826.53 will replace §23.61(d) of thistitle as it pertains to ingpections and tests. There

were no subgtantive changes to this section.

Proposed new 826.54 will replace §23.61(e) of this title as it pertains to service objectives and
aurvelllance levels. Previoudy, the rule required that dl switched voice circuits shal be adequady

designed and maintained to alow transmission of at least 2,400 bits of data per second when connected
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through an industry standard modem (CCITT V.22bis or equivaent) or afacsmile machine. To reflect
current industry standards and to delete certain obsolete standards, al references to 2,400 bits of data
have been changed to 14,400 bits of data per second when connected through an industry standard
modem (ITU-T V.32his) or afacsmile machine. Compliance dates were modified to dlow telephone

utilities adequate time to comply with the new standards.

Additiondlly, in order to assure adequate service standards, comments are requested regarding
violations of the performance benchmarks and what appropriate pendtiesremedies should be enacted

for each respective violation. The following questions should be addressed:

1 Is the deadline for compliance with the 14,400 bits of data per second standard (by the end of
2002) appropriate?

2. Should the deadline for the 14,400 bits of data per second standard be different for companies
of different szesor for lines with loop lengths grester than some given distance?

3. Arethere any other factors that might justify a different deadline?

4, What would be an appropriate pendty for aviolation of a performance benchmark?

5. Should there be a difference between severity of violations?

6. If s0, should the severity of the pendty for non-compliance with the performance benchmarks
be based on:
@ The number of months by which the performance benchmark is missed?

(b) The percent by which the performance benchmark is missed?



PUBLIC UTILITY COMMISSION OF TEXAS PAGE 4 OF 22
SUBSTANTIVE RULES. CHAPTER 26. TELECOMMUNICATIONS

10.

11.

12.

(© The specific performance benchmark that is missed (i.e. different pendties for different
benchmarks)?

(d) The size of the company?

(e The number of access lines?

How should a violation be calculated?

@ An overdl company average?

(b) On an exchange by exchange basis?

(© On awire center by wire center basis?

(d) By each specific occurrence (i.e. each separate transaction with the end use customer)?

Should there be a cap with respect to the amount aDCTU could potentialy be assessed?

If s0, should the cap be on amonthly or yearly bass?

Should the pendty amount be payable to the State Treasury or refunded on some basis to the

end use customer?

Should the commisson require dl COA and SPCOA telecommunications carriers, providing

savice in an area that overlgps the service area of an affiliate ILEC, to provide detailed

quarterly reports on quaity of service customer complaintsin those overlapping aress?

Should the commission require ILECs with service aress aso served by affiliate COAS or

SPCOAs to provide detailed quarterly reports on quality of service cusomer complaints in

those overlapping areas?
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Proposed new §26.55 will replace §23.61(f) of this title as it pertains to service observing equipment.

There were no substantive changes to this section.

John Mason, Attorney, Legd Division, Office of Regulatory Affairs, has determined that for each year
of the first five-year period the proposed sections are in effect, there will be no fisca implications for

date or local government as aresult of enforcing or administering the sections.

John Mason has determined that for each year of the first five years the proposed sections are in effect,
the public benefit anticipated as a result of enforcing the sections will be the assurance of minimum
qudity of service sandards for consumers. There will be no effect on smadl busnesses or micro-
businesses as aresult of enforcing these sections. The anticipated economic cost to telecommunications
utilities who are required to comply with the proposed changes will be the cost of funding network

upgrades to meet enhanced service quaity standards.

John Mason has also determined that for each year of the firg five years the proposed sections are in
effect there should be no affect on a locd economy, and therefore no local employment impact

statement is required under Administrative Procedure Act §2001.002.

The commisson gaff will conduct a public hearing on this rulemaking under Government Code

§2000.029 at the commission's offices, located in the William B. Travis Building, 1701 North Congress
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Avenue, Augtin, Texas 78701, on Tuesday, January 11, 2000 at 9:00am. in the Commissoners

Hearing Room.

Comments on the proposed new sections (16 copies) may be submitted to the Filing Clerk, Public
Utility Commission of Texas, 1701 North Congress Avenue, P.O. Box 13326, Austin, Texas 78711-
3326, within 30 days after publication. The commission invites specific comments regarding the costs
associated with, and benefits that will be gained by, implementation of the proposed sections. The
commission will consider the costs and bendfits in deciding whether to adopt the sections. The
commission aso invites specific comments regarding the Section 167 requirement as to whether the
reason for adopting §23.61(c)-(f) continues to exist. All comments should refer to Project Number

19666.

The new sections are proposed under the Public Utility Regulatory Act, Texas Utilities Code Annotated
§14.002 (Vernon 1998) (PURA), which provides the Public Utility Commission with the authority to
make and enforce rules reasonably required in the exercise of its powers and jurisdiction; and
specificaly, PURA 855.001, relating to generd standards in the provision of service by a public utility;
8§855.002, rdaing to commission authority concerning standards in the regulation of telecommunications

services, and 855.008, relating to improvements in service by a public utility.

Cross Reference to Statutes: Public Utility Regulatory Act §814.002, 55.001, 55.002, and 55.008.
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§26.52.

@

(b)

§26.53.

@

(b)

Emergency Operations.

Each dominant certificated telecommunications utility's (DCTU) centrd office not equipped with
permanently ingtaled standby generators shdl contain as a minimum four hours of baitery
reserve without voltage faling below the level required for proper operation of al equipment. It
isaso essentid that dl centrd offices have adequate provisons for emergency power. In
offices without ingtaled emergency power facilities, there shal be a mobile power unit available

which can be ddivered and connected on short notice.

In exchanges exceeding 5,000 lines, a permanent auxiliary power unit shal beingaled.

Inspectionsand Tests.

Each dominant certificated telecommunications utility (DCTU) shall adopt a program of periodic
tests, ingpections, and preventive maintenance aimed at achieving efficient operation of its

system and rendition of safe, adequate, and continuous service.

Each DCTU shal maintain or have access to test facilities enabling it to determine the operating
and transmission capatiilities of dl equipment and facilities. The actud transmisson performance
of the network shal be monitored in order to determine if the service objectives in this chapter

aremet. This monitoring function shdl include, but not be limited to, circuit order tests prior to
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placing trunks in service, routine periodic trunk maintenance tests, tests of actua switched trunk
connections, periodic noise tests of a sample of customer loops in each exchange, and specid

transmission surveys of the network.

(© Each centrd office serving more than 300 customer access lines shall be equipped with a 1,000
+/- 20 hertz, one milliwett test Sgna generator and a 900 Ohm balanced termination device
wired to telephone numbers so that they may be accessed for dia test purposes. Each DCTU

shdl advise the commission of the numbers assigned for these test terminations.

§26.54. Service Objectives and Perfor mance Benchmarks.

@ This section establishes service objectives that should be provided by a dominant certificated
telecommunications utility (DCTU), as gpplicable. The section outlines performance benchmark
levels for each exchange. If service qudlity fals below the gpplicable performance benchmark
for an exchange, that indicates a need for the utility to investigate, take gppropriate corrective
action, and provide areport of such activities to the commission. The objective service levels
are based on monthly averages, except for did service and transmission requirements, which are
based on specific samples. DCTUSs shal make measurements to determine the level of service
quality for eech item included in this section. Each DCTU shdl provide the commission with the

measurements and summaries for any of theitemsincluded herein on request of the commisson.
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(b)

Records of these measurements and summaries shdl be retained by the DCTU as specified by

the commisson.

One-party line service and voice band data.

D

2

©)

(4)

One-party line service will be made available to al subscribers of loca exchange service
upoN request.

All open wire transmisson media shal be replaced with more reliable and better qudity
transmission media by the end of 1998, unless otherwise exempted by the commission.
Any utility that obtained an exemption from this requirement shdl file areport with the
commission on the status of its open wire replacement program by March 1, 2000, and
if dl open wire replacement is not complete by that date, every three months theresfter
until the replacement program is complete.

All switched voice circuits shal be adequately designed and maintained to alow
transmission of at least 14,400 hits of data per second when connected through an
industry standard modem (ITU-T V.32bis or equivaent) or afacamile machine (ITU-T
V.17 or equivaent), by the end of 2002. This upgrade will be made a no charge to the
individua customer.

Within 180 days of the effective date of this section, aDCTU may request awaiver
from the requirements of paragraph (3) of this subsection. The waiver request may be
granted only if the commisson determinesthat al of the following requirements have

been met.
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(A)

(B)

(©)

(D)

The cost to the DCTU of implementing the provisions of paragraph (3) of this

subsection exceeds the public benefit.

The DCTU has submitted by June 30, 2000, a reasonable implementation plan

gating for each exchange when dl switched voice circuits within that exchange

shdl be adequately designed and maintained to dlow transmisson of at least

14,400 bits of data per second when connected through an industry standard

modem (ITU-T V.32bis or equivalent) or afacsmile machine (ITU-T V.17 or

equivaent).

The DCTU has submitted proposed tariff sheets which provide that:

(0] upon request by a customer, the DCTU will upgrade the customer's
switched voice circuits to alow transmisson of at least 14,400 bits of
data per second when connected through an industry standard modem
(ITU-T V.32bis or equivaent) or afacsmile machine (ITU-T V.17 or
equivaent);

(it the upgrade will be made a no charge to the individua customer; and

(i) the upgrade request will be completed within the time period alowed
for aservice order for regular service ingtdlation pursuant to subsection
(©)(1)(B) of this section.

The DCTU has agreed to provide an on-going customer education program,

acceptable to the commission, which assures that the DCTU's customers are

aware of the avallability of the service qudity upgrade.
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(©

The DCTU shdl comply with the service qudity objectives established below in providing the

bad ¢ tedecommunications sarvice to its end-use customers. The DCTU shdl fileits service

quality performance report on aquarterly bass. The report shdl include its monthly

performance for each category of performance objective and a summary of its corrective action

plan for each exchange in which the performance fals below the benchmark. Additiondly, the

corrective action plan shdl include, a aminimum, details outlining how the needed

improvements will be implemented within three months and result in performance a or above

the gpplicable benchmark.

2 Installation of service. Unless otherwise provided by the commission:

(A)

(B)

Ninety-five percent of the DCTU's service orders for ingtaling primary service
shdl be completed within five working days, excluding those orders where a
later date was specificaly requested by the customer. Performance Benchmark
Applicable for Corrective Action: If the performance is beow 95% in any
exchange areafor aperiod of three consecutive months, the DCTU shall
provide adetailed corrective action plan for such exchanges or wirecenters.
Ninety percent of the DCTU's service orders for regular service ingtalations
shdl be completed within five working days, excluding those orders where a
later date was specificaly requested by the customer. This includes orders for
primary and other services, ingtalations, moves, or changes, but not complex

sarvices. Performance Benchmark for Corrective Action: If the performance is



PUBLIC UTILITY COMMISSION OF TEXAS PAGE 12 OF 22
SUBSTANTIVE RULES. CHAPTER 26. TELECOMMUNICATIONS

(©)

(D)

(E)

(F)

(&

below 90% in any exchange areafor a period of three consecutive months the
DCTU shdl provide a detailed corrective action plan for such exchanges or
wirecenters.

Ninety-nine percent of the DCTU's service orders for service ingtdlations shdl
be completed within 30 days. Performance Benchmark for Corrective Action:
If the performance is below 99% in any exchange areafor a period of three
consecutive months, the DCTU shdl provide a detailed corrective action plan
for such exchange or wirecenter.

One-hundred percent of the DCTU's service orders for service ingtalations
ghdl be completed within 90 days.

Each DCTU shdl establish and maintain ingdlation time commitment guidelines
for the various complex services contained in its tariff. Those guideines should
be available for public review and should be applied in a nondiscriminatory
manner.

The inddlation interval measurements outlined in subparagraphs (A) — (D) and
(H) of this paragraph shal commence with either the date of application or the
date on which the gpplicant qudifies for service, whichever islater.

The DCTU shdl provide to the customer a due date on which the requested
ingallation or change shall be made. If a customer requests that the work be
done on aregular working day later than that offered by the DCTU, then the

customer's requested date shall be the commitment date. If apremisesvistis
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(H)

(1)

Q)

required, the DCTU shdl schedule an gppointment period with the customer for
morning or afternoon, not to exceed a four-hour time period, on the due date.

If the DCTU is unable to keep the appointment, the DCTU shdl attempt to
notify the customer by a telephone call and schedule a new appointment. If
unable to gain access to the customer's premises during the scheduled
appointment period, the DCTU carrier representative shall leave anotice at the
premises advising the customer how to reschedule the work.

Ninety percent of the DCTU's commitments to customers for the date of
ingtdlation of service orders shdl be met, excepting customer-caused delays.
Performance Benchmark Applicable for Corrective Action: If the performance
is below 90% in any exchange areafor a period of three consecutive months,
the DCTU shdl submit alist of missed commitments to the commission and
provide adetailed corrective action plan for such exchange or wirecenter.
Theingdlation interval and commitment requirements of subparagraphs (A) -
(D) and (H) of this paragraph do not include service orders ether to disconnect
service or to make only record changes on a customer's account.

A held regrade order is ore not filled within 30 days &fter the customer has
made gpplication for a different grade of service except where the customer
requests alater date. In the event of the DCTU's inability to so fill such an

order, the customer should be advised and told when the DCTU can fulfill the
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2

order. The number of held regrade orders shall not exceed 1.0% of the total

number of customer access lines served.

Operator handled calls. DCTUs shdl maintain adequate personnd to provide an

average operator answering performance as follows for each exchange on a monthly

bass

(A)

(B)

(©)

Eighty-five percent of toll and assstance operator calls answered within ten
seconds, or average answer time shall not exceed 3.3 seconds. Benchmark for
Corrective Action: If the performance is below 85% within ten seconds (or if
the average exceeds 3.3 seconds) at any answering location for a period of four
days within any given month, the DCTU shdl provide a detailed corrective
action plan for such exchange or wirecenter.

Ninety percent of repair service calls, cals to the business office, and other calls
shall be answered within 20 seconds or average answer time shall not exceed
5.9 saconds. Benchmark for Corrective Action: If the performance is below
90% within 20 seconds or the average answer time exceeds 5.9 seconds at any
answering location for a period of five days within any given month, the DCTU
shall provide a detailed corrective action plan for such exchange or wirecenter.
Eighty-five percent of directory assstance calls shal be answered within ten
seconds or the average answer time shall not exceed 3.3 seconds. Benchmark
for Corrective Action: If the performance is below 85% within ten seconds or if

the average answer time exceeds 3.3 seconds a any answering location for a
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©)

(D)

(E)

period of four days within any given month, the DCTU shdll provide a detailed
corrective action plan for such exchange or wirecenter.

An "answer" shdl mean that the operator, interactive voice system, or
representative, is ready to render assstance and/or ready to accept information
necessary to processthe cal. An acknowledgment that the customer iswaiting
on the line shal not condtitute an "answer."

DCTUs may measure answer time on atoll center or operating unit basisin lieu
of measuring answer time in each exchange unless specificaly requested by the

commisson.

Local dial service. Sufficient centrd office capacity and equipment shal be provided

to meet the following requirements.

(A)

(B)

(©)

dia tone within three seconds on 98% of calls. For record-keeping and
reporting purposes, 96% in three seconds during average busy season and/or
busy hour shdl be acceptable as complying with this requirement;

completion of 98% of intraoffice cals (those calls originating and terminating
within the same centra office building) without encountering an equipment busy
condition (blockage) or equipment failure;

for every switch that serves customers, the availability factor for stored program
controlled digital and anaog switching facilities shal be 99.99%, or the total

unscheduled outage for each switch shal not exceed 53 minutes per year.
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(4)

©)

(D)

A report detailing the cause and proposed corrective action for the local dia
service measures, for any exchange that falls below the established performance

objective level, must be submitted to the commission.

Local interoffice dial service.

(A)

(B)

(©)

Each DCTU dhdl provide and maintain interoffice trunks on its portion of the
local exchange service network so that 97% of the interoffice loca calls
excluding cals between centrd officesin the same building are completed
without encountering equipment busy conditions or equipment fallures. For
DCTUs testing, record-keeping, and reporting purposes, DCTUs are not
required to separate locdl dia service results from locdl interoffice dia service
results unless specificaly requested by the commission.

The availahility factor for stored program controlled digital and analog switching
and interoffice transmission facilities for end to end transmisson shall be
99.93%, or the total unscheduled outage shall not exceed 365 minutes per year.
A report detailing the cause and proposed corrective action for the loca dia
service measures, for any exchange that falls below the established performance

objective level, must be submitted to the commission.

Direct distance dial service. Engineering and maintenance of the trunk and related

switching componentsin the toll network shal permit 97% completion on properly

dided cdls, without encountering failure because of blockages or equipment

irregularities. A report detailing the cause and proposed corrective action for the direct
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(6)

distance did service measure, for any exchange that falls below the established

performance objective level, must be submitted to the commisson.

Customer troublereports.

(A)

(B)

(©)

The DCTU dhdl maintain its network service in amanner thet it receives no
more than three customer trouble reports, excluding customer premises
equipment (CPE) reports, per 100 customer access lines per month (on
average). Performance Benchmark Applicable for Corrective Action: If the
customer trouble report exceeds three per 100 access lines per month per
exchange for aperiod of three consecutive months, the DCTU shdl provide a
detailed corrective action plan for such exchange or wirecenter.

The DCTU dhdl provide to the customer a commitment time by which the
trouble will be cleared. If apremisesvist isrequired, the DCTU shall schedule
an gppointment period with the customer for the morning or afternoon, not to
exceed a four-hour time period. When the DCTU cannot keep an
appointment, the DCTU shdl attempt to notify the customer by atelephone call
and schedule a new gppointment. 1f unable to gain access to the customer's
premises during the scheduled gppointment period, the DCTU representative
shdl leave anatice at the premises advising the customer how to reschedule the
work.

At least 90% of out-of-service trouble reports on service provided by aDCTU

shall be cleared within eight working hours, except where access to the
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()

(D)

(A)

customer's premisesis required but not available or where interruptions are
caused by unavoidable casudties and acts of God affecting large groups of
customers. Performance Benchmark Applicable for Corrective Action: If the
performance is below90% in any exchange areafor a period of three
consecutive months, the DCTU shdl provide a detailed corrective action plan
for such exchange or wirecenter.

Each DCTU shdl establish procedures to insure the prompt investigation and
correction of trouble reports so that the percentage of repeated trouble reports
on residence and single line business lines does not exceed 22% of the total
customer trouble reports on those lines. Performance Benchmark gpplicable
for Corrective Action: If repest reports exceed 22% of the total customer
trouble report in any exchange for three consecutive months, the DCTU shdll

provide adetailed corrective action plan for such exchange or wirecenter.

Transmission requirements. All voice-grade trunk facilities shal conform to
accepted transmission design factors and shall be maintained to meet the following
objectives when measured from line terminals of the originating centrd office to the line
terminds of the terminating centrd office. A periodic report for centra offices or
exchanges as requested by the commission staff shal be provided by the DCTU, in

order to demonsirate compliance with the following objectives.

I nter office local exchange service calls. Excluding calls between centra

offices in the same building, 95% of the measurements on the network of a
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(B)

(©)

(D)

DCTU should have from two to ten decibels loss a 1000+20 hertz and no
more than 30 decibels above reference noise leve ("C' message weighting).
Direct distance dialing. Ninety-five percent of the transmisson
messurements should have from three to 12 decibelsloss a 1000+20 hertz and
no more than 33 decibds above reference noise leve ("C" message weighting).
Subscriber lines. All newly constructed and rebuilt subscriber lines shdl be
designed for atransmission loss of no more than eight decibels from the serving
central office to the customer premises network interface. All subscriber lines
shal be maintained so that transmission loss does not exceed ten decibels.
Subscriber lines shdl in addition be congtructed and maintained so that metallic
noise does not exceed 30 decibels above reference noise level ("C" message
weighting) on 90% of the lines. Metalic noise shal not exceed 35 decibds
above reference noise leve ("C" message weighting) on any subscriber line.
PBX, key, and multilinetrunk circuits. PBX, key, and multiline trunk
circuits shdl be desgned and maintained so that transmisson loss a the
subscriber station does not exceed eight decibels. If the PBX or other
terminating equipment is customer owned and if transmission loss exceeds eight
decibds the DCTU's repongbility shal be limited to providing atrunk circuit
with no more than five decibels oss from the centra office to the point of

connection with customer facilities.
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§26.55.

(B) Impulse Noise Limits. The requirements for impulse noise limits shal be as

follows,

0]

(i)

For switching offices, the noise level count shal not exceed five pulses
above the threshold in any continuous five minute period on 50% of test
cdls. Thereference noise leve threshold shall be lessthan: 54 dBrnC
for Crossbar switch, 59 dBrnC for step-by-step switch, and 47 dBrnC
for dectronic or digital switch.

For trunks, the noise level count shdl not exceed five pulses above the
threshold in any continuous five minute period on 50% of trunksin a
group. The reference noise leve threshold shdl be less than 54
dBrnCO for voice frequency trunks, and 62 dBrnCO for digital trunks.
For loop facilities, the noise level count shall not exceed 15 pulses
above the threshold in any continuous 15 minute period on any loop.
The reference noise leve threshold shdl be less than 59 dBrnC when
measured at central office (CO), or referred to CO through 1004 Hz

loss.

Monitoring of Service.
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Before any business telephone customer uses service observing equipment to monitor cals
originated by or received at the business telephones for any reason, the customer must agree in

writing to inform all employees that calls over the business telephones may be monitored.
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This agency hereby certifies that the proposa has been reviewed by lega counsd and found to

be within the agency's authority to adopt.

ISSUED IN AUSTIN, TEXASON THE 27th DAY OF OCTOBER 1999 BY THE
PUBLIC UTILITY COMMISSION OF TEXAS
RHONDA G. DEMPSEY



