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DIRECT TESTIMONY
R. EARL POU-CHER
FOR
OFFICE OF PUBLIC COUNSEL
BEFORE THE
FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 900960-TL

Please state your name, business address and title.

My ﬁame is R. Earl Poucher. My business address is 111 West Madison St.,
Room 812, Tallahassee, Florida 32399-1400. My title is Legislative Analyst.
Please state ydur business experience.

{ graduated from the University of Florida in 1956 and | was employed by
Southern Bell in July 1956 as a supervisor-trainee. | retired in 1987 with 29
years-of service. During my career with Southern Bell, 1 held positions as
Forecaster, Gainesville; Business Office Manager, Orlando; District Commercial
Manager, Atlanta; General Commercial-Marketing Supervisor, Georgia;
Supervisor-Rates and Tariffs, Florida; District Manager-Rates and Tariffs,
Georgia; General Rate Administrator, Headquarters; Division Staff Manager—
Busine#s Services, Georgia; Profitability Manager-Southeast Regibn, Business
Services; Distribution Manager-Instaltation, Construction & Maintenance, West
Florida and LATA Planning Manager-Florida. In addition, 1 was assigned to
AT&T in 1968 where | worked for three years as Marketing Manager in the

Market and Service Plans organization. | joined the Office of Public Counsel in
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October 1991.

Have you ever appeared before this Commission?

Yes | have. | testified on behalf of Public Counsel in United Telephone’s Docket
No. 910980-TL on rate case matters and Docket No. 910725-TL on
depréciation matters, GTE Docket 220188-TL on Inside Wire, and in Southern

Bell's depreciation Docket No. 9203856-TL. In addition, as an employee of

“Southern Bell | testified in rate case and anti-trust dockets before the Public

Service Commissions in Georgia and North Carolina.

What is the purpose of your testimony?

The purpose of my testimony is to describe the sales activities of the Company
which have led to the abuse of its customers. As a result of this review, |
recommend to the Commission a variety of actions which will serve to prevent
the recurrence of such activities in the State of Florida in the future. My
testimony will describe two separate and distinct areas of sales abuse. The
first part of my testimony deals with non-contact sales programs and the
second part of my testimony concerns business office séles.

Please summarize your testimony.

During the past several years, Southern Bell’s pursuit of increased revenues in
the State of Florida has resulted in widespread customer abuse that was

revealed as a result of employee revelations and customer complaints, by

investigations by Public Counsel, the Attorney General, the PSC, a statewide

Grand Jury and through external litigation. Southern Bell’s sales programs were
mismanaged. The programs lacked adequate controls to protect the public.
Thousands of customers were billed millions of dollars for services they did not

order and did not want. The Company has ignored clear and compelling signs _
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that there were serious consumer problems with their sales procedures, opting
instead to turn their backs to the problem and to continue to pursue their
financial goals, which took priority over service goals during the Rate

Stabhilization Trial.

In recent years, the company has placed Incentive Regulation as a top prio_rity
in order to free ité stockholder returns from the limits imposed by rate base
regulation. As incentive. regulation programs were approved by state regulatory
bodies, the top management of the Company pushed harder for increased
revenues from business office and non-traditional sales sources. In Florida,
with the advent of incentive regulation in 1988, top management placed
inordinate pressure on middle and lower rﬁanagem'ent to produce to improve
profitability. The Florida rate stabilization plan gave the éompany the
opportunity to earn as much as 16% return on equity. Corporate managers
were encouraged to develop numerous revenue stimulation programs in the late
1980’s that provided increasingly lucrative commissions for the individuals and

generous bonuses for top management.

Inits rush to increase revenue, cofporate management forgot its obligations to
the public and its customers. Sales programs wére adopfed with little regard
for controls and audits. While ‘the Company still tries to maintain that the
problems in the Florida were the product of a few misguided individuals, the

real facts are that Southern Bell's Florida operations have produced the worst

case of customer abuse in the history of the company.
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Finally, major changes have been implemented during the past two years in
order to protect Florida customers from abuse by the Company and personnel.

Don’t believe Southern Bell when they tell you THEY found the problem and

THEY fixed it. These internal changes were the product of external pressures.

Public Counsel, the Attorney General, the Statewide Prosecutor, the Statewide

~ Grand Jury and the threat of action by the Commission in this docket mandated

that the Company take strong steps to institute effective administrative
controls over the sales of its products and services. The changes implemented
would never have been adopted had it not been for these externa! pressures.
it goes without saying that if the Company had implemented these controls at
the onset of incentive regulation, we would probably not be discussing the

subject today.

Thié is not the first time Southern Bell has been brought before this Commission
because of its abusive sales practices. In 1985, in Docket 850116, the PSC
Staff recommended a Show Cause order and a $2000 fine because they had
evidence that showed the company was violating existing PSC rules by not
offering the least expensive services to its customers. In January, 1986, the
Commission voted not to fine the company, but Southern Bell was certainly on
notice as of that date that their sales procedures were sﬁspect. Based on my
current review of Southern Bell procedures, it is very apparent that it was
common practice' then to include all services in a single quofed price and use
what the company fermed a "quick close" approach to clinch the sale. This

approach clearly violated the Commission rules, then, as well as now.
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We are back here again with evidence dating as far back as 1987 that shows
the Company continued to abuse the rights of its customers. There appeers to
be iittle evidence that the 1985 docket resulted in reform of the Company’s
sales practices. The Commission now has an opportunity to take additional
steps to safeguard the rights of consumers. We are asking you to conéider
new procedures and additional safeguards to insure that the activities of the
Company in the future are fully cognizant of the rights of its customers to
expect fair, honest and ethical treatment in all of their dealings with the

Company.

In addition to consumer safeguards, the Commission should penalize the
Company for the abuse of its customers. The Commission should send a
message that is loud and ciear to Southern Bell and any others v;vho might be
tempted to abandon their public trust in the future. That message should read,
"If you mistreat, abuse, cheat or defraud the citizens of the State of Florida,
your stockholders will pay dearly for your misdeeds.” This Commission has no
real power over the management team of a Company that has abused its public
trust. The only effe_ctive way 1o Heal with Southern Bell is to impose a penalty
of sufficient magnitude to insure that the Company’s Board of Directors gsts
the message and deals properly with the upper echelons of management that
allowed those practices to grow.

Has the Company been guilty of falsifying its sales and fraudulently billing its
customers for services they did not order nor want?

Yes. The first part of this question deals with the Company. The second part

deals with activities of the Company’s employees. In alarge Company such.as
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Southern Bell, one may assume that, to some extent, some individuals may
always be tempted to cheat the Company and/or its customers for personal
gain. A process of management controls and audits is absolutely essential to
weed out bad actors and deliver clear messages to employees that fraud, theft,
customer abuse, fraudulent activities, and other actions which are not in the

best interest of the corpoi'ation will not be tolerated.

One may assume that there has always been a small percentage of customer
abuse and even fraud in the sales proceés in Southern Bell. The Company is
responsible for each and every such fraud, whether it is one, or a million.
However, when each and every case of fraud, abuse or falsification is not
vigorously ferreted out, then the Company must be held liable for its failure to
properly manage the business with the best interest of its custonﬁers in m,ind.
Widespread customer abuse and fraud has been allowed to grow and mature
during the late 1980's and into the 1990's because of the mismanagement of

sales operations and misguided priorities.

Further, many of the excessive "sales" activities of the Company were
conducted by Network service personnel in a "boiler room" environment. The
activities of these special sales teams reduced the Company’s capabilities of

providing basic services to its customers.

To restate it more simply, the Company is responsible for the failure of its
management team in Florida to correct abusive sales practices that were

allowed to exist between 1987 and 1990, even though many of these
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practices were in violation of company policies and directives.

Do you have proof of customer abuse in the conduct of the non-conduct sales
programs?

Yes. There is no question that it happened. The only questions are why it

happened and to what extent the abuses occurred.

In addition to the investigations of Public Couhsel, the Attorney General and the
PSC Staff, the Company was also investigated by the Statewide Grand Jury
that was considering criminal charges for falsification of sales. The Company
settled with the Statewide Prosecutor by agreeing to make $10.5 million of
refunds to customers who were tar.geted by the Network Sales programs
between 1987 and 1991. In addition, double billing of customers for inside
wire maintenance was uncovered as a result of the investigatiﬁns, and the
Company had to refund $1.7 million to those customers. Both of these rebate
programs are in addition to rebates which were already processed by the

Company during 1991 and 1992 amounting to over $800,000. [REP-3]

The Statewide Grand Jury findings are consistent with the findings of Public
Counsel revealing that the Florida management team abandoned its public trust
by allowing its customers to be abused by fraudulent sales practices.

You stated there were tw.o types of sales activities that resulted in customer
abuse--non-contact sales and business office sales. Please discuss the non-
contact sales.

The primary responsibility for Southern Bell sales rests with the business office

{Customer Services) and Markefing departments. During the 1880's, the
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Company introduced additional sales incentive programs to enlist the efforts of
its large work force of technicians and clerks in the sale of its vertical services.
These programs grew over the years in magnitude and scope until they were

canceled in 1992 as a result of the Statewide Grand Jury investigation.

These programs were called non-contact sales programs. When active, they
provided prizes and merchandise to those who sold optional services to
customers based on a percentage of the sales revenue. Through the years, the
programs expanded from an original concept involving recognition such as "T"
shirts, to prizes such as television sets, pool tables, and Caribbean cruises.
What proof do you have that the non-contact sales programs resulted in
customer abuse and fraud? |

The Company’s own security investigation, conducted in Orlando bretween June
26 and October 3, 1990 [REP-4] resulted in the termination of three employees
due to the falsification of sales. In addition, three managers were suspended
and five other managers were disciplined. Two employees admitted that they
alone falsified the majority of 44,000 sales they had processed in Orlando.
Did the Company expand its investigation after it discovered what had
happened in Orlando?

Yes. The Company followed its Orlando investigation with an internal audit

which was directed from company headquarters in Atlanta.

What did the internal audit reveal?

The Southern Bell Internal Audit of Florida non-contact sales was conducted in

Florida following the Orlando investigation. This audit stated:
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What is the relevance of SEQ1X?

SEQ1X is the billing code for the Inside Wire Maintenance plan offered by the
Company. Itincludes maintenance of inside wiring and jacks, plus the isolation
of traubles for $2.50 per month. WMR is the code for the original inside wire
maintenance service, which included only wiring and jacks. WMQ is the code
for the original trouble isolation service, which was originally offered separately.
When the combined plan (SEQ1X} was introduced, the separately priced plans,
WMR and WMQ were grandfathered and no longer offeréd to new subscribers.
When network personnel were falsifying sales, the normal procedure was to
identify a customer with only WMR or WMQ and upgrade the customer to
SEQ1X. This normally produced a $1.00 per month increase in the customer
bill, but the Southern Bell employee received sales credit on _the entire $2.50
per month for six months, or $15.00.

Since jthe company terminated its Orlando employees, why do you fegl tﬁat
mis-management was involved?

The entire network sales program was mis—mgnaged and Orlando was simply

the tip of the iceberg. Southern Bell's own audit of the network sales program . _
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Please discuss the findings from the Southern Bell audit.

' Has the company been forced to discipline its employees because of non-

contact sales abuses?

Yes. Inthe Network organization, at least two managers were ter-minated and
a total of twelve managers were disciplined for sales abuses. In addition, six
Network craftpersons have been terminated for sales abuse since 1987. An
unknown number of management personnel retired prior.to the application of
the discipline, such as the Vice President-Network and the General Manager-
Network in charge of Southeast F_Iorida where boiler rooms prevailed and
significant sales falsifications were identified. In addition, all of the Network
General Managers in charge of operations were disciplined, but it is not entirely
clear whether their discipline related to sales sbuse, falsification of repair‘
records, or both. Mr. C. J. Sanders, Vice-President Network--South Area, a
witness subpoenaed by Pﬁblic Counsel, can speak to that subject, _since he

administered the discipline.

10
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When you consider a grand jury report, a Florida Security Investigation, a
BellSouth Internal Audit, discipline of at least 12 people, 18 terminations and
approximately $13 million of refunds, and numerous individual statements and
depositions, | believe it is correct to assume that the Company was responsible
for the falsification of sales to a large number of its subscribers,

Before the investigations in 1990, were there indications of customer abuse in
the sales process that higher managei‘nént should have picked up on and acted
upon?

The answer to that question, | believe, is that a simple, inquiring mind could
have easily suspected consumer fraud and abuse in Florida’s Network
organization. If Florida's toﬁ management was unaware of the problem of

consumer abuse and falsification of records, then they chose not to look.

The Statewide Grand Jury report dated September 16, 1992 states: "Southern
Bell created, promoted and sustained an atmosphere that served to foster and
reward certain fraudulent practices...We believe rthat the Company
countenanced the conception of a culture that allowed corporate executives to
look the other way when the specter of consumer fraud stared them in the
face.” [REP-1, pg. 2].

Do you have any examples that demonstrate higher management knowledge of
non-contact sales .abuse before the investigations started?

Yes. The Company sales coordinators, as part of their job, produced a
continuous strgam of employee information dealing with sales programs, prizes,
contest rules, weekly and monthly results, which were distributed to all levels

of the organization, covered in group meetings and posted prominently on

1
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Company bulletin boards. Exhibit, REP-7A, is a sampling of those reports.

An inquiring mind could -have easily determined that the Orlando Qperations
Manager's operation was different. It included "boiler room" sales, a number
of dedicated network personnel working full time on "sales”, who. were adding
many services to customer bills without the customer’'s knowledge a_nd
consent. Surely, someone in the. corporation must have been interested in

learning the secret for success of the Orlando Operations Manager.

to falsifying their sales and named their manager as the person who suggested
the procedure. Surely, someone should have been interested in the reasons for

the phenomenal success of Marsha Taylor, who was supposed to be working

in the Maintenance Center. She produced 10 times more sales than the runner- .

12,
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up in the contest and 140 times the sales of the third place finisher.

Then, one must also consider the case of Mr. George Sloan, who was supposed
to be a Services Technician in Orlando Network. He was selling at the rate of
$1000 per day of revenue. That equates to 66 successful sales every day of
the contest from June 1 through December 31. Mr. Sloan’s sales were
predominantly maintenance plan sales, which resulted in an average of $15.00

per sale {six months’ revenue).

According to his signed statement, [REP-4], During this period {March 1989-
May 1990).1 only submitted unauthorized referrals on the upgrade of the
Maintenance Plan. All other sales referrals that [ submitted on Custom Calling
features or RingMaster were actual sales from a custbmer contact.” The
analysis of Mr. Sloan'’s sales in this investigation indicated that he sold 25,292

Wiring Maintenance Plans and 119 other services.

Mr. Sloan’s statement describes how he was introduced to the concept of
"assumptive sales”. He stated, "My superviéor...came to me..to discuss my
low sales. He suggested that one way to increase my sales was to review
customer records and find those subscribers that have only the Inside Wiring

and Jacks Plan {(WMR) and upgrade them to the full Maintenance Plan (SEQ1X),

without making a sales contact with the subscriber. He stated that the

13



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

subscriber really needed the upgrade, and it would only cost them an extra

$1.00 per month that they would not notice on their bill."

Exhibit REP-7C is an example of weekly sales results, which show not only the
wide variation of resuits in sales, but also the continuous prodding by network

managers who were urging their forces to increase their sales.

The North Fiorida Network General Manager was also on top of the sales
results. The General Manager’s motivational memo in March 1989 included the
following prophstic statemént regarding the February results, "Orlando strikes 7

again!!” [REP-7D} They surely did.

Sales resuits were distributed throughout the organization, listing individual and
group sales. Review of the August report in Orlando for the NFL Sales contest
[REP-8A, pg. 1] shows the same two names, Sloan and Taylor, as

conspicuously different than the rest of the organization. Again, in November,

Sloan and Taylor are on top of the list [REP-8B, pg. 1]. No one else was close. _
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Why were they so successful? Did anyone ask?

.Was the problem confined to Orlando?

West Palm Beach also had a major problem that first surfaced in 1988 and
1889 but was ignored after being referred to Network. In explanation as to

why the falsifications occurred, West Palm Operations Manager L. E. Mixon's

~ stated:

"It is my sense that maybe the incentive awards drove the behavior that
resulted in this problem. The other sales driver was the higher

management motivation to enhance revenue.”

In West Palm Beach, one service technician alone produced 54,000 "sales" in
1988 and 1989, all of which were later refunded. The commission, at the rate
of 10%, on 54,000 sales would have equalled $61,000. The total revenue for

six months would have equalied $610,000 (54,000 X $15)

The West Palm Beach defalcation resulted in two terminations, one suspension,
one fprced retirement, and more than likely a second forced retirement whigh
is unsubstantiated.

How was it possible that subh large numbers of customers were upgraded
withoﬁt their consent? Wouldn‘t there have been complaints?

There are a number of good reasons to explain how it happened.

1--Inside Wire Maintenance Plans required no installation charges. Customers
could be upgradéd without an installation or a service order charge, that would

be more easily detected on a bill.

15
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2--The Company was only required by the PSC to itemize all of its vertical
services once a year, and customers were very likely to overlook the total
listing of all the services billed. Maintenance plans are itemized separately, but
there is nothing on the bill to indicate that the service is optional.

3--Most customers are totally ignorant regarding the plethora of charges they
find on their telephone bills. These bills include access charges, basic services,
miscellaneous services, wiring plans and various taxes. Itis not unusual to find
new charges added to bills for services which the customers did not order or
want, i.e. access charges, 911 or local taxes.

4--1 believe there was also an inherent trust that Southern Bell enjoyed with its
customers in the past that would have caused customers to assume the
Company's bills were correct.

5--My discussions with customers who have complained to the Office of Public
Counsel leads me to the conclusion that consumers seldom, if ever, read their
bills closely.

Finally, the amount of fraudulent billing identified by customers and reported it
to the business offices could be significantly larger than what has been
identified already. The company has no way of knowing how many customers
received a credit as a result of a business office complaint which was simply
handled and closed out in the daily course of business.

What caused the Company to finally investigate to dete'rmiﬁe if sales were
being falsified?

The Company Security Department is charged with the responsibility 6f

investigating reports of falsification of records, theft or fraud. The initial

Security Investigation was requested by the erando Operations Manager.in_

16 .
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Q.

A.

Q.

June of 1980 after the Business Office Manager in Brooksville had forwarded
complaints abéut numerous cases of falsified sales to Brooksville subscribers.
The Orlando investigation was completed in October 1990 [REP-4], followed
by a BellSouth Internal Audit in all four states in late 1980 [REP-5].

Did Nefwork ask for the Security Investigation?

Yes, however, | don't believe the Network oberations manager had any c;hoice.
It is reasonable to assume that if the Oriando Network Operations Manager had
not notified Security, that the Brooksville Manager wbuld have done so.

What were the results of the Spouthern Bell Internal Audit?

I am not aware of the results of the South
Carolina audit.

What does

Doss the BellSouth Internal Audit support your contention that customers were

billed for services they did not order and did not want?

17
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This is an understatement if there ever was one. From 1987 until 1990, there
was no sales verification program of any tvpe that ! was able to discover in the
Network organizat.ion. Through the review of thousands of documents, | have
yet to find any evidence that Network verified any of its sales. Network
operations managers had no instructions which | could discover that incluc-ied

the control and administration of sales efforts.

The South Florida Network organization had terminated several employees for
falsification of sales in 1987. The need for controls and audit procedures in
non-contact sales should have been identified at that time by higher

management and implemented throughout the state.

The absence of solid controls and procedures contributed to a loose operation
thét accommodated and allowed customer abuse to occur. It also created a

number of other problems which are speiled out in the body of the audit.

Did these audits reveal double billing for services?

Yes. The Company found out after the audit that approxim'ately 24,000 access
lines were improperly billed for Inside Wire Maintenance Fﬁans that included
double billing and other errors. The Company had to refund almost $2 million
to customers who were double billed. Exhibit REP-14 is an exampie of the

printouts which clearly demonstrate that the billing system allowed customers

to be billed more than once for the same maintenance plan. It’s hard to belie\_/e

l1_8::“
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that the billing system failed to have edits to preclude double billing for the
same service (USOC--Universal Service Qrder Code, i.e. SEQ1X), or for double
billing for the old and new plans. Exhibit REP-15 is a copy of company
correspondence that explains the problem and requests edits to avoid the

problem in the future.

The absence of edits to preclude double billing may' have contributed
significantly to Florida’s billing problems. The Florida Netvyork organization
used a maintenance record called the DLR (Display Line Record) for many of its
boiler room sates efforts. The DLR records were intended for maintenance use
only. They were Vnot extracted from the billing system and the records were
out of date. It doesn’t make sense that 24,000 customers knowingly
purchased services they wers alfaady paying for. Netwaork personnel, who
were processing thousands of falsified orders for Wire Maintenance Plans, may
have unwittingly added services to customer accounts who already had the
service, resulting in double billing. Florida's 24,000 errofs constituted 70% of
Southern Bell's total billing errors, so it is safe to assume that something

unusual was happening in Florida that was not happening elsewhere.
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Please describe the various sales plans introduced by the Company.

Eight different non-contact sales programs were identified and they are listed
in Exhibit REP-9. These programs were implemented by the Network
organization from 1987 through 1991.

The most prominent programs during the 87-91 time frame are as follows:

1987 YOUR MARKETING IMAGINATION REP-10A
1988 IN PURSUIT OF PROFITS | REP-10B
1889 THE ULTIMATE CHALLENGE REP-10C
1 990-91 FLORIDA GOLDLINE REP-10D

Employees were tempted by a wide variety of prizes and awards available to
contest winners. Prizes generally consisted of merchandise or catalog sales
items awarded to individuals based on points earned from sales. During the
1987 to 1991 time frame, awards have included pool tables, camcorders,
television sets, VCRs, computers and Caribbean cruises. In most of the
contests conducted during the 1987-1989 period, managers and supervisors
received additional awards based the sales of the people reporting to ‘them.
Exhibit REP;1 1 shows the total amount of awards which Marsha Taylor earned
in 1988 and 1989, which totaled $10,467. |

What credit did the technicians receive for their sales? : 5 aem
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During 1987-89 most of the plans specified a 10% credit of six months of
revenue for the item sold, which was redeemable for merchandise. This credit
applied when the employee negotiated the sale. When sales were referred to
the Business Office for comptetion with the customer, only 5% of the revenue
was credited. Network employees were thus provided a pdwerful incentive to
"negotiate” the sale in its entirety without referral to the Business Office,
because they received twice the credit.

Did management share in the awards?

The first three levels of management received credit for percentages of the
sales, so the more sales that were reported by the individuals in a manager’s
organization, the more prizes were available to the managers. When George
Sloan was generating $1000 per day in bogus sales, he was also receiving
$100 per day in merchandise and his managers were earning $60 ber day from
his éfforts alone.

So the sales abuses were created by a combination of factors?

Definitely. As the Network organization produced sighiﬁcant new “sales"
revenues, the corporate financial goals were enhanced. In BellSouth, a portion
of every manager’s salary is based.on corporate profits. Manager bonuses,
which are called Team Incentive Awards, are based on achievement of service
and financial objectives established for the state as a whole. Every manager
in the state benefitted from Network’s bogus sales.

Is there some significance to the fact that Florida management was receiving
salary bonuses due, in part, to the Network Sales? |

Yes. The large volume of falsified sales processed in 1988 and 1989 produced

some complaints and suspicions. However, time after time, the problems were

2
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simply relayed to the local managers and subsequently forgotten. The mindset
of the Company during this period was riveted on the revenue stream, as

opposed to the validity of the sales process.

The sales coordinators did not view it as part of their job to insure that sales
were accurate and honest, assuming that local managers would deal with those
responsibilities. When improper sales were referred to Liz Sutton, the Ne?work
Sales Coordinator, she simply referred them to the local managers for handling.
When improper sales were first uncovered in West Palm Beach by the Business
Office, the problem was simply referred to the Network organization for
handling. Later, in West Palm Beach, the Business Office refused to input
Network salés because they felt the sales were not valid, the Network
organization was able to first input their own service orders, and Iéter, with the
assistance of the statewide coordinator, it was arranged for an Atlanta
telemarketing firm to input the sales, thus bypassing the Business Office
entirely. Finally, when the Operations Manager in charge of Cust_omer Services
in West Palm Beach notified his General Manager in charge of South and
Southe.ast Florida Customer Services that he felt Network was falsifying its
sales, the General Manager claims he forgot the conversation. He did nothing.
You mentioned a cruise. Was this also available?

The Florida Cup Challenge in 1987 resulted in a-Caribbean sailboat cruise for
prize winners and top management which cost $86,000. In 1990, a Dodge
Shadow was awarded as part of the prize structure.

Were there controls on the amount of money the Company could spend?

The Company’s executive instructions contain a policy statement that limits _

22
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incentive awards to .3% of the organization’s management salaries. However,
the management salaries of Network, for instance, have no relationship to the
revenue requirements of a vertical sarvice {i.e. Custom Calling) offered under
the Company's tariffs. | was unable to discover any checks and balances
between the expenses incurred for sales programs and thé prices established

for the products sold. Since corporafe Product Managers had no control aver

‘the programs implemented in Florida, they were obviously unable to control the

expenses of their products.
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Were any attempts made to correct the Company books?

! have read one of the post-audit documents that indicates the Company was
attempting to correct its 1990 books to reflect the expenses for the
investigation as well as to capture some of their boiler room expenses. It is
highly unlikely that anyone knows how much time the 3,000 Network
employees involved in the sales program spent on unregulated sales from 1987
through 1991. In our depositions of Network employeeé, we have repeatedly
asked if they charged their sales time to any special codes and, with rare

exceptions, the answer is no.

Why is this portion of the audit impoﬁant?
Basic Inside Wire was the first product this Commission dereguiated. At that
time Southern Bell was allowed to keep all of the profits from inside wire and

establish p_ricés based on what the traffic would bear.”
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extra-ordinary event. Without the audit, Southern Bell would still probably be
charging their unregulated sales time to basic ratepayers.

Don’t the security inve.tigation and internal audit support the Company’s
contention that "we found it, we fixed it?"

Not at all. | believe the investigation and audit reveat that‘these problems had
been allowed to exist and td grow over a period of years. The company is
correct in that it found the problem, but it simply ignores the question

surrounding its lack of interest in consumer safeguards in prior years.

Were there any prior indications that there may have been problems with the
Company’s administration of its sales programs?

Yes. In 1986 BellSouth was monitoring the results of a California PSC
investigation into abusive sales practices that was similar to the 1985 Florida
PSC case. In California, Pacific Bell was fined $50 million because of over-
zealous sales. Southern Bell documents indicate that both South Central and
Southern Bell sales procedures were similar to those used in California. (Exhibit
REP-26) The company was aware, then, that its sales policies did not include
full disciosure to customers.

Were there other early indications in non-contact sales?

25
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You have already mentioned numerous indications of knowledge by higher
management of problems in the non-contact sales programs. Were there any
other indications of problems with the sales programs that surfaced before the

Security Investigation and BellSouth Internal Audit?
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Portions of Ms. Prieto’s report are contained in Exhibit REP-16. Ms. Prieto’s
observations support my observation very well, | believe, that the Company
was engaged in a flurry of revenue enhancement programé in the late 1980’s

that were out of control.

When you consider all of the inputs, studies, audits reports, complaints, signals
and opportunities | have described to you in this testimony, it is reasonable to
conclude that the Company mismanaged its non-contact sales operations in
Florida, resulting in customer abuse and abandonment of the public trust.

How much did the Company actually spend on awards?

Has the corporation implemented any changes since the Security Investigations
and Internal Audit?

Numerous changes have been implemented to correct the problems of the past.

First, the Company canceled the Florida Gold Line Program in 1991, Exhibit

REP-17 is Joe Lacher’'s letter which canceled awards provided for sales

referrals. Mr. Lacher’s announcement stated:

"t have asked that our non-contact employee sales referral program, .-

28 -
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Florida GoldLine, be closed immediately and that there be no non-

contact employee sales referral program in the state of Florida for the

foreseeable future.”

Q. What other changes were implemented?

A In February 1991, the Company put a stop to a variefy of methods and

procedures used by Florida management to "stimulate” employee sales. (REP-

18A) The measures included the following:

Random drawings should not be utilized to determine "winners".
Recognition items should have a limited value (suggested value
$100.00 or less}.

Management employees would generally not receive award credit
for sales efforts of their non-management employees.

Sales efforts are not conducted outside of working hours.
Departmental verification process (a "check point”) necessary to
ensure sales results. are in order.

Employee should not get credit in moré than 1 recognition
program for a single sale.

Any programs related to non-management in the Network and
Customer Service Departments will involve Personnel coverage
of CWA (Communications Workers of America) key
representatives in advance of program impl:a.mentation.
Employees will not be relieved from regular duties to work full
time on sales. |

In the Network Department, per grievance settlement at

Headquarters, recognition awards will not involve gift certificates _
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which can be redeemed at retail stores for merchandise, service,
travel, etc.

- Emphasis should be on recognition, not reward for sales
performance.

-- Ongoing auditing and program administration are the
responsibility of Department management and such responsi_ble
person(s) should be named in the proposal.

This simple two page statement, if implemented in Florida in 1987, would have
prevented the worst scandal in the history of the Company and protected
thousands of customers from needless abuse.

Have there been other reforms announced by the Company?

Yes. As!stated, Joe Lacher canceled non-contact sales programs in Florida in
August of 1991 "for the foreseeable future”. However, other éouthern Bell
states are free to continue. Judy North, Vice President-Marketing advised the
corporate officers in August 1991 of the new corporate policies for non-contact
employee sales campaigns. All of the states were askéd to phase out their
current programs. Although she announced no specifics, her letter stated the
following:

" ..before we begin, we want to put in place a tight audit process, as

well as a system that will allow us to track the incremental revenue

such a progfam produces.” [REP-1 86]

Once again, a good thought, only four years late.
Please describe the results of your investigation into the sales practices in the
business offices of the company. |

Business Office, or Customers Serv_ice practices and procedures were the _
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source’ of the 1985 Show Cause Order that the PSC failed to approve.
Business Office Service Representatives are the primary contact between the
company and its customers, accounting for millions of transactions yearly. It

is extremely importarit, we believe, that these transactions are conducted with

~ the highest level of integrity. We have found that not to be the case and the

source of the problem is, again, the company’s pursuit of increased revenues.
Didn‘t the agreement with the Statewide Prosecutor include changes in the
Business Office?
Yes, the review program included numerous conditions to deal with perceived
customer abuse in the Business Office. Iﬁcluded in this review program was:
1--Institution of an Ethics Program
2--Creation of a corﬁorate Responsibility and Compliance Office
3--Written confirmation of every new sale of optional services
4--Revised sales training requiring full disclosure of optional services
5--Cancellation of all non-contact sales programs
6--Increased monitoring of sales contacts |
7--Self-inspection pfograms in each sales office to monitor compliance
B8--Enhanced internal auditing
While we are, of course, not privy to the Grand Jury deliberations, the results

of the settlement are a clear indication that this group had found Southern

_ Bell’s business office sales procedures to be lacking in terms of consumer

protection. | believe the settlement clearly supports my contentions that there

were major problems in the business office.

How does the Company control the quality of its sales efforts?

The ol_d BellSouth Practices for service evaluations are contained in Exhibit REP-
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19. Page 2 of this exhibit shows that Service Representatives would be subject
to six observations per month. Considering the fact that employees know
when service observing is taking place because of a visual warning light, it
would appear that t_he Company had only minimal c_ontrols in place to insure

that customers were treated fairly and honestly.

The 1989 Service Evaluation/Sales Performance Quality practice contains 33
pages, including exhibits. Ethics and integrity receive only minor mention in

this document. [REP-20]

Exhibit REP-21 is an overview of the current "Florida Centralized Observing
Team". This team will be conducting remote observing of Service
Representative contacts with customers throughout the state. ‘fhe document
covérs fully and completely, from the first page to the last page, the issues of
ethics violations or customer abuse. Specific instructions are included in this
document to tell the observers how to handle ethics violations or customer
abuse. Page 1, the Florida Centralized Observing Unit Summary, has specific
locations on the form to record Deviations from Procedures, Questionable Sales
Techniques and Added Service Without Negotiation.

Should the company have lmplemeﬁtéd more adequater controls prior to the
audit? |

It's inconceivable to me that management did not have sufficient monitoring of
its customer contacts to achieve honesty and integrity in the sales process.
With alert management in Customer Services, abusive sales practices should

have been nipped in the bud. | believe the problem here, once again, stems

. -
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from the pricrities of higher mangagement--priming the revenue pump during

the incentive regulation period.

Southern Bell manages its business by forms. If a2 subject or topic is not.
included in a form, it's not important. A review of observing practices past and
present is a good indicator of the Compaﬁy priorities, past and present. There
is little or no documentation in the old practices tc; indicate the Company set
a high priority on ethical, honest dealings with its customers.

Didn’t the Company require employees to sign a copy of the form "Your
Personal Responsibility™ annually?

Yes. The form was, among other things, a statement that the person will
observe ethical behavior and report violations. However, this is the same old
form the Company has passed out for years. The supervisors ‘pass out the
forms in January of every year. The employees sign them. The supervisor
picks them up. There is no discussion and no emphasis. It's simply paperwork
required by Personnel and its primary concern was to' avoid conflicts with
suppliers, vendors angd release of proprietary information to competitors.

How are the goals of the Company expressed to its employees?
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Were sales the number one priority?
Financial results receive top priority over service. The Company's TEAM
incentive awards gave twice the weighting for financial results as were given

for service results.

Marketing and sales were high priority items that weré continually stressed by
higher management. As Buddy Henry, formerly in charge of Florida operations,
used to say repeatedly in his meetings with employees, "Everyone is in
Marketing." Today, as a result of this investigation‘and the agreement with the
Statewide Prosecutor, the focus is on Ethics. Exhibit REP-20 shbws you how
Southern Bell communicates a high priority to its employees. Since 1991, the
Company has distributed paperweights, key chains and posters; sent out 8
letters to employees; and published 9 articles, all on thé subject of ethics. Of
course, this is all after the fact, after the customer abuse was made public.
Did higher management fail to act on a timely basis about complaints of
customer abuse and fraud in Customer Services?

In 1985, the Company successfully avoided a Show Cause order in Florida due
to failure to fully disclose the optidnal ﬁature of services and the most
economical service. In 1986, the Company acknowledged it was vulnerable to
the same type of action as Pacific Bell experienced with the California

Commission regarding customer abuse due to sales practices.

3 .
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In 1987, CWA, the bargaining agent for employees, brought to the attention of
the top management in Customer Services the problems resulting from
excessive sales pressure--cheating and customer abuse. The minutes from this
meeting are contained in Exhibit REP-27. The_meeting included top officials
from CWA and BellSouth, including Service Representati\ies from all areaé of
the company and a Sduthern Bell Assistant Vice President. Ouoted below are
some of the highlights of the .meeting:

Jo Streeper (CWA) read report on unfair distribution of sales credit

between commercial and plant department. Shelba Hartley (CWA) said,

"All it has done was cause a lot of cheating.”

Kay (CWA): Plan to bring up a problem in all nine states. "Creative
Selling™ (cheating} causes inflated percentages. Have over-achieversin .
any office and I'm not saying that every person who has high sales
cheats; but enough do that | feel should set objectives taking this into

consideration. Used example of prestige being fraudulently sold.

Shelba (CWA): We are having problems. That is what this is all about.
That's why you have all this cheating going on. People are trying to

keep their jobs anyway they can.
Paula (CWA): The customers are the ones who suffer from all this.

Read 12 months of Telsam reports in which customers complained of

"sales" they hadn’t ordered on their line....
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Shelba (CWA): Only the people who are low in sales are talked to or
disciplined. The people who are high sellers-management covers up for

them.

Francis(CWA): Management knows and looks the .other way.
Shelba (CWA): Cited cases where people have known and hushed up

cases because it makes management look good.

Dennis Alien {Southern Bell AVP): John Clendenin believes in customer
first. So does Dennis Allen. The integrity issue needs to be addressed

before this committee lets out.

Based on the company’s response to the discovery requests of Public Counsel,
Dennis Allen’s comments were the last we heard about the integrity problem.
The Company maintains its minutes from the meeting contained no references
that cheating was discussed. The company’s response to the discovery
questions of Public Counsel are contained in Exhibit REP-28. This response
was received prior to the time when Southern Bell was m_ade aware of the fact

that we had obtained copies of CWA’s minutes of the meeting.

Five years later, in 1993, the company implemented an Ethics Program in
Florida as a result of its settlement with the Statewide Prosecutor. The
company failed te dea! with its ethics problems in 1985, 1986 ang again, in

1987, because their priorities were directed toward revenue stimulation.
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Five years after Assistant VP Allen was told about cheating in the business
office, the company decided to discuss with each employee the requirement
that all items of service placed on a customer’s record must be negotiated and
agreed to by the customer. (See Exhibit REP-29) This new policy introduced.
in 1993 inclﬁdes placiﬁg a notation in every employee’s ref:ord of the dafe and
time of their coverage on this subject. Once again, an excellent idea executed,
but five years too late. Southern Bell, what took you so long?

This was a meeting between BellSouth and CWA. How does it relate to Florida
oﬁerations?

BellSouth is, of course, the parent company for Southern Bell. More
importantly, the primary decision-makers for Customer Services are Iocéted at
the corporate headquarters. These are the people with whom CWA was
negotiaﬁng. In addition, Shelba Hartley, a CWA representative works in
Jacksonville and Jo Phillips, a management representative, works in South
Florida. Both attended the meeting.

Didn't the Company clean up its act in 1990 as a fesult of the internal

investigations into sales?
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The company’s problems with sales by Service Representatives in Florida have
continued to grow sinbe 1990. Since Southern Bell and South Central were
combined into BellSouth Telecommunications, Florida has accounted for over
half of all of the discipline for the entire nine-state company. Since mid-1991,
the company has terminated 14 Service Representative in. Florida because of
salés abuses, while 22 others were warned or suspended. Florida’s discipline

is way out of line compared to other states and | believe it is because of the

excessive pressure placed on sales by Florida management. D i d t he

Company enter into
an agreement with
the Statewide
Prosecutor that the
PSC should consider?
Yes, the Company’s agreement with the Statewide Prosecutor should be
mirrored by a PSC order to insure that the corrective measures are extended
into the foreseeable future. These measures are described in Exhibit REP-3, pg.
20.
Are any other measures appropriate for the consideration of the Commission?
Yes, the Statewide Prosecutor stated that Telephone Companies are not
covered by the Consumer Protection énd Telemarketing Acts currently on the
books. Sections 501.212 and 501.604, Florida Statutes, specifiqally exempt
utility activities regutated by. the PSC. Public Counsel recom_me_nds that the
PSC immediately engage in rulemaking to place the bulk of th'ése consumer
protecﬁon laws into the rules and regulations of this Comhission. on an

accelerated basis.
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At a minimum, the Commission should ensure the same level of consumer
protection for monolpoly telephone custome?s as are guaranteed to customers
of unregulated comme_rcia| businesses.

Are there additional changes needed in the sales process?

Definitely, yes. Public Counsel witness, Mark Cooper, has provided speci.fic
recommendatioris you should consider. Southern Bell Service Represéntatiyes
handle over 5 million customer contacts yearly in Florida. Unfortunately, many
of these customers have language difficulties, or are disadvantaged. If .the
Company is only interested in its revenues, then these are the people who are
the prime targets of over-aggressive sales programs. It is extremely important
that the Servic;e Representatives be given the freedom to provide service first,

and to sell only when it is appropriate.

| believe the sing!é most important factor that causes Service Representatives

to cheat is the sales quota. Every Service Representative has a quota and it
generally goes up every year. An employe-e in fear of the loss of their job
because they are failing to meet the quota is a prime candidate .to take
advantage of a customer.

Does the company have a sales ethics problem? |

Yes, the BellSouth Ethics Assessment conducted iln 1992 left little doubt that
there is still tr_emendous pressure on the sales and revenue stréams of the
company. Exhibit REP-SS contains the comments of company personnel
regarding the sales proceés.

Are there other significant problems that deserve the attention of the

Commission?
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One of fhe puzzling things about the Business Office operations durfng the past
two years is that they have increased their discipline for poor sales and at the
same time they have been terminating more employees, primarily for ethics
violations. Exhibits REP-32 and REP-30 are statements from two of the service

representatives terminated by the company, Barry Unger and Ray Melesky.

Both Unger and Melesky feel they were really terminated for reasons other tﬁan
ethics violations. They were beginning to resist the sales process. They were
concerned that the company’s sales procesées were taking advantage of poor
people and customers with language difficulties. In both cases, Unger and

Melesky were terminated due to ethics violations.

| believe that low volume sellers may be more subject to ethics violations than
the high sellers and that the company continues to take advantage of its

customers who fall into the low income or language disability categories.

In addition, Service Representatives are still required to bridge on every contact

with a customer to attempt to sell additional services.

My recommendations are that the Commission take the following actions:
1. Order the company to implement a "service first" policy in its business
offices to place primary emphasis on service in the evaluation of Service

Representatives.

2. Order the company to eliminate individual sales quotas and sales
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commissions for Service Representatives.

3. Order the company to eliminate the requirement for bridging on virtually

every contact.

4, Order the company to require Service Representatives to complete the order

for basic service, including establishing the due date prior to encaging in the

sale of vertical services.

5. Conduct annual compliance audits of the Company’s sales operations to
insure that customers are treated fairly.

Should the Commission take any additfonal action regarding the fa!sification of
sales and customer abuse issues in this docket?

The question of penalties for the Company's actions was left to the PSC by the
Statewide Prosecutor’s office. | have also addressed this issue in the context
of my testimony submitted in Docket 910163-TL. Howéver, the two dockets
are totally separate and tﬁey address distinctly different responsibilities of the
Company. Therefore, consideration of the appropriate penalties should be kept
separate. As a result of sales fraud and customer abuse, | recommend that the
Commission impose a mismanagemenf penaity equal to one percent {1%) return
on equity;, équal roughly to $34 million annually for a period of five years. In
addition, | propose that the Company be fined $1,000,000 due to the
extraordiqary expeﬁse re_quirgd within the resources of state government to

pursue this lengthy investigation.

What is the maximum penalty the Commission could apply in this case? - -~
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State law limits the Commiésion to a maximum penalty of $25,000 per offense
per day. If you simply calculated the number of Orlando and West Palm Beach
sales that were refunded, it would equal $1.7 billion. The Commission,
obviously, has wide latitude for corrective actipn in this case. The size of the _
penalty might appear large, to some people, but you must realize that the total
annual revenues of Southern Bell in Florida is $3 billion. The proposed penalty
is only one percent of annual revenues.

Are there other o_ptiohs ava.ilable to the Commiésion other than a three year
penalty?

Yes. It's difficult for the Commission to apply a fi\.1e year penalty in earnings
because rates are generally establiéhed for longer periods of time. The
Commission might consider coupling the proposéd penalties in this docket and
the company reengineering effort that is forecast to produce OVBI; $100 million

in savings starting in 1996. This approach would provide immediate funding

‘for restructuring of rates.

Are there precedents for such a penalty?

This Commission has the power tq penalize a Company for the abuss of its
customers.. The most recent example of such a penalty for mismanagement is
Gulf Power, which was penalized for mismanagement in Commission Order No.
23573. The Commission conclgded'in that case that "this rgcord reflects a
disregard for the ratepayers and publ'ic service, however. Accordingly, we will

reduce Gulf Power Company’s ROE by fifty (50) basis points for a two year

period.” The Commission order had cited corrupt practices and illegal!uhethical

behavior of the Cdmpany and applied the penalty "as a message to

management that the kind of conduct discussed VwOuId not be tolerated for_
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public utilities in Florida.”

The Florida Supreme Court upheld the Commission’s actions in the Gulf Power
case on April 8, 1992, Case No. 77,153.

Hasn’t Southern Bell already been penalized enough?

Southern Bell has not been penalized. It has only been required to refund
money it didn’t earn in the first place. The Statewide Grand Jury left to the
PSC tﬁe determination of an adequate penalty. The only real issue in this .

docket, in my opinion, is how much a penalty the Commission should impose.

As Joe Lacher, currently in charge of Florida operations, recently stated, "No
KSRI {Key Service and Revenue Indicator). No Sale. No activity is worth
compromising our integrity to achieve it." Of course Southern Beil in Florida is
going to be making a lot of statements like this jn the future because they must
meet the conditions imposed upon them by the StateWide Prosecutor. They

have no choice.

Joe Lacher’'s recent statements are a tacit admission that KSRI's were
compromised and seles were falsified and he's now trying to change that.
Why? Because Southern Bell’s abusive sales practices were made public. But
the issue in this docket is not what they are doing today, but what they were

doing during the incentive regulation period and why they were not making

o these speeches then?

It is important, | believe, that t'he PSC deliver the message to this Company and
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to all others subject to its control that ABUSE OF THE PUBLIC TRUST WILL
COST THEM A GREAT DEAL OF MONEY. Itis the only type of justice they will

truly recognize. The fact that the resolution of this case comes four years after

its inception is a tribute to the perseverance of Southern Bell’s Legal

Department. This should' not deter the Commission from taking the mdst
appropriate action, no matter how long it takes for the regulatory wheels to
grind.
Piease summarize the main points of your testimony.
| made 11 major points in my testimony. They are as follows:

ONE
THE COMPANY |S RESPONSIBLE FOR THE FAILURE OF ITS MANAGEMENT
TEAM IN FLORIDA TO CORRECT ABUSIVE SALES PRACTICES THAT WERE
ALLOWED TO EXIST BETWEEN 1987 AND 1990. [PAGE 6] |

TWO
THE COMPANY COUNTENANCED THE CONCEPTION OF A CULTURE THAT
ALLOWED CORPORATE EXECUTIVES TO LOOK THE OTHER WAY WHEN THE
SPECTER OF CONSUMER FRAUD STARED THEM IN THE FACE. [PAGE 11]

THREE

NUMEROUS EMPLOYEES WERE DISCIPLINED FOR IMPROPER SALES

ACTIVITIES IN A COMPANY INVESTIGATION CONDUCTED IN 1990. [PAGE

8)

FOUR

THE COMPANY WAS RESPONSIBLE FOR THE BILLING OF SERVICES NOT . _

ORDERED BY THEIR SUBSCRIBERS. [PAGE 11
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FIVE

17]
SIX |

THE ABSENCE OF SOLID CONTROLS AND PROCEDURES CONTRIBUTED TO
A LOOSE OPERATION THAT ACCOMMODATED AND ALLOWED CUSTOMER
ABUSE TO OCCUR. [PAGE 18]

| | SEVEN
THE COMPANY HAD TO REFUND ALMOST $2 MILLION TO CUSTOMERS
WHO WERE DOUBLE BILLED. [PAGE 18]

. EIGHT

EVERY MANAGER IN THE STATE BENEFITTED FROM NETWORK'S BOGUS
SALES. THE MINDSET OF THE COMPANY WAS RIVETED ON THE REVENUE
STREAM, AS OPPOSED TO THE VALIDITY OF THE SALES PROCESS. [PAGE
21] |

NINE

TEN

IT IS REASONABLE TO CONCLUDE THAT THE COMPANY MISMANAGED ITS

" SALES OPERATIONS IN FLORIDA, RESULTING IN CUSTOMER ABUSE AND

ABANDONMENT OF THE PUBL!C TRUST. [PAGE 28]

ELEVEN
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THE COMPANY WAS ALERTED TO THE ABUSE OF CUSTOMERS AND THE
FALSIFICATION OF SALES IN THE BUSINESS OFFICE IN 1985, 1986 AND
1987 AND FAILED TO TAKE ACTION. (PAGE 42)

TWELVE |
| RECOMMEND THAT THE COMMISSION REDUCE THE COMPANY’S RATES

TO IMPOSE A 1% PENALTY ON EARNINGS FOR A PERIOD OF FIVE YEARS

- AND IMPOSE A $1,000,000 FINE AS A MISMANAGEMENT PENALTY. [PAGE

45]
Does this complete your testimony?

Yes, it does.
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in July of 1991, the Tenth Statewide Grand Jury embarked upon an
investigation of possible fraudulent business practlces'by Southern
Bell Telephone and Telegraph Company (the "Company”) and its
employees. ©Our inquiry focused on allegations of misconduct in
four major categories: (1) the intentional _overbllllng of
customers through the fraudulent "sale" of optional telephone _
services by Company employees whose primary responsibility was the

installation and repair of telephones; (2) the intentional failure
to repay customers for overbillings which the Company discovered
during its own analysis of some of its billing records; (3) the
intentional failure to pay required compensatory rebates for non-
working telephone service to customers who notified the Company
that their telephone was out of service; and (4) the intentional
failure of the Company to properly report trouble and repair
information to the Public Service Commission (the "Commission").

During the course of this detailed investigation, numerous
witnesses testified, including former and current Company
employees, ranging from craft level workers to executive officers.
Also during this investigation a multitude of Company documents
were examined and analyzed.

After careful deliberation of the evidence produced, we have
determined that Southern Bell created, promoted, and sustained an
atmosphere that served to foster and reward certain fraudulent
practices. As one example: The Company established an extensive
sales incentive program that included such prizes as cruises and
appliances, which amounted to an engraved invitation for both craft
employees and mznagement alike to commit fraud on unsuspecting and
defenseless customers by “"selling" them services they did not need
or want. The program was rife with overt pressure on employees %o
produce sales, but contained no provisions for verification of
actual sales activity. By this and similar actions, we believe that
the Company countenanced the conception of a culture that allowed
corporate executives to look the other way when the specter of
consumer fraud stared them in the face.

The individuals currently in charge of the Company have become
aware of our investigation and they have promised to eliminate the
Company's suspect sales and refund practices, many of which were
uncovered as a direct result of our inquiry. We are gratified by
their repentant and responsible attitude, which has been reflected
in the recent implementation of revised sales practices, refund
programs, and an emphasis on ethics training for all employees.

The Company has requested that the Statewide Prosecutor, this
body's Legal Adviser, resolve our investigation short of criminal
prosecution of the Company. As a result, the Tenth Statewide Grand
Jury has considered a proposed settlement agreement between the
Company and the Office of Statewide Prosecution. -




REP-1, Pg. 3

In the proposed settlement agreement, Southgrn Bell agrees not Fo
engage in the aforementioned suspect pract1ce§. ?he Comganx is
required to make expeditious and complete restitution of millions
of dollars to customers. Over the next three years, the Company
must implement specifically outlined reforms, while at thg same
time funding its own supervision during a "review period" which is
in the nature of probation. This supervision involves periodic,
independent audits by a major accounting firm and monitoring of the
reforms by the Office of Statewide Prosecution. The Company is
specifically prohibited from passing any of the associated costs
along to the customers in the rate making process before the Public
Service Commission. Further, the Company is required to assist the
Office of Statewide Prosecution in any investigation arising ont of
these matters. In exchange, the Office of Statewide Prosecution
will not seek criminal charges against the Company from this body
and will not pursue criminal action against the Company regarding
the aforementioned allegations, if the Company fully complies with
the terms and conditions of the agreement. However, the Office of
Statewide Prosecution maintains discretion to veid the agreement
and. prosecute the Company if the Company does not comply. The
Office may, of course, seek to prosecute the Company for any
violations of the law discovered at a later date concerning
activities not covered in our investigation, or for any criminal
activity committed after the signing of the agreement.

In its consideration of the proposed settlement agreement, the
Tenth Statewide Grand Jury weighed the extremely complex and time-
consuming nature of a criminal prosecution alleging numerous
instances of fraud by a huge corporation and its impact on an
already overburdened court system. The Grand Jurv has determined
that the immediate positive impact of this settlement outweighs any
perceived benefit of protracted criminal litigation, which even
under optimal conditions is unlikely to produce a better result for
the citizens of the State of Florida.

We do not condone the Company's activities, nor exonerate the

Company from responsibility. We agree, instead, to withhoid
judgment, giving the Company ample incentive and opportunity to
remedy the suspect practices. Because we believe the terms and

conditions negotiated by the Statewide Prosecutor are carefully
structured in the best interest of the people of this State, we
recommend that the Office of Statewide Prosecution enter into the
broposed settlement agreement, and we ratify the same if all things
are substantially as they have been represented to this Grand Jury.
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Respectfully submitted to the Honorable Frederick T. Pfeiffer,

Presiding Judge, and to Melanie Ann Hines, Statewide Prosecutor and
Statewide Grand Jury Legal Adviser, this _/&éth day of September,
1992.

-

Herman A. Robandt

Foreperson .

Tenth Statewide Grand Jury
of Florida

ieceéved in Open Court by the Honorable Frederick T. Pfeifier this

of September, 1992, but sealed until further order oi the
Court on motion of the Legal Adviser.

- \‘C/GLSAAJC Q%S\ <

Frederick T. Pfeifie
Presiding Judge
Tenth Statewide Grand Jury
of Florida-
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I. INTRODUCTION

atewide Grand Jury was impaneled on July 30, 1991, and
32: gzgﬁgdsfn Orlando, Florida. The Grand Jury hgs cqnvened alwost
monthly to investigate allegations of multi-circuit, organ}zed
crime throughout the State. The Grand Jury's original term expired
after twelve months, but was extended to Octoper 30, 1992. The
Grand Jury is adjourning one month early, subject to recall, if
necessary.

The purpose of this Report is to record for posterity the work and
recommendations of this Grand Jury, with the hope that its
collective voice will be heard and that the citizens of this State
will benefit from its efforts.

II. SOUTHEQN BELL TELEPHONE AND TELEGRAPH COMPANY

We embarked upon our investigation of Southern Bell at the
beginning of our term. During the course of the investigation, we
‘heard testimony from numerous witnesses, including former and
current Southern Bell employees who held positions ranging from
craft level workers to Company officers. We have alsc had the
opportunity to examine a multitude of company documents.

The primary focus of our investigation concerned allegations of
company misconduct in four major categories: (1) the intentional
overbilling of customers generated by the fraudulent "sale" of
optional services by Company employees whose primary responsibility
was supposed to have been the installation and repair of
telephones; (2) the intentional failure to pay the full amount owed
for allegedly unintentional customer overbillings discovered during
the Company's analysis of some of its billing records; (3) the
intentional failure to pay required rebates to compensate customers
who informed the Company that their telephone was out of service:
and (4) the intentional failure to properly report trouble and
repair information to the Public Service Commission.

Our Legal Adviser, the Statewide Prosecutor, has negotiated a
settlement agreement with the Company, in the nature of a pre-trial
diversion opportunity, which calls for, among other things:

--complete and expeditious restitution to affected customers;

——cooperation with the State in any investigations arising out of
these matters;

--implementation of revised billing practices, fraud
Preventative procedures, and ethics training;

~-a three year review period, subjecting the Company to periodic
audits and compliance monitoring;

--funding by the Company of the review pProgram, audits, and
monitoring;




RER, &2

--discretion to void the agreement and pursue
prosecution vested in the Statewide Prosecutor; _

--funding provided by the Company to support prosecution of these
allegations, if necessary: _

--no restrictions on the prerogative of the Statewide Prosecutor
to investigate any other allegations of Company fraud, and to
prosecute where appropriate; ) _

--a prohibition against including any costs associated with the
agreement in the rate base of the customers.

In our Advisory Opinion, issued this date, we recommended that the
Statewide Prosecutor proceed with the settlement of this
investigation because we believe it to be in the best interest of
the people of this State. The agreement will provide the Company
with the opportunity to reform the negative aspects of the
corporate environment. However, it will not exonerate the Company
for repayment of its debts to cur society. We are hopeful that the
Company will prove itself worthy of this unique and beneficial
opportunity.

In closing, it must be noted that the proposed settlement agreement
does not contain any "punishment", per se, of the Company for its
alleged failure to properly report to the Public Service Commission
actual repair time for restoration of telephone service to
customers whose telephones were out of service. This issue was
raised in our investigation, but we have been advised that  the
United States Supreme Court's ruling H.J., Inc., et al v,
Northwestern Bell Telephone Company, 112 S. Ct. 2306 {1992), casts
doubt on our ability, or the ability of the criminal courts, to
directly sanction the Company for such conduct, if it in fact
occurred. We specifically note, however, that the Florida Public
Service Commission has both the jurisdiction and concomitant
discretion to impose severe monetary penalties on the Company if it
finds that the Company has falsified reports required by PSC rules.
We therefore strongly recommend that the Public Service Commission,
in conjunction with its publicly mandated responsibility,
investigate this matter, exercise its penal authority, and take
into consideration this possible fraudulent conduct on the part of
the Company in determining an appropriate rate of return.

11I. REGULATING UTILITIES

Our investigation of Southern Bell léd us to an inquiry into some
of the regulatory activities of the Florida Public Service -
Commission, and the rules and statutes governing this function.

We wish to make it clear that time constraints did not afford us
the opportunity to fully investigate every issue brought before us,
but we heard sufficient testimony to convince us that changes must
be made in this process to protect the utility consumers of this
State and to renew the faith of the people in its government.

2




K= Y=y YN

The recommendations we have proposed are addressed to the Florida
Legislature and the Public Service Commission. We hope these
recommendations will be given serious consideration.

A. Ex Parte Communications

In January of this year, we issued an Interim Report entitled, -
"Regulating Utilities - Recommendations to Enhance The Integrity of
the Process." This report discussed the necessity for strict rules
and laws prohibiting ex parte communications with Public Service
Commissioners and Commission staff by utility representatives-on
regulatory matters. We noted that communication to a judge by an
interested party, concerning an issue to be decided by that judge,
is prohibited in American courts of.law unless all interested
parties have an opportunity to be present during the communication.
Such communication is considered improper because it gives an-
unfair advantage to the party with the most access to the judge.
Since the members of the Commission have responsibilities
equivalent to that of a judge, we proposed a strict prohibition
against all forms of ex parte communication in our interim report.

We note with some dismay that the State lLegislature has not yet
enacted any of our proposals. An amendment to the ex parte section
of Chapter 350 of the Florida Statutes, though not as efficacious
as ,our suggestions, was passed by the State House of
Representatives, but it did not come to a vote in the Senate. We
urge the Legislature to allocate time during its next session to

consider and pass the recommendations contained in our Interim
Report.

B. Prohibitions on Employment of Commissioners

Immediately after resigning, a former Public Service Commissioner
recently accepted a lucrative position with an affiliate of one of
the utilities he used to regulate. News reports indicated that his
starting salary was twice that of his Commission salary. it
appears that nothing restricted the ability of that utility from
courting the Commissioner during the regulatory process, and
nothing prevented the Commissioner from seeking such employment
during his tenure on the Commission. Coupled with the almost
unfettered ability to discuss regulatory matters with Commissioners
and Commission staff, the existence of such relationships creates
an appearance of impropriety the Commission can ill afford to bear.

We are therefore concerned that the Legislature failed to enact
another necessary reform in the many sessions held this year: a
law prohibiting Public Service Commissioners from accepting
employment with the utilities regulated by the Commission.
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The House and the Senate both passed bills which included a
provision requiring former Commissioners to wait tyo years pefore
accepting employment with a regulated utility or its affiliates,
but neither of -those respective bills came to a vote in the other
chamber, and hence could not become law.

We therefore strongly reconmend that the Legislature move quickly
and without hesitation to enact the proposed statutory provision

of a two year prohibition on the acceptance of employment by a
Commissioner with a regulated utility. Any person desiring to
serve the people of the State of Florida as a member of the Public
Service Commission should be more than agreeable to such a
limitation. The people deserve no less.

C. Regulation of the Sale of Optional Services

Our investigation of Southern Bell, and the recommended settlement,
focused on the sale of opticnal services during a program specially
designed for telephone installation and repair personnel. One of
the questions left for another day is whether the overall sales
practices of Southern Bell are plagued with the potential for
fraud. Due to the outpouring of complaints reported recently in
the media from Southern Bell customers paying for services they did
not order and do not want, we find it necessary to briefly address
this potential guestion. :

It would appear that many of the practices which could lead to such
a4 result may well be violations of consumer protection laws.
However, we note with much concern that the fraudulent practice of
misleading utility customers as to the nature and cost of certain
services is not covered by the Consumer Protection and
Telemarketing Acts currently on the books. Sections 501.212 and
501.604, Florida Statutes, specifically exempt utility activities
regulated by the PSC. We note also that there are few PSC rules
designed to protect wtility consumers from unscrupulous sales
people.

Inasmuch as few utility customers have a choice in selecting their
common service provider, we strongly recommend that the Public
Service Commission adopt similar, if not more restrictive rules,
for the sales and marketing techniques of optional services to
which these same customers are subjected.

The consumer protection statutes require written and signed
verification of orders for goods or services taken by telephone.
Section 501.059(5),(6), Florida Statutes specifically states:
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A contract made pursuant to a telephonic sales call:

1. _Shall be reduced to writing and signed by the
consumer.

2. Shall comply with all other applicable laws and
rules.

3. Shall match the description of goods Oor services
principally used in the telephone solicitations.

4. Shall contain the name, address; and telephone of
the seller, the total price of the contract, and a
detailed description of the goods or services being sold.

5. Shall contain, in bold, conspicuous  type,
immediately preceding the signature, the following
statement: )

“You are not obligated to pay any money unless you sign
this contract and return it to the seller."

6. May not exclude from its terms any oral or written
representations made by the telephone selicitor to the
consumer in connection with the transaction.".

The Telemarketing Act further protects the consumers of this State
by requiring a statement of consumer rights, providing a three day
right of rescission, entitlement to full refund if the Act is
violated, and payment of costs of cancellation by the seller. The
Act also provides for criminal penalties when deception is used in
connection with an offer to sell. '

Requiring utilities to obtain and maintain written authorizations
from customers is an easy method to prevent fraud by corporate
deception. Detection o¢f such fraud should not be the sole
responsibility of the customer. Many customers, perhaps hundreds
of thousands of them, would not know they were paying too much for
phone service unless they read their phone bill each month in
microscopic detail, assuming they received a detailed bill each
month. A customer told that the bill for monthly basic service
will be, for example, $20 per month, but not told $8 of that
monthly fee is for optional services, will in all probability pay
the written bill each month without a quibble. After all, that was
the price guoted by the telephone company representative and the
bill matches the price. 1I1f the company only itemizes these costs
in a yearly billing summary, and the customer does not read the
summary, the customer can easily be given the false impression that
the bill contains only mandatory charges.

The Legislature has an obligation to prevent victimization of all
the citizens of this State. If the Public Service Commission does _

5




K E Yol

not implement similar consumer protection requirements for the
utility activities it regulates, then the Legislature should strike
the exemptions_ in Sections 501.212 and 501.604, Florida Statutes,
and subject utilities to the standards of fair trade practice
putlined in the statute.

D. Cost Allocation Procedures

Southern Bell, like other providers of local telephone service, is
a regulated utility. In exchange for being regulated by a
government entity, that portion of the business which is regulated
is allowed to charge certain specified amounts to its customers for
the regulated telephone service it provides, If a utility is
unable to achieve the minimal level of return to which the PSC
decides it is entitled, the company can ask the Commission to
approve an increase in the amount customers pay for regulated
telephone service. All of the expenses incurred in the provision
of regulated telephone service are passed directly on to the
customers, including the salaries and benefits of all employees

during the time those employees are working on a regulated
activity. ‘

By Public Service Commission Rule, the amount of time employees
spend on unregulated activities is supposed to be deducted from the
amount paid by customers of regulated telephone service. Thus,
there arises a question of "cost allocation. The utility must
accurately allocate costs so that customers of regulated telephone
services are not subsidizing the cost of unregulated activities.
The PSC is charged with the responsibility of mon1tor;ng' and
regulating the cost allocation process.

This question arose in the context of our inquiry regarding the
sale of certain unregulated optional services by installation and
repair personnel (regulated). We reached no conclusion as to
whether the cost allocation process is currently being misused, but
we determined that the opportunity and temptation to move salary
and benefit allocations to the regulated side of a utility appeared
to be great. While not a matter in which we hold a great deal of
expertise, we have considered the implications of a failure to
accurately allocate costs and believe that better methods of
detection and enforcement must be implemented to prevent the

unlawful subsidy of the unregulated side of the utility by the
regulated szde.

We therefore recommend that the PSC initiate guarterly unannounced
spot reviews and a complete audit and regulatory review of the cost
allocation process on an annual basis. The audits should, at a
bare minimum, follow the generally accepted auditing standards
established by the Auditing Standards Board of the American
Institute of Public Accountants.

Sy |
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As we understand it, a complete audit of regulated utility cost
allocation practices is only likely to occur during a rate hearing,
although some cost and revenue information is provided every four
years. However, a complete rate hearing is sometimes held less
frequently. More than eight years passed between Southern Bell's
last rate case and the current rate case filed this year.
Therefore, it is currently possible for a utility to avoid a
complete independent audit for an undetermined number of years.

In addition, the PSC should develop its own cost allocation manual

to provide -specific formulas for allocating regulated and

unregulated costs, rather than relying on the Federal
Communications Commission's (FCC) cost allocation manual, which
concerns telephone services inveolving more than one state.
Although it may be appropriate to use that manual for the specific
intended purpose, applying it to an intrastate issue can sometimes
lead to a rule that is, at best, difficult to explain. For
example, according to the FCC manual, a Southern Bell repair and
installation worker must spend at least 15 minutes on activities
related to an unregulated service before being required to allocate
any time to that activity. 'This means such an employee could
solicit the sale of an unregulated activity for 14 minutes with
each customer he comes in contact with each day without allocating
one minute of his time to the unregulated activity. This results
in the evil sought to be aveoided by proper cost allocation:
subsidy of profit making activity by regulated activity.

We therefore strongly recommend that the PSC develop its own
guidelines tailored to the specific needs of this State. The
formation of a Task Force comprised of consumer advocates,
regulated utilities and Commission staff, with public hearings
throughout the State, would generate the most fair and efifective
cost allocation procedures.

E. Rate of Return

The National Association of Regulatory Utility Commissioners
recently compared three methods of calculating rate of return and,
as a result, reached the conclusion that "utilities were both less
risky and more profitable investments than the average non-
regulated corporation".

Section 364.03 (1), Florida Statutes, states that the regulated
portion of utility companies, ".. may not be denied a reasonable
rate of return." We understand that what is reasonable to one
expert hired by a regulated utility may be entirely unreasonable to
an expert hired by a consumer advocacy group. It is all very
subjective. The PSC has to take that subjective standard and apply
it to the real worid. We realize that is a very difficult task.
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It is our belief that regulated companies should have the right to
a rate of return similar to a non-regulated company of equal risk.
In other words, a risky business venture should have the right to
a much higher Tate of return than a relatively safe venture like
the exclusive provision of certain basic telephone services to all
of the people in a given geographic region who are in need of that
service.

We suggest that the Public Service Commission appoidt a Blue Ribbon

panel of experts selected by consumer advocates, including but not -

limited to the Public Counsel, regulated utilities and PSC staff to
develop specific economic parameters to eliminate some of the
subjectivity inherent in the current ratemaking process. For
example, the group may wish to consider the possibility of tying,
in some way, the maximum rate of return for relatively low risk
regulated utilities to the interest rate of long term United States
Treasury Bonds, taking into account the economic circumstances at
the time the rate is set.

We have learned that several years can elapse before a rate of
return is changed. This regulatory gap fails to provide for rapid
changes in economic circumstances, such as a decline in interest
rates and inflation. Ba51ng the rate of return on a selected,
easily measurable economic parameter, or an average of several such
parameters, would make it easier to revise the rate of return on a
yearly basis if economic circumstances warrant it.

We realize that any definitive recommendation in this regard is

beyond the scope and expertise of this Grand Jury. We merely wish
to point out that it is an area worthy of close scrutiny and
vigorous debate in a public forum.

IV. GANG AND GANG-RELATED ACTIVITY

The Statewide Grand Jury also embarked upon an 1nvest1gat10n of
gangs and gang-related activity in the State of Florida.

The results of our work can be found in the Indictments listed in
the attached chart as SWGJ Case Numbers 1 and 1A. These ctharges
represent the first known occasion that the Street Terrorism Act
and the Racketeering Act were joined together in one prosecution in

Florida to dismantle a criminal gang involved in everything from .

narcotics trafficking to arson. It has been reported to us that
the gang, known as the 34th Street Players, has not re-formed or
resurfaced since the incarceration of the defendants on these
charges.

During the course of this investigation, we conducted a survey to
identify the magnitude of the gang problem in the State. Our
examination, conducted with the assistance of State and local Law

Enforcement agencies, revealed that no central repository exists_
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for the collection and exchange of information concerning gangs and
gang-related activity. Thus, the results of statewide intelligence
gathering techniques were pieced together to obtain the best

possible picture of gang activity in the State. The results of
this survey are outlined in our Interim Report #2, issued in

January, entitled: "Gangs and Gang-Related Activity;
Recommendations to Assist Law Enforcement." -

This Grand Jury recommended the establishment of a statewide ycuth
and street gang computer data base with a requirement of mandatory
reporting of such data from all law enforcement agencies. We noted
that the Street Terrorism Enforcement and Prevention Act of 1390
originally established such a database, but the funding portion of
the bill was later deleted. We strongly urge the Legislature to
invest the necessary funds in the future of this State.

We are disheartened by the total lack of interest demonstrated by
the Legislature in this matter. Without an accurate accounting of
the impact of gangs on the criminal justice system, necessary
reforms in criminal laws cannot be made, nor can adequate funding
formulas for law enforcement be produced. We urge the Legislature
to be more far-sighted in this regard.

V. ADMINISTRATIVE RECOMMENDATIONS

The Grand Jury is vested with enormous power, and with it a
profound responsibility. It has an intimidating and deterrent
effect on those who violate the law. It also has the power and
duty to protect the innocent against prosecution. The
responsibilities of the Grand Jury are truly awesome.

The Statewide Grand Jury is a unique organization from a number of
standpoints that require special consideration. The Statewide
Grand Jury, impanelled by the Florida Supreme Court, is made up of
citizens from all corners of the State. Jurors must travel many
miles to and from the court site for each session. For us, this
has almost been monthly, for a period of fifteen months. Sessions
have lasted from two to three days, and the average day's work is
in excess of the typical eight hour day. Because the location is
far from home, Grand Jurors are "sequestered" from their families,
homes, and occupations during the length of the sessions.

This is not a voluntary service. Jurors are chosen by the court
and must serve or face contempt charges.

Given the unique nature of the logistics and practicalities of our
existence, we have discussed a number of areas where consideration

should be given to treat Statewide Grand Jurors in a more equitable
manner. '
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A. Insurance Coverage

Currently, no accident or accidental death insurance is provided
for Jurors, as they are not considered employees or agents of the
State. Jurors must then rely on their own insurance coverage in
the event of an emergency or jury related injury. However, since
the jurors are chosen from a cross-section of the population, it is
possible that many do not have any, or adequate, insurance
protection of their own. Also, since the service is mandatory,
rather than elective, as in certain employment situations, the
State should provide insurance for accidental injury or death of

Grand Jurors travelling for and attending Grand Jury sessions.

Moreover, it appears to us that Grand Jurors have no protection
from law suit for their actions and would have to stand the expense
of their own defense should they be sued for allegedly exceeding
their authority. While the prosecutor who advised the Grand Jury
in a particular matter would be covered by the State's Risk
Management Policy, it appears that Grand Jurors would not.

We ask the Legislature to consider our concerns and make the
appropriate provision for protection of Statewide Grand Jurors in
these matters.

B. Grand Juror Fees

The current fee of $10 per day for Statewide Grand Jurors is
woefully inadegquate. It amounts to approximately one-third of
the minimum wage for the average work day, and does not take into
account - the extraordinary conditions of our service.

Our service, as distinguished from petit jury service, often
results in expenses not considered in the setting of the fee
structure: 1long distance telephone calls to communicate with
family and to maintain ties to jobs; kennel costs for the care of
animals; the purchase of special travel items, ranging £from
toiletries to suitcases, and so forth. These matters have
apparently been ignored in the decision making process.

It is obvious that the State is in dire financial circumstances.
It is also -cbvious, however, that the criminal justice system
could not function without individual citizens discharging their
civic duty to act as fair and impartial jurors. While no one can
be fired for jury duty, there appears to be no restriction on the
ability of an employer to withhold salary dollars during the
affected time periods. Further, self-employed business people
may experience lost opportunities that could have an adverse
economic impact on their livelihoods for years to come. Citizens
facing such economic hardship are unlikely to pay complete

attention to the matters before them, and may choose to expedite: -

10



R -Ac al) \-5: \ed

the proceedings at the expense of the rights of others. While we
have successfully guarded against such a travesty, in part based
on the considerations afforded by the Legal Adviser and her staff
in response to our needs, we do not know when this unconsc1onable
possibility might reach fruition.

We have learned that the Federal Grand Jury fee is $40 per day.
We urge the Legislature to consider parity in this.matter.

VI. CONCLUSION AND ACKNOWLEDGEMENTS

The remainder of the work of this Grand Jury is summarized in ‘the
attached schedule of cases.

We are particularly gratified that one of our cases went to trial
during our term, resulting in the convictions of two law
enforcement professionals who deliberately subverted the criminal
justice system through perjury and subornation of perjury. We are
prroud to have been a part of bringing them to justice.

Service as a member of the Tenth Statewide Grand Jury has been an
education in citizenship, the likes of which cannot be taught in
the classroom. It has been a unique and memorable experience and
we are proud to have made this contribution to our State.

We wish to thank the following individuals and their respective
offices for assisting us in the performance of our
responsibilities:

The Honorable Frederick Pfeiffer, Presiding Judge

The Honorable Richard Conrad, Alternate Presiding Judge

The Honorable Fran Carlton, Circuit Court Clerk

Richard Sletten, Orange County Court Administrator

Lt. Doug Huffman, Orange County Sheriff's Office

Commissioner Tim Moore, Florida Department of Law Enforcement

Respectfully submitted to the Honorable Frederick Pfeiffer,
Presiding Judge, this _/b6ith day of September, 1992.

AJ@&AMq&MEAL,Jgﬂiiawuébr‘
Herman A. Robandt
Foreperson
Tenth Statewide Grand Jury

of Florida
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I, MELANIE ANN HINES, Legal Adviser, Tenth Statewide Graqd Jury,
for the State of Florida, hereby certify that I, as authorized and

required by law, have advised~the Gra Jury which returned this
report this - day of Sept r, 92.
[}

AMELANIE ANN HINES
Stgtewide Prosecutor -
Statewide Grand Jury Legal Adviser

I, JOEN A. HOAG, Legal Adviser, Tenth Statewide Grand Jury, for the
State of Florida, hereby certify that 1, as authorized and required
byigaw, have advised the Grand Jury which returned this report this

/ 74  day of September, 1992, with regard to the matters

contained in section III.

HN A. HOAG !
Special . Assiftant Statewide
Prosecutor : '

Statewide Grand Jury Legal Adviser

T e‘g?ﬁsgoing report was returned before me in open court this
day of September, 1992, and is hereby sealed until further
order of the Court on motion by the Legal Adviser. '

~Ingdende Q=i

Judge Frederick T. ®feéi r
Presiding Judge
Tenth Statewide Grand Jury
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SETTLEMENT AGREEMENT

THIS SETTLEMENT AGREEMENT (the “"Settlement Agreement”) 1is

entered into on this ﬁaéi,day of _éZf7éL¥%Hé56(/’1992, between

BellSouth Telecommunications, Inc., successor to Southern Bell

Telephone and Telegraph Company (hereinafter "Southern Bell, "

which term whenever used herein shall mean BellSouth

Telecommunications, Inc., its predecessor, Southern Bell Telephone

and Telegraph Company, and their successors and assigns) and the
Statewide Prosecutor and the Office of Statewide Prosecution

(hereinafter collectively the "0ffice™).

WIINESSETH:

WHEREAS, the Office commenced an investigation regarding
Souéhern Bell's reporting of trouble and repair information to the
Florida Public Service Commission; the credits given by Southern
Bell for service interruptions greater than twenty-four (24)
hours; the sale, billing and_provisian of certain optional
services through Southern Bell’'s Network Sales Program, allegedly
not ordered by certain Southern Bell subscribers; and the alleged
wrongful conduct of Southern Bell related to the Touchtone/Custom
Calling Service reconciliation progrém conducted by Southern Bell
in 1990 and 1991 (the "Reconciliation Program”);

WHEREAS, Southern Bell denies that it engaged in conduct
alleged to be in violation of any stafe law, denies that it
engaged in any fraud in the State ol Florida, denies that it
improperly withheld credits to subscribers with an out of sarvice

condition in excess of twenty-four (24) hours, such credits being
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required by Section 25.4.110(2), Florida Administrative Code, and
denies that it inaccurately reported information to the Public
Service Commission in violation of Sections 25-4.0185 and
25-4.070, denies that it improperly sold, billed or provided

optional services through its network sales program, and denies

‘that iﬁ'engaged_in any improper conduct with respect to the

Reconciliation Program, and does nbt intend to engage in any such
conduct; and v

WHEREAS, Southern Bell and the Office desire to conclude the
Investigation and the claims which were investigated in the
Investigation (as defined in paragraph 1 below);

NOW, THEREFORE, in consideration of the premises and the
mutual promises, agreements and covenants contained herein,
inciuding, but not limited to, the Review Program as described in
Exhibit "C" and the payment of the restitution described in
paragraphs 3, 4 and 5 below, the parties hereto stipulate and
agree as follows:

1.

As used herein, the term "Investigation" shall mean the
Office of Statewide Prosecution investigative case No. SWP
91-000007~-NFB which was opened in March 1991. The Investigation
is limited té the alleged failu;e of Southern Bell to properly
report trouble and repair information to the Public Service
Commission, and Southern Bell’'s alleged failure to properly
provide credits for service interruptions greater than twenty-four
(24) hours; matters concerning the sale, billing and provision of

certain optional services through Southern Bell’'s Network Sales
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Program in 1987, 1988, 1989, 1990 and 1991, allegedly not ordered
by certain Southern Bell subscribers (not including the inside '
wire maintenanéé reconciliation program conducted in 1990 and
1991); and the alleged wrongful conduct of Southern Bell related
to the Reconciliation Program. ‘

. 2,

It is expressly understood and agreed between the parties
that this Settlement Agreement is made in compromise of disputed
claims. This Settlement Agreement and the restitution payments
and releases provided hereunder are not and shall not be construed
as an admission of liability or an acknowledgment of the validity
of any claims which were investigated by the Office against
Southerﬁ Bell arising out of the In&estigation. Southern Bell
hereby éxpressly denies any liability to the Office or any other
person. Southern Bell hereby also expressly denies the claims and
allegations asserted against Southern Bell by the Office or any
other person. |

3.

Southern Bell shall pay Three Million Five Thousand Dollars
{$3,005,000) in restitution, in pro rata amounts, to those
Southern Bell subscribers identified by Southern Bell who reported
one or more out of service interruptions during the period
January 1, 1985 to June 30, 19%1 (the FOut—of—Service
Subscribers"), Southern Bell shall, within ten (10) days of the
executioﬁ of this Settlement Agreesment, deposit the above Three
Million Five Thousand Dollars ($3,005,000) (the "Out-of-Service

Payment") into a separate interest bearing account from which it

L 8



can make credits and/or refunds to Qut-of-Service Subscribers.
The Out—of—Seryice Payment shall be credited to the accounts of or
refunded by chéﬁk to current Qut-of-Sexrvice Subscribers and
refunded by check to former Qut-of-Service Subscribers by Southern
Bell in equal pro rata amounts within sixty (60) days of the
execution of this Settlement Agreement. Southern Bell may not
deduct from any refund to any former subscriber any amount whieh
is or was shown as a balance due on that account; Any person who
is entitled to a distribution but who did not receive one
initially, who requests a distribution during the five (5) year
period following the date of this Settlément Agreement, shall be
paid out of said account. Any of these disputed funds that remain
in said account after this five (5) year period, and all interest
accrued on the Out-of-Service Payment, shall be paid to the State
of Florida, which payment shall be in full and complete
satisfaction of any and all claims by the State of Florida to
these funds. “"Out-of-Service" for the purpose oflthis paragraph
shall mean that the subscriber‘s telephone number had no dial
tone, could not be called, or could not call out and that the
receipt to close time for such service interruption or "trouble"
was greatexr than twenty-four (24) hours.

4.

Southern Bell shall pay as restitution the amount of Ten
Million Five Hundred Thousand Dollars (5$10,500,000) (the "Network
Sales Payment™) to those subscribers who have begn or were
subscribed to certain optional services by network employees of

Southern Bell as part of its Network Sales Program during 1937,—
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1988, 1989, 1990 and 1991, and who have not previously received a
credit or refuqd payment. Southern Bell shall, within ten (10)
days of the exé&ution of this Settlement Agreement, deposit into a
separate interest bearing account the above Ten Million Five
Hundred Thousand Dollars ($10,500,000) from which it may make the
breditg‘and/or refunds described in this paragraph. Within sixty
{60) days of the execution of this Settlement Agreement, the
Network Sales Payment shall, on a pro rata basis, be credited to
the account of or refunded by check to each current subscriber and
refunded by check to each former subscriber, listed on

Exhibit "A," who Southern Bell has identified as having been
subscribed to certain optional services by Southern Bell as part
of its Network Sales Program during 1987, 1988, 1989, 1990 and
1991, and who has not previously received a credit or refund
payment. Southern Bell shall not deduct from any refund to any
former subscriber any amount which is or was shown as a balance

due on that account. Southern Bell will pay restitution to those

L 8

current or former Southern Bell subscribers listed on Exhibit “"A."
Any person who is entitled to a distribution but who did not
receive one initially, who requests a distribution during the five
{5) year period following the date of this Settlement Agreement,
shall be paid out of said account. Any of these disputed funds
that remain in said account after this five (5) year period, and
all interest accrued on the Network Sales Payment, shall be paid
to the State of Florida, which payment shall be in full and
complete satisfaction of any and all claims by the State of

Florida to these funds.




N eV, Y. G

Southern Bell shall make an additional effort to identify
former subscribers not listed on Exhibit "A" who had one or more
optional servieés placed on their telephone by a Network Sales
employee during the Network Sales program in 1987, 1988, 1989,
1990, and 1991. Southern Bell will seek to find thé present
addresg'of these former subscribers. Southern Bell will make full
refunds, plus interest, to those former subscribers it locates who
paid for one or more optional services to which they were
subscribed by a Network employee, but which the subscribers
indicate they did not order. The letter from the Office attached
as Exhibit "D" and the letter from Southern Bell attached as
Exhibit "E" shall be sent to these former subscribers who receive
a refund check.

) 5.

Within ten (10) days of the execution of this Settlement
Agreement, Southern Bell shall pay a maximum of One Million Six
Hundred Seventy-Seven Thousand Six Hundred Ninety-One Dollars and
Sixty-Two Cents ($1,677,6921.62), as reflected in Exhibit "B," into
a separate interest bearing account as additional restitution for
the benefit of those current and former subscribers, listed on
Exhibit "B," identified during the Reconciliation Program as
having.been double-billed or over-billed for certain optional
serviées and who received previously only partial restitution;
provided, however, the amount to be deposited to this account will
be increased to the extent that Southern Bell identifies through
the Reconciliation Program additional subscribers as having‘been

double-billed or over-billed for certain optional services and who

L
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received previously only partial restitution. Southern Bell will,
within sixty (60) days of the execution of this Settlement
Agreement, maké restitution to those subscribers listed on

Exhibit "B" in the amounts listed in Exhibit "B."” Restitution
payments to which subscribers are entitled pursuant.to this
paragrgph shall be credited to the account of or refunded by check
to current subscribers and refunded by check to former
subscribers. Southern Bell may not deduct from any refund to any
former subscriber any amount which is or was shown as a balance
due on that account. Any person who is entitled to a distribution
but who did not receive one initially, who reguests a distribution
during the five (5) year period following the date of this
Settlement Agreement, shall be paid out of said account. Any of
these disputed funds that remain in said account after this five
{5) year period, and all interest accrued on this account, shall
be paid to the State of Florida, which payment shall be in full

and complete satisfaction of any and all claims by the State of

»

Florida to these funds.
6.

Refunds sent by Southern Bell pursuant to paragraphs 4 and 5
of this Settlement Agreement shall be sent by First Class Mail.
Each refund sent pursuant to paragrébh 4 will be accompanied by
the letter from the Office attached as Exhibit "F" and the letter
from Southern Bell attached as Exhibit "G." Each refund sent
pursuant to paragraph 5 shall be accompanied by the letter from
the Office attached as Exhibit "H" and the létter from Southern

Bell attached as Exhibit *I." The bill containing the credits
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applied to subscriber accounts pursuant to paragraph 3 shall be
accompanied by the letter attached as Exhibit "J." Refunds sent
to subscribers ;ursuant to paragraph 3 shall be accompanied by the
letter attached as Exhibit “K.*

| 7.

Southern Bell shall pay to the Office the amount of Seven.

Hundred Sixty-Seven Thousand, Eight Hundred Ninety-Six Dollars and

Twenty-Six Cents ($767,896.26), in full payment of the costs and
expenses incurred in connection with thé Investigation. This
payment shall be made within ten (10) days of the execution of
this Settlement Agreement, by depositing it into the Office’s
Grants and Donations Trust Fund, for distribution as follows:
Qffice of Statewide Prosecution: $ 21,286.43

Department of Legal Affairs
Revolving Trust Fund: $697,771.08

Florida Department of Law

Enforcement: $ 48,838.75
Within ten (10) days of the execution of this Settlement
Agreement, Southern Bell shall deposit the amount of Two Hundred
Twenty-Five Thousand Dollars ($225,000) into an interest-bearing
account, contreolled by the Office. This account shall be
maintained and used by the Office during the Review Period to
monitor complianée with the Review Program. Also within ten (10)
days of the execution of the Settlement Agreement, Southern Bell
shall deposit Four Hundred Forty-Seven Thousand, Eight Hundred
Seventy Dollars and Thirty Cents ($447,870.30) into an interest
bearing account, controlled by the Office. Any additiconal fees’, '~

costs or expenses incurred by the Office, the State of Florida or

-8~
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local governments in Florida, in connection with the
Investigation, monitoring of the Review Program, or enforcement of
this Agreement ;hall be paid by the Office to such agency or
agencies out of this account at the discretion of the Statewide
Prosecutor. The account shall be maintained until fhe conclusion
of theJReview-Period. All funds remaining in the account at the
end of the Review Period shall revert to the State of Florida‘s
General Revenue Fuﬁd, unallocated, which payment shall be in full
and complete satisfaction of any and all claims by the State of
Florida to these funds.

B.

Southern Bell will fully cooperate with the Office in the
Investigation as it may continue with respect to individuals,
including the production of any documents in Southern Bell'‘s
possession, custody and contreol or witnesses requested by the
Office. 1If the documents or information requested are protected
by the attorney-client or work product privilege, then Southern
Bell will provide all information necessary and all assistance
needed to disclose the documents or information sought to the
extent possible without waiving any such privileges.
Non-compliance with this provision shall constitute a breach of
this Settleﬁent'Agreement, and the Statewide Prosecutor may
exercise the rights of the Office hereunder consistent with
paragraph 18 below.

) o
KPMG Peat Marwick (hereinafter "The.Accounting Firm") shal}

perform the work described in paragraph 10 herein, in

-9-
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accordance with the terms of an agreement to be entered into
between counse% for Southern Bell and The Accounting Firm (the
"Accounting Agéeement"), which is subject tc the approval of the
office.
| 10.

Séﬁtherﬁ Bell will implement all of the systems, operations,
ethics, sales incentive and sales programs described in
Exhibit "C" (the "Review Program") by the specific implementation
dates set forth in-this.program. The Review Program is fully
incorporated herein as a term of this Settlement Agreement. For a
period of three (3) years beginning on the date this Settlement
Agreement is executed (the "Review Period"), The Accounting Firm
will conduct semi-annual audits to determine whether Southern Bell
is complying with all of the obligations and programs set forth in
the Review Program. Non-compliance with the provisions of the
Review Program shall constitute a breach of the Settlement

Agreement, and the Statewide Prosecutor may exercise the rights of

LS

the Office hereunder consistent with paragraph 18 below.
11.

Southern Bell agrees it will not engage in a practice of
falsifying information required by tﬁe Florida Administrative Code
to be reported to the Florida Public Service Commission, in a
practice.of causing Florida subscribers to be billed for services
that the subscribers did not order, or in a practice of causing
Florida subscribers to receive a credit or refund that is less
than that to which subscribers are entitled. During the Review

Period, if Southern Bell (which for the remaining portion of this
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paragraph 11 shall mean Installation and Maintenance Center
managers, and district managérs (paygrade 6), or higher level
managers) discovers that any of its employees have engaged or are
engaging in the practices described above, Southern Bell will
identify such employees and such practices to the QOffice. Any
informgtion given to the Office pursuant to this paragraph shall
not be used in any civil action by the Office or as the basis for
any criminal action against Southern Bell, or its subsidiary,
affiliate, or parent companies, and any information delivered
pursuant to this paragraph shall, until the Review Period expires,
be treated in accordance witﬁ Florida Statute § 119 as information
obtained dﬁring the course of a criminal investigation. Provided,
however, that any information derived therefrom may be used as the
basis for a criminal action consistent with the provisions of
paragraph 18. Southern Bell reserves the right to discipline any
emplcyee for any actionable conduct in which an employee engages,
provided, howeﬁer, that employees or former employees shall not be
disciplined or terminated in whole or in part at any time, for
their testimony, whether voluntary or compelled, or for the fact
of their cooperation with the Office; with any other State of
Florida agenéy involved in the Invesﬁigation, unless such emplovee
violated written company policy or knowingly gave false materizl
information during the course of such cooperation.
12.

The Office will not institute, assert, or maintain any civil

action, claim, cause of action, obligation, liability or demand

for punitive relief, exemplary or treble damages, claim of relief

-11-
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or demand whatsoever, in'law-or in equity, against Southern Bell
or its parent, affiliate, and subsidiary companies, their
officers, directors, employees, agents, representatives,
attorneys, and their heirs, successors, and assigns, which
previously were asserted or maintained, which could have been
assertéd or maintained or which could in the future be asserted or
maintained against Southern Bell in any civil investigation,
action or other proceeding based on conduct addressed in, directly
arising out of, directly related to, or directly connected with
the Investigation.

13.

The Office will not take or cause another to take any grand
jury or other criminal action against Southern Bell or BellSouth
Telécommunications, Inc., their parent, affiliates, or subsidiary
companies, or their successors, and assigns, as a corporate entity
or entities based on matters addressed in the Investigation, so
long as Southern Bell does not breach the Settlement Agreement.
Nothing in this paragraéh shall be construed to prevent the Qffice
from taking any criminal action against individual officers,

directors, managers or agents of Southern Bell, or of its parent,

affiliates, or subsidiary companies or their heirs, successors, or

assigns. Nothing in this paragraph shall be construed to prevent
any grand jury from issuing a report or presentment concerning the
Investigation. This paragraph shall not be construed to prevent
the Office, during the five (5) year period following execution of

this Settlement Agreement, from using conduct addressed in the

Investigation as predicate incidents in a criminal action against

-12-
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Southern Bell based upon misconduct unrelated to the
Investigation. . If the federal government or any local
governmental or law enforcement agency seeks to investigate or
charge Southern Bell, or its parent, affiliate or subsidiary
companies or their heixs, successors, and assigns for the matters
investiéated'in ﬁhe Investigation, the Office will advise such’
federal or governmental agency of this settlement.

14.

None of the costs associated with this Settlement Agreement
(including but not limited to the cost of all credits and refunds,
attorneys’ fees and expenses) will be included.in the customer
rates of Southern Bell.

15.

The Investigation shall not be deemed concluded or closed
prior to the expiration of the Review Period described in
paragraph 10 above.

| 16.

This Settlement Agreement and the exhibits hereto constitute
the entire agreement between the parties with regard to the
subject matter contained herein, and all prior negotiations and
ﬁnderstandings between the parties shall be deemed merged into the
Settlement Agreement.

17.
No representations, warranties, or inducements have been made

to Southern Bell or the Office concerning this Settlement

-13-
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Agreement, other than those representations, warranties and
covenants contained in this Settlement Agreement.
18.
Southern Bell and the Office acknowledge the technical and
logist;cal complexity of implementing and managing the payment.of
restit&ﬁion and the ;ransmittal of correspondence pursuanf to this

Settlement Agreement, of implementing and managing the Review

Program, of identifying the matters to be reported pursuant to

paragraph 11 and of otherwise managing Southern Bell's obligations
hereunder. With respect to the Review Program, the parties
acknowledge that Southern Beli may later discover that portions of
the Review Program may be impossible, infeasible or unreascnable
to implement. If such discovery is made, Southern Bell will
notify the Office to discuss the problem and to negotiate a
reasonable substitute for such program that is designed to achieve
the same purpose as the program that is replaced. ' Any resulting
dispute will bé submitted to the Special Master in accordance with
the procedure set forth in paragraph F(1l) of the Review Program.
The parties do not intend that this Settlement Agreement be
voided for minor, technical violations, but rather that it be
subject to being voided where Southern Bell willfully and
purposefully causes or allows a breach to occur. In the event the
Oifice contends that Southern Bell willfully and purposefully
caused or allowed a breach of this Settlement Agreemént to occur
and the breach tends to undermine or circumvent the obligations
under this Settlement Agreement, the Office will provide writteﬁ._

notice of the claimed breach to Southern Bell and provide Southern

=14~

..




.

RESS) 4 \5

Bell with a reasonable opportunity, not to exceed forty-five (45)
days, unless e&;ended by the Statewide Prosecutor, to address or
cure such claimed breach. After this period expires, the
Statewide Prosecutor will in good faith exercise her discretion in
deciding whether or not Southern Bell is liable for such conduct,
and ifuéo, whether or not to void this Settlement Agreement and
pursue a criminal action against Southern Bell, should all the
facts and circumstances justify such action. The Office will give
Southern Bell thirty (30) days written notice before any decision
to void the Settlement Agreement becomes effective. The right to
void this Settlemént Agreement expires upon the successful
completion of the Review period or any authorized extension
thereof.

19.

This Settlement Agreement shall not preclude Southern Bell or
the Office from‘participating in other judicial or administrative
proceedings or from introducing evidence in such proceedings
concerning the conduct covered by the Investigation to the extent
allowed by applicable rules of evidence and procedure.

20.

Southern Bell will develop a doéument retention policy that
reasonably is calculated to preserve documents and information
that the Company, in consultation with the Office, believes is
relevant to the Investigation.

21.
No waiver, modification or amendment of the terms of this .

Settlement Agreement shall be valid or binding unless in writing,
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signed by all parties and then only to the extent set forth in
such written waiver, modification or amendment.
22.

Any failure by any party to the Settlement Agreement to
insist.upon the strict performance by any other parfy‘of any of
the préﬁisioﬁs of this Settlement Agreement shall not be éeemed a
waiver of any of the provisions of this Settlement Agreement, and
such party, notwithstanding such failure, shall have the right
thereafter to insist upon the specific performance of any and all
of the provisions.of this Settlement Agreement.

23.

This Settlement Agreement shall be governed by, and censtrued
and enforced in accordance with,Athe laws of the State of Florida,
witﬂout regard to its conflict of laws principles. Any payments
made by Southern Bell pursuant to this Settlement Agreement;
including the payments described in paragraphs 3, 4 and 5 above,
include any an& all taxes that Southern Bell may be required to
pay'to the recipients of such payments, to any governmental entity
or to any other person. This provision shall not reduce any of
the payments which Southern Bell is required to make pursuant to
this Settlement Agreement and Southern Bell agrees not to seek a
refund or credit from.any leocal, state, or federal tax;ng
authority for any tax including but not limited to any gross
receipts tax or state tax, collected or paid by Southern Bell ana

related directly or indirectly to services for which Subscribers

-16-
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may receive a credit or refund pursuant to this Settlement
Agreement.
24,

The parties acknowledge that this Settlement Agreement is
being entered into'for the purposes of settlement only, that there.
has been no finding of liability of any kind, and that Southern
Bell is entering into this Settlement Agreement to avoid the
expense and length of further legal proceedings, taking into
account the uncertainty and risk inherent in any litigation.
Neither this Settlement Agreement, any exhibit or document
referenced herein, nor any action taken to reéch, effectuate or
further this Settlement Agreement or the settlement set forth
herein is, may be construed as, or may be used as an admission by.-
or égainst any party of any fault, wrongdoing or liability
whatsoever, or as a waiver or limitation of any claims, legal or

equitable, or defenses otherwise available to any of the parties.

Entering into or carrying out this Settlement Agreement, or any

.

negotiations or'proceedings related thereto, shall not in any
event be construed as, or deemed to be évidence of, an admission
ox concession by any of the parties, or to be a waiver of any
hgpplicable claim or defense, otherwise available.
‘ 25.

This Settlement Agreement, including its exhibits, were
executed after arm’s léngth negotiations between the parties and
reflect the conclusion of the parties that this Settlement

Agreement is in the best interests of all the parties hereto.
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26.

Each party participated jointly in the drafting of this
Settlement Agreement, and therefore the terms of this Settlement
Agreement are not intended to be construed against any party by
virtue of draftsmanship.

i | 27.

This Settlement Agreement may be executed in several
counterparts, each of which shall constitute an original and all
of which together shall constitute one and the sameé instrument.

IN WITNESS WHEREOF, this Settlement Agreement has been
executed as of the date first written above, by the undersigned
counsel of record for the parties hereto and/or by the parties
themselves in multiple counterparts, each of which shall be deemed

an original.

OFF1 OF /STATEWIDE PROSECUTION

L}

Sworn to and Su %irlbed to
bef me this ? day of By: /Melanie Ann Hines

, 18%2, in Statewide Prosecutor
Tallahassee, Florida

Yorti; O Aoosiecn,

Wotary Public
State of Florida

My Comm;ss;on Expires:
—
Ho!:w Publiz, Siote of Floride

My Commissizn Expiras June 2, 1993
p lond.d'l’l\m ain « lnsurance ing,

-18- .
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- Sworn to and Subsc€1bed to

before me this "7 day of

\C,c‘tb - , 1992, in
\N\A\r i ey ., Florida

\\ \u\.\.\{ - L(q

Notary Public
State of Florida

My Commission Expires:

OFFICIAL NOTAKRY SZAL
MARC IAN FISHER
NOTARY FUSLIC STATE OF FLORIDA
COMMISSION NO. AASE4023
MY COMMISSION EXP. APR. 20,1663

ReEC3\9

BELLSOUTH TELECOMMUNICATIONS,
INC. (successor to SOUTHERN
BELL TELEPHONE & TELEGRAPH
COMPANY)

//.4/

sepgh P. LatCher
President-Florida
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SOUTHERN BELL REVIEW PROGRAM

This sets forth the systems and operation changes, procedures
and ethics programs that Southern Bell has or will put into place
in Florida during the Review Period to address matters that have
arisen in Florida. Southern Bell is required to maintain these
system and operation changes, procedures, and programs only during
the Review Period and any extension thereof pursuant to paragraph
F(4) below. Implementation of the changes, procedures, and
programs described below will be reviewed in the audits described
in paragraph 10 of this Settlement Agreement. The term "optiocnal
services" as used in this Review Program includes the following
optional services: ' Call Return, Call Trace, Repeat Dial,
Preferred Call Forwarding; Call Blocking, Selective Call Blocking,
Caller ID, Call Forwarding, Call Forwarding-Line Busy, Call
Forwarding - Don't Answer, Remote Access Call Forwarding,
Three-Way Calling, Speed Call-8, Speed Call-~30, Call Waiting,
Memory Call, Inside Wire Maintenance, Trouble Isolation Plan,
Inside Wire Maintenance Combined Plan and Touchtone.

A. Institution of Ethics Program

1. Southern Bell will develop and implement a new ethics
education program. This program will be presented to
management and non-management employees of Southern Bell
in Florida. [Implementation: October 1, 1992.)

2. Southern Bell will revise its handbook "A Personal
Responsibility" to:

a. further emphasize ethics; and

b. promote the Company'’s "Hotline" number and assure
that there is sufficient capacity to handle
"Hotline" calls. [Implementation: October 1,
1992.)

3. Southern Bell will develop a "Code of Ethics" which will
be distributed to Southern Bell employees in Florida.
[Implementation: October 1, 1952.)

4. Southern Bell will change its management employee-
evaluation process and forms by incorporating two
additional performance criteria:

a. commitment to customer service; and

b. commitment to ethical business practices.
[Implemented previously.)

EXHIBIT C . .
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Creation of Corporate Responsibility and Compliance Office

BellSouth Corporation will create a new officer position
known as ""Vice President-Corporate Responsibility and
Compliance."” The person appointed to this office is
responsible, inter alia, for internal auwditing and security
supervision at Southern Bell. This officer also will act as
an "ombudsman®" to whom Southern Bell employees can

communicate complaints and concerns for appropriate action or

response, including, but not limited to, confidential
internal investigations if warranted. [Implemented
previously.)

Service Sales Changes

1. Southern Bell will confirm each new sale of any optional
service to residential and simple (one or two line)
business subscribers ("Business Subscribers") by sending
a letter to the customer stating the new service crdered
and the rate for such service. For new residential cr
Business Subscribers or those that transfer their
service, Southern Bell will confirm basic and opticnal
services and the rates for such service. Optional
sexrvices will be identified as optional in this letter.
The letter will state that optional services are not
required in order to obtain basic telephone service. It
also will state that optional services may be cancelled
at any time without a cancellation charge.
[Implementation: October 1, 1992.)

2. Southern Bell will review its sales training and
procedures materials and revise them, if necessary, to
instruct sales personnel to communicate clearly to
customers the optional nature of each optional service
that sales personnel recommend or a customer orders, as
well as a clear description of each optional service
recommended or ordered, and the rate charged for each
such service. Southern Bell also will prepare and
distribute a memorandum to all sales personnel in
Florida instructing them to communicate clearly to
customers the optional nature of each optional service
that sales personnel recommend or a customer orders, a
clear description of each optional service recommended
or ordered, and the rate charged for each such service.
This separate memorandum, and Southern Bell‘s sales
training and procedures materials, also shall advise
sales personnel to make clear to customers that optional
services are nct reqguired to obtain basic telephone
service. [Implementation: October 1, 1992.]

3. Southern Bell will discontinue sale of optional services
by non-sales personnel in Florida. Inguiries regarding
the purchase of services will be referred to Southern
Bell's business offices. ([Implemented previously.]
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Southern Bell will enhance the management and reporting
of its existing program for the observation of sales
calls between sales representatives and subscribers.
The results of local observations will be reported to
the Florida headquarters and to Southern Bell
headguarters in Atlanta. The results of the Florida
headquarters observation program also will be reported
to Southern Bell's headquarters in Atlanta.
({Implementation: October 1, 1992.]

Southern Bell will develop a self-inspection program to
be conducted annually for each sales office in Florida,
which program will cover the following matters:

a. sales personnel compliance with operational
procedures;

b. the transmission of letters confirming sales to
subscribers;

c. proper inputting of information regarding the
ordering, termination, or change in service
requested by subscribers; and

d. the level of sales activities of individual
employees (to identify potential problems).
[Implementation: October 1, 1992.])

Southern Bell will develop an enhanced internal auditing
program to audit the following activities:

a. the communication between sales persconnel and
customers of the services offered by the Company
and the rate charged for such services;

b. the transmission of letters confirming the sale of
new service to customers and the rate for such
service;

c. the proper inputting of sales information into the

company’'s billing system;

d. the level of sales by sales personnel to identify
any employees whose sales may exceed reasonable
limits (in an effort to identify improper sales

practices);
e. compliance with self-inspection programs;
f. consideration of findings and recommendations made

by Staff Review Teams following staff reviews; and-
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g. the conduct and administration of sales incentive-
programs. [Implementation: October 1, 1992.]

Southern Bell will not charge its customers for
cancellation of any optional service without fully
disclosing any cancellation charge before the customer
enrolls. [Implementation: October 1, 1992.]

If Southern Bell changes the name of one or more of its
Inside Wire Maintenance Plans or other optional services
covered by this Settlement Agreement, or includes one or
more of them in a revised service, plan or package, the
renamed, revised or packaged service shall be subject to
all of the provisions of this Review Program. Likewise,
conversions from one service, plan or package, to
another shall be subject to all of the provisions of
this Review Program governing sales.

Southern Bell will undertake to develop a means of
maintaining sufficient information regarding optional
services on subscriber telephones for reasonable periods
of time so that such information will be available to
make refunds, legally required, to subscribers.

Southern Bell also will undertake to develop a means of
training personnel who are responsible for making
customer refunds as to the proper procedures for
processing refunds legally required to be made.

System Chanaes

1.

Southern Bell will control access to the LMOS system.
Employees will be assigned personal identification
numbers and passwords. Access to the system will be
allowed only with the inputting of a valid access number
and password. [Implementation: October 1, 1992.)

Southern Bell will standardize MLT VER codes. System
changes will be implemented to prohibit changes to the
MLT VER field. {Implementation: October 1, 19%92.)

Southern Bell will limit the creation of Customer Direct
and Subsequent Reports to a specific identified group of

-employees. [Implementation: October 1, 1992.)

Southern Bell will develop system edit processes to
prohibit closing of trouble reports where disposition

.and cause codes are inconsistent. {Implementation:

October 1, 1992.)

Southern Bell will standardize the administration of the
Autoscreen rules. Southern Bell centrally will limit
and control access to the system. ([Implementation: - -
Octobexr 1, 19%2.)

LR
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6. Southern Bell will develop a method to block multiple
billing of a new optional service (oxr package of
services) if a customer already is being provided and
billed for the same service either alone or as part of a
package. [Implementation: January 1, 1993.)

E. PSC Reporting

1. Southern Bell will develop procedures to audit
information reported to the PSC regarding trouble report
processing times. [Implemented previously.]

2. Southern Bell will use receipt and final status time to
determine compliance with the PSC twenty-four (24) hour
interruption repair rule. [Implemented previously.)

3. Southern Bell will institute new management reports to

identify instances where a receipt time, different from
real time, is entered in the LMOS system.
[Implementation: October 1, 1992.])

4. Southern Bell will eliminate the use of the CON
Intermediate Status Code. [Implemented previously.}
5. Southern Bell will implement periodic reports that

identify invalid cause codes and that contain random
samples of excluded trouble, so that they may be
reviewed by local offices. [Implemented previously.]

L)

6. Southern Bell will allow troubles to be statused as 00S
only during manual or automated testing or initial
screening. [Implementation: December 31, 19%2.)

7. Southern Bell will review and standardize its Staff

"Review process. Reviews will be conducted by
headquarters management personnel. Findings and
specific corrective action required as a result of a
review will be made in writing and will be provided to
Florida State Headgquarters and company headguarters

management. [Implemented previously.]
F. .Remedies
1. A Special Master, mutually agreeable to Southern Bell

and the Office, will be selected to assist in the Review
Program and the Settlement Agreement. In addition to
the remedies set forth in paragraph 18 of the Settlement
Agreement, the Office may submit disputes regarding
Southern Bell's compliance to the Special Master. 1If
the Office elects to submit a dispute to the Special
Master, the following procedures will be employed. A
claim that Southern Bell is in noncompliance with the .-
Review Program or the Settlement Agreement first should
be discussed with Southern Bell and an attempt made
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to resolve it consensually. If a dispute regarding
compliance cannot be resolved consensually, it then
should be submitted by the Office in writing to the
Special Master with a copy to Southern Bell. Southern
Bell shall have twenty (20) business days to respond to
the claim in writing, a copy of which will be sent to
the Office. The Special Master may, upon request of the
parties, allow the submission of any writing, evidence
or argument in connection with any matter under .
consideration. The Special Master has the authority to
establish procedures for the submission of additional
documents, evidence and argument allowing each party
sufficient time to respond to any submission by the
other party. There shall be no ex parte communications.
The Special Master’s decision regarding compliance is
binding and shall be rendered within thirty (30) days
after submission of all matters for consideration.

In the event that the Special Master finds
non-compliance by Southern Bell with any of its
obligations under this Review Program, or any of its
obligations under the Settlement Agreement, the Office
may apply to the Special Master for specific
performance. In addition, the Office may seek a
monetary penalty. The Special Master shall determine
whether a monetary penalty should be assessed and, if
so, in what amount. The procedures for applying for
specific performance or a penalty shall be the same as
those set forth in paragraph 1 above. All fees and
expenses payable to the Special Master for work
performed in connection with the Review Program cor the
Settlement Agreement shall be paid by Southern Bell.
Any opinion expressed by The Accounting Firm regarding
whether the programs in the Review Program are
accomplishing their purpose shall not be used as a basis
for a claim of non-compliance provided the programs are
being conducted as designed. If The Accounting Firm
determines that one or more provisions of the Review
Program are not accomplishing their purpose, Southern
Bell will develcp and implement a reasonable replacement
program. -

Neither the existence of this Review Program, nor this
Settlement Agreement, shall preclude the Office from
bringing any civil or criminal litigation based upon
conduct occurring after the date of this Settlement
Agreement except as may be limited by the Settlement
Agreement.

For each month in which Southern Bell is in
non-compliance with any of its obligations under this
Review Program, the Special Master shall determine =~ -~
whether such non-compliance warrants that an additional
month will be added to the Review Program. If the

LS




KE X220

review period is extended for greater than six months,
an additional audit will be conducted after each
additional six-month period. 1If the period is enlarged
for 'less than six months or for one or more six-month
periods, plus a period of less than six-months, the
final audit will be deferred until the end of the entire
Review Program. :

The Office may reguest that The Accounting Firm perform
supplemental review work with respect to the Systems and
Procedures. Such reguest shall be in writing and shall
state the specific matter or matters of the Systems and
Procedures to be reviewed during the proposed
supplemental review. A copy of the supplemental review
request shall be sent to Southern Bell, who shall have
ten (10) business days to object to it by stating its
objections in writing to the Special Master. A copy of
the objection will be sent to the Office, which shall
have ten (10) business days to respond. The Special
Master shall decide if the supplemental review shall be
performed and the scope of and procedures for the
supplemental review. This decision will be in writing
within thirty (30) days after submission of all matters
for consideration. A copy of the decision shall be sent
to the Office and Southern Bell. The Special Master's
decision is binding. The cost of the supplemental
review shall be borne by Southern Bell.

All notices required to be sent pursuant to this Review
Program shall be by hand delivery (within the same city)
or by an overnight express mail service (Saturdey
delivery, if applicable), addressed as follows:

LB

To Southern Bell:

Mr. J. Robert Fitzgerald

Vice President and General Counsel
BellSouth Telecommunications, Inc.
Legal Department -~ Suite 4504

675 West Peachtree Street, N.E.
Atlanta, Georgia 30375

Mr. William S. Duffey, Jr.
King & Spalding

191 Peachtree Street:
Atlanta, Georgia 30303-1763

To the Office:

Ms. Melanie Ann Hines

Office of Statewide Prosecution

The Capitol ' - -
Tallahassee, Florida 32399-1050
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Southermn Bell
Jemes L. Preav Mi.m Boll Towsr
Goneral Security Manager 301 W. Bay Sreat
_ dancsmide, FL 320024400

Prone: (904) 360-2E23

October 3, 1980

RE: GEORGE MOSES SLOAN;
SERVICES TECHNICIAN
MARSHA ARN TAYLOR!
MAINTENANCE ADMINISTRATOR
ENPLOYZE DEFALCATION
FILE: 3-1l2~J-Y

- Mr, W. R. Parry
Generzl Manager-Natwork

20th Floor
Jacksonville, Florida

Dear Mr, Parry:
Attached is our Investigative Report regarding the two

( captioned oOrlande Network Division employees and thair
- igvolvament in adding unauthorized features ¢ subscribars!
lines.

Yours very truly,
Attachnents
ce: Vice President-Florida

Gc%?l Secgi'%’%ﬁag r
He Florida "Area

Vice President-Natwork
- ASSst. Vice Pres.-Becurity

General Manager-Persennel

Area Attorney

AVP~-Labor Relations
: FO4B02Z 010636

FO4A08Z 010636

HEADQUAR@ SE-CU§I;Y
0CT 9 1990

1 SOUTHERN BELL TEL & TELCO, |

~
LA
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10. 11. B O 10: 06 AM PO03.-17
- Bouth Cautral Ball
¥ e~ahemn Bell
- South perviess Investigative Report
Oher: _
m
Sists of Orgrs:
FIQRIDA,
Reporiing Orhes: _ invesugation AL . ba: ‘
ORLANDO, FLORIDA ORLANDO, FLORIDA 10=04~=50
Ths: GECRGE MOSEE SIOAN Cisssitiawtion:
SERVICES TECHNICIAN
ORLANDO, FLORIDA : EMPLOYEE DEFALCATION
MARSHA ANK TAYLOR ] Arponing llmn& Btens!
MAINTENANCE ADMINISTRATOR &, F. BRADLEY
ORIANDO, FLORIDA
Parint Covornd By lnvemigaben:
06-26~90 THROUGE 10-03-80

m

Synepis: Due to customer complaints, K. T. Jackson, Network Operations
Manager-Orlande Division, requested that Security investigate possible fraud
in the Network Sales Program by Gsorge M. Slean and Marsha A, Taylor, Network'

- employees being utilized for telephone solicitation sales. S8leoan was
( nterviewed and admitted that all of his sales refsrrals frem March, 1989 to
~@id June, 1990, increasing the Wiring Maintenance Plan to full coverage for
zn additional cost of $1.00 per month, were unauthorized sales with ne
custoner contact made. Company recerds raflect that during this period Sloan
submittaed a total of 25,292 such sales, Sloan clainmed that Network Assistant
Manager Deonald J. Babair suggested that he submit false sales. Taylor was
interviewed and also admitted that for the past two years she has submitted
unauthorized Wiring Maintenance Plan upgrade sales. 5She advised thest at
leagt 75% of her total upgrade sales ware submitted without contacting the
subscriber. Company reccrds reflect that during this twe year pariocd, Taylor
subnitted a total of 19,224 .s2les to upgradse the Wiring Maintenance Plan on
suhecriber lines. Taylor advised that she was following mnanagement
instructiona from Assistant Managey Donald J. Babair to submit falss sales.
Babair was interviewed and denied being aware that Bloan and Taylor were
cheating on thair sales and alse denied that he either suggested or

instructed them teo cheat.

ARTHUR F. BRADLEY

ASSIS VICE-PRES.,-SEC. :
VICE %. FmRImS KOT TO BECOME PART OF RMPLOYER'S .

VICE FRES, NETWORK PERSOXNEL FILLS
BT, XIC: ig:g;;g;ggn RELATIONB Z FO4B02Z 010637

GENERAL MANAGER~NETWORK . R .

AREA ATTORNEY \ SRR FO4A08Z 010637

ey Belisauth Securmy
The pua: 11T v E Restnciss L




1D. 11. 50

10: 08 AM

INDEX
FREDICATION
- BACKGROUND
DETAILS
INTERVIEW OF MARY JANE HARRELSON

INTERVIEW
INTERVIEW
INTERVIEW
INTERVIEW
REVIEW OF
INTERVIEW
REVIEW OF
INTERVIEW
INTERVIEW

—by— ’

OF JULIE B. FARAGLIA
OF RAYMOND J., MANN

OF DONALD J. BABAIR
OF GEORGE MOSES ELOAN
SLOAN'S BALES RESULTS
OF MARSHA ANN TAYLOR
TAYLOR'S SALES RESULTS
OF JONAH F. BRADLEY
OF RICHARD W. NEWSOME

BECOND INTERViEW OF DONALD J. BABAIR

INTERVIEW
INTERVIEW
INTERVIEW

OF RONALD E. BROWNING
OF GARY LEE MASER
OF LAWRENCE E. BATCHEIOR

INTERVIEW OF RENEE HILL BNITH

INTERVIEW OF ADELINE WALTON LYWIS (JOY FOLLEY)
INTERVIEW OF BEATRICE GRIGGS LEATHERMAN

COMPANY RECORDS

SUMMARY OF INCENTIVE GIFTS RECEIVED FOR EALEB

DISPOSITION

W AT \)\g§:5

PO4~1"7

BDQO\UIUNPP

288 B EYNBRREBEER L
{

FO4B02Z 010638

FO4R0BZ 010638



Wob— oY

10, 11, 80 10: 08 AM PODE1 7

EREDICATION

This investigation was initiated on June 26, 1990, based
on a requast from Mr. H. T. Jackson, Opserations Manager-
Network/Orlande Division, that Becurity investigate posaible fraud
in the Natwork £esles Program by George M, Bloan, Barvicess
Tachnician and Marsha A. Taylor, Maintenance Administrator.

The following investigation war conducted by A. F.
Bradley, Staff Manager~Security.

BACKGROUND
Pazmonnel Records Revimy
George Mosas Slcan =

Enployee Sloan is & Services Tachnician in the Orlando
Network Sandlake Distriet. His net credited service date is
January 10, 1972, his date of birth iz Januvary 20, 1948, and his
current rate of pay is $616.00 per weeX. His last Performance
Evaluation dated January 24, 1990, reflects satisfactory in quality
¢f work snd more than satigfactery in quantity of work. His file
also reflects the following entriss:

Date Rescription
07-29-87 Warned - regarding failurs teo follow Company safety
practicas. ‘
—~-04-14~88 Counselled - ragarding attendance.
04~04~-89 Counsaelled -~ regarding attendance.

His f£ile indicates that he was covered and signed the
booklet, "A Personal Respensibility" on September 22, 1988.

A public records review was conducted and was negative.
Becurity Organization records reflect that employee Eloan was
intarviewsd by Security on January 15, 1986, regarding a personal
check submitted by him for telephone service, that was returned by
his bank for insufficient funds. He immediztely coversd the check
in the azmount of 5103.35.

Marsha Ann Taylor -

' Employes Taylor is a Maintenance Administrator in the
Orlando Installation/Maintanance Centar. Her net credited service
date im August 28, 1968, her date of birth is July 8, 1930, and her
current rate of pay is $315.00 per week. Her last Performance. _
Evaluation dated January 22, 1990, reflects more than satisfactory
in gquality and guantity of work. Her file aigc reflects the
following entries: ' ‘ g

FO4B02Z 010639

FO4A08Z 010639
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lake Description

01-07-82 ‘ Counsselled - resgarding attcndﬁncu.

10-27-B3 Counsslled - regarding attendances.

03=01-85 Counselled -~ regarding unacceptable manner of

handling customer contacts.
08=-01-89 Counselled - regarding attendance
06=22=50 Warned -~ regarding correctn;sa and proper completion

of Company and cusatomer racords.

Her file indicates that she was Eovercd and signed the
booklet, "A Personzl Responsibility" on Septembar 15, 1988,

A public recordes review and Security Orqaniza.ticn records
review indicate no raferences for Taylor.

RETALLS

Cn June 1%, 1990, Ron Tyo, Opsraticne Manager for thas

North Florida Customer Services Central Digtrict advised Oparations

Manager Jackson, by letter, that representatives in the

Brooksville, Florida Customer Services 0ffice had received gour

subscriber complaints on June 12, 1990, challanging ¢the Wiring
—~Maintenance Plan cost on their bill,

The subscribers complained that without <their
authorization, the Maintenance Plen had been upgraded from coverage
for the inside wiring and jacks (WMR) costing $1.50 per month to
the full Maintenance Plan (BEQ1X), which includes coverags for
trouble isolaticn at an additional cost of $1.00 per menth. The
subscriber advised that they did not order the additional covarage
and weres not cantacted by anycne from Southern Ball attempting to
sell the mervicea.

Initial investigation by Mary Jane Harrelson and Julie
B. Pragalia, Assistant Managers in the Brooksville Customer
Services 0ffice, determined that on 21l four subscribers, a Natwork
Bales Referral Form (0065) had been forwarded by Network employse
Geaorge M. Sloan (8zles Code B24IEIN) to the Jacksonville Service
Ordar Group for procassing.

At the direction of C. T. Gardner, Manager of the
Brooksville Customar Services Office, additional XNatwork Sales '~
Refarrzl forms ware obtained for review from the Jacksonville
Service Order Group Hold File. Twenty subscribers were contacted
and guesticned with care and discretion by Harrelson an:l‘rragnlia
regarding the upgraded Maintenance FPlan added to their servica.

F04B02Z 010640 FO4A08Z 010640
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Sixtean subscribers with sales referrals submitted by Sloan stated
that they did not order the additional service, and wers not
contacted. One sales referral submitted by Sloan upgraded the
Maintenance Plan on May 14, 1990, Company records reflect that the
upgraded Maintenance Plan was actually sold to this subscriber by
a Service Represantative on May 1, 1990. On another salas referral
subnitted by Sloan on May 7, 1990, addad tha upgraded Maintenance
Plan on service that had been disconnected on May 3, 1990, -

Three of these sales refarrals waers preparad by Network
tuployee Marsha A. Taylor and were also contacted, In each case
the subscriber advised that they did not order the additional
sarvice and was not contacted. a : '

Prior to referring this matter to Security, Operations
Manager Jackson advised his managers to immediately instruct all
Network employees involved in sales, including Slcan and Tayloer,
to refer all potential sales through GoldLine. This would exclude
any incorrect or possible unauthorized feature being added to a
subscriber's service. On all sales referrsed through GoldLine, the
subscriber is recontacted by a Service Representative. The sale
is Ieriréed, cost to the subscriber is gquoted and a service order

5 l88uUad. .

interview of Marxy Japne Harrelgon

on Sap:l':cmber 10, 19%0, Mary Jane Harrelson, Assigtant
Manager in the Brocksvilla, Florlda Customer Services Office, was
interviewed and provided the following signed statemant:

"Brooksville, Florida
Septenber 10, 1950

I, Mary Jane Harrelson, do hereby make the following free
. and voluntary statement to A. F. Bradley, who has identified
himself as a Staff Manager for Southern Eall Telephone Company.
I realize any statement I make may be used as evidence. -

: I am forty=-one years old. My birthdate is June 25, 1949,
and ny Social Security Number is I an employed with
Southern Bell as an Assistant Manager-Customer Services in
Brooksvillae, Florida.

On June 14, 1990, one of Service Representatives

received a call from Brooksville subscriber 904=596~
1678. Tha customer complained that the Maintenance Plan on her
bill had been upgraded and that she had not given Southern Bell

{ 1%
authorization to make the changs FO4B02Z 01064)
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T called Accounting in Jacksenville to obtain a completed

. order to determine the sales code of the employes that sold the

3z

3¢

upgraded service. The completed order reflected employse sales
code B24IELIN assigned to George M. Sloan, a Natwork exmployse in
Orlando, Floricda. '

. When I called Servica Order to get a copy of ths sales
referral used to add the service to a customer's bill, I was told
by the clerk I spoks with that her office had thousands of the
sales yefarrals and that their office was working overtime to
process than.

I referred the incident to my supervigor Charlle Gardner.

We discussed the problem and he instructed me to racontact

Accounting and obtain a group of the sales referral sheats so that

ve could contact several customers to determine if they were aware

gl:: rhebrffrade in their Maintenance Plan prior to them rsceiving
elr .

The majority of the sales referral sheets sent to me by
Accounting wers prepared by employee Sloan. The remaining sales
referral sheets were preparsd by the c.nrloyu assigned Sales Code
B24INOF. I later determined that this sales code is used
orlando Network employee Marsha A. Tayloer. T called a total of
alaven cuatonars from the group of sales referrmls, eight prapared
by 8loan and three prepared by Tayler. On each call the customer
advised that they aid not order the upgrade on the Maintenancs

Plan, and had not baen contacted by anyone trying to sell them an

upgrade.

In the presence of Mr. Bradley, I placed one ¢all to a
Merzitt Island customer reflecting the Maintenance Plan upgrade in
April, 1990, sold by employee Sloan. The customer subscribing to
407=452~8429 advised that she did not order the upgrade and she
was not contacted.

I alsc called Brooksville custoner ]
subgeriber to $04-896=-1508. The service order reflects that Sloan
upgraded her Maintenance Plan on May 22, 1950. advised
that she was in Michigan during May and could not have baen called.

. Sales referral dated May 14, 1950, for 904-596-0036 by
employee Sloan, reflects that the Maintenance Plan was upgraded,
However, the records indicated that this upgrade was previously
dona by a Sarvice Raprasentative on May 1, 1990. .

: Sales referral dated May 7, 1990, preparad by employes
Bloan on 904=376~5816, reflects that he added an upgrade to the
Maintenance Plan that dats. Company records reflect that this
service was disconnectsd on May 3, 1990.

B s R g SR PR
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In My. Bradley's presence, I picked at randem a Natwork
salas refarral prepared by employee Taylor on 407-349~5861, The
order was prepared on June 5, 1990, adding the complets Maintenance
Plan adding $2.50 to the monthly bill. Subscriber advised
that no one had contacted hin regarding the Maintenance sarvice
and that he had his own test egquipment and did not need ouy
Maintenance Plan. = - -

I have read the above statement consisting of three pages

and it is true to the best of my knowledge and belief, I have

initialed each page and corraction.

Signed:

Jane Harrelsan
Agsistant Manager-cusat. Services
9-10-90

Witness:

A, F. Bradlay

Staff Manager~Sacurity
9=10-50" i

As mentioned in Harrelson's statement, she requested a
group of sales referral sheets (Form 0069) from the Jacksonville

—~Service Order Group. She raceived in excess of 500 referrals. The

majority of these referrals prepared by employee Slean in May of
1990, were released by Harrelson to Bradley.

Intexviey of Julie B, Faraglia -

on Septembar 10, 1990, Julle B. Faraglia, also an
Assistant Manager in the Brooksville Customer Services Office, was

‘interviewed and provided the following signed stataement:

"Arooksvilles, Florida
Saptember 10, 1990

I, Julie B, Faraglia, do hersby make the !onowinq frea

'and voluntary statamant to A. F. Bradley, who has identified

himself as a Staff Manager for Southern Bell Telephone Company.,
I realize any statement I make may bs used as svidencs.

I am forty-two years old. My birthdate is Sseptember 30,
1947 and py Social Security Numbar is 018-36-7360. I am employed
with Scuthern Bell as an Assistant Manager-Customer Saervices,
Brooksville, Florida. o

FO4B02Z 010643
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In early June, 1950, tha Brooksville Customer Services
0f£fice received saveral customer complaints regarding the chargs
on their HMay bill for an increase ragarding their Maintanance Plan.
The incresss was 851.00 for upgrading ths Maintenznce Plan frowm
$1.50 per month to $2.50 per month. The $1.00 Increase was for.
adding trouble imolation to the plan.

Because of the volume of errors that were initislly
found, I was asked by my supervisor, Charlls Gardner to contact
several Brooksville customars to verify that they 4id, in fact,
order the Maintenance Plan upgradas.

I contacted ten custopers that ware Network sales
referrals in May, 1950, by employee George M. Sloan, whose sales
code is B24IELIN. All of the contaocts I made wers nsagative. In
each cagse the custoner advised that they had not bean countacted by
Southern Bell to add the addition to the Maintenanoce Plan. I made
aure in each contact that I asked if any other member of the family
may have been contacted, Again, in all cases I was told by the
subscriber that no one in their housshold was contaoted.

I had ten Network salss referral £lips that I used te
make ny customer contacts and wrota the custenmsr's comments on sach
sheet. I kave given these customer contact sheets to Mr. Bradley.

5

I have read the above statenent consisting of two pages
and it is true to the best of my knowledge and bellief.

— Bigned:
. Julie B, Faraglia
9=10-50
Witness:

A. F. Bradley
8taff Manager~Security
Septenmber 10, 1950"

on s.pttﬁber 17, 1990, Raymond J. Mann, Manager-Network,
responsible for ths Orlando Bandlake Installation and Maintenance
Digtrict, was interviewed and provided the Zfollowing signed
statanment: .

"orlande, Florida
Baptember 17, 1990

I, Raymond J. Mann, do hereby make the following free and
veluntary stztament to A. P, Bradley, whe has identified himself
as a Staff Manager for Southsrn Bell Telephone Company. I realize
any statament I nmake may be usad as evidencs. ' E04BOZZ GEA
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I am Zorty-six vears old. My birthdate is November ¢,
2 1543, and my Sccial Sacurity Number 1is I an exmploysd
with Southern Ball as a Manager-Network in the Orlande, Florida
sandlake District. My office im located at 21227 8. Division
Street, Orlando, Florida, and I can bs reached at 407=425=-1707.

I took over the Sandlake Installation and Maintenance
group in April, 1590.

I+ has bsan the practice in our digtrict to have at least
ons enployee whan poasible to work full times on telsphone salas.
Normally, this person would he an employee on light duty. When the
%ond wguld,pcrmit, any one of & suparvisor's employee might be used

or salas.

When I cane inte the s5andlake District, BServices
Tachnician George M. Sloan, undsr the sgupervision: of Assistant
¥anager Don Babair, was parforming the sales job. He placed calls
to subscribers from an office at the Divigion Street Work Center.

Since I was naw in tha digtrict I did not concentrats on
gales and left the management of Sloan in the sales job to his
supervisor, Babair., Sometime in May, 1990, my Opsraticns Managsr

" Hal Jackson advissd me that Residance Operations Managar Ron Tyo
had received four or five customar oocmplaints, that the Wiring
Maintenance Pian had been upgraded on their service without
authorization. Thess complaints were all from sales by Sloan, I

—~perscnally went to employee Sloan and guesticned hizm about the
sales. He assured ne that all of his sales ware legitimate. I
instructed him to maintain detailed recerds on each of his sales
regarding the time of day and to whom he spoke with on all
subscriber contacts.

I discussaed ny conversation with Sloan with Operations
Manager Jackson. BSince the GoldLine Sales program was just getting
startad, it wvas decided by Mr. Jackson and pyself that all future
sales by anyons in the district would be referred through GoldLina.
Vhenever .a sale is referred through GoldlLina, employees in that
group racontact the gubscriber and confirm the sale. This would
insure that no unautherized sales ware being nmade, :

In my sales experignse it is not unusual to have an
cccasional subscriber cancel a service. PFor instence, if a wife
bought a service and the hugband did net want the additicnal
axpsnse. Howavar, this would be rars. :

In late Juns, 1990, it was brought to my attention that- -
additional sales by exnployes Sloan were besing cancelled by
subscribers claiming they wars not contactsd. Thess again vers
salas in May prior to Mr. Jackson and nysel?f instructing Elean and
all other smployeas to refsr all sales through GoldLine. -

£04B027 010645 FO4A08Z 010645
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Following these sales complaints Mr., Jackson advised me
that he was referring the possible sales problem to Sacurity for
their review.

’ . Bacause all sales were then baing referred through
GoldLine elininating any poesible unsuthorized sales and the matter
wvas beling referred to Security, I felt that I neaded to take no
further action pending the results of the Security reviaw.

I have read the above statement coneisting of three pagas
and it i{s true to the bast ¢f my knowledge and belief, I have
initia)ed each page and all corrections.

signad:
R. J. Mann
$=17-%0

Witness:

A. F. Bradley

£tealf Manager-security
$=17~-950% :

Xnterview of Donsid J, Babair

On Saptember 17, 1990, Donald J. Babair, employse Sloants
immediate supervisor, was interviewed and provided the follewing
signed statement to Bradley in the presence of Manager Mann:

sprlando, Florida
September 17, 1990

I, Donald J. Babair, do hereby meke the following fres
and voluntary statement to A. - F. Bradley, who has identified
himaself as a Staff Manager for Southern Bell Telephone Company.
I realize any ptatement I mzke may be used as evidence.

I an 53 years old., My birthdate is February 36, 1937,
and nmy Social Becurity Number is _ I am employed with
Southern Ball as an Assistant Manager-l&¥, and my NCS cdate 1is
November 25, 1966.

Gaorge M. Slocan is a Service Technician reporting to me.
I.have Sloan working in Installation and Repair as needsd. Whan
the work lomd i{s not hesvy, I remove him from I&M work and put him
on sales. George contacts customers either by telephons or in
persen to =ell Custom Calling features, Maintenance Plan,-
RingMaster, etc. He will use Company records to determine what
fentures a subscriber has on their service. He will then call the

FO4B02Z 010646
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customer and attappt to sell them 2 new feature or geat them to
upgrade a servics., I have besen advised by SBacurity Staff Manager-
Eradley that several sales shown on Coxpany records as mads by
employes Sloan have come baok. Either the customer has callad in
clainming they did not order the service or whan a customer has bean
contacted, they claim again that they &id not order tha mervice.

I nave reviewed 28 customsr records with Mr. Bradley,
vhares in each case the customsr called in or was contacted and
denied that they wers contacted by Bouthern Bell regarding an
upgrade in the Wiring Mesintenance Plan. An upgrade in the plan
would increase the customer bill for this sarvice from §1.50 per
month te $§2.50 per month.

I am aware that employes Sloan has made several hundred
sales in a month, However, it is my feeling that this nunber ol
discrepancies is unusual,

This problem has come up before with Sloan, but not in
this volums. He was guesticned regarding 5 or € sales returns in
a month and he assursd me that his sales ware on the up and up,
This preblem came up last summer or fall, and I was not aware of
any additional probleams until this incident. He was instructed to
maintain good records as to who he speke with when he made a sale
to a subscriber. '

- If cugtomer salas are being inpreoperly reported, I am not
aware of it. I do net condons nor have I sver instructad smpleyes
Eloan to report improper sales.

I have rsad the above statement conelsting of 2 pages and
4+ 48 tvus. I have initialed each page and all corrections.

Bigned:
D. J. Babair
Vithens:
Re J. Hann
Manager-Network
$«l7«%0

A. F. Bradley
Staff Manager-Security
9-17-90"

Interviev of George Moses Sloan

On Septenmber 17, 1990 and Septenbar 18 1950, employee
Sioan was interviawed mnd provided the following eigned stateanmant
to Bradley in the presence of Manager Mann: FO4B02Z 010647
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"Oorlando, Florida
Saptembsr 18, 1990

I, George Mosas Sloan, do hersby make the following frae
and voluntary statement to A. ¥. Bradley, who has identified
hinself as & Staff Manager for Southarn Bell Telephone Company.
I realize any statement I make may be used as evidencae.

I anm forty-twe years old.. My birthdate is January 20,

1948, and my Social Security Number is I am employed

with Southarn Bell as Services Technician and my NCS date with

Southern Bell ig January 10, 1872, I report to Mr. Don Babair at

%g?? Division Street, Orlando, Florida, and I may be contacted at
~425~1707.

In March, 1988, I was relieved of my job as a Bervices
Technician, and breught into the office to make telephone sales to
subscribers, I concentrated on sales of Custom Calling fesatures
and the Wiring Maintenance Plan.

After a couple of weeks on the cales job, it was brought
to my attantion that my sales were not asg good as cothers in nmy
district. My superviscr, Don Babair, came to ne cone day to discusa
my low salsg. He suggested that one way ¢o increase py sales was
to raview customer recerds and Zind thosze subscribers that have
only the Inside Wiring and Jacks Flan (WMR) and upgrade them to the

—~full Maintenance Plan (BrXQiX), without making a sales cantact with

the subscriber. He stated that the subscriber really nesded the
upgrade, and it would only cost then an extra $1.00 per month that
they would not neotice on their bill.

I took my supervisecr's suggestion and began submitting
NetworXk Salssz Rafarrals without contacting the subscriber on lines
that only had WMR Maintenance. Since Mid March, 1989, I estimata
that I have taken unaarned cradit for hundreds of thz upgraded
Maintenance Plan sales without contacting any of the subscribers.

I have reviawed 499 Network Sales Referral sheets that

I submittad in May, 1990. All of thess are sales rafarrals I
subnitted without contacting the subscriber. I @id not ksesp any
records of my sales referrals since March of 198%, however, I did
suhmit a gubstantial numbar of referrzls sach menth on subscribers
that I did not centact. During this pericd I only submitted
unauthorized referrsls on the upgrade of the Maintenance Plan. All
other sales referrals that I submitted on Custom Calling featuras .
or RingMaster were actusl stles from & customer contact either by
the telephone or in person. .
: ' ~ FO04B02Z 010648
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Fellowing the' initial suggestion from my supervisor
Babair to mubmit unauthorirzed sales, we have not discussed the
matter again. -

I continuad to subnit unauthorized Maintenance Plan sales
until the GoldLine sales rafarral program went intoc sffect in my
district in June of this year. Undsr the GoldlLine Progranm, all
sales are refarred to GeldLine and they recontact the subsoribar
and confirn the Eale. This made it impossible for me to submit a
szls without first making contact with the subscriber, :

My second level supervisor from March, 1989 until April,
1990, was Mr, Ron Browning. He was not aware that I was submitting
Zalee sales referrals. I never discusssd xy sales with Mr,
Browning. . Any discussion I had with managament about sales was
with my supervisor, Don Babair. . _ :

Approximately two months zgo, I was approached by ny
present 2nd level supsrviszor, Ray Mann. He advised me that some
of my sales were baing gquestioned that they may be unauthorized.
I told him there were no problems and that all of my sales ware
legitimate. He instructed me to maintain good records of who I
spoke with when I call a subscriber so that I could prove my sales
were legitimate. This was about the sams time that the GoldLine
Program went into effect, I started making the sales reaferral
sheats with either an M or T to indicate that I either spoks with
the Mr, or the famale of the family. .

0

Approximately five years ago, I was cut back from
supervisor to craft. I felt that I was unjustly cut back and
startaed to have a very peor attitude about my job.

When I was sgked to come into the office to concentrate
taly on salas, I falt that this-was a good opportunity for me not
only to reverse my poor attitude, but to also prove to the company
that I was & good contributing smployes. 1 worked very hard in
the beginning on sales, but was not keeping up with the sales made ..
by others in my dimtrict. Because of this, I decided to take my -
superviscr's suggestion to refer sales without contacting the
subscribar, so that I would look good in the syes of the company.

: I received a lot of gifts for my unauthorized sales.
However, this was not my main sbjective. I truly wanted to appear
to the company to be 2z good and centributing employes.

I anm glad that this problen has been uncoversd. I knew

- that what I was doing wes inproper, and it has dothered me ever
: since I startead. 5

: FO4B02Z 010649
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I have read the above statement consisting of four pages
and it is trus to the bast of my knowledge and balief. I have
initizled all pages and corrections.

Bigned:

George M. 8loan
9=-18-%0
Witness: '
A. F. Bradley

8taff Manager-security
9=-18-50

R, J. Mann
Manager-Network
9=lg=-poM"

Reviey of sioan's Sales Resulte

All Company employees in the position to have frequent
sales opportunities are aszigned a sales code. In the case of
employee Slosn, his sales code in 1990 through the end of Pebruary
was B24IELI. From March to the present, his asaigned sales code
is B24IEIN. Employes Taylor's zales code for all of 1950 has bsen
B24IDOF.

Sales are tracked on a stles report computer printout

~{Form 2011A). The printout reflects monthly and year-to-date sales

by sales code as well as the amount of revenues to bs received from
the =ale for six months.

Following +the interviaw of 5loan and bafore any
additional interviews were conducted, the sales printouts for the
Orlande Network Division were reviewed for 1990. The sales
printouts for 1985 waras not immediately available from the service
ordar group or-the Network staff bsfore other interviews wvare
conducted, however, to facllitate this report, thea 1589 and 1950
sales totals for employee Sloan are reaported as follows:

) Totals For
yna Sale ‘ 1889 19380 1989 ang 1990
Wiring Maintenance Plan 18,987 6,308 25,252
RingMaster b 3 0 36
TouchTone 1 2 3
TouchB8tar Faatures _986 4 100 ' "=
Total Eales - 18,100 6,311 25,411
Reflected 6 Mo.Revenue $120,B67 $42,036 75112,923 F04B022 010650
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As stated earlier in this report, instructions ware given
in late June, 1950, that all salas in the Orlando Natwork Divisien
would ba referrsd through GoldLine. The salas printouts for July,
August, and Septeambar, 1590, raflect that the total sales submitted
by employse Blocan werse eight Wiring Maintenance Plans.

Xnterview of Marshs Ann Tavior

On Saptember 19, 1950, enployes Taylor was interviewed
and providad thae following signed statement to Eradley in the
presence of her immediate supervisoy, Larry E, Batchelor:

"orlando, Florida
Ssptember 19, 1550

I, Marshe Ann Taylor, do hereby make the fellowing free
and voluntary atatement to A, F. Bradley, who has identified
himself as a Staff Managar for Southern Bell Telephone Company.
I realize any statement I make may be used as svidence.

I am forty vears old, My birthdate is July 8, 1550, and

}7 ny Botia)l Security Number is I en exmployed with

Southern Bell &3 Maintenance Adninistrator reporting teo Mr., larry

?atchalar at 7900 Mandarin Drive, Orlando, Flerida. My NCS date
& 8~28~68. :

-~ In the Orlando Maintenance Center since the consslidation
with the Sandlake Maintenance Cantesr, there has been at least one
exnployee assigned to telephone sales solicitation. These sales
c;ntacts with subscribers concentrated on the Wiring Maintanancs
Tlan.

Within the last two years I was assigned this job.
Initially, I worksd for Mr. Don Babair, who was in charge ¢f the
stles program at the time. Prior to my assuning the sales job,
fellow enployees Bez leatherman and Joy Folley haa the job.

¥hen I started in =ales I was instructed by Mr. Babalr
to upgrade the Maintenance Plan on subscriber lines having only the
Inside Wiring Maintenance, to tha Full Maintenance Plan. This
wvould incraase the stbscriber's bill from 51.50 per month to $2.50
per month. Mr. Babair instructed me to add the upgrade without
contacting the subscriber.

I xnew when I took over the males job that Bas Laztherman -
and Joy Folley had alse upgraded the Maintenance Plan on subscriber
lines without contacting the customer. I recall that aither Bea
or Joy mantioned to me that the subscribsr would not notice the
increase, because most people don't look at their telephene bill

that closely. FO4B02Z 010651
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After Don Babair left the Maintenance Center, I was
placed under the supervision of ¥r, Dick Newsome., Mr. Newsome and
I never spacifically discussed that I was adding the Maintenance
feature to subscridber lines without making contast with the
subacriber. Howevar, I fesl that he knew what wag goinyg on,
bsczuse on more than one occasion Mr. Newsome came to nme and told
pe not to send anymore sales refarrals in that month, He stated
that toc mpany refsrrals might initiate an investigatien.

I also wvorked for Mr. Gary Maser for approximately six
months, I feel that he knaw what I was doing, but told me he did
not want to . know anything about it.

Mr. Jonah Bradley also knew what was going on. He also
cama t¢ me on more than one occasion telling me to hold off sending
too many saler referrals in. I assume that he was oonoerned like
Mr, Newsome, that a large number of sales in a particular month
night cause problens.

My present supervisor, larry Batchelor was not aware that
I added features to subscriber lines without contacting them. He
has specken to me three times regarding problams with my sales and
placed a warning entry in my record regarding correctnaess and
proper completion of company and subscriber records.

When I came into the Maintenance Center, I was told by
fellow enmployeks not to make any waves and to do what I was told
or Management would make my life hell.

I Xknew that what I was doing by adding additicnal
features to subscriber lines without the subscribar's authorization
w38 wrong, and have had many nightmares about it. However, I did
what I was told by management. :

The majority of =my sales were the addition of the
upgraded Maintenance Plan. - :

"~ Reviewing Compeny records with Mr. Bradley reflects that
from January, 1990 through Nay, 1990, I seld 2733 upgraded
Maintenance Plansz. Of these I aatimate that approximately 28% of
these ars actual sales reculting from customer contacts. The
approximately 75% remaining ssles ware added to the subscriber
lines without making contact with the customer. I estimate all
previous sales I reported sinoe I took over the smales job would
brsak down the same way, 28% actual sales and 75% added without
contacting the subscribar.

I wag pulled off gales in late June and havq not done any

sales solicitation sincs.
F04B02Z 010652
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As I stated before, I knew that what I was doing was
wrong, however, I was following management's instructicons. -

I have read the above statement consisting of four pages
and it ix true te the best of my knowledgs and besliaf.

Bigned:
Marsha Taylor
$=19~90

Witness:

A. ¥. Bradley

Staff Managar-security
5~19«90

Witness:

L. E. Batchelor
Btaff Manager-IMC
9=)15~50"

Raview of Taylocrls Saler Remults

The 1388, 1985, and January through June 1990 salas for
Taylor as raeflected on the sales printouts are as follows:

Total For
Type Sale 1988 APES 2920 42688-19990
Wiring Maintenance Plan 5,262 11,538,  2,%22 19,723
~etom Calling Features o . 10 o 10
TouchTone 3 3 16 ¥ |
Prestige Service 4 0 0 4
TouchStar Featurss -2 ) — —L
Total Sales 5,269 . 11,552 2,540 19,761
Reflected 6 Mo.Revenue $31,467 $78,821 815,861 8129,94¢9

On Septanbar 19, 1990, Jonah F. Bradlsy, Manager cf the
Orlande Network Division Maintenance Center was interviewed and

vrovided the following signed statament: :
. F04B02Z 010653
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POrlando, Florida
Beptanmbar 19, 1§90

I, Jonah Franklyn Bradley, do hereby make the following
frea and voluntary statement ¢© A, ¥, Bradlay, who has
identified himself as & £taff Manager for Southern Bell
Telephone Company. I rsalize any statement I make may be ugsd
as avidanca. -

I an fifty-seven Yyesrs old. .My birthdate iz July 2s,
1833 and ny social sacurity number is I an
exployed with Southern Bell as Managar~IMC, Orlande, Ylorida,
and my NCS date is July 29, 19%57. _

In 1988, the Orlando and Sandlake Mauintenance Centers
consolidated under my supervision. Manager Ron Browning was the
manager of ths Sandlake Maintenance Center. At conselidation,
Browning was moved to a different job. All panagers reporting
to hin either xoved to & different job or were reassigned to xs,

At consolidation, Assistant Manager Don Babair was one
of the managers moving from the Sandlake Maintenance Canter te
my group. He advised me that he had a good sales program in the
Bandlake Digtrict and wanted to continue the program in =my
group. He advised ms that he wanted to continue to use
Maintenance Administrator Joy rFelley because she was very
successful in sales. I agreed and put the sales program under
his suparvision. When the work load permitted, Folley was
placed on telephone solicitation sales. I an not sure how she
obtained her leads as thet was handled by Babair. The sales
efforts ware concantrated cn the Wiring Maintenances Plan
primarily, and appeared tc he very successful. aAgain, I laft
this part of the business to Babair.

At cne point, Folley resigned fron the Company and Bae
Isathernman tocok har place as the sales contact persen, and I
belisve Babair still had responsibility for sales. After
leatherman, Taylor was put on sales,

Babair was then moved in the latter part eI 1988 to an
outside position, and I reassigned the sales responsibllity to
Aszigtant Manager Dick Newsome. Again, the sales sppeared to me
to be in goeod shapa under Newsone.

Bscause there were gifts associatsd with the sales job
for the manager of the person actuelly making the sales
contacts, I made the decision to rotate the manayers responsible

or sales. :
tor FO4B02Z 010654
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I den't racall the date, but I took Newsonme off the sales
progran and assigned tha Job to Assistant Manager Gary NMaser.
He Xept tha Job for approximately one ysar than I turned the job
over to Assiatant Manager Larry Batchelor. Batchalor kept that
Job until I suspended the sales program in Juhe, 1590,

I guspended the program when I racaived information that
thers may be an integrity problem in the sales program,

Over a twe year pariod, I received approximztely ten to
twelve complaints from the Residence Service Centers regarding
customer complaints that they had the wiring maintenance plan
added to their line without authorization or knowledgs.

I felt that this was such a small percentage of tha
overall sales, that these I received, maybe one a month, were
not a2 sign of a problem. I have khown of sales nade to one
menber ©f the family such as the wife or children and the
husband would call and cancel the szle aftar receiving the bill,

In approximately March of this year, I recelved z letter
through nmy supervisor, Opsrations Hanager Hal Jacksocn, thsat
several subscribers had complained they did not corder tha
upgraded Maintenance Program shown sold by Maintenance
Administrator Marsha Taylor.

. Marsha Taylor had baan placed in the =ales job alfter Bes
Jleatherman., Approximately two years ageo, Lsatherman was
terninated for attendance,

I gave the customer complaints to Assistant Maneger Maser
and after talking with Taylor, Maser was assured by Tayler that
all of her sales were lagitimzte. No further action was taksn
&t that time. )

Following receipt of the complaints in March, I received
additional complaints from other customers regarding the
Maintenancs Plan added to thair line without their knowledge.
These wsre also sales by Taylor.

Assigtant Manager Betchelor met with Tayler. Batchelor
did not accuse har of cheating but did place 2 warning in her
perscnnel file ragarding her correctness and propsr completion
of Company and customer records. . .

I did net take any further action and suspended the sales
progran completely. I took no Zfurther acting because I was
avare that Mr. Jackscn wag going to request that”Security review

the natta:. ' F04B02Z 010655
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I have been advised that enployee Tayler assumed that I
was avare that she was falsely reporting maslass.

Because of the nature of thae Maintenance Center business,
it was not possible to have a person on sales at all times.
Also, becausa of the cempetition in sales, I attempted ¢o shev-
a steady szles effort each month.

I have at tines personally gone to Tayler at the end of
- the month, espacially after a good month, and requested that any
sales not subnitted ba held for the following month. Since she
was tha only one sslling, this would allew us to show =&
compaetitive effort each month, even when she was assigned other
dutiss or on vacatien. The allegation made by Ms. Taylor that
1 2}6 knowledgs she was submitting unauthorized sales is totally
untrue. ‘ ‘

Adding unauthorized featurss to a subscriber’s line is
an obvious way to create customer complaints which can easily be
checked. In no way would I place my leng career with Seuthern
- Bell in jecpardy by endersing such actions as this. ' :

T I have read the above statemant coneisting of 5 pages and
it is true to tha best of ny knowledge and belief. I have
initialed each page and all corrections. '

: Bigned:
- : Jonsh F. Bradley
quo «-IMC
9wls=80

Witness:

A. T. Bradley

Staff Manager-security
Beptenber 15, 1990"

Interview of Richard W. Newsome
On September 1%, 1990, Richard W. Newsonme was interviewed
and provided the following signed statement:

"Orlando, Florida
Septembar 19, 1990

I, Richard Walton Newsome, do hereby make the following
fres and veoluntary statement to A. F. Bradley, who has.
identified himmelf &2 a Btaff Manager for Southarn Ball
(ﬁl Telephone Company. I reslize any statsnant I make mey be used

as svicance :
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I am fifty four years old, My birth date is March 22,

2 1936 and my social smacurity nunber is _ . T anm

employed with Southern Bell as an Asgistant Managar, INC, in the
Orlando, FTlorida District Malntenance Cantar, )

In the Orliando Maintenance Center we hed 2 sales
Bolicitation program until it was suspended in Juna of this
year. The Bsales program consisted o2 one person making
solicitation calls to customers when they ware not performing .
their normal duties.

Maintenance Administrator Marsha Taylor was the last
exployes used on this job.

It is ny understanding that the stles progranm was started
by Assistant Manager Don Babair when the Sandlake Maintenance
g;gtar and the Orlande Maintenance Center wars consolidated in

B.

Approximataly two years age, Marsha Taylor was moved from
Balfair's supervision to nine, giving me the rasponsibility feor
sales.

Although Taylor reperted to ma shs was left zlone ts make
sales contacts, she was given an office, a telephons and
custener printouts to make her calls. Har salaes were very good
and it appeared that vary little supervision was reguired.

™ ¥hile Taylor was under my supsrvisiocn, I had ne indication that
she night be submitting unauthorized sales.

It was recantly brought to my attentien by Assistant
Manager Batchelor that several complaints had been rsceived 2rom
subgeribers that the Wiring Maintenance Plan had been added to
their sarvice without theiy authorization. I was also advised
that in all cases the sales were subnitted by employee Taylor.

I have been advised that employse Tayleor has admitted to
Mr. Bradley that she has submitted numercus sales of ths
Maintenance Plan on subscribers’! lines without contecting the
subscribaer,

I have alsgo been sdvised that Taylor indicated to Mr.
Bradley that I was aware that she was taking oredit for
unauthorized sales.

I was not aware until recently that Taylor was subnitting- -
(ﬂ_ unauthorized sales. Har statement is totally untrue that I had

; knowledge of thisx, - '
| . FO4BO2Z 010657
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I do recall geling to Taylor when she worked for me, when
we had a good month ©f sales, and askirg har te hold back any
unreported sales that month and hold tham for the feollewing
month, This was done &0 that wa would have an even flow of
salaz froxm the Maintenance Canter for sach month. i

Again I was not awazre of any unauthorized sales by Teylor
vhile she was under ny supervigion and certainly did not
instruct her or ask her to cheat.

I have read the above statement consisting of thres pagas
and it is true to the best of ny knowlsdge and balief. I have
initialed sach page and all correcticns.

Signed:
Richard Walton Newscpe
Agst, Mgr.-IMC
9=15=950
Witness:
A. F. Bradley
Staff Manager-gecurity
Septasmber 18, 1990

Jonah F. Bradley
¥gr.~IMC
S=15=50"

Sacond Interviegw of Donald J, Babairx
On Septembaer 20, 1950, Donald J. Babair was re-

interviewsd and provided the following signed statement to
Bradley in the presence of Manager Raymend Mann:

"Oriando, Florida
Septenmber 20, 1990

I, Donald J. Babalr, do hareby make the following free
and voluntary -statement ¢o A. F. Bradley, who has identified
hinsel? as a staff Manager for Southern Baell Telsphone =znd
Telegraph Company. I raalize any statement I make may be used
as avidence. I am fifty-thres years old., My birth date is
February 26, 1537 and my social security number is, -
I az smployed with Southern Bell ax an Assistant Manager, I&M,<
and my NC5 date is Novembaer 29, 1966.

I have been advised that I have besn identified by craft
exployses Marsha Taylor and George Sloan &s the managazant -
parson providing them with the idea to add the upgraded
Maintenance Flan to subscribers' lines without contacting the
subscriber. This is absclutely untrue. At no-time did I ever

tell aither of these employees to report falue sales. ., .,,; ¢106s8
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As I recall, shortly attar Sloan was on tha sales job,
either I want to him or he came to me and we discussed his low
sales, Slcoan asked ma how Ranee Emith, the Services Technician
that did the sales befors Sloan, nade 0 many salss, I recall
talling Sloan that I had no proof but to make so many szles, I
thought that Smith may be chaating. I alse told Slean thet Joy
Folley, & Maintenance Adminigtrator handling sales in the
Maintenance Center, told me on the day she quit the Company in
July, 1988, that she was cheating on har sales. She stated that
she ndded the Maintsnance Plan on subscribers' lines without
contacting then. She said somsthing like, everybody needs
protection. I don't resmamber if I informed my supervisor, Jonah
Bradley, what Folley said. .

I do recall that last summer, possibly in June, ny
supervisor Ron Browning gave me six or eight custonmer sales that
were returned where the customer claimed they wars not contacted
by Southern Ball. These ware sales rsported by slozn. I went
to him and questioned him about tha sales and he assured nme
thers was ne problenm. I viewsd these faw complaints as
customers calling back bescause they really cdidn't want the
Maintenance Servics. :

Again in the late summer of 1989, <thers were
approximately ten additional sales referred by Sloan returned
for the same reason. Again I questicnad Sloan and he sald there
w&Ss ho problem with hie sales and he did not understand why the
sales were returned. He insisted that he did speak with scnecne
at the subscribert's residence and possibly the sale was held by
the Jackseonville Service Order Group. My, Browning was also
with me when I spoke with Sloan the second time. We both teld
Sloan that it would be a good idsa to note on the sslaes referral
vhe he spoke with when he made a sale. I did net follow=up to
sae 1f he was, in fact, noting bhis sales referrals.

Employee Marsha Taylor only worked for me a short tinme
wvhile I was in the Mainteanance Center and she only sold foX ns
on a few occamions., Again, I naver instructed hsr or suggestad
to her to cheat on her sales. :

I have no idea why these two sxzployses would state that
I told thex to cheat.

There ars gifte asscciated with high sales and I have
been tha recipient of several such gifts. Hovever, I would
never jecpardize my job with Southern Bell cheating on seles to
recaive gifts. - -

R TH, 4, 20

rFOoB.18
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I have resad the zhove statement, consisting of 3 pages
and it is true to the bast of my knowledge and baliaf. I have
initialed eaach page and all corrections. :

Signad:
D. J. Babair
9-20=-50

Witness:

A. T. Bradley
Btatf Mgr.-Sscurity
Septenmbar 20, 1990

R. J. Mann
Mgr.-Network

Sept. 20, 1990%

interview of Ronald ¥, Browning

+

On September 20, 1950, Ronald E. Browning was interviewed
and provided the following signed statement:

nganford, Flerida
Baptexbsr 20, 1990

I, Ronald Eugens Browning, do heredy make the following
fres and voluntary estatement to A. F. Bradley, who has
identified himself as a Staff Nanager for Southern Bell
Telaphone Company. I realize any statemant I make may be used
as evidencs.

I am fifty years old. My birth date is September 12,

" 1940 and my social security number is I ax

enployed with sSouthern Ball as the Manager~Construction,
Installation/Maintenance, BSanford, Flerida, My office is
located in Sanford, Florida at 132 Commerce Way.

I workad at the Bandlake, Florida Maintenance Centar azs

the manager from 1583 to March of 1588, T then was moved to
suparvise the Sandlake Instaliation and Maintenancea District

- until I was moved to Sanford in April of this year,

I have baen advised that while under my supervisicn,
Bsrvices Technician Georgs M. Sloan subnitted hundreds of
unautherized sales raferrals, adding the upgraded Maintenance
Plan to subscribers' lines without contacting the subscribar.

WEY=S Vo A

B0 10:21 AM ) POOS. 18
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I have absolutely ne knowledge that this was happening.

¥hen I went to the Sandlake I&X District, a Salas
Bolicitation Progran was already in place using & craft employess
to make telephone and in-person sales contacts with subgcribers.
I left the program intact. 1In about March of 1989, the craft
enployee performing the =ales job reguestsd to be taken off
sales, Aftter conferring with nmy first level managers for
velunteere, it was decided to glive Sarvices Technician Gacrge
Eloan the opportunity to demonstrate his potaential as a sales
person.

Sloan's izmmediate supervimor at that time was Axzigtant
¥anager Don Babair who alsc supervissd Eloan's salss sfforts.

While Sloan was on the job, his szles ware good. During
that time, I did receive inquiries on two or three ceccasions
regarding guesticnable sales by Sloan, which amocuntsd to not
mers than a dozen total stles, whare the subscriber claimed they
were not contacted. 11t wae determined after investigating thess
szles, for whatever rezson, the customer changed their mind,

Dus to ths large number of sales being submittad by §loan
and the very low numbar of ingquiries brought to my etteantion, I
had nc reason to suspect that there was any problem with
integrity. However, I did take the opportunity on each iInguiry
referred to me to strasg to both Sloan and Babalr the importancs

T ¢of maintalning intagrity in the sales progran.

If I would have had any knowledge that unauthorized sales
ware baing reported by anycne under my mupervisicn, I would have
removed that person from the sales program, investigated the
problem and would have taken the appropriate actien.

I have read the above statemsnt, consisting of twe pages,
and it is true. I have initisled each page and all corrections.

Signad:
Ronald EZ. Browning
M¥gr.~-Const/IgM
9=-20=20
Withess:
A. ¥. Bradley
Statff Manager~Sscurity _ '
Septanber 20, l1550% : -
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dntsrview of Gary Lee Massr

On Septanmbar 21, 1990, Gary Lee Maser was interviewed and
provided the following signed statement: .

"Hollywood, Florida
September 21, 1950

I, Gary Laa Mager, do heraby make the following free and
voluntary statanent to A, ¥, Bradley, who has identified hinsel?
a8 a S5taff Manager Zor Southern Ball Telephonsa and Telegraph
COTpany. I realize any statement I make may be used as
evidanca. .

I anm thirtye-nine years old. My birth date is July 32,
1851 and my social security number is 293-50-2353, I an
amployed with Southern Bell as an Assistant Managar-INC in
Hoélywood, Florida st 250 SW 62nd Avenue. I nmay be contacted at
305~985=9110,

I was movad into the Orlando Maintenance Center in June
of 1528 and took the position held by Don Babair. Ha want to
the fiaeld and took my old pesition.

In searly 1989, ny supervisor, Jenah Eradley, placed
Maintenance Adminigtrater Marshe Tayler under my suparvision.
At that time, Tayler spent the zmajority of her time deing
telephone solicitation sales. Actually Taylor was not
supervised by me in her sales job, she just reported to me on
paper.

Approximataly eight months ago, a letter came down from
Jacksenville regarding esix customer complaints that +the
Maintenance °Plan was added to their service without their
authorization. They were sales referred by Marsha Taylor and
the customers complained that they were nevar contacted by
anyone from Bouthern Bell. '

I want to Taylor and questioned her about thes cozmplaint~
She assured me that har salas wers lagitimate and that she ude
a4 subscriber contact on each sale. In fact, she guestionsd e
for questioning her integrity. She indicated that ehe was a
former Service Representative and had salas training,

I discussed my convarsation with Tayler with =y
supsrvisor, Jonah Bradley. He felt that six complaints out of.
the thousands of sales by Taylor was not out cf line, and told
me not to carry it any farther. This was the last time I heard
about any problams with Taylor's sales. :

F04B02Z 010662
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I left Orlando in late July of this yvear and transferred
to Hollywood.

While in Orlando, I nsvar discusssd the possibility that
thars was & problem with trs saleas effort in the Meaintenance
Center with any of the cther managers including nmy superviscr,
Jonah Bradley.

When I was a craftsman, I alzc did telephone szles whan
I reported to Mr. Red Pullin in 1984 and 1983. I was very
- successful in telephons sales. Based on ny success, I Xnaw that
it was poszible to ganerate 2 lot of sales by telephone, sc I
had no personal rasson to suspect that Taylor may be cheating.

I have read the above statamant consisting of thraee payes
and it is true to the best of my knowledge and belief. I have
initialed all three pages and corrections.

S8igned:
Gary L. Maser
ASRt, Mgr.
$/21/90
Witnass!
A. F. Bradley
8tatff Manager-~Security
Septanber 21, 15907

On Septembar 21, 1550, Lawrence XK. Batchalor was
interviswed and provided the following signad statement:

"orlando, Florida
Saptenbar 21, 1950

I, lLawrence E. Batchelor, 4o hereby make the f£ollowlng
free and veluntary stetexsnt to A, ¥. Bradley, whc has
identified himself as a Stzff Manager <£or Southern Bell
Telepnona and Telegraph Company. I reslize any statamant I make
may be usad as evidenca. I am thirty-aight ysars old. My birth
33 aeate is January 2, 1952 and my social sscurity number iz’

34- . I am empleyed with Southern Ball as a Staff Manager, IMC,
at 7500 Mandarin prive, Orlando, Ylorica.

I was prasant on September 15, 1950, whan employee Marsha . ._
Tayloer admitted that for approximately the last two years she
has besn submitting unauthorized salaes by adding the upgraded
Maintenance Wiring Plan to subscribars'! lines wifhout making any
contact with tha subscriber. Voo gz geete T8 FO4B022Z 010663
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Taylor reportsed to nme fxom Yebruary to Mey-of this vazr.

Bhe is a Maintenance Administrater in the Maintenance Canter.

Howevar, she has becnh making subscriber sales sclicitation calls

for the past two years. Taylor resportad toc me on paper,

gowever, she operated with little or no supsrvieion in the sales
eb.

Taylor was gubmitting hundreds of sales each month. 2In
March, soon after Taylor began to report to me, I recsivad a
call freom the Residence Service Centsr regarding s customer
complaint that a feature was added toc their line witheut
autherization. I went to Taylor and discussed the complaint,
instructing her to make sure that her records wera accurata.
Bacause the volume cf her sales wers so high, I thought this
complaint was most likely & clerical error.

In April, I received a sacond complaint from .the
Resldance Service Center regarding a sacond subscribar claiming
that a feature was added to thalr line without authorizatien.
This was anothar male submitted by Taylor, and again ¥ dizcussed
the customer complaint with Tayler. I teld her to make sure ghe
is talking with the subscribsr on har sales and note who she
spoke with. I &id not suspact that thare may be a problem with
her sales, again, bescauses of the large volume, and I only
received two coxplaints in a two month pericd. :

In June, following the recsipt of a letter through my
lines of organization from Customar Services Centar Opsrations
Manager Ron Tye, I met with Taylor regarding a third customer
complaint on one of her Eales.

Again, I did not ‘suspsct that she xay be cheating and
viswed the problem as the accuracy of reacords. As the result of

thisg complaint, I plsced a warning entry in her perscnnel file

ragarding the correctness and proper ceonpletion of Company and
custonmer records. I had neo previocus knowledgs that Taylor was
chaating ‘on har sales, and had no knowledge that any other
manager in the Maintenance Center was aware or condonsd har
actions.

'In her interview with Mr. Bradley, Taylor mnade & -

statemant that she was advised by fellow employses when she came
to the Maintsnance Center thet if she did not de whatevar she
Was t0ld by management her life would hs hell.

As long as I have bean in the Maintenance Center, I have

net cobsarved any mistreatrment ¢©f the craft smployees by any
managere including my superviser, Jonah B:aﬂlcg.-
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I have read the above statement, consisting of thrae

pages, and it is true to the bast of my knowledge and belief.

I have initialed each page and all corractions.

Signed:

L. E. Batchelor
staff Manager-IMC
Bapt. 21, 195%0

Withenst

A. T. Bradley

Staff Manager-security
Eaptenber 21, 19%0"

Interviey of Renee M111 Smith
On September 26, 1590, Renlase Hlll Snith was interviswed
a8 & result of information developed in the second interview of

Babair. The following signed statement was provided to Bradley
in the presenca of Manager Mann: - :

“orlando, Florida
Septanber 26, 1390

I, Renes Hill smnith, doc hersby make the following free
and voluntary statement to A. F. Bradley, who has identiried
himsgelf as a Btaff Manager for Scuthern Ball Telsphone Company.
I realize any statement I make may bes used as evidences.

I an forty-one years cold. My birth date is April 121,

1549 and my soclal security numbar ig _ I am
copleyed with Southern Bell as & Services Techniclan and my NCS
date is March 3, 1571. I report to Mr. Don Thompson and I may
be contacted through him at 407-291-6432,

In all of 1587 and 1988, I spant the majority of my time
making sales solicitation calls to subscribers. Initially,
during this pariod, I rsported to Mr. Rad Pullin, Assistant
Manager I&M. Por approximately the lzet month on the sales job,
ny suparvisor changed and I bsgan reporting to Mr. Carl Hoeltks.

~ In the sales job, I was brought into the Orlando Divisien
Strest Work Center. I was given an offica, xzccess to customer
records and a telephone. My instructions ware to reviaw tha
custonar records and call the customar and mtteampt to sell them

additional telsphone faatures. I was told to sall any of the-~

custom calling features and the Wiring Maintenance Plan.
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On Beptember 27, 1990, lewis/Folley was telsphonically
interviewed by 8taff Manager Bradley. She declined to meet with
Bradley or provide & signed statemant, but aid agree to discuss
her invelvement in sclicitation sales when employsd by Socuthezn
Ball in the ¥aintenance Canter. o

¥hen gquestioned, she denied that she added featuras to
subscriber lines without contacting the subscrider and actuzlly
selling an added fsaturs. She statad that she could not
understand employes Taylor's ndtive, whan she advised Bradley
that she knew Lawis/Folley was chsating on her salas. She also
dcixitd that she told Don Babair that she was cheating on har
sales.

She did indicate that on 2 faw occasions she may have
sold a custom calling feature or the Wiring Maintenance Plan to
snocther member of a family other than the listed subscriber, and
the listed subscriber may have called the Buginess Office after
receiving their bill and cancal the added featuras., :

_ Interview of Baptrice Grigue Laatherman

Leatherman wvas tsrminated from the Company in May of 1589
dus to attendance problems. In all of 1588 and through May,
1585, she placed solicitation sales calls in the Orlando
Maintenanca Center, &nd was cradited with 14,829 Maintenance
Plan sales reflaecting a six months revenue figure of $89,075.

On Septenmdber 28, 1990, Leatherman was telephonically
interviewed by Bradley. She advised that hsr personal schedule
would not permit an in~-person interview in the near future, but
did agree to discuss hezr involvement in sclicitaticon sales while
working in the Orlando Maintenance Centar.

¥hen guestioned, she denied cheating by adding featuras
tc subscriber lines without contacting ths subscriber, and
actually making a sale. She alse had no explanation why
employaa Taylor would make the statement that she cheated on her
salas. She further stated that sha had no knowledge of any
other employes cheating on sales or that management condened
cheating. : - :

COMPANY RECORRI

The following Company records relating to sales in the
oriando Network Division ware cbtzinsd and are being held by - -

Security. '_ -
T F04B02Z 010667
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l.. BSales records for 15BE, 198%, and 1950 maintainad
by the Orlando Network Division and by Liz sutton
of the North Plorida Networkx staff. This inaludnz
all available szles printouts (Form 20114).

2. All svallable Network EBales Referral Sheate (Form

e i e e 0065) for employess Sloan and Taylor. It was

detarnined that the sales refarrals for all of 1988
and up through Octcbar of 1989, have besen purged
fron the Sarvice Order Group Heold riln.

3. Copies of Award Checks Zor 1988, 1989, and 1590
issuad toc employees in the Orlando Network Division
for sales. These cheacks are for sales points to be
used as cash to purchass catalog gifts for their
‘skles sffort.

EMARY OF INCENTIVE GIFTS RECEIVED FOR SALXS

As indicated in this report, in 1988 and 1985 prior to
GoldLine, employee sales were shown on sales printouts (Form
2011A) with the monthly and year-to-date cumulative sales along
with the reflected six nmonth revenus to bas realized. The
anployse would raceive sales points in the form ©f an award
check worth 10% of the reflected six months revanus, to purchase
catalog gifts, The program was alse set up so that the
axployee's first level supsrvisor would be sligible for an award
check worth 3% of the reflected six months ravenua. The
amployee's sacond level supervisor would be eligible for an

award check of 1% up through June of 1989 and 1 1/2& from July
through Decembsr, 1985.

In 1989 Sloan received avard chacks totaling 130,427
poeints valued at $13,042.70, that he utilized to purchasa qittl. s
With this, his first and sscond level suparvila:s racnivcd salaes
pointl baud on ths above p-rcnnt.agn.

- xnployee sloan was the ocutside 1nlta11ation and
Hnintenance winnar of a statewide sales contast held from June
1, 1989 through December 31, 1989, and resceived in additien to
his sales points, & 40 inch color TV valuad at §1,550.00. His
first and second leval -nperviaorl raceived Can Cordsrs valued

at $825.00 sach. L LS )
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In 1988 and 1589, employaee Taylor recaived award checks
toteling 104,512 points valued &t 510,451.20 that she also
utilized to purchase catalog glfts. She reported to thresas.
diffarent first level supervisors during this period, Donald
Babair, Gary Maser, and Dick Newsors. They along with her
second level supervisor, Jonah Bradley recaived sales points as
explained above.

Taylor was the statevide szlas winner for the Mzintenance
Canters in the sape sales contegt won by Slean. She also wen &
40 inch ceolor TV set, and her first level at the time, Gary
Masar, recaived a Cam Cordar. The sscond level sales contast
winner was a gsouth Florids employeas.

Since GoldlLine went inte effect in January, 1990,
srployses now receive 4% of the reflected six months revenua.
The exmployea's Z2£4irst, second, and ¢third level superviscrs
receive gift certificates of four dollars, three deollars and one
dellar for sach one thousand dollars in sales.

In 1550 Sleoan has azccumulated $960.80 credit in his
GoldLine account and has collected $500.00. The ramaining
anount ig being held by GoldlLine and will not ke relsased par
instructions from Sscurity. Tayler has accumilated a total of
$8568.96 in her GoldLine acoount. The full amount is being held
by GoldLine and also will net be released psnding final review

- of this pattar,

DISPOSITION
As of this writing, no administrative action haz baeen
taken,

CLOSED

.).|
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(~ ' . SPECTAL STUDY
SALES RELATED DISCIPLINE
WEST PALY BEACH/ORLANDO

. -
Services Technician
West Palm Beach, _FL

Terminated for misconduct that resulted in subscribers being
charged for certain services which they neither requested or
authorized. '

ATTACHED:
: ) Form 3181-B Current Entry
Form 3G3A Record of Grievance
. Security Statement

2.1
Assistant Manager
Riviera Beach, FL 5
Suspended for two weeks without pay regarding failure to properly
supervise subordinates and failure to adequa‘bely investigate com-
(’“', plaints regarding improper activity.
"7 ATTACHED: |
Form 3121-B Current En'tnr
No Form 3G32 Record of Grievance - Management Employee
3. I«
Administrative Support Manager
West Pzlm Beach, FL
Counseled regarding his failure to properly supervise subordinates
and his failure to adequately investigate complamus regarding
impropar activity.
ATTACHED: . )
Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management employee
x4,
Hanager
Hest Palm Beach, FL
Terminated for misconduct that resulied in subscribers be:mg charged
C for certain services which they neither requested or authorized., - ..
' :

ATTACHED:
No Form 3181-B Current Entry
No Form 3G3A Record of GrJ.evamce - ﬁanagemen't employee




*B6.

Haintenance Administrator

Orlando, FL

6-22—90 Harned concerning ihe correctness and propsr completion
of company and customer records.

10-25-90 Terminated for misconduct that resglted in subscribers

. " being charged for certain services which they neither requested nor

. aathorized. ) :

ATTACHED:

Form 3181-B Current Entries
Form 3G3A Record of Grievan'ces
Security Statement ’

 Services Technician
Orlando, FL

*8.

ATTACHED:

Terminated for misconduct that resulted in subscribers being_chargeci
for certain services which they neither requested nor authorized.

Form 3181-B Current Entry . )
No Form 3G3A Record of Grievance - No Grievance Filed
Security Statement

Assistant Manager-Maintenance
Orlando, .FL

~ ATTACHED:

Terminated for mismanagement.

No Form 3181-B Current Entry
No Form 3G3A Record of Grievarce - Management Employee
Security Statement :
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(-‘ Assistant Hanager—l'lamtenance
Orlando, FL

Suspended for two weeks without pay as a result of l.xis failure to_
properly utilize employees in their proper work agsagnments and.h:.s
failure to adequately investigate conmwplaints of improper activity.

ATTACHED:
: Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Hanagement Enployee
Security Statement
*10.}

Manager-Maintenance

Orlando, FL
Suspended for two weeks without pay as a result of his failure to
properly utilize employees in their proper work assignments and his
failure to adequately investigate complaints of improper activity.

ATTACHED: '

Form 3181-B Current Entry : )

No Form 3G3A Record of Grievance - Management Employee
Security Statement
(.

Manager-Construction/Maintenance
Sanford, FL

Suspended for two weeks without pay as a result of ]}is fazilure to-
properly utilize employees in their proper work assignmentis and his
failure to adeguately investigate complaints of improper activity.

ATTACHED:
Form 3181-B Current entry -
No Form 3G3A Record of Grievance - Management Employee
Security Statemant

12§

Assistant Manager

Orlando, FL.
Counseled regarding his failure to properly supe:_:'vise suborqinates
and his failure to adeguately investigate complainits regarding
impropzsr activiity.

ATTACHED:

Form 3181-B Current Eniry

Ho Form 3G3A Record of Grievance - Manageme.nu Employee
(‘} Security Statemsnt ‘ T -
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13..J
L ;sistant Hanager
«rlando, FL
- Counseled regarding his failure to exercise proper judgement :imq his
failure to adeguately investigate conmplaints of improper activity.
ATTACHED:
Form 3181-B Current Entry _
No Form 3G3A Record of Grievance - Management Employee
Security Statement '
14, "

Assistant Manager
- Orlando, FL

L] -

Counseled regarding his failure to exercise satisfactory judgement.

ATTACHED:
Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Management Employmee
Security Statement

15. 1
Admin. Support Menager
~Orlando, FL -

( | Counseled rezarding his failure to properly supervise sg'norglinates and
his failure to adeguately investigate complainis regarding improper
activity.

ATTACHED: ,
Form 3181-B Current Entry
No Form 3G3A Record of Grievance - Managemeni Employee
Security Statement
16.4
Manager
Orlando, FL

Counseled .regarding his failure to properly supervise suborc_iinatesl
and his fazilure to adecuately investigate complaints regarding
improper activity.

ATTACHED: _
Form 3181-B Current Entry
No Form 3G3A Record of Grievance ~ Management Employee
Security Statement

C‘ Southern Bell demanded these individuals return any prizes or awards
they had earned as a result of the unauthorized sales activity.
Alternately, they could reimburse Southern Bell for the value of the
Prizes or awards established as of the date they received them.
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SOUTHEAST/SOUTH FLORIDA AREAS @ @E@Y
SPECIAL STUDY .

SALES RELATED DISCIPLINE

Service'Rép
Fort Lauderdale, Florida

Employee warned for disregarding Company Policy of not disclosing service
and rates during order negotiations with the customer.

ATTACEED: 3117 Fomrm
B Foxm Entry
..NOTE: .No 3G3A Grievance Form .
No Security Investigation

Service, Rep -
West Palm Beach, Florida

Employee was suspended for falsifying Company and customer records. She
provided services to customers without their authorization or knowledge.

ATTACHED: 3117 Form
B Form Entry
NOTE: No 3G3A Grievance Form
No Security Investigation

Service Rep
West Palm Beach, Florida

Employee was counseled regarding proper procedures for handling customer
contacts. The employee was disciplined for providing services that the
customer neither requested nor authorized.

NOTE: The employee was originally warned, and during the grievance
procedure, this was reduced to a counseling entry.

ATTACHED: 3117 Form
B Form Entry
3G3A Grievance Form ' - - =
NOTE: No Security Investigation

ALSO ATTACEED: B Form Entry Revised Through Settled Grievance
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SOUTHEAST/SOUTHE FLORIDA AREAS - SALES RELATFD DISCIPLINE STUDY PAGE 2 of 6

- 4. o
Service Rep
Fort Lauderdale, Florida

Employee was suspended on March 8, 1989 for flagrant disregard of Company
Policy which resulted in defrauding a customer.

ATTACHED: 3117 Fomm
B Form Entry
NOTE: No 3G3A Grievance Form
No Security Investigation

.. 5.
Service Rep Trmrrmoom e
Fo;; Lauderdale, Florida
Employee was terminated on August 21, 1991 for misconduct.in connection with
a customer being provided services they neither requested nor authorized.
ATTACEED: 3117 Form
B Form Entry
NOTE: No 3G3A Grievance Form
No Security Investigation
6l ..
Service Rep
Fort Lauderdale, Florida
QLV99 Employee was Suspended for customer mistreatment which included failure to

properly issue service orders and provided services which the customer
neither requested nor authorized.

ATTACHED: 3117 Form
B Form Entry
NCTE: No 3G3A Grievance Form
No Security Investigation
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SOUTHEAST/SOUTH FLORIDA AREAS - SAL¥S RFLATED DISCIPLINE STUDY PAGE 3 of §

7. l
©  Service Rep
Fort Lauderdale, Florida

Employee was terminated for misconduct which resulted in customers being
provided with services they neither requested nor authorized.
ATTACHED: 3117 Form
B Porm Entry
NOTE: No 363A Grievance Form
No Security Investigation

Service Rep
Fort Pierce, Florida

Y '
Employee was suspended for failure to follow instructions to not issue
service orders on her own account. The employee was generating service
o orders on her own account and those of her acquaintances in order to secure
(b sales for incentive awards.

.ATTACHED: 3117 Form
B Form Entry
NOTE: No 3G3A Grievance Form
‘ No Security Investigation

Service Rep
Fort Lauderdale, Florida

Employee was warned for improperly securing sales toward incentive awards.
Employee was soliciting service orders from non-award eligible co-workers
- for her own personal gain.

ATTACHED: 3G3A Grievance Form
NOTE: No 3117 Form - CANNOT LOCATE AS CURRENT SOUTHERN BELL

No B Form Entry EMPLOYEE AS OF 8/30/91
No Security Investigation




SOUTHEAST/SOUTE FLORIDA ARPAS - SALES RELATED DISCIPLINE STUDY PAGE & of 6

C

10,
Collections Rep
Fort Lauderdale, Florida

/o -9 Employee was suspended for her failure to follow Company policy which
affected customer billing. Employee was using service orders to provide
customers with services that they neither requested nor authorized for her
own personal gain (sales incentive).

ATTACHED: 3117 Form
B Form Entry _
NOTE: No 3G3A Grievance Form
No Security Investigation

-t mmnem e e A memr B cde bk e e

Service Rep
Miami, Florida

Employee was suspended one day on July 20, 1989 for discussing an order for
(Mﬂ over seventeen minutes with a customer concerning her move. When conversa-
tion ended, he cleared the service without sending the order. This withheld
service from the customer as well as distorted his sales figures.by lowering
the base.

ATTACHED: 3117 Form
B Form Entry
3G3A Grievance Form
NOTE: No Security Investigation

12, . ) e m——m
Services Technician
Miami, Florida

) .
QJ/?/? 7 Employee was terminated on December 17, 1987 along with . for
misconduct associated with falsifying sales on customer accounts. Another
Service Representative had complained that call waiting had been added to
her service without her consent and the following investigation revealed
ind another employee were falsifying sales.
_ ATTACHED: 3117 Form . -
r B Form Entry _
s’ 3G3A Grievance Form o

NOTE: No Security Investigation
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i SOUTHEAST/SOUTE FLORTDA ARFAS - SALES RELATED DISCIPLINE STUDY PAGE 5 of 6
13* -

Services Technician
Hiami, Florida

lz/ \ was terminated on December 17, 1987 for misconduct associated with
2;437 falsifying sales on customer accounts. Another Service Rep had complained
that call waiting had been added without her consent and an insuing investi-
gation revealed| and another Services Technician both were adding
services to customer accounts without authorization.

ATTACEED: 3117 Form
B Form Entry
3G3A Grievance Form
Security Investigation
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14]
Service Representative
Miami, Florida ‘ -

(::'2£Apy \ was suspended on September 28, 1989 for five and one-half hours for
adding speed calling features to a customer order wzthout discussing or
selling it to the customer.

ATTACHED: 3117 Pomm
B Form Entry
3G3A Grievance Form
NOTE: No Security Investigation
v~ 15,

Serv1ce Representative
Miami, Florida

On Hay 24, 1989 Brown was induced to resign due to a review of his orders
which showed many features added to customer orders which were unauthorized.

ATTACHED: 3117 Form
B Form Entry
3G3A Grievance Form
NOTE: No Security Investigation
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SOUTHPAST/SOUTH FLORIDA ARFAS - SALES RELATED DISCIPLINE STUDY PAGE 6 of 6

o~ 16.\

semmmeesee oo 3G3A -Grievance. Form. o Lol L

Services Technician
Miami, Florida

Employee was terminated on December 1, 1986 for falsifying customer records
and his work reports. On October 1, 1986 a complaint was received from the
Customer Services department that sales code C-41R17I (Smith's) vas being
used for many T.I.P. sales that customers were denying. They said it looked
as if someone had gone down the pages of the phone book and added T.I.P. to
customer's service. Network department investigated for about a month and
concluded that the false sales accusations were true as well as
falsification of the employee work records. '

ATTACHED: 3117 Form

NOTE: No B Form Entry
... No Security Investigation

]

Service Representatave
Miami, Florida

Employee was terminated on October 29, 1987 for misconduct related to

invalid sales. She had previously been suspended for invalid sales during
the President's Cup Campaign on November 19, 1984. Various customers began
complaining in October 1987 that they were being billed for custom calling

- features they never ordered, and on October 26, 1987 several observations

verified that. was indeed placing invalid sales on customer orders.

ATTACHED: 3117 Form
B Form Entry.
3G3A Grievance Form
NOTE: No Security Investigation

18.%

Service Representative

_ Miami, Florida

Employee was induced to resign on February 3, 1986 after the department
investigated claims of other Service Reps that Tony had been cheating on
sales. FEmployee indeed had been adding non-authorized items to customer
orders and had also been destroying and not processing non-sales revenue
producing orders to increase his percentage sales figures.

ATTACHED: 3117 Form
3G3A Grievance Form
NOTE: No B Form Entry _
No Security Investigatien -

REP-L v T



(»ﬂ SOUTHEAST/SOUTH FLORIDA AREAS
SPECIAL STUDY
SALES RELATED DISCIPLINE

1. | )
Service Representative
Fort Pierce, Florida

09-05-91 Suspended four (4) days for misconduct in connection with
providing customer with service neither requested or authorized.

LTTACEED: :

Form 3181-B Current Entry
Form 3G3A Record Of Grievance
No Security Investigation

Service Representztive
West ralm Beach, Florida

09-18-91 Warned for her involvement in a subscriber being charge Zor
service they neither requested nor suthorized.

-

ATTACEED:
Form 3181-B Current Entry
Form 3G3A Record Of Grievance
No Security Investigation

Service Representative
HMiami, Florida

11-19-91 . Enmployee warned for putting calling card and wire m2intenance on
customer records without their knowledge or authorization.

(:T‘ ATTACEED: . ' _
5 Form 3181-3 Current Entry ST

Formw 3G3R Request For Formal Grievance Meeting
No Security Investigation
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SOUTEEAST/SOUTE FLORIDA AREAS - SALES RELATED DISCIPLINE STUDY PAGE 2 of 2

Service Representative
Miami, Florida

12-04-91 Employee warned for putting items on customers' records without
their knowledge or authorization.

01-22-92 Entry reduced to counseling in settlement of grievance.

ATTACHED:
Form 3181-B Current Entry
Form 3G3A Record of Grievance .
No Security Investigation A

4
Service Representative
Miami, Florida

12-23-91 Tewminated for adding maintenance plan and touchtone to order
without discussing with customer or quoting charges. Alse for hanging wp
on customer and putting customer on hold unnecessarily.

ATTACHED: S . .

Form 3181-B Current Entry

Form 3G3R Reguest For Formal Grievance Meeting
No Security Investigation
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SPECIAL STUDY
SALES RELATED DISCIPLINE

( ; NORTH FLORIDA

1. |
Service Rep
Pensacola, FL

5-1-89 Warning entry for "Quick Sale" technigue on a customer contact
(not fully outlining sales billing to customer).

1-12-80 Entry removed in settlement of grievance.

ATTACHED: Form 3117 Service Record
Form 3G3A Record of Greivance
No Security Investigation

i o a A e e A TitE b meee T fmSe e S —ALAS Ak n = A
~

<.y
‘Service Rep
vackscnv1lle FL

10-30-90 Terminated for continued gross mishandling and abuse of customers
including failure to itemize rates for services he added on
customer’s lines.

C . ATTACHED: Form 3117 Service Record

- Form 3181-B Current Entry
Form 3G3A Record of Grievance
Mo Security Investigation

3.
Sarvice Rep-
Jacksonviile, &L

3-1-20  Counseled for issuing a service order with Custom Calling features
different than the customer recuested.

ATTACHED: Form 3117 Service Record
Form 3181-B Current Entry
No Grievance filed
No Securiiy Investigation
4. ! '

Service Rep
Jacksonville, FL

8-8-51 Suspens;on for Gross Customer Abuse due to dlsccnnectlng custopers
and “Quick Close™” on a service order (not fully outlining sales billing
10 customer).
. ATTACHED: Form 3117 Service Record _ -
(j}‘ Form 3181-B Current Entry
- No CGrievance filed as of 9-6-81
No Security Investigation



5.
(\ Service Rep
Ceooa, FL
. 8-12-82 Suspension for falsely reporting sales items on service orders.
4-16-80 Suspension removed. Special discussion entry placed in_ record in
settlement of grievance. '
ATTCHED: Form 2117 Service Record
Form 3181-B Current Entrie
Form 3G3A Record of Grievance
-No Security Investigation
6. ;
Service Rep
Cocoa, FL
—w-——08-26-83 _ Suspended .for-falsely- reporting.sales_items.on_service orders.. . ____ ... ____
4-16-90  Suspension removed. Special discussion eﬁt.ry placed in record in
settlement of grievance. .
ATTACHED: Form 3117 Service Record
Form 3181-B Current Entry
“Form 3G34 Record of Grievance
( No Security Investigation
7.

Service Rep
Cecoa, FL

e-7-89 Suspended for falsely reporting sales items on service orders.

ATTACHED: Form 3117 Service Record
Form 3181-B Current Entries
Form 3G3A Record of Grievance
Security Investization

-
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FLORIDA GOLDLINE...YOUR EMPLOYEE SALES REFERRAL PROGRAM FOR THE STATE OF FLORIDA

ISSUE 6 VOLUME 2 AUGUST 1991
A LETTER FROM MR. LACHER

T'have asked that our non-contact employee sales referral program, Flori-
da GoldLine, be closed immediately and that there be no non-contact em-
( ployee sales referral program in the state of Florida for the foreseeable fu-
" ture. Provisions have been made to allow employees to redeem their Flori-
da GoldLine account balances until September 30, 1991.

Closing the Florida-GoldLine Program was not an easy decision, but it ap-
pears to be the wisest business decision for us all. I would like each of you
who have participated in this fine program to understand, however, that I
appreciate the contribution that you made in support of Florida's revenue
goals. | |
In today’s highly competitive times, ] hope that you will continue to be
aware of the important role that each of us plays in revenue generation for
the state of Florida. While we will not have a sales referral program to
which you may channel sales leads, I hope that you will remain alert to op-
 portunities for our Company and direct customers to our Customer Ser-
" vices or Marketing Department.
(pnce again, ] thank you for your enthusiastic participation in this pro- -
. gram. .
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BellSouth Practices Section 735-800-001SV
BellSouth Services Standard {ssue A, February, 1989
2. SERVICE EVALUATION/SALES PERFORMANCE QUALITY -

The primary objective of the Service/Sales Performance Evaluation observation session is 1o de-
velop the Service Representative (SR) to provide quality service based on company standards and
following company training guidelines. .

The purpose of this training is to provide you with detailed procedures and defined company
standards. This will enable you to measure the SR's customer contact performance and develop
the 3R 1o consistently provide service that leads to customer satisfaction. The Service/Sales Per-
formance form was developed to enable you to document and evaluate Call Quality (CQ) and
Sales Performance Quality (SPQ). An example of the Service/Sales Performancc form is shown
on Exhibits I and 2.

All contacts will be evaluated on eight service aspects of customer satisfaction. They are: Manner
and Professionalism. Pertinent Information. Complete Information. Accurate Information, Un-
derstandable Explanation, Effective Approach. Correct Clerical Acton and Recap. The data
gathered in these areas will be utilized as the evaluauvc measurement of SR performance with

regard to customer service.

Sales Performance Quality (SPQ) will be evaluated on all appropriate contacts. The Sales Per-
formance evaluative area incorporates the steps of the Customer Centered Sales and Service
Process (CCSS). They are: Discovering, Proposing, Assuring (A) and Assuring (B).

A minimum of 18 evaluative cbservations should be obtained on each SR quanerly. It is recom-
mended that approximately & ohservations be condvicted each month. No more than 50% of the
SR’s evaluative observations can be conducied from a remote lo-cauon In order for the contact
{0 be used as evaluative dafa it must be discussed with the employce 10 later than 24 hours aher
the observation has taken place. uniess prevented by employee initiated absence. All calls. with
the exception of intracompany calls. should be cvaluated.

Feedback discussions should be conducted on SR closed key time. Prior o the feedback. the
contacts evaluated should be reviewed. the findings summarized. and the feedback discussion
planned. (See Summary. Feedback and Development Plans.)

When reviewing each individual contact it is important that:

® Each contact be evaluated individually, considering established company standards

®  Each SR be evaluated against established standards rather than a perception of SR's abilities.
i.¢.. allowances should not be made because a SR is “having a bad day™.

The Manager is the key to establishing and maintaining the high standards needed to ensure that
the best customer service is provided. By conducting joint and individual standard-setting ses-
sions with all Assistant Managers (AMs) periodically. the Manager can be assured that each AM
is evaluating SRs against the same performance criteria.

Each section of the Service/Sales Performance form is discussed in this training. Criteria to be
used to evaluate each service aspect and sales performance aspect and examples of how these
should be rated are also included in this procedure. However. these criteria are meant to be
recommended guidelines and may not include all situations that could occur during a customer

contaci. See Service and Sales Pecformance Standards. Exhibit 3. These are minimum standards i
and may be expanded to meet your individual area (Southern Bell}/cemer (South Central Bell)
necds. - B FO4BO2Z 007102
NOTICE )
Not for use or disclosure outsute StltsQum or Page 1

any of s subsiciaries except under written agrumem

FO4R08Z 007102 -
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Section 735-800-001S5V

Completing the Service/Sales Performance Form -

The Service/Sales Performance form is designed to enable you 10 record and evaluate SR per-
formance on all calls, inbound and outbound. You will evaluate contacts at the SR position and
from a remote monitoring location. reviewing the work completed by the SR during the observa.

Hon $ession.

The form is two~sided. the front for evaluating the Call Quality (service aspec:s) of each observed
contact. and the reverse 1o evaluate the Sales Performance Quality.

The form is designed to record 15 service observations and 6 sales observations. This form also
serves as the monthly trend sheet. A detailed explanation of each area of the form follows.

Enter the SR’s name. the AM’s name, and the month as shown in the example below:

Service/Sales Performance

Service Regresentative As3i31ant Mansger .

$. DANIELS ] 8. GOOD

General Information
Coantact Number . 1 121314185 16718198 110011112113 114 115 (Natas

n
JANUARY

Type

Date/Day

Times

Next complete the General [nformarion section. which includes Type. Date/Day. Time entries.
An explanadon of these are shown below:

Type: Enter R for 2 remote session
Enter P for a position sit—in
Enter type of contact, i.e., T&F,
Big, N. Mis, etc.

) Service/Sales Performance

Servich Representative Asnmtant Manager Month

Ganeral laformation

Contact Number 1121314 1501617 ] 8148 190111112113 |14 ]15 [Notes
A [

Type rafBuGi mis| m fews| w | TaA

DatesDay

Tirne

FO4B0O2Z 007103

NOTICE '
Page 2 Not for use or disclosure outside BeilSouth or FO4A08Z 007103
any of its subsiciaries except under written agreement : )
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Date/Day:
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Iss A, Section 735-800-6015V

Enter the date and day on which the session is conducted. : -

Service/Sales Performance

Senvice Asoressntilive

ARSIILANT MANAGET Montn

General Information

Contact Number

1 1213 141516171819 J10[]11]12713114[15 |Notes

Typs

Date/Day

Time

Time:

Enter the time at the baginning of the session,

Service/Sales Performance

Service Fepressniative

ASELANt Manager MAONTH

Genaral Infarmation

Contact Number 1121314151617 1819 11011119213 )14 ]1% [Notes
Type
Date/Day
Tims &8:30 pele o
Note: For ease in completing this section, a line may be drawn across the columns

indicating the general information entered is applicable to the number of ob-
served contacts for that session. The line for "Type™ entries is the exception,
i.e., T&F, Blg.

The next area of the Service/Sales form is the “Service Aspects™ section. This section lists key
aspects of customer contact performance that should be demonstrated during every customer
contact. The resuhs of this section determine “Call Quality”.

There are eight areas that will be evaluated for “Call Quality”. They are: Manner and Profession-
alism. Peninent [nformation. Complets Information. Accurate Information. Understandable Ex-
planation, Effective Approach, Correct Clerical Action and Recap. Each area has a key standard
listed on the form. A detailed explanation of the Standards. Exhibit 3. should be shared with each

_employee.

FO4B0O2Z 007104
FO4ROEZ 007104

NOTICE .. .
Not for uss or disciosure outside BefiSouth or . Pagel
any of its subsidiaries except under written agreement
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Service Aspects

Mannar And Profassionsllam

Displayed professional attrtuge, listaned, and
responded appropnatesly in a friendly. helofu manner
throughout tha sntirs contact.

Pertinant information

identifiad customer's reason for cafling ang asked
appropriate questions to handle customer's request.

Complets Information

Frovided all necessary information. gave options as
appropriate, and anaweared af questions complately.

Accurate information

Provided accurats information
throughout the contact. |

Understandabis Expianation

Used clsar, conciss understancable explanation, .
avoidsd company jargon. and varied approach
when apprapriate.

Effective Approach

Conducted contact appropriately, accepted full
rasponsibility for all company actions, cffered
aftemate solstions and educated the customer
when appropriate,

Correact Clerical Action

Handled

complatety,

all clerical work accurately and

Recap

* Performance Standards. Exhibit 3.

Page 4

The Frst key aspect of “Call Quality™ to be evaluated is “Manner and Professionalism®. Manner
can be thought of as how we personally would like to be treated when conducting a business
transaction with 2 company. The importance of manner cannot be over-emphasized. The
“Manner and Professionalism™ area enables evaluation of courtesy. interest. helpfulness and pro-
fessionalism. [t should be stressed that the tone is as impontant as the words.

The manner displayed during the contact will influence the customer’s impression of the ¢mploy-
ee’s interest and helpfulness in solving the customer’s request or problem. as well as the custom-

er's impression of the company. ) -

The recommended standards in this arez are found on the firt page of the Service and Sales

S ' FO4B02Z 007105
NOTICE . .
Net for use ar disclosurs outside BellSouth or

any of its subsiclaries except under written agresment FO4A08Z 007105 :
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In the following example. a customer called to request an extension of a past due bill. The SR -
identified herself/himself and without intecrupting the customer, allowed him/her to explain the
reason for the late payment. The SR expressed a willingness to handle the request. When the SR
recognized the nesd to leave the line to obtain records. this was explained to the customer and

the SR waited for the customer’s agreement before suspending the contact.

Upon returning to the line, the SR gained the customer’s attention by using histher name and
thanked the customer for waiting, before continuing the discussion.

In this situation the block beside “Manner and Professionalism™ will be left blank indicating the
representative performed all aspects of this area correctly. If the SR performs exceprionally well
in this or any other area, the AM can use an asterisk (°) and a note should be made in the
=Notes™ section as shown below.

Servica Regresentative Azsislan

S. Daniels

General Information
Contact Numbaer 1 2 3

Notss m related well - shows smpathy
for customar problem -
axcellent man~yr

Typs LG

Date/Day 3

Time 9:00

Service Aspects
Manner And Professionalism .

Displaysd professionat attitude, listsnsd, and
responded appropriately in a friendly, helphu
manner throughout the entire contact.’

Note: Instead of using blanks or check marks, an office may elect to use Y or N. The
key is consistency within the office. For the purpose of this package a check is
used to indicate a deviation in the service aspects.

FO4B02Z 0'07106_

FO4R082Z 007106

NOTICE .
Not for use or discliosure outside BeliSouth or Page 5
any of its subsidiaries sxcept under written agresment
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In the second example. a customer requested an extension for payment. The SR’s response was, -
“What's your telephone number?” In this case. the SR's response to the opening statement did

not convey interest or willingness to handle the customer’s request. A check () should be
placed in the block beside “Manner and Professionalism™. [n addition. a note should be made in

the “Noes™ section indicating why a “no” was given. See the example below:

Service/Sales Performance

B . DANIELS A e g 600D M JANUARY
General Information :

Contact Number v 1213415 ]6l218le (10711112113 114115 |Notes
Type :LG :I.G

Date/Day el

Time 100 | ——

Service Aspects

Maniner And Professionaliam | ' Ll

Displayad professional atutuae, istenes,
ANG responasd ADOroOMAtely I & nendly,
heloful manme TouQhout tha eniire
contact, '

Note: The “Notes™ section of the form can be used to record memory jogger informa-
tion about the contact, as well as any positive and negative aspects of the contact
that need to be covered with the SR. Remember that the positive feedback is the
steering tool to good performance. More about feedback will be discussed later
in the training.

This form was not designed to document the entire conversation that took place between the SR
and the customer. The majority of the time should be spent listening and analyzing the contace as
opposed 1o taking notes. If it is necessary to take extensive notes, a lined tablet is suggested.

The second area to be evaluated under the Service Aspects is “Pentinent Information™. It should
be determined if the SR obtained sufficient tacts to handie the customer’s request or probiem. In
some cases. the customer may volunteer pertinent facts: if not. the SR should ask questions to
secure enough information to handle the customer's request or problem. [n either instance, a yes
would be appropriate. This is indicated in the example below by leaving the corresponding block
blank next to “Pertinent information™.

FO4BO2Z 007107

NOTICE . . . ~ FO4AR08Z 007107
Page 6 Not for use-or disciosure qutside BeliSouth or _ _
any of s subsidiaries axcept under written agreement
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Service Aecreseniaive Assirian

S. Daniels

General Information
Conisct Number 11213

Type ael aus

Date/Day (]

Time 900

Service Aspects
Manner And Professionalism I ,.-'

Displayed professional attituds. fistenesd, and
responded appropriately in a friendly, helpful
manner throughout the entirs contact.

‘Partinent Information I

Identifled customar's reason for calling and
asked appropriate questions to handle .
CUSTOMEr'S requast. ) d

Refer to the Service and Sales Performance Standards Exhibit 3, page 2 for the recommended
standards for this area.

{n the following example, where a customer called to arrange for new service which required a
visit, the SR should have obtained access arrangements. In addition to placing a check (1) in the
block for "no”. enter an explanation in the ~Notes™ section.

Service/Sales Performance

Service Representalive Asnstant Manager . Month
S. DANIELS 8. GOOD JANUARY
General Information A
Lontact Numbaer 3121314 fsiet7ials t10731092113 )14 ]15 |Notes
AR |a [
Type suclBLg! N
Date/Day . 1
Tine Foo RO S

Service Aspects

Manner And Protes sionaliam l

Dispiayed eroleazonal attituae, hstened, access

ARG fe1DONCed apirooriately i 3 frienoly, ¢ AT ALGOMBNTS.
Mwiolul Manner thYoughout Ihe entwe
contact,

Peartinent Information

centillad customer 3 reason for calling
NG Asked ADOropridle CUeStOns 1o handie
CUSIOMmer s request

-

“Complete Information™ is the third service aspect to be reviewed. The recommended standards

for this area may be found in Exhibit 3, pages 2 anq 3. . F04BO-22 007108
NOTICE Lo
Not for use or disclosure outside BelSouth or Page 7

any of its subsidiaries except under written agreement

FO4A08Z 007108

PrintedinU. S_ A - .



REC-\N, Yo

Section 735-300-0015V

t
C’ Determine if the SR provided all information. answered all the customer’s questions and made -
complete arrangements when handling the customer’s request. (When the customer’s request
cannot be granted the SR should explain why.}
For example, a customer called requesting information on Custom Calling Services. The SR
explained all of the features and gave examples of how the services would operate. The SR
provided rates and all information required to handle the customer’s request. In this instance the
block would be left blank as shown below:
Compiste Information o [ I ' l [
Provided all necessary information, gave options
as appropriate, and answersd afl questions complstsly.
In another example, a customer called to subscribe to Cail Waiting. The SR should have advised
the customer the date the service would be working. A check (+) should be placed in the block
and an explanation given in the “Notes™ section. See below:
[“‘ ' Compiete Information » l
Provided all necessary information. gave options as

appropriate, and answered aif questions completely.

Notes

{{4) Shid Have Advised Dus Date

The fourth aspect to be evaluated is ~Accurate Information™. In this area. determine if the
information provided by the SR was correct or incorrect and was consistent with the customer's
needs. See Exhibit 3, page ) for the recommended standards.

- For example. the customer requested the monthly rate for Touch~Tone service. The SR-quoted
("{ an incorrect rate. A check (+~) should be placed in the block (as shown below) to indicate “no”
- and a reason should be entered in the “Notes” section. ' .
Tar 2 o 007109
NOTICE - F04B02Z
Page 8 Not for use or disclosurs outside BeliSouth or
g any of its Subsidiaries except unger wntten agresment FO4A08Z 007109
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Acgcurate Inlormation » ‘

Provided accurate information
throughout tha ¢ontact.

Notes
{5) Cuoted incorract Rate for TT Sve.

The fifth key service aspect to be evaluated is “Understandable Explanation™. This componernt

evaluates whether or not the SR conducted a clear. concise discussion with the customer. When

noting this aspect of the SR’s performance. the completeness or technical accuracy of the SR's

explanations should not be considered. These two aspects are evaluated 2s separate components

: as presented in the previous steps of this procedure. Refer to Exhibit 3. page 3 for the recom-

( 5 mended standards.

For example. a customer called the Service Center to repornt harassing telephone calls. The SR

- expressed concern for the customer’s inconvenience. and explained that a specialist handles this
type of problem. Upon handling the referral, the SR determined that the customer did not need
any additional assistance and closed the comtact. The block next o “Understandabie Explana-
tion” should be lef blank indicating “yes™ as shown below:

Undearstandable Explanation ‘ i

Used clear, concise undarstandable axplanation,
avoided company jargon, and vaned appreach when
appropnats, :

{Remember, when a call is transferred. the SR should stay on the line. introduce the customer
and furnish any peninent information obtained. such as telephone number, customer’s name and
purpose of call before releasing the line. If unabie to reach the other office the SR should furnish
the customer the correct telephone number. Two successive attempts should be made.)

In another case. 2 customer called to question why new service was not connected. The SR
obtained the appropriate facts before leaving the line. The SR discovered that there were no
cable pairs available at the customer's address. and advised the customer that there were no
“facilities™. The customer did not understand the reason for the delay. The SR did not anemat
to rephrase or vary the explanation, and simply stated that this happens often and the customer

O would be called when facilities were available._ - ‘ FO4BO2Z 007110
NOTICE. |
Not for use or gistlosure outside BeiiSouth or Page 9
any of its sul.asidlariu oxr.fcat. um:or -:{fitton agreemaent FO4R08Z 007110
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A check {#) should be placed in the block because the SR should have rephrased the explana- -
tion 10 ensure better customer understanding rather than using telephone jargon.

[ 1] ]

Understandable Explanation

Used clear, concise understandacie sxplanation,
avoided company jargon, and varisg approach
whan aperooriate..

Notes
{6) Used co jargon *facilities”

“Effective Approach” is the sixth key aspect of the contact. It is displayed by the SR throughout
the contact by utilizing the most effective and appropriate approach to handling the customer's
request or problem. The review should involve whether or not the SR selected an effective way to
sequence and control the overall contact. Several areas should be considered when evaluating
SRs on this aspect. including the SR's use of good judgment and delegated authoriry. It should be
determined if the SR took the appropriate action to handie the customer’s request completely and
in a timely manner.

For instance, the SR should recognize the need to check further on 2 problem or request without
holding the customer on the line an excessive amount of time. [n addition. the SR should be
conscious of the appropriate time to leave the line and, once off the line, how the off-line time is
utilized 10 acquire the information needed to handle the customer's request.

The SR should be sensitive to the customer’s individual needs. e.g.. offering an alternative when
unable to grant an extension of credit or checking with another department. The SR should also
quickly recognize unusual situations or oppertunities which call for action beyond normal proce-
dures. .

The recommended performance standards may be found in Exhibit 3. page 4.

In this example. a customer requested listings on four calls. and the SR realized company palicy is
to handie this on a callback basis. However, the SR was sensitive to the customer’s urgency to
obtain this information in order to settle the charges. Instead of arbitrarily offering a callback. the
SR gave the customer the option of holding on the line. Upon returning to the line. the SR
artracted the customer’s attention and then expressed appreciation to the customer for waiting
while the requested information was obrtained.

s 007111
NOTICE FO4B0O22
Page 10 Not for use or disclosure outside BellSouth or

any of its subsiglaries except un)a,r '\_wr.ht.cn agreemant FO4a08 Z 00711 1.
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The block next to *Effective Approach”™ should be left blank indicating “yes™ a5 shown below:

Eftective Approach l l l I ' | I

Conducted contact aporopriataly. accepted full
rasponsibilty for all company actions, offered

aiternate solutions and egucatad the customer
when appropriate, .

The SR should be aware of cerain activities which affect the overall impression of the type of
service rendered and should accept criticisms. complaints and commendations on behalf oi the
company in a professional, businesslike manner.

For example. 2 customer called to complain about having to wait three days for a Repair Techni-
cian. The SR did not accept responsibility {as the company's. representative) for the customer’s
inconvenience and advised the customer to call repair again. A check (#) should be placed in
the block and an explanation should be made in the notes. See the example below:

Effective Approach l ' ] ] -‘{ Notes

17} Should take resoonsibiity
Conducted contact approgriately, acceptad ful for repair prablem/rird bx
rasponsibility for al company actions, cffered to rapair

ararnate soivtions and sducated the customer
when appropriats.

Note: There will be times when the SR handled the contact appropriately, but the cus.
tomer was stil] dissatisfied. For example, a2 customer called about an extension
of his bill. The account was scheduled for interruption and could not be ex-
tended any further. The SR handled the contact in the appropriate businesslike
manner, but the customer remained dissatisfied.” In this instance, the block
following “Effective Approach™ should be left blank indicating “yes™. This as-
pect should be evaluated independently from tustomer satisfaction.

“Correct Clerical Action™ i3 the sevemth area to be reviewed. Al clerical action is customer
alfecting, either directly or indirectly, and therefore should be evaiuated.

Some examples are:

- Noting commitment intervals

—~ Noting payment arrangements accurately and completely
— Issuing orders

= [Issuing adjustments

—~ Taking proper SCORS tally

—~ Proper SOCRATES response (if applicable)

The clerical action completed at contact termination should be assessed in addition to that which
is completed by the SR on an overlap basis. For observations at the SRs position. evaluate all
clerical action as it is completed cluring the session. Always follow-up to ensure correct clerical
action has been 1aken in a timely manner whether observing at the position or remotely. Check

for accuracy and compl -
uracy ompleteness. o FO4BO2Z- 007112
NOTICE

Not for use or disclosure outside BefiSouth of Page 11
any ot its subsigiaries oxco:_n _qnécr written agreaement FO4RO8Z 007112
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For example, on a billing observation the SR does not complete the appropriate bill notations by
the conclusion of the session. Later. when checked. the notations were completed and accurate.
In this instance the block would remain blank next 1o correct clerical action indicating “yes".

In another exampie, the SR agreed 10 call the customer back after investigating four long distance
calls. The SR agreed to call the customer back today beiore 3:00 p.m. While noting the follow=,
up action during the call. the SR noted the callback before 4:00 p.m. instead of 3:00 p.m. ‘A
check (+~) should be placed in the block next to correct clerical action, with a no:auon in the
“Notes™ section as shown below:

Correct Clerical Actlon

| | RNERE

Handied all clarical work acsurately
and complstsly,

Page 12 Not for use or disciosurs outside BefiSouth or

Motes

112) Commit time noted B4 4:060

insteag of 3:00

The recommended performance standards may be found in Exhibit 3. page 4.

The final service aspect to be evaluated is “Recap®. At the conclusion of the contact the SR
should verify all information to insure that the dara agrees with the customer’s request and make
any necessary changes and/or corrections.

This completes the portion of the contact that will be computed mto the evaluative component of
% Call Quality,

COMPUTING THE %CQ

An example of the Service/Szles Performance form with the completed computation (using the
formula below) is shown on the next page.

First, figure-the ‘total number of Opportunities:
= Muhiply the total number of contacts by 8 (the number of key aspects).
~ Enter this figure in the *# Opporunities™ space.

Next, compure the “Total # Y's™ by subtracting the number of NO's (+) from the ~# Oppornuni-
ties™ and put this figure in the Total “Y's™ column. i.e.. 72 = 3 = 9.

Compute the % CQ by dividing the “Total # Y's™ by the “# Opportunities™. multiply by 100% and
round to the nearest whole number. : -

. -

69 -~ 72 = .958 x 100% = 95.8

NOTICE = . - FO4BO2Z 007113

any of its subsiciarias sxcept under written agreement

Printed in U. S. A.
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Service/Sales Psrformance PREY T
sevves Reem™ s, panieLs | T ™™ g gooo " JANUARY
Ganeral Information
Contact Number 11213i4isiei7 /819 Nholr1l12113514 15 INCtes
Type ' :lq BigITeA C [ N [P midEX g
Date/Day ¥
Time 9: >
Service Aspects
Manner And Prolessionalism I , I ] . l I l @ el e .

Duplayea professional Attituds,
{isterad, ana responaed staternant “What'y r AgrnDer T
Appropridtety w4 triendly, helphut

AN througnout the entire Gontact.
Shoula HMave Acvid Due Date

|| I -

sed Y *Facites*

Pertinent information | l l

faentilied customer s reasen for calliing 5 .
and asked ADOMONMETe GussTions to related wall=-snows smpathy for
handle Customer's raquest. . ’ :

~— le—i] Taal Jigme g

Complete Information Iw l . . I |

Provioad all necessary information,
gave oOTIONS A ADOFOQCiAtE, AMQ
answersd All questions complistely. ,

Accurate Information |

Proviosd accurale information
throuphout the contact.

Undaerstandable Explanation »

Used clear, CONDise uncerstatdabie
SADIANALION, AVDIOST COMOANY jargon,”
ANY vEred ADOMGASN WM ADOrOCTIALe.

Elfective Approach I : l

Conductad contact sporooriately,
accented ‘uH responsibility for an
company actions, cftered Altarnate
STHUTIONS And SUCATEd the Customer
whan ApOropsiate.

Correct Clerical Action : i ‘ ] . | I

Handied M Clencal work accuratery
ARG Corrpiatety,

Poasn | | EREN

Key: Use * For Eaceptional Performance. Use » For No Call Quality P Toul; Yl Onoo:;mmn -.‘c::
: & £

Sales {» If Sales Applies) i I

The % CQ ~Call Quality™ will be recorded on the Performance Summary. F04302Z 007114
NOTICE : - |

Not for use or disclosure outside BelSouth or Page 1)

any of its subsidiaries except under writtan agresment * _ g
- FO4R082 007114
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SALES PERFORMANCE QUALITY =

In order for the AM 10 evaluate how well the SR performed in the sales portion of the contact it is
- necessary to determine the Sales Performance Quality (SPQ).

When a customer contact affords a sales opportunity. the SR must be able to propose a sales
recommendation that meets the customer’s needs and generates tevenue. [f this does not hap-
pen. SR development is needed.

The observation session provides the AM a chance to evaluate the sales quality at the same time
the service aspects of the contact are reviewed. :

Well planned development activities should improve the SR’s sales performance. thereby produc-
ing more revenue and increasing overall customer satisfaction.

When a sales evaluation applies. a check (») will be placed in the sales coiumn (on the service
evaluation side) and the corresponding ¢ontact number will be wrinen in across the top in the
space allowed (on the sales sice) as shown below:

Recap ][Ill']

Koy: Use ° For Excectional Pectarmancs, Use » For Mo

Sales {»~ It Sales Appllea) -

Sales

Contact # p 1

Recognizad Opportunity

- Discovering
Pearmission Ta Quastion

Used Listening Skills

The four major areas of Customer Centered Sales and Service (CCSS) have been divided into
smaller sub—categories for the purpose of evaluating the contact. This broadens the base and
provides more opportunities for the SR. It also allows the AM and the SR to pinpoint areas that
need development without penalizing the SR.

There are now 24 aspects in the Sales Performance Quality (SPQ). Each aspect has four (4)
options: “Y" for yes. "YD" {or ves needs development. “N” for no and “NA" for not applicable.

Following are explanations of the four options:
A. °Y" - The SR accurately performed all appropriate actions.

B. *¥YD" = The SR'p.erforrned the most imponant actions correctly. or performed all actions
but could have performed better. and the customer was not greatly affected.

For example: The SR summarized but omitied some details provided by the customeror
the SR made a good proposal but should have picked up on one clue from the customer.
The SR needs to be given examples for “next time”. .
' S FO4BO2Z 007115,
NOTICE "

Page 14 Not for use or gisclosure outside BellSouth or
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If improvement is not noted following development activity. an “N" would be appropri- -
ate.

Examples of this might be:

i. A weak area has been developed. the SR demonstrates the correct way and then
reverts back to the incorrect method.

-2, The SR and AM have agreed that all possible development has been completed
and the SR understands. but still does not perform correctly.

C.  "N7 - The SR did not perform some customer affecting actions either correctly or com-
pletely. or the SR did not perform sausfactorily in an area that has been under develop-
ment. (sce #B above).

D. “NA" -~ This action was not appropriate on this ¢ontact.

NOTE: AMs must have documented development plans for any area in which a SR re-
ceives 2 “YD" or “N”. This plan should include a course of action agreed upon
by the SR and the AM and the date they plan to take this action. (See Summary,
Feedback and Development tab.) '

The five major aspects of the sales evaluation are Recognized Oppbrmnity. Discovering. Propos-
ing. Assuring (A). and Assuring (B). Each of these areas is broken down into the smaller aspects
which are covered in the Service and Sales Performance Standards. See Exhibit 3 pages 4 and §.

The first item. “Recognized Opportunity™. will be evaluated based on the AM's judgment of
whether the SR recognized a sales opportunity and made an appropriate sales attempt. The
quality of the actempt is not evaluated at this point. Area (Southern Bell)/Center (South Central
Bell} standards will determine which contacts are appropriate. A sales artempt prior to the resolu-
tion of the customer’s request or problem could result in customer irritation. A careful balance
must be maintained to ensure that every opportunity for a sales contact is taken. but not at the
expense of customer satisfaction.

If a sales oppormnity exists and the SR proceeds with a sales antempt. a check () will be placed
in the block “Y" for yes, and cach sales arca will be evaluated for SPQ. If 3 sales anempr is not
made a (+) will be placed in the block “N™ for no and the remaining sales areas will be “NA~ for
not applicable.

For example, a customer calied inquiring about a denial notice received in the mail. The cus-
tomer insisted a payment had been made last week in the Customer Payment Center. After
checking the customer record. the SR advised the customer the payment had been noted, but the
problem was the balance remaining on the account that should be paid or the service would be
interrupted. The customer was clearly dissatisfied: therefore you would not consider this to be a

~sales opportunity. (The term opponumty is defined in the Service and Sales Performance
Standards.}

There may bc situations where the AM and the SR disagree on when an "oppon:unity"‘ exists.
When this occurs it should be handled i in the two way discussion during the feedback session with
a determination of how a similar contact should be handied.

The same customer called about hlS current statement. The SR explained the bullmg for the calls
in question. Reahzmg the customer ‘was sa::sned wuh thc SR's explanation and handiing of lhc

FO4BO2Z 007116 ' NOTICE
Not for use or aisclosure outsu:lo BeiSouth o Page 15
FO4a08z 00 7116 any of its subsudsari-s except undor written agresment
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contact and that a sales opportunity existed. the AM would evaluate all appropriate areas of the -
CCSS process. This will be explained in more deail later.

The following is an éxample of “Recognized Opportunity™: a customer called to add an addi-
 tional listing to the account. The customer indicated a new paniner would be joining the firm and
thought an additional listing would be necessary. The SR handled the customer’s request and
then bridged (o an appropriate sales anempt. Check (#7) Y~ for Yes in the block following
“Recognized Opportunity™. See the example below:

~Sales

Cantact # b 1
Yol NINAl v Iyol Ninaly Tyol NTna

<

Recognized QOppertunity p | »

Discovering
Permission To Question
Usad Listening Skifls
Claritying Questons

In another example, 2 customer called to have a local phone directory sent to the business ad-
dress. The SR viewed the customer's record and advised him that local directories could be
ordersd over the telephone and handled the request 1o the customer's satisfaction. Although it
was a perfect “opportunity” to bridge. no amempt was made.

The SR received a “no” in “Recomazed Opportunity,” and the other CCSS areas were considered

There may be instances when an AM [feels that a sales anempt is not appropriate. yet the SR
proceeds. In this instance, the AM will evaluate each aspect of the sales process. but during
feedback should explain to the SR the reasons the atempt was not appropriate.

The sales technique *Discovering™ will evaluate the SR’s ability 1o murually identify the custom-
- er's needs and values through proper questioning and listening techniques. Obtaining ciues
through conversational skills is always preferable to questioning the customer.

There are six (§) aspects 1o be evaluated under “Discovering™. These categories are: Permission
To Question, Used Listening Skills, Clarifying Questions. Thoughts/Feelings Questions. Addi-
tional Information (Users. Usage. ¢tc.) and Summarized Needs and Values.

NOTICE .~ - " FO4B
Page 16 Not for use or gisclosure ounside BeRSouth or 02z 007117
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Sales

Contact 7 »

Recognized Opportunity b

Discovering
Permnission To Question

Usad Ustening Skills
Clantywng Questicns

Thougnis/Feelings Questions

Additional Inforrnation {Users, Usages. sic.)
Surminarized Nesds And Values

Each aspect should be evaluated separately as indicated below:

®  Permission To Question — Did the SR obtain the customer’s permission to ask additional
questions, if applicable? - v

®  Used Listening Skills ~ Did the SR recognize and utilize clues provided by customer?

) ® Clarifying Questions — Did the SR ask proper clacifying questions? e.g., *Do you mean ...7"
ST “Did { understand correcdy ...7" “Could you give me an example ...77 etc.

®  Thoughts/Feeling Questions = Did the SR ask questions to provoke thoughis/feelings (genting
the customer to visualize a partcular situation)? These should be opan questions.

®  Additional Information — Did the SR question the customer to obtain sufficient information
to visualize the customer's needs and values?

®  Summarized Needs and Values = Did the SR summarize his/her perception of the customer’s
needs and values?

The next sales technique, “Proposing™. enables the AM 1o evaluate the SR's ability to make a
recommendation that relates to the customer’s specific needs and values. The conversationa!l
approach will be less threatening to the customer. The SR should be encouraged to be sincers
and cornfortable in making an enthusiastic proposal and should pick up on clues throughour the
contact as o what type of services 1o offer. cu

It's important that the SR sound confident and enthusiastic when the proposal is made.

There are seven (7) aspects to be evaluated under “Proposing™. These categories are: Needs-
Based Proposal, Value-Based Proposal. Visualize Usage (Personalized Benefits). Customer’'s
Opinion Obtained. Recognized Buying Signal. Ask For Sale and Close.

(:? R | FO4BO2Z 007118
| i FO4A08Z 007118
NOTICE . -
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g,
Proposing
Needs-Bassd Proposal
Vaue-Based Options
Visuallze Usage (Perscnalizeg Banefits) ‘ |
Customer's Qpinion Obtaned
Recognizing Buying Signal
Ask For Sale
Close
®  Needs-Based Proposal = Did the SR recommend services and options based on the custom-
ar's needs?
¢ Value-Based Options - Did the SR present options tailoring values to nesds?
®  Visualize Usage — Did the SR help the customer visualize the end result?
®  Customer's Opinion Obtained = Did the SR allow the customer to see himself as the decision
maker?
®  Recognize Buying Signal - Did the SR recognize the customer’s buying signals and stop the
C' proposal?
- ®  Ask for Sale - Did the SR ask for the sale and gain customer's concurrence?
® Close ~ Did the SR close the proposal at the appropriate time?
The next step “Assuring (A)" enables the AM to evaluate the SR's ability 1o dcal with customer
objccuons utilizing the ABCs of Assuring.
There are seven (7) aspects to be evaluated in “Assuring A™: Réspond To Objection, Ask Open
Questions, Be Empathetic, Clarify True Objection. Determine New Option, Recognized Differ-
ence Between The Hesitant/No Customer and Expect and Ask For Sale.
Assuring (A)
Respand To Objection .
Ask Open Quastions ’
Be Ermpathetic
Clarity True QObjection
Datermina New Option
Recognized Difference Between The Hesizant/No Customer
Expect And Ask For Sale
- ® Respond To Objection ~ Did the SR acknowledgc the customer’s objzction? T ..
Cl *.. Ask Open Questions. i.c.. “What was it that }'Du l:kcd about Call Waiting?~ .
NOTICE - " FO4B02Z 007119
Page 18 Not for use or disclosure outside BelSouth or ;
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® Be Empathetic, i.e.. “I know exactly what you mean.” -

8 Clarify True Objection. i.e.. "So you really don't want to be interrupted when you'cs on a
long distance call?” Closed questions may be appropriate.

e Determine New Option - Decide if another approach (based on values and needs) to the
same service is appropriate, i.e.. "I you'd be able to prevent Call Waiting from working
before you placed your long distance call, would that help you?™ Or, it may be appropriate
to present another service. )

® Recognize Difference Between The Hesitant/No Customer - There is a difference between
the hasitant or unsure customer and the customer whoe emphatically says no. Did the SR
recognize this difference and proceed accordingly?

e  Expect and Ask For Sale — Did the SR ask for the sale using the CCSS techniques?

The last step in the CCSS process “Assuring (B)™ enabies the AM to evaluate whether the SR
instills positive feelings in the customer about himself. his decision. our company and our services.

_ The three aspects of “Assuring (B)” to be evaluated are: Thank Customer For Sale/Time, Fult
Negotiation/Gained Customer Concurrence and Reinforced Customer’s Decision.

Assuring (B)
Thank Customaer For Sale/Time
Full Negotiation/Gainad Customer Concurrence

Reinforcesd Customer's Decision

¢  Thank Customer For Sale/Time - Did the SR thank the customer for the sale or aceept “no”
graciously and thank the customer for his time?

&  Full Negotiation/Gained Customer Concurrance ~ Were the services fully explained and cus-
tomer concurrence gained?

& Reinforced Customer’s Decision ~— Did the SR leave the customer feeling that his time was
well spent and he was treated as a valuable customer?

Assuring leaves the customer with a positive impression regardless of whether the customer buys
or not. '

- We should always position ourselves to “sell again.” meaning if the customer’s contact with us has
been a pleasant one he will be more receptive 10 our recommendations in the future.

Note: Additional information pertaining to all sales techniques identified in this sec-
tion may be found in the Customer Centered Sales and Service Training.

FO4B0O2Z 007120 -
FO4A08Z "007120
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Computing the Sales Performance Quality (%SPQ)

N

To compute the evaluative mc:isurcment for (SPQ) use the exhibit below:

=T, Yo

Page 20
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& Addall of the Y's and YD's -

~ ®. Place that figure in the "Total # Y's and YD's™ space

"qu # Y3 & ¥D's| ¢ Cooariunmitea ~ S”Q
S

® Add the # of N's to the number of Y's and YD's

®  Place that figure in the “# obportunitics" space.

I?e.aul 2 Y3 & YD'3] # Opcorturnites % 5720
Sd Se

To obtain the % Sales Performance Quality:
¢  Divide the 10tal # Y's and YD's by the # opportunities.

@  Place that figure in the % SPQ space.

Tolat ¢ ¥'s & ¥YD'1| # Opoortuntes Y SPQ
4 59 915

This completes the portion of the contact that will be computed into the evaluation component of
% Sales Performance Quality. This should be recorded on the Performance Summary Form.

FO4BO2Z 007122
FO4R08Z 007122
NOTICE =~ -
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Sumuiary. Feedhack and Development Plans -

Feedback is a simple concepr. 'It'is information on past performance that the employee ¢an use to
change performance.

The feedback provided to the employee should be:

- Specific .

- Related 1o a performance the employee controls

-~ Positive

- Immediate

= Individualized

- Easily understood

= Presented in 2 manner that encourages two~way communication between the
supervisor and the employee

The combination of feedback and positive reinforcement is the most effective approach a man-
ager can use to improve performance.

Prior to conducting the feedback session, the dawa gathered in the “Notes™ section of the review
form should be summarized and documented in the “Summary™ section of the Performance Sum-
mary/Feedback form. (Exhibit 4.) This form is two sided allowing space for additional notes. In
addition. this form is to be used for summary and feedback documentation for all areas of the
job. ' ’

In summarizing it is not necessary to state every detail that was identified in the notes section.

Referring back to the notes on the review form would be sufficient. See example below:

PERFORMANCE SUMMARY/FEEDBACK FORM

EMPLAYEE NAME SANDY

AM INITIALS 3

SUMMARY

FEEDBACK

DEVELOPMENT PLAN

FU DATE

10119 Excellent bridging

to tales contact, Needs

work in closing sale = See

details on Notes #3.

Probably the single most likely cause for the ineffectiveness of feedback is that it comes too late.
Employees need to know as soon as possible after their performance how well they did. [deally.
feedback, like reinforcement. should come immediately after each performance. | ]
contact to be used for evaluative data it must be discussed with the employee no later than 24
hours afer the observation has taken place, unless prevented by employee initiated absence.

n order for the

ARer the feedback is discussed with the employec; the date of discussion. results and develap-

ment plans should be noted in the “Fcedback and Dcv:lopmcnt Plan™ secrions. See exampie

on the following page.

Page 22
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PEAFORMANCE SUMMARY/FEEDBACK FORM

EMPLOYEE NAME SANDY

AM INITIALS S/

SUMMARY FEEDBACK DEVELOPMENT PLAN FU DATE
10119 Excellent bridging 10 {0119 Sandy reairzed 19¢19 Agrd 1o pracice cloting
sgles contact. Needs work talked cust gut of sale. with Sgndy using actugl
tn_closing sale — See detauls If had gained agreement coatacts of Sandy’c customer's.
on Notes #3, and moved oa could have Set up on Fri 9 AM ia conf coom 10-23

wrapped up tale. Agrd

needs Aelp en closing.

The purpose of the development plan is to implement an action plan designed to strengthen. weak

performance and enhance strong performance.

Each cmplo-yec is fully rESponsiblc for his’her own development.

The supervisor acts as a coach, allowing the time and tools needed to aid in the development.
That is why &t is important to invoive the employee in identifying what action needs to take place
to result in improvement. This can be accomplished by asking the employee. “Whatcan [ doto
help you reach your goal?”

The employee may have an idea that will work for him/her. If it doesn't. the supervisor and
employee look at the results gained and agree on ancther plan.

Some employees may not have any suggestions. In this case. the supervisor will plan a course of

action to accomphsh the goal and attempr 10 gain agreement from the employee.

In both situations. the employee’s comment should be noted in the feedback section.

PERFORMANCE SUMMARY/FEEDBACK FORM

EMPLOYEE NAME SANDY AM INITIALS
SUMMARY FEEDBACK DEVELOPMENT PLAN FU DATE
10119 Excellent bridging 10 10:19 Sandy realized 10:19 Agrd 10 pracuce
sales contact. Needs work talked cust our of fale. closing using aciual contacis
in closing sale = See details If had pained gereement Set up on Fri 9 AM in con/ .
on Notes #3, aad moved on. could have room
19:22

wrapped up sole. Agrd

needs Relp in closing. - -

When asked how [ could

help her improve — Sandy

tuggested needed 10 pracrce

on closing.

NOTICE

Not for use or disclosure outs!do EorlSoum or
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Printed in U S. A

FO4B0O2Z. 007124

Page 23
FO4A08Z 007124



Section 735-800-001SV

(/} Training as a solution to performance problems is 2 common managerial response. [f thece is no
evidence of formal training. it may be necessary ta plan that as the firse step toward § :mprovemcnt
In s0 many cases the employee has been trzined and retrained.

The supemsor needs to explore all areas:

= Lack of knowtedge

= Misunderstanding of procedure

= Not enocugh experience

= Not able to lind refecence rna:enal

- Lack of willingness on employee’s part

Once the caure has been identified. the development should be easier to detine.
Some examples of development for skill building or enhancement other than training are:

- Special assignments
= Coaching

- Reading

= Seif-study

- Work experiences
=~ Role play.

A follow up date should be noted to serve as a target date and also help the supcmsor in schedul-
ing his/her development time.

O' . S R FO4BO2Z 007125
- NOTICE ~.» " - : -
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Afier the feedback session, record any comments the employee made regarding the individual -
contacts and monthly results as shown below: ' '

: S ' PERFORMANCE SUMMARY/FEEDBACK FORM EXHIBIT 4
EMPLOYEE NAME S4ANDY AM INITIALS
SUMMARY - FESDBACK DEVELOPMENT PLAN FU DATE
10119 Excellent bridging to {0119 Sandy realized 10119 Agrd 10 pracuce
sales comtact. Needs wort talked cust out of 1ale. clozing using actual contacts
in closing sale = See detanls If Aad gained agreement Set up on Fri @ AM in conf
on Nores #3. and moved on. could have room
wrapped up sale. Agrd 1023
needs help in closing.
When asked how [ could
help her improve = Sandy
tuggested needed to practice
on cloting. i
10123 Role played 3 sales 10123 Sandy feels more 10123 Agrd o s5it in 10 review
coniacrs 1o pracuce closing. reloxed = confident. Feels closing on 10128
G ready 1o approach next
sales contact. Sandy asked
if 1'd sit=in on a couple.
10:28
10:28 Reviewed 2 sales 10128 Sandy feels much
contgees = Sandy's closing more confident abt
tmproved and sales were closing.
sained
10:3) % CQ SAT for Oct. 10131 commended Sandy on
% SPQ__M!ow oby = but improvement, Sandy is pleased
improving. with improvemen! and tayt
mbrc witl be seen next mo.

R ac_ldif.i'onal spacc'is_needéd o record the feedback an additional form may be used.

O

Page 26

_ NOTICE
Not for use or disclosure out

sid.‘. BelSouth or

any of its subsidiaries except under written agreemant

-~ o

FO4B0O2Z 007127

FO4A08Z 007127




Service/Sales Performance - s

Banvice Mepresanialive IAuhlm Manager ]I-lulu

. General Information -
Contact Number ] tl2afaJals]ls]rTeaT o vel s vz]ss]ra] 16 [Hotan

Yrps
Data!Oay

Time .

Service Aspecls '
™ And Prelessionsti I I
Dispinysd prolansionat silituds, fistened, snd 4 st 2% B AR 5 CoRE
eaponded sppropeistely In & bendiy, helplul manney  §* 008 oA 2 g & 9 N 4 Job.cs s
ioughowd Ihe antite conlacl, - . s b A : "X B AL o
Partinen] Inlarmallon

Iontfled #'3 198a0n 1ot Ealing and aaked - o _ o \ g J o
_ nppropnais quesiions to handt ‘ ‘s 1equest, ; i &5 W&

i Compivie Intormstion

s A s —

'nnldtdlllnoqnnuyhlomtlﬁn.nuopﬂonl ” Cpld 5 p y A g A : i e P SpaTEy 00 0
- appropiiste, and d alt questiuns completely el ; : 0! At :

& &

Acgursta infarmation

S ‘N peg

.. Provided accurnils informalion . v, Koyt p P RN | v A P BT Rd
- Inoughout ihe contscl, d LA ¢ A0k whote 2

Understandobla Enplenation )

Used clanr, conciae undersiandsble saplanaiion, L] ey : ohad (5 2 B > o
- avolded tompnny |sigon, and vivisd spprosch when 3 @ 1 AN b } s o

sppioprinte, R ' o .

Elivetive Appronch l : o a og
Conducisd 1821 sppecpriately, pred (ull * 5 o LN ? A B v ’ X N
responsibiltly for all company schong, offered i b 3 b X

| te solutk ans s d the cusiomer

0 YINOSHeE ORIEING GINFOIISID JO OSN JD} 10N

Jususesbe U UM Jepun 1desxe seurpIsans s jO Aue

whin spprapriste.
Canscl Claricl Acilon

0v$T-4¥ WHO4 TIINVINHOSUId STTVS/ADIANIS - 1 LIGIHXI

Handied ol clerical work accutatsly snd Oy Mo & X X e,
complelaly, : v, R p

) Tl I T # Oppoitaniiien % eaq
I Koy Uss®For hgwu.Pmququu Ne Coll Ouslily » 5

iSIlelI/llSllnApplluir' | | ] | | | | | | [ ] | || l

L7 38ty
TL00 ZZOH¥Od

oy
»
.

/100 Z80YY¥Od

1 LI9IKX3
ASTH0-0Q8-£CL OIS 'Y 53]

LT RS




&B
=

luswisaSe UOLILM JOPUN 1duaxs SeLrEIDISANS S O Aue

62TLO0 ZBOWPO4

87 adeyg

20 \INOSEEE OPISI0 WNSOIISID JO @SN JOj JON

gzTLOO ZTOo8YOd

(ISUIATU) 0r$T-3¥ WHOJ IONYIWHOJINId STT¥S/AIIAYIS - 7 LIGIHXT

. Customsr's Opinion Obisined

:: Class

* Aak Dpen Ousstions

" Elsdly Trus Otischion

Nargrt
i o Sales n na
4 Asvorne
o Conlactd » _ [
b , Y [¥o NA YD Nalv]vo AR Y Tyof W THA| ¥ ]vp F'w|na | ¥ {¥o ] N [na
Recogntzed Oppertually »
Discovering 4 Xad 4 g A pR s r o) )
E A
Petminsion To Question .
Used Listaning Skite I
Clasityng Ouestions e

lﬁouonwholhgl Questions

L e i L L X T G

Agditional informabon (Users, Usags, sic)

Summarized Noeds And Values

Proposing

Naeda - Bassd Propossl -

Value - Based Options

Visusize Usage IPo-m-ﬂlﬂ Banellis)

Recogniting Buying Bignal

Ash For Sals

-t

e

Assuring {A)

Asspond Te Objechon [Cloved Quesitons)

AR

8¢ Empaihelic

Determine New Oplion

Necognized DIlf [ [l The Heatlan/No Cuslomer

Expect And Aok Fos Bale

Assuring (B}

Thank Customer For Sela/Time

Y
%

7t

o}

Full Hegotialfon/Gained Customar Concuirence

Relntorced Customer's Daclsion

Tl s 0 d T8

# Dppaciyaitas

T LIdIHX3

AS100=-008-6CL uondag




WET—\M, \-QB O

Iss A. Section 735-800=-0018V.

EXHIBIT3 - _
SERVICE AND SALES PER.FOR.’\'IANCE STANDARDS

R w,\.\mzn & paorzssmmusm
[ ] OPEVNG CONTACT

- arswers lmmcdnately

"= speaks distinctly

- announces SCB/SB and appropriate center name

- ulearly states name {first name n.nlx not recommended)

. @ RESPONDS

- appropriately 10 opening statement or question

~ assures customer she/he can help. mirroring as appropriate
- avoids using pat or rigid statements

= expresses regret as appropriate

e LISTENS:

- actively. letting the customer know he/she “hears™
- without overtalking the customer

- patienty

- without interrupting

¢ LEAVING LINE:

¥ - explains reasons
: - requests permission
- = obuains customer’s agreement

- if taking lengthy time off line renurns frequently to explain
= gives customer option of call back when appropriate

¢ RETURNING TO LINE:

- gets customer’s anention through use of their name, Sir. Ma'am
- makes sure she/he has customer’s attention before proceeding
-~ thanks customer for waiting

® THROUGHOUT CONTACT:

* = shows interest and willingness

- uses friendly tone of voice
= 'maintains consasrcnt pace and clear enunciation

- shows integrity - . ‘
- - establishes and bunlds trust . - -

evaluates customer s sta:emcmslquesuons beforc respondmg

‘ “establishes rapport and maincains it ‘ ‘
i _dcmons:rates empathy : -

- .answers cunomer s qucsuons vnthout hesntauon when asked -
Pl vaits for customcr to dtsconnect. thcn unmcd:ately releases the line:-

* EACH CONTACT lS UVIQUE = NOT ALL STANDARDS CAN BE LISTED. ADDI-
TIONAL STANDARDS. LE., HANDBOOK AND TRAINING CRITERIA MAY -\PPLY

O EXHIBIT 3 - SERVICE AND SALES PERFOR'VIANCE STANDARDS -
- ' Page 1 -
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EXHIBIT 3} -
* OBTAINS PERTINENT INFORMATION

. Obtams appropnatc fat:ts before Ie:mng the Ime

— "With whom he/she is speakmg

- Establishes reason for customer's call

- Asks questions relating to customer’s needs as appropriate

- Clarifies understanding with open—ended questions

- Gerts customer's account number o .

¢ Asks only for information that is unavailable through company records
. @ (Gives reasons for asking questions, if appropriate
® Obtains information for completion of the order, for example:

— determines how name and address are to be listed in directory

- key spells the listing section and the billing name and address to verify, when appropriate

- obtains clear. concise directions at indefinite address (IA)

-~ obtains former customer informarion when appropriate

~ verifies correct directory delivery address

- if installment billing is discussed. determine number of months customer desires (as
allowed by State tariff)

- S & E determined through negotiation and customer concurrence

~ obrains can be reached number

- determines the correct yellow page heading

- determines number of directories needed

& Payment armangements

-~ identifies individual making arrangements

- amoumnt (discussions and notations should be in terms of dollars and cents, i.e., 5241.26.
not full amount or balance)

- payment locaton (where. by mail or in person)

- date

® Updates credit as appropriate
* COMPLETE INFORMATION

. Explams dlffercnce m non—pub & non-—lns: when appropnate

0 Advises customer cnmied to one free )ellow page lnstmg whcn appropnate

“.

o

_B_!.L_IEE.S.S_Q_._LI QUOTE ALL RATES RECURR[NG AND NON-RECURRING Oh
'ALL N, T, AND C ORDERS OR GIVE THE CUSTOMER AN OPTION TO H.—\VE THE‘.

RATES QUOTED. "= "y~ ¢

§ EACH CONTACT IS U\!!QUE — NOT ALL STANDARDS CA‘\I BE LISTED. .-\DD!-
TIONAL STANDARDS, LE., HA\IDBOOK AND TRAINING CRITERIA MAY APPLY.

EXHIBIT 3 ~ SERVICE AND SALES _PERFORMANCE STANDARDS

e "- Von-rccumng charges must be qumed on all orders.

FO4BO2Z 007131
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EXHIBIT 3 =

*=¢ Monthly rates must be quoted on all N&T's and all other orders on which a rate change
occurs. including 2 “plus tax”™ statement.

*=# Wiring maintenance plan must be explained fully. presented as an option. rate quoted and
consent obtained. . -

**¢ Touch-Tone. and all other senvices, must be negotiated and explained to the customer and all
appropriate charges quoted.

® Equal Access/Full Disclosure statement must be made on all '\&.T‘s" and appropriate “C”
orders

® Advises customear to call the carrier to establish an account
® Refers customer to the Telemarketing Center or Customer Suppori Center as appropriate
¢ Answers all customer questions completely and gives complete information
=“® The amount of the Access Line Charge must be quoted separately
¢ Inside wiring negotiated as appropriate
® Negotiates the appropriate due date and gain customer's acceptance
® Make appropriate access artangernents 10 include:

- contact person (IA)

- contact's number (lA)

- time interval (IA)

- offer specific appointment interval upon customer request (i.e., AM or PM)

® VWhen speaking of payment arrangements, advise:

~ deposit, if appropriate

~ suspension. if appropriate

-~ restoral charge, if appropriate

= return check charge, if appropriate

¢ Commitments to include date/day and time. i.e.. by 4:30 tomorrow. or by 2:00 Friday. March
2nd.

* ACCURATE INFORMATION
® - Provide correct information: corrects customer’s misundersundiag
" * UNDERSTANDABLE EXPLANATION
® Uses clear and easy-to—understand words. avoiding company terms and jargon
® Varies approach and .rephrases when necsssary
® Explains why necessary to transfer or refer customer, it appropriate

* BUSINESS ONLY: QUOTE ALL RATES. RECURRING, AND NON=RECURRING. ON
ALL N. T. AND C ORDERS OR, 'GIVE THE CUSTOMER AN OPTION 'ro HAVE THE

RATES QUOTED.

" EACH CONTACT IS UNIQUE — NOT ALL STANDARDS CAN BE LISTED. ADDI-
TIONAL STANDARDS, LLE., HANDBOQOK AND TRAINING CRITERIA MAY APPLY.

EXHIBIT 3 - SERVICE AND SALES PERFORMANCE STANDARDS -

~ Page 3 of 5 5. FO4BO2Z _007132
NOTICE
Not for use or disclosure outside BeiSouth or _ Page J1
any of its subswdtarios ucupt under wrmon agreemaent F0.4'AOBZ 007132 .
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Section 735-800-001SV

EXHIBIT 3 =
* EFFECTIVE APPROACH '

¢ Has control of contact

o Avoids rambling discussions
e Offers alternative solutions if customer’s request could not be granted

e Takes full responsibility for actions of company. including other departments. t.e.. uses “we™
instead of “they”

® Uses delegated authority

® Puts custorner on hold only when necessary

* Does everything possible to ensure customer satisfaction

® Supports company's position, especially when request cannot be granted

® Transfers misdirected calls appropriately. explzining reason

& Educates cusmrner it helshe has reached wrong number 1o avo:d recurrence
* CORRECT CLERICAL ACTION

e Completes clerical work correcuy: including orders — mechanized/manual. payment arrange-
ments. forms. etc. (Clerical work should be followed up by AM afier each sit-in or remote.)

* RECAP

® Verifies entire contact with customer. insuring that data agress with customer request and
makes any necessary changes and/or corrections.

* RECOGNIZED OPPORTUNITY

* Opportunities ¢an include all contacts except denied service that cannot be restored or where
the customer is clearly upset with our collection attempts or for any reason is obviously dissatis-
fied. or emphaticaily states, up front. that she/he does not want to discuss any additional
services, or misdirected calls. (AM should determine whether the SR recognized the sales
opportunity and made an appropriate sales attempt.)

® DISCOVERING
* Muwally identifies customer needs and values

= conversational

~ asks permission to question {[A)

- asks proper questions to clarify {IA)

- asks questions to provoke thoughis/feelings (getting the customer to visualize himself or
herself in 2 particular situation) ([A)

= asks questions for additional information to give the SR sufﬁczent information to visualize
the customer’s nezds and values ([A) ’

~ summarizes customer’'s needs and gains agreement (IA)

®* EACH CONTACT IS UNIQUE — NOT ALL STANDARDS CAN BE LISTED. ADDI-
TIONAL STANDARDS, [.E., HANDBOOK AND TRAINING CRITERIA MA?T APPLY.

EXHIBIT 3 - SERVICE AND SALES PERFORMANCE STANDARDS -
Page 4 ol‘ 5
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iss A, Section 735-800=-001SV

L.- § EXHIBIT 3

* PROPOSING

& Recommends services and oprions based on the ¢ustomer’s needs

~ presents options tailoring values to needs as mutually discovered (IA)

— helps the customer visualize the end results by using commonality of other customer stories
(1A)

- allows customer to see him/herself as the decision maker (1A)

- recognizes buying signals and closes when appropriate {[A) -

~ tests the customer’s acceptance of the proposal by using questions and statements such as:
(1A)
-~ What do you think?
~ Do you think that would be helpful to you?
= | really think that fits your needs.

- remains helpful and confident but not pushy.

= ASSURING (A)
e Closing the contact and leaving the customer satisfied with our service and our Company we:
- responded to the objection by using the ABCD of Sales:

Ask open ended questions to identify the real objection
- Be empathetic with the customers by acknowledging objections
C : Llarify the true objection with a closed guestion
e Decide if 2 new option should be used or restate the old one based on the customer’s
values (1A)

* ASSURING (B)

=~ Thanked the customer for the sale

=~ Accepted 2 “No™ graciously and thanked the customer for his/her time

— Lef the customer feeling that his/her time was well spent and that we were anentive and
that she/he was treated as a valued customer

—~—

“ EACH CONTACT IS UNIQUE — NOT ALL STANDARDS CAN BE LISTED. ADDI-
TIONAL STANDARDS, 1LE.. HANDBOOK AND TRAINING CRITERIA MAY_ APPLY.

O EXHIBIT 3 - SERVICE AND SALES PERFORMANCE STANDARDS .
P 3
Page s of 3 o ] FOABO2Z 0071
NOTICE -
Not for use or disciosura cutside BefiSouth or Page 33
any of its subsidiaries except under written agresment FO420 8Z 00 713
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NEW ETHICS PROGRAMS
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Southern Bell Tel. & Tel. Co.

FPSC Docket No. 910163-TL

Staff’s 7th Set of Interrogatories
December 18, 1992

Item No. 75

Page 1 of 2

REQUEST: 1Identify all the steps Southern Bell has taken to increase its
employee avareness of the need to demonstrate integrity im its
dealings with the public and the Commission.

RESPONSE: In Florida, Southern Bell has taken numerous steps to ensure
employees are avare of the acute need to perform their jobs in the
“highest ethical manner. They are reminded on a regular basis that
no less will be tolerated.

Southern Bell has developed and implemented a nev ethics education
program that supplements existing procedures. The education program
vas implemented in October 1992 and will be presented to every
management and non-management employee in Florida.

The company has revised its existing handbook ‘‘A Personal
Responsibility’’ to further emphasis ethics, as well as promote the
company’s internal Hotline number for reporting ethics violations.

(:J; A code of ethics was developed and distributed to all employees.

, % |

Southern Bell has changed its management employee evaluation process -
and forms by incorporating two additional performance criteria:
Commitment to customer service.
Commitment to ethical business practices.

Southern Bell distributed one of three items (key chain, pop-up
display or paperweight) to employees bearing the phrase: ‘‘These
values are chiseled into the bedrock of honesty and integrity. The
decisions we make each day help us to preserve this, the cornerstone
of our business.’’ And a list of our BellSouth Values -- Customer
First, Respect for the Individual, Pursuit of Excellence, Positive
Response to Change and Community Hindedness.

e

Attached is documéntatlon'outllnlng numerous methods used to convey
this message to the general employee body, as well as actual
“articles and collateral materials used.

Attachment A:

B:

An article that appeared in the June/July 1991 Sun

. Scriber, Florida‘’s employee publication.

An August 1991 letter by from Joe Lacher to all
employees emphasizing the need for absolute ethical
behavior vhen dealing with customers.

A November 1991 léftef'to_émployees talking about the
employee hotline for ethics and security violations.

A column by Securityfééhé¥al Hanéger Mario Hartinez
appearing in the December 1991 edition of the Sun
Scriber. R ORI

- -
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INFORMATION PROVIDED BY:
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Southern Bell Tel. & Tel. Co.

FPSC Docket No. 910163-TL

Staff’s 7th Set of Interrogatories
December 18, 1992

Item No. 75

Page 2 of 2

A March 14 letter from State President Joe Lacher to
all empleyees talking about ehical standards and teh
start ofthe PSC investigation. .

Hay 27 special Ethics Edition inserted into the
TeleScope, a weekly newsletter for all BellSouth
Telecommunications employees.

The May 27 Edition of the telescope that included a
letter to employees and customers from Chairman Frank
Skinner and Florida President Joe Lacher.

A June 22 memo to all employees from Chairman Frank
Skinner introducing the Conflict of Interest
Questionnaire and the Personal Responsibility booklet
(also attached).

A Sun Scriber Special Report responding to the July

13 press confetencg of the Florida Attorney General.

A July 31, 1992 letter to employees talking about the
company’s Personal Responsibility Booklet.

A Sun Scriber Special Report announcing a settlement
agreement with the state prosecutor.

An October 26 memorandum from State President Joe
Lacher to all Pay Grade six managers and IMC managers
in Florida emphasizing the terms of the agreement
and each managers responsibility in living up to that
agreement.

Handouts from Southern Bell Ethics Awareness
vorkshop. -

Timeline for Ethics Implementation Plan.

1993 Sun Scriber editorial schedule for Ethics
Information.

Copy of-the the ‘‘Contents’’ page'of the Sun Scriber.
The employee hotline number appears in every issue.

Court Lantaff
150 Vest Flagler Street
Hiami, Florida
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FLORIDA CENTRALIZED OBSERVING UNIT SUMMARY
' | :
WEEK RES ___ BUS ___ COLL___ &
MANAGER UNIT
TOTAL NUMBER OF OBSERVATIONS | o
‘ ) W
CONTACT PERFORMANCE 8CORINGS \ 5
1: MANNER & FROFESBIONALISM .
2; COMPLETE INFORMATION 3
31 ACCURATE INFORMATION K
4; EFFECTIVE APPROACH
6: CORRECT CLERICAL ACTION
TOTAL NUMBER OF BREAKDOWNS
1t DEVIATED FROM PROCEDURES
2: QUESTIONABLE SALES TECHNIQUES _
3: ADDED SERVICE WITHOUT NEGOTIATION ;
TOTAL NUMBER OF BREAKDOWNS
i
BRIDGING OPPORTUNITY NEEDS BASED PROPOSAL OPPORTUNITIES t
BRIDGED . __ NEEDS BASED PROPOSAL USED
SPECIAL STUDIES
TYPE L SUMMARY .
6 L.
FO4B02Z 007100
FO4A08Z 007100
§0/50d V1S SOASD 0L K4 811D 26-Ci-11
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FIORIDA CENTRALIZED OBSERVING TEAM OVERVIEW
' -

General: As a company, we know in order to compete
effectively we have to provide not just good service but
superior service. We must constantly strive for quality and
find ways to search it out. To do that we have established

a Centralized Observing Team. ,

Purpose: The purpose of the team is to conduct random
observations throughout the state to insure that the
customer in Florida is receiving the quality service he/she
would want to receive. We will be determining if this
service is provided in a courteous, helpful, knowledgeable
and ethical manner.

Method: Florida’s Centralized Observing Team will consist
of Assistant Managers from throughout the state representing
Residence (RSC), Business (BSC) and the Collections (RCC)
disciplines under the direction of a team leader from the
Florida Customer Services Staff Quality Assurance Module.

Team members are normally assigned for a 1 week period. The
assistant manager conducts the contact evaluation as s/he
would normally. The team will be looking for all aspects of
service such as:

Courtesy

Accuracy

Overall Call Handling

Bridging/Sales Techniques
In order to ensure uniformity all team members will be
provided guidelines for contact recording, scoring contact
performance defects, and identifying and reporting
occurrences of possible ethics deviations or customer abuse.
Additionally, at the beginning of each observing week, the
team leader will conduct a conference call of all observers
to review procedures, advised of special studies and answer
questions.

CONTACT SAMPLE CRITERIA The goal is to observe on 20% of
available contact personnel weekly, with observations being
- taken throughout the week. Each cbserver will be provided
with a3 minimum number of observations needed by office.
This number will be adjusted guarterly to reflect existing
force levels.

FO4BO21 007082

FO4A0BZ 007082 _“
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FLORIDA CENTRALIZED OBSERVING TEAM OVERVIEW -

REPORTS AND TRACKING The following reports will be prov1ded
as indicated. _

CENTRALIZED OBSERVING TEAM RESULTS Weekly results of
total number of calls and routine contact scorlngs
cbserved. Sales cobservations totals are tallied with
sales negotiation deficiencies summarized by catagory.:
Bridging and Needs Based proposal results are also
provided. Reports are distributed monthly at state,
district and manager level to the General Manager,
Operatlons Managers and Managers. The state report is
also provided to the Vice-President - Customer Services
and state Vice-~President.

MANAGER UNIT SCORINGS Details by manager unit of
specific contact deviations observed. Account
information and representative name will not be
provided. This report is provided to the affected unit
Manager.

FO4BO2Z 007083
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CONTACT RECORDING GUIDELINES

RECORDING THE OBSERVATION

The special centralized observing observation form should be
used to record all contacts. The first section of the form
provides a place to record the manager unit observed, observer . .
name, date, time and representative observed. ] ' '

CONTACT TYPE Check category of contact observed. Based on
the content of the contact, multiple categories may be
tallied. Attachment A provides a brief description of each
category. :

CONTACT PERFORMANCE SCORINGS Tally observed breakdowns,
using existing contact performance standards.

SALES NEGOTIATION BREAKDOWNS Tally breakdowns in sales '
proposing and/or negotiating. See Attachment B for explanation
of categories and illustrative examples.

" REVENUE GENERATION. Tally whether or not the contact presented

an opportunity to bridge and if an attempt was made. Tally
whether or not the contact was a sales opportunity and if a
Needs Based sales proposal was made.

ACCT #/SHAXK § Enter the telephone number of the account(s)
discussed. Enter the SHAK number of orders issued or updated.

EXCEPTIONAL SERVICE Contacts cobserved that were truly
outstanding should be noted here. These would be those
contacts where, in the observers opinion, the representative
provided exemplary service. Did the rep go above and beyond
the customer’s stated recquest and truly "DELIGHT" the
customer?

BREAKDOWNS A brief description of each breakdown scored is to
be entered here using standard contact scoring criteria.
Example; an Accurate Information breakdown will carry the
explanation " (1) Rep gave wrong amount of bill."

NOTES The NOTES section of the Contact Evaluation form is
used to record the contents of the call. Sufficient
information should be recorded to support the contact scorings
aSSlgngdé The back of the form or additional sheets may be used
as needed. : C 3

The cehtgalized observing team is conducting service ménagement‘f
observations, consistent with the Communications Workers of

. America and BellSouth Corporation 1986 Memoranda Of Agreement = -

governing monitoring activities. Under these guidelines,

., routine identified deficiencies, scorings, job defects, etc are
. not referred to affected contact personnel or their district.
The attached memo, OBSERVER GUIDELINES FOR CONTACT REFERRAL * °

provides information on the exception to these guidelines as

well as instructions for handling. Please read carefully.

Contacts that have been referred because of possible ethics
r R Tt

FO4B02Z 007084 "
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CONTACT RECORDING GUIDELINES

deviations or customer abuse should have enough information
recorded, the more the better, to accurately recreate the
events of the call. These should be flagged by writing -
“REFERRAL" in red on the top of the contact. _

SPECIAL STUDIES Perlodlcally the COT is asked to focus on
problenm areas, lmplementatlon of new Procedures, specific
contact handllng practices, etc. This information should be
recorded in the SPECIAL STUDIES section. Special studies are
assigned on a weekly basis and will be covered in the weekly -
conference call prior to the start of the observ1ng week.

Flnally, the overall contact should be rev;ewed to determlne 1f
the GOAL standard has been met.

SUMMARIZING THE OBSERVATION SESSION At the end ¢f the
observing week, the contacts observed for each unit should be
summarized using the provided form.

" The top section of the form provides space to record the
discipline, week, and manager unit observed.

CONTACT PERFORMANCE SCORINGS Total the scorings for each
catagory.

SALES NEGOTIATION BREAKDOWNS Total the breakdowns in each
sales catagory. The actual defect, Complete Information,
Accurate Information, etc, will also be counted as a Contact
Performance Scoring.

BRIDGING COPPORTUNITY/BRIDGED Enter the total number of
contacts that presented an opportunity to bridge and the number
bridged. These would not include contacts, such as N and T
orders, that are normally considered to be sales opportunities.

NEEDS BASED PROPOSAL OPPORTUNITIES/USED Enter the total number
of all contacts (orders issued, bridge opportunities and
attempts, etc) that presented an opportunity to use Needs Based
sales techniques and the total number of times used.

All summarization forms with original contacts attached shoulad
be mailed to the team leader by Tuesday following the week of -
observing. _

The current team leader is: _ ; o
Wanda LeWIS . 20 . T e U W eme
20EEl - : . .',_;. .

. 301 W. Bay St.“” ) o

. Jacksonv;lle, FL 32202

RECORD RETENTION PERIOD observatlons that are referred because
of ethics dev1ations or customer abuse will be retained 1n a.,
permenent file in the state staff office. All other:

observations will be retalned for a perlod of 3 to 6 months.’

FO4BO2Z 007085 -
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ATTACHMENT A
CENTRALIZED OBSERVING CONTACT CATEGORY

ORD(NSO) ORDER CONTACT — NO SALES OPPORTUNITY Order contact
id not include any sales discussion and/or negotiation of
optional services. (This would include D, F, some C and R.).

ono{sb) ORDER CONTACT - SALES OPPORTUNITY Order contact
included sales discussion and/or negotiation of optional
services.

SA SALES ATTEMPT Non - order contact that included some type
of sales attempt of optional services. (Includes bridge -
attempts. A Sales Attempt may be tallied in addition to
_another contact category.)

POI PENDING ORDER INQUIRY Contact regarding a pending order.
BILL Contact regarding billing matters, excluding tolls.
TOLL Contact regarding toll charges.

LIVE IN , .
FINAL IN Calls concerning past due active or f£inal accounts.

MISC MISCELLANEOUS Calls that do not fall in one of the above
categories, ‘

N/C NO CREDIT Calls that could not be handled by the centact
rep. Would included transfers to other departments, wrong
numbers, personal calls, etc.

FO4BO2Z 007086 -
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ATTACHMENT B

SALES NEGOTIATION BREAKDOWNS

This is a separate tally of any observed deficiencies in the
sales proposal and/or negotiation process. Breakdowns here
will also be reflected in the normal CSE categories of
Complete Information, Accurate Information, Effective
Approach, etc.

(The examples provided for each category are representative
and are not to be considered all inclusive.)

ADDED SERVICES WITHOUT NEGOTIATION
Feature or Service was added with NO discussion, no rate
quoted and/or no agreement obtained from the customer.

. Includes issuing order with features/services customer advised

did not want.
OBSERVED OCCURRENCES OF ADDING SERVICES WITHOUT NEGOTIATION
WILL BE CONSIDERED AN ETHICS DEVIATION AND REFERRED TO THE

APPROPRIATE OPERATIONS MANAGER.

QUESTIONABLE SALE TECHNIQUE
Feature or Service added without full discussion, there may be
some question as to what the customer understood and sales
approach is not in adherence with approved sales practices.
Includes, but is not limited to;

Quickclose

Assume the sale

Using "same services" phrase.

Asked if using TT set

DEVIATED FROM PROCEDURES
Feature or Service was added with full customer knowledge and
a rate was quoted but the method used did not follow
established quidelines and procedures, including full
disclosure requirements. The sales method used could cause
some misunderstanding. Includes, but is not limited to;
Deducting MFDP credit before quoting rate
Fail to gquote non-recurring and/or
monthly rate
Quoted incorrect monthly rate.

FO4B0O2Z 007087

FO4A08Z 007087 .




OBSERVER GUIDELINES FOR CONTACT REFERRAL

Several recent memos and policy letters have been distributed
clarifying expectations on how our services are to be offered
and negotiated. These provide clear quidelines for the
ethical handling of customer contacts, both Universal and
Collections. Failure to follow these guidelines during any
customer contact will indicate a need for further
investigation.

Established guidelines for the appropriate handling of a
customer contact also provide the criteria for the designation
of a charge of severe customer mishandling or customer abuse.
This may result when a service rep has mishandled the call by
cutting the customer off, transferred to another department
without advising the customer or has been so extremely rude

. and unprofessional that the customer reacted unfavorably or

commented on the rep’s behavior.

Observations that include either of the above situations are
the exception to the normal handling of contacts taken by the
Centralized Observing Team.

Upon observing a call that is considered to contain either a
possible ethics deviation or an occurrence of gross customer
abuse, the contact should be referred immediately to the
Centralized Observing Team leader.

Complete details should be provided, including the reps name,
time of call, account information, order # and as much call
detail as is needed to accurately reconstruct the events of
the contact.

NOTE: The initial judgment of a deviation from ethical
policies or a customer abuse occurrence has to be made by the
observer based solely on the content of the recorded
conversation between the rep and the customer and a review of
the customer account and/or order. Because of various
reasons, this maybe a confusing or difficult decision.
Instances that appear to be unclear should be discussed with
the team leader and a joint decision made.

As information, the team leader will review the information
provided, including BOCRIS memo notes, order information, etc.
Copies will be cobtained and held in a permanent reference
file, along with the original notes from the call with the
observer and the original contact recording sheet. Details of
the occurrence will be referred by the Centralized Observing
Team leader to the Operations Manager of the service rep
implicated. In the absence of the OM the appropriate Manager
will be contacted.

11
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CENTRALIZED OBSERVING REFERRAL PROCEDURES

To establish a common ground for the uniform handling of
observations referred by the Florida Centralized Observing
-Team the following procedures should be adopted in each
district.

BREAKDOWNS REFERRED Routine contact performance breakdowns are
not referred. Reports will be provided by district of the
nature of breakdowns observed, however, service rep name and
account information will not be provided.

The exceptions will be:

<CATEGORY 1> Observations that indicate a failure to follow
established ethical customer contact
performance quidelines.

<CATEGORY 2> Observations that indicate severe customer
mishandling. _

Contacts that contain the above deficiencies will be referred
o the district.

PROCEDURES FOR REFERRAL The observer will refer the contact to.
the Centralized Observing team (COT) leader as soon as
possible after the call ls recorded. Complete details are
_provided, including the reps name, time of call, account
information, order # and as much call detail as is needed to
reconstruct the events of the contact.

The COT leader will review the information provided, including
BOCRIS memo notes, order information, etec. Copies will be
obtained and held in a permanent reference file, along with
the original notes from the call with the observer and the
original contact recording sheet. '

Details of the occurrence will be referred to the Operations
Manager of the representative implicated. In the absence of
the OM the appropriate Manager will be contacted. The initial
referral will be by telephone with a Centralized Observing
Referral Form being forwarded via E-Mail to the OM.

DISTRICT RESPONSIBILITIES Upon receipt each referral should be
reviewed to determine the action indicated. The decision to
initiate further investigation or to take immediate disciplinary
action should be made in consultation with Area Personnel, and
Security as appropriate. All investigation and action taken is to
be documented by the district and retained in a permanent file.

Within thirty (30) days of referral a final report should be
returned to Centralized Observing using the response form
provided. The report should contain a complete overview of the
all action taken by the district.

All information provided will become part of the permanent file
majintained by the state Centralized Observing staff. . - -
: 12 ' ,
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CENTRALIZED OBSERVING REFERRAL FORM

(1) CE~B-01-01

) RFRL CAT

) DISTRICT

} UNIT
OBSERVER

) DATE

) REP

) TEL #

) SHAK

0) REFERRED TO

(
(
(
(
(
(
f 1) RESPONSE DATE

ae 89 ok &% 49 8 aa % e 0@

2
3
4
5
6
7
8
9
1
1l

(12) SALES NEGOTIATION SCORING DETAILS Specific information
from the observed contact is provided to support the referral.
The services added, discussion with the customer and any other
information that may be relative to the referral.

INSTRUCTIONS FOR COMPLETION

(1) CONTROIL NUMBER Consists of the initials for the district,
the cbserving week the deviation occurred, Residence or
Business in districts with both disciplines, consecutive
number of referrals for district. )
example: CE-B-04-01. The Central district, business, week
04 of observing, the first referral for this district.

(2) catagory the type of referral. (1) Indicates a referral
because of a possible ethics deviations. (2) Indicates a
referral because of severe customer mishandling.

(3) DISTRICT The district being observed.

(4) UNIT The unit being observed.

(5) OBSERVER The team observer who recorded the contact.

(6) DATE The date the contact was recorded.

(7) REP Identifying information on the observed rep. Name,
BOCRIS ID, DOE initials, etc. ,

(8) TEL # The customer account number{s) discussed during
_the contact. e

(9) SHAK § The order reference number issued or discussed.

(10) REFERRED The Operations Manager and/or Manager who received
the referral and the date given.

(11) RESPONSE DATE The date a close-out or intermim report is
due,

(12) SALES NEGOTIATION SCORING DETAILS See above.
13
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CENTRALIZED OBSERVING REFERRAL RESPONSE -

CONTROL #

DISTRICT

UNIT

DATE REFERRED

REP

RESPONSE PREPARED BY

DISTRICT INVESTIGATION Provide information on any 1nvest1gatlon conducted by
the district, including discussion with the customer, discussion with
Personnel, additional observations, etc.

~ EMPLOYEE DISCUSSION Provide details of any discussion with affected xep.

DISCIPLINARY ACTION Provide reason and type of any disciplinary action taken.
Alio indicate any labor action completed or pending as a result of action
taken,

OTHER ACTION TAKEN Provide information on any type of corrective action,
individual or unit, taken as a result of original or subsequent
observations.

SUMMARY Provide additional information as appropriate. Include recommendatlon
to close out referral or 1o continue additional investigation.

14
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OﬁSERVATION MINIMUM WEEKLY QUOTA BY UNIT

BUSINESS

JAX BSC
ORL BSC
BRWD BSC
MIA BSC

t1

RESIDENCE

MIA
MIA
MIA
MIA
MIA
MIA
JAX
GNSVL
PAN CTY
PNSC 1
PNSC 2
ORL

M.
DAY
T
SE
SE
SE
SE
SE
SE

HAaORWN

ISLAND

PR

RES
RES
RES
RES
RES
RES

AN

e

1 & BILI

|

(Droste)
(Droste)
{Lusthaus)
(Bednar)

=
o

(Calas)
(Ind)
{Pokora)
(Marin)
{Jugo)
{Carabello)
{Young)
(Crawford)
(Jett)
(Bordelon)
{(Jett)
{Rogers)
(Bergdoll)
{Karssen)
(McCarthy)
(Jarriel)
(Davis})
(Graham)
(McNamara)
(Woodbury)
{Kolb)

B
Ry STy

[

[
HHHROOOONNARNNNI®

=
Ol - =
]
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COLLECTIONS
MIA 1 - 13
MIA 2 = 13
MIA 3 - 13
BROW - 19
JAX 1 - 12
JAX 2 - 12
ORL - 13
WPB - 11
106

(Dardick)
(Castaneda)
(Guariglia)
(Sisolak)
(Clemons)

{Adams)
(Short)

(Roberts)
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EXHIBIT NUMBER
DOCKET NO. 900960-TL
OPC WITNESS: POUCHER

REP-23

QUESTIONABLE TECHNIQUES USED
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DEVIATED FROM PROCEDURES
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FLORIDA SALES AUDIT
OCTOBER 31, 1991
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] .DATE: ‘May.21,v1936 . . -~
" TO: - Clinton Perkins, Jr., Director-Pricing
FROM: . Stove Gold,.Oporations Managar-Pricing

SUBJECT: California PUC Penaltf{' :

"Following is our understanding of the situation which lead to
Pacific Telephone baing ordered to pay a $50R pesnalty by the
California PUC. . . :

Essentially what put the Pacific company in trouble was “over
- zealous® RSC/BSC sales representatives using methods geared to
..attainment of sales incentives and objectivas. Sales -
Representatives were packaging service itens such as, the highest
priced exchange service line, Custonm Calling, Touch-Tone, OCP’s,
etc. Single prices were being quoted for customer acceptance,
without explaining items included in the guote, nor alternativ?

sarvices. - . . ]

- " Hearings.have been-set in California for 5-24-86 to appsal the
(‘ penalty. However, the only thing Pacific plans to offer the
" Commission is employee retraining, changes to thelr sales
- . incentive programs and broad customer notification.

" -

a . ]

. .
o . . - .
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Both SB and SCB RSC/BSC lines sales organizations use a sales plan
raforred to &s Sales Pro or "Assune tha Sale". Informed contacts
have indicated this plan is much like that used in California’and
while sale success with this plan may appear good, TelSam Resultes
(service measzuremant through custonmer feedback) indicate customwr

displeasure with our explanation of service purchased. Apparently
there is no current action being taken regarding this szituation.

The California situation, plus past and current experience in our
region, indicates action may need to be initiated by SB/5CB
Marketing. : .

In the past, th;ro have besn serious problems with "Full
Dixclosure”, especially in Tennessee. (Pull disclosure i= the
torm usaed for anauring that a ustoners are a gaidt pdviswud of

the “least cont asic exchange sarvice available to them,

Currently, tracking results for Prestige services in both BOCs

-indicate high churn (shortened service life) which pay be Eﬁﬂﬁﬂﬁ
by inadequate gxplanation o ex zervice. Throug

analysis of the reasons for this churn has not besen nade. <This
Prestige condition could be compounded if SCB Marketing succeeds:
in their plans to conduct a 'sales campaign with waiver of Prastige
nonrecurring charges. The ccononic value of a campaign such as
this is not only questionable, but also untimely, because Prestige
I, i5 apparently still baing sold by SCB to single line business

. custonmers and residence may be doing the same. (About 200

Prestige systems ware s0ld in residence last month alone and it is

* doubtful this much multilins residence market exists for Prestige

.I or II). .The Prestige Single Lines Service will not be tariffod

until June, 1986 at the earliest.)

If a review of sales procedures in the BSS region is not
undartaken soon, a Commission in the region may follow the
California example.

T -« 7 PRIVATE - .

. TRI I FORMATION CONTAINLD KERTIN SHOULD
5-20-86 o . NOT $1 DISCLOSED TO UNAMTHORIID MRSONS.
. . ) I7 13 HIANT SCLELY FOX USE BY AUINQRLLLY

DILLIOUTH SERVICES EaPLOVELS



, S .
o | -
o E ' _ ot 121988
" DATE: J gr 6
PRITATE
TO: OPERATIONS STAFF MANAGERS —~ AREAS

FROM: - MIKE CARSON
: . 'OPERATIONS STAFF MANAGER

SUBJECT: CALIFORNIA PUC PENALTY.

PLEASE REVIEW THE ATTACEED MATERIAL WHICHE CONCERNS THEZ
$50 MILLION PENALTY CURRXENTLY UNDER CONSIDERATION BY THB
CALIFORNIA PUC AGAINST PACIFIC TELEPHONE.

YOU' NEED TO BE AWARE OF THIS SITUATION AND, AS WE HAVE .
DISCUSSED BEFORE, BE CERTAIN THAT WE ARE PROPERLY SELLING TO
-OUR CUSTOMERS. CALL ME IF YOU HAVE ANY QUESTIONS. .

.
LI N

.

- PRIVATE
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;nntntives in Southern California WeTe Ewiiity vuwestvemao w0 ceo, oo o,
1ike ths custom calling featuras thay had ordered, thsy could call and cancel 5"{
the service and all charges related toO the cuaton calling services would be
adjusted,” evan though theras exists no such provision in Bell's tariffs.

She also found that 657 of the service repressentatives that she znd other PSD
staff membars contacted were bundling custom calling featurss onto basic |,
sarvices and racommending the package. .

“Basic flat rate service in California i3 $8,25,” sald public statfer David
Shantz. “But we were gerting $27 to S30 quotes from Pac Bell -- that this vas
the basic package that they racommended.” R

Pac Ball Says Changes Pade - In response to the PUC staff charges axbouc
free trials, loading enhanced features onto basic plans and adding unwanced
features, a Pac Bsll spokesman said, “Prior to the issuanca of tha (PUC staff)
report we had become aware internally of problems assoclated with our markerting
prograns..: We found out thera wvas confuslon among service reprasentativas and
that we had not done a3 good @ job a3 ve night have.”

© [}

,fﬁt spokesman said Pac Bell has made cha;gps in the way rapressntativas dis~

cusn ssrvices with customers, sapscially concerning "fres Ttrizls® and basic and
enhanced services. He also said the telco 1s instituting an ordar confirpma=- -
tion process in which the sales paraon sends the custcoer & postcard detailing
tha orderad servicss. : .

 The PUC staff report claims, however, that ; customer was olfered and accapred

a 30-day “free trial period” pore than ons menth after Pac Ball officially
prohibited this practice. . _ .

As for universal lifeline telephons service, which in California provides o 50%
subsidy for psraons earning less than 511,500, Miller presented herself &3 an.
unemployed woman who was living off her savings, had no incoms and vas
raceiving no assistance. The raport states that 353X of the service repre~-
sentativas did not mention that lifeline fncludes waiver of the daposit and 50%
off the service connection charges for ths basic local access ling., Mller
said she also found loading of axtras onto lifeline sarvica. -

Pac B2ll Questions Lifaline Sawxplinw - Pac Ball doas take Lissue, though,
with the validity of the FUC staff’s sanpling conceralng lifeline service,
“We take 130,000 calls a day. I don’t knov how many calls the staff wvitness
(Miller) made, but sure, thera {s tha possibility you might find a brand new
ssrvice rapresentative.”

. The.PUC had raised the lifeline eligidbility reguiremant from $I1,000 to 511,500

after finding few.of those eligidle signed up for tha sarvica. *The comisslon
also racently curitha tax that supperts lifoline ~— thr intersxchange carrier
gro3s rovenuas tax —— from 4% to 1.5% bacauss not enough people were signing uy

- for ths cervice (STRR April 24).

The Pac Bell spokesnman attributad the low acceptance rate for lifeline to the
low rogular flat rate of $8.25 for unliaited local calling, Lifaline sub-
scribers are linited to 60 calls a month, but for only a 31.47 charge. The BO
plans a campaign using bill inserts to notify those who hava not racertified
thessslves for lifelins. : '



Docucent Review Data:

" Datas: May 22, 1986

- Tos Oparitions Managers - Residence
- Cperations Managars - B3C :

From: W. A, Dodgnn.-Oparat1ons Manager - Marksting Support
Subjt;:t: Sales Infarmation ]

Attached for your use and guidance {s an article froo the May 8, 1986

- -{ssue of the State Telephone Regulation Report detailing a sales-related -
probles which recently surfaced in California. Rhila 1 am confident
that our people are not utilizing the deceptiva sales tactics alluded to
hare, 1 wanted you and your managexent staff to be awara of the .
difficulty PAC Bell is expariencing. N )

As you know, sincea the original implementation of the Sales Pro training

in South Cantral Bell, w2 hava made evary effort toc ensuras that our puople
v . fully explain all products/services to our customers prior to including them
(\ on an order. If wa continuz to manage the sales job vary closxly through
remote observations and CSE sit~ins, we can continua to.raise our raguired
revenues while saintaining integrity in our sales efforts.

1f you have any questions regarding this information, pleass contact
- Janie Yarbrough on 205-321-4013. , .

. _"-. \ . -

. T ‘Att.achmnt'

. FOR CONCURRENCE
. bce:. Hm. M. Jokmson; Jr. . : BEFORE SIGNATURE
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Service Representative Committee

Welcoming by Dennis A[lgn.

NFR By

Introductioh_of Ms. Bruce Bursi, Manager RTOC, Memphis, Tennessee. Ms.
Bursi had not attended our last meeting.

Ms. Diane Woodbury, Assistant Staff Manager, BellSouth Services, will no
longer be part of the committee. She has been promoted. No replacement for
her has been made at this time. ' -

Through mutudl agreement Ms. Cathy Snyder, Wanager RT0C, Miami, Florida
and Ms. Jo-Ann Streeper, CWA Local 3406 will be recording secretaries for
the committee.

Jim Adler spoke next giving background of the formation of the committee
and the District 3 meeting in Orlando, Filorida last March.

I. From the original meeting.of 16 service reps on the sub-committee,
8 were chosen to form this comittee. We feel those 8 who were selected
to represent everyone were excellent choices. |

Il Some things that have come out of our prior meetings is that there is no
uniformity of standards from one Manager's group to another. :

111 Problems of communication on both sides for a number of years. Even
with the pressure of divestiture removed, there would be problems in
this job due to 211 the technological changes the last few years.

v tress is a catchal) phrase. Under that umbrella falls 8 m2jor problems
that directly affect the individual.
R} Problems in szles and objectives. We will be spending thejbetter
part of the day on this today. ;y HE¥
8) Collections fﬂ}:f'
C) Evaluations and Appraisals. ﬂﬁfﬂﬁ
. [ S EI
. o i b
‘D) Cheating/Greed - Major concerns. This is an extremely delli e’ issue
for both sides. o
. 7 o .‘-"Ea:"' T
£) Monitoring-different interpretation of how this is to bg_-{i '|_'§(ed.
: A large difference of interpretation.exists between SoufHilg gral
8ell and BellSouth. i# !tsf'«I 3
::!‘i SEpE
F) Management Styles-Inconsistancies thereof. No uniformilyilietke:
Manager's groups. z R -

G) Computers and down-time. No safeguards to, the technologiayy
that people have no control over. S




@
J,‘

LT T2

H)  Stress-Attendance problems/Vacation schedule, little of fg i .

:

A8

" excused time. Inadequate number of weeks for peoole to chooip
from.

I} Training-Inadequate and incomplete training for today's work

environment. No time to train, no place to store, no time to
review,

J) Physical Plant-VDT, desk and chairs, clocks not beino in synch.

K}  BOFAD and BOCAMP

These are the major oroblems that when added together, add to stress
and create problems on the job. Stress affects an employee's attitude
to other craft, management and their ability to perform their jobs.

As an objective for today, I would 1ike to see ustackle that objective
of sales.
, N
Dennis Allen spoke next: ¢

1 want to recover some of your points before we move on. The Company is here
because we want to be here. We are not under any obligations to recognize
your motions made by the Union. We all believe in the corporate values set
forth by John Clendenin. It is because ve recognize there 2re oroblems in
this job; multiple problems and we want to get workable solutions to these
nroblems. 1 have the outline you-haveé given me and hope ¥ou have some solu-
tions to these problems. . .

Jim Adler:

Today, we just want to present some of the problems. To mazke you aware of
what these oroblems are. Then give us a chance to listen to your points. of
view. He want to work out any solutions together.

Dennis Allen: o
1 have asked the company pecple not to challenge what you are saying, but
rather to accept your word for what is going on. They will ask from time to
time for points of clarification. -

He break at 10AM, will re-breek at 12 for lunch, and adjourn arqqu 4 or
4:30 PHM, : '3§*ﬂ x,
gpiih

sty § 3
LR I
1

Jo Streeper: a

Read report on unfair distribution of sales credit betwee qqmmerc1§iéand
plant department. :

.=,.‘:!; !
3 ' .i i i :
Dick Unkenholz: ] bt s

Not the intent af the point system to create these kind of problefki!

were designed to motivate and create enthusiam among people. R

Shelba: ) s ARt
: A1l it has done was cause of lot of cheating. You can't read thﬁ
anyway. It's not 2lways accurate. i

4
Bobbie Sims: .
Supposed to be more accurate in Southern Bell next year. Largg
give everyone equal opportunity to take calls for the whole sta¢
should be more pbjective and uniform next year. -

e

s

- TR
R
.ﬂ_. 3 1T
=5

£

',

L



Janice Haney:

Page 3

Kay:
In Horth Carolina, the entire group has to be objective before anyone
can get points.

Bobbie Sims:

In South Carolina, will go the the collectors title, so RASC will get no
points.

Shelba: .
I~ Offfcial sales report is hard to read and jnaccurate. I also want to

talk about bridging. We have had people with entries in their records
for not bridging.

Il Inadequate training to do the job. Help is not there when you need it.

IT1 Sales programs are taken far afield. "Putting on the Ritz" cost $50,000

for an outside contractor to generate sales. Had & mime go around to the
offices. '

IV Collection group in Florida doesn't sell but feels cheated when they
see the RTOC people get closed time for sales, prizes and shows.

Janice Haney:

So what you are saying then, we should give motivational prizes for collection
work 2s well as sales?

Shelba:
I'm saying, nothing is fairly done. _ -

" Bobbie Sims:

Different work groups feel left out when you see prizes. Severz) work units
_in the same group. I can see where this could cause a mor2le problem, when

we change to the collection group next year, since they will be side by side
in the same building.

Shelba:

| 1 also don't like names on the mailout letters from the bus1ness
onfice

I1'  People won't talk to anybody else if they see a name on the TEttér.

111  Orders may be updated by somebody else but if you took the or1g1na]
order it's your name they get. L': %

1 ! o

v Wives place an order, husband gets this letter then calls us[!tha wives
| }ie so they don't get in trouble for what they ordered. We ge t tne_blame.

il
3

v No closed time to meet committments that these letters geqﬁﬁﬂﬁ
[

. i K
Catch 22, if a name goes on the order, it seems more personalized,; 1 thlnk

service to the customer should be first. It may cause some prob1en$ hut 1
feel it is worth it.

--‘:é
e an
LI ]
T ]
sheri

0% o °h
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Page 4 : , -

L al
Shelba: ?-n‘?ﬁ‘.‘

It really needs to be looked at carefully. It causes more problems than
you khow. o ’

AFTERNOON SESSION

Kay: . .
d Plan to bring up a problem in all nine states. "Creative Selling"
{Cheating) causes inflated percentages. Have over-achievers in any
office and 1'm not saying that every person who has high sales cheats,
but enough do that 1 feel should set objectives taking this into consid-
eration. Used example of prestige being fraudulently sold.
Jo Streeper:
The assumptive sales technique ysed for the last few years have caused
highly inflated sales percentages. This year we have the "customer center
sales" and the sales quotas are still the same.

Shelba: ‘
We need to set next years objectives lower.

Dick Unkenholz:
It's too late. The quotas for 88 have already been set.

- Shelba: ° :

Was that taken into consideration when they were set? What will the
percentages be?

Dick Unkenholz:
I don't have the {igures here but they will be raised.

Shelba:
I thought that is what this comittee was for, 'so we could work these
things out together.

Dick Unkenholz: ‘
The Company moves along as it needs to. People 2re meeting on things
like this right now, even 2s we speak. If objectives should ever be
lowered it won't be in the immediate future. Besides people don't seem
to be having any probiems meeting their quotas. That is why they were
raised. ' o

Shelba: . .
Ye are having problems. That is what this is all about. That's why you
have all this cheating going on. People are trying to keep their jobs
anyway they can.

chk:

were concerned about their jobs they would find some other way t‘gﬁeg'
n

Maybe some other training or something like that, But you won't-fi
who are that interested. :

i
I don't believe that. People may cheat for greed, but I think:iggépﬁ !
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Jo Streeper: < -I‘:?s
That's not true. Told about 52 service reps in Lafayette taking g gix

week course by Dale Carnegie on their own time. Excellent results and
morale during those six weeks.

Page §

Dick:
What happened?

Jo Streeper: .
He were told to 9o back to the assumotion technique. The holding tiwe had
gone up to 7.5. The Carneqie technique while being very similer to customer
center sales took too much time. Even though it was better customer service.

Paula:
The customer's are the ones who suffer from all this. Read 12 months of
Telsan reports in which customers comnlained of "sales" they hadn't
ordered on their 1ine. Of being pushed by service reps to buy after they
repeatedly said no.

Sharon Hakola:
Look, we know this cheating causes us problems but what do you want us
to do? 1f we catch someone on a service management observation, you people
have to defend them.

Shelba: -
Only the people who are low in sales are talked to or disciplined. The
people who are high sellers-management covers up for them. Then uses their
sales as examples for the rest of us. We know who cheats and who doesn't
yet they are always used as good examples.

Thelma: g
Top peopie have been Tired for cheating. But oniy after getting by with it
for years. They make the managers look good.

Francis:
Management knows and looks the other way. Proof beina when staff comes in
everybody knows it.

Kay:

[ In North Carolina, there is a company called "Making an Order" that
connects all the utilities for people. Used an example of the lady who
took a1l the orders from this company and floated her sales code by
individud® items. : : :

I1  Some people will take CCS off an order they update, then issue a sub-
sequent C order going back in with 1B WAC and RMXS: Requested on

oriqinal order.

Jimmy Smith: . .
A1l people here are saying is that we want to ghange'the objective to
make it fair and reasonable to meet so that this won't keed going on.

f ' - - -
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‘Jo~Ann Smith:

Feel {f you are low and make an honest mistake, i1t is viewed: qq an-
attempt to cheat. If you are high, it is viewed an an “uonest mistake",

‘ -".p’i.’-.

Anne:
I Example given of changing due dates on canvass areas to qain extra
points and enable the manager to meet his objective. 200 extra due
dates were given to this manaoer

IT  Causes low morale in the offices and puts RASC against RTOC instead
of workina together as a team.

111 The RTOC manager has been very cooperative and is work1nq w1th us.
He has let us hold meetings and even agreed to remove all sales ob-
jectives on a trial basis.

IV  The RASC manager is exactly ooposite. We are getting no cocperation
and. he has even raised the sales objective.

Bobbie Sims:
Problems are caused by forecasting setting the sales goals. If these are
accurate ok but if they miss it can really cause severe problems.

Francis:
The "Bell Curve" caused problems. Harrass people 11 months out of the
year then they implement the Bell Curve at appraisal time and that same
person is suddenly satisfactory. 11 months is a Yot of harrassment.

Cathy Snyder:
Should have the leeway to trend every three months.

Thelma:
I need to add, sales results are unrealistic-usually in RASC, we can't
canvass an office until it matures for 60 days. Some people were allowed
to canvass during the waiver in non mature offices and others were not.
Monitoring is used as a discipline tool on low sales.

Paula:
1 RTOC has the lowest sales objective in the System in Tennessee.
They have no problem meeting their objective. RASC is not that way.
They have a number of items to meet and have prob]ems We have been
told this will change after the first of the year where both will
sell on a dollar basis.
R Even the managers admit sales have created a monster. Everybody

knows we have to sell and everybodv tries. Most of the management
people co try to work with us. : ‘

- ,.. Shelba: 1‘ %
RN Let us not forget our business reps When you co back to yourﬁg ﬁ t1ve &
i offices and think about 211 reps, not just residence, «

7




—_— : : -
Dennis Allen: /7 ’R '%-l

loe.e .. John CTendenin believes in customer first. So does Dennis Allen. Thn

integrity {ssue needs to be addressed before this comittee lets rut.

Bobbie Sims: .
Sales objectives and prizes are not what is causing the problem, I can
remember years back before all these prizes came out that peorle used
to accuse each other of cheating. Everybody wants to be nurber one.

Jim Adler:
Need to remove the fear factor from this title. Peop]e who think they
will loose their jobs ww]] do what ever they feel they have to.

Shelba: :
Certain amount of people may be 11ke that but others Jjust steal. Like I
said before we know who they are, and when page after page of orders are
glven to a supervisor and nothing is done about it, it hurts mora1e

Calvin Patrick:
Very contrary to what this Union stands for, we don't like having to

bring this up, but 1t has caused such 1nf1ated percentages that we have
to deal with it.

Shelba:

Cited cases where people have known and hushed up cases because it makes
management look good,

-Francis: |
Agree with Jim. Need to show that cheating will not be condoned and sales
quotas need to be reasonable. 88 {s coming up.

Sharon Hakola: .
We only get fraud orders from other off1ces, never from our own office,
so you think it doesn't happen in your own office.

Jo-Ann Smith: . i . .
Oh, yes it does. Don't think for a minute, it doesn't. I just meant to
talk with you about it later.

Shelba
" Contributed an article from Los Angeles Times on Fraud in the Corporace
HWork Place.

Break at 2:45-2:55.

Shelba: . _
Recognition of individual rep on the "I can help program.

Jim Adler: :
Let's break at 3: 30 to see where we are and where to go from here.




December 10, 1987

To: Jim Adler
From: Jo Streeper
Subject: Service Reps (ommittee : 0

Dear Jinm,
Due fo the extraordinary ability of my secretary to transcribe speed

writing, you will find the enclosed minutes of our last meeting are quite
detailed. : c

You had requested these notes be kept as complete and confidential
as possible due to the sensitive subject matter, therefore, 1 am sendlng
them to you to edit or distribute as you deem necessary. p

) thlnk in the future a simple outline form of subject matter shogi&?%
prove sufficient for our needs, unless something unusual shouid occur.,;

I Yook forward to our next meeting in Memphis and hope it will be'é#&%i'
productive as our last. ' iai?E:

Fraternally yours,
3
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Page 8 ‘ m-m :
Jim Adler: ?3

(;ﬁ, Most of our complaints have been in the residence 2arouos. While the business
- people do have complaints they are not nearly as .evere as what you people
face every day.

Dick: - _
Their quotas for 88 will be raised also.

Thelima: :
Incorrect sales report-gave examoles.

Dick:
Periodically we pull 300 service orders and do a computer run. They hand
add td check the orders. Compare the two orders. We have found no significant
}--__ differences. They are checked.

I have heard several requests to lower the objective. Want a union position.
If you lower the revenue you may reduce jobs. That is always a possiblity.

Jim Adler: : _
1 think you can see the numbers we are talking about are inflated and not
realistic. This needs to be looked at in more depth.

Bobbie Sims: '
. Negative article from a Union naper comparina supervisors-to witches. Very
(:} derogatory and makes us look bad. If we are to work together we all need to
4 ' be treated with respect. '

 Dennis Al]en:\\\ '
Next meeting in Memphis, Tennessee on January 27, 28, 29. We will meet in

the company offices and meet with the service reps there.
Be a walking ambassador for this committee. Keep a positive aspect at
all times.

Y
Y
.
-
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>.'-'-'\’-' 2 The Service Rens Committee convened in Atlanta, Qﬂ_& 'ééf:‘m :
/ $7 ; |

\\::://.,.;;"__,,/ for our rirst workunq meeting with the Company.
.g LY ™ "
PO —
NG '
v I R W N
2N TTT N AGENDA FOR DECEMBER 8
SRR

FROM THE SERVICE REPS
COMMITTEE

?E;&*’ ~ 1) 8:30 Meet with the Company.

\\§*§§===========:,/’ ) 2) 9:00 Meetinn starts

3) Diane Woodbury in charae of trainina has been promoted
and not on the committee. No reolacement has beqn
announced as yet. :

4) First item will be to re-introduce ourse]veﬁ.

5)  Statement of ourpose. The Company has come up with an abbrev1a»ed '°“‘
‘He will work on ours later today.

E) Next order of business-1 will give an overview of what we have been
working on over the last few meetings. We will 2ero in on one or two-
of the most important items. ! 3

7)  Me will then turn the meetina over to the committee members. zﬁff::

§
B) . Objective is to be spokesperson for YOUR STATE -not your own petgﬁﬁait
work group. W 0

9) The Company has made a comn1tnent 1o give fu]l suoport to this »brmf

10) Each person will be niven a turn to soezk. Do not give so1ut10n5"
the problems, then move a]ong p:

11) The management committee will be given equal time to rebutt or

o -a_- {
12)  Then we will wcrk on the solutions jointly. ‘:iﬂfq
. i
1. {
Jimmy Smith spoke next. He advised that we were st111 trving to e11m1ﬂ!€ L

reclassification of "Collection Pepresentative® and the down-grade asso lﬁ
with it.

We are try1na to keep this from ccing to a neutral third oarty beca:
want to live with a ru11nn against us.

Pagific Be]l in California has a1raady had a ruling and it has none..;
Company's favor. | iR

The Company will pol) RASC for volunteers, then if not enough vo1ung;a;;.
.orcg in inverse order of seniority. Where necole are forced, the1r---; A Y
stabiized for one year before the nay cut begins. : ;:‘1-
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waoe scale we can for our members. We feel that will be the best way Fgg{hrﬁ'}:fc .
the people. :

A

STATEMENT OF PURPOSE

To prémote dignlity and professionallsm among Service Representatives,

individuals and employees.

To vork together as a team to obtain falr, tealistic and consistent

office standards and pollcies throughout BellSouth. . G

(“J53- This Statement of Purpose will result in maxicoum bepefits to our i

customers, Service Representatives, Communications Workers of Americaiy -

bt e

and BellSouth., :
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Florida-New monitoring equipment installed. It is transistorized and you it r§>
don't have to be in the monitoring room. It looks like a necklicgiiaid " ﬁ.‘l
a little piece fits in the ear. You can also push a button downijiig: E

‘ecord the conversation. That equioment is in the monitoring rodfy|s

w—

el
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1
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Souih Carolina-Forecasting over estimated access line gains so we didn't make
the objective for the year. Also call flow is dqwn_cons1derably this year.

Atlanta-600 Service Reps are housed in one building. Haiting to see how the down
orade affects us. A1l but two offices are back to universal. Are going to
cut over to big switch soon. Have been told we will have & new appraisal plan.
Sales will be the priority item. Collection and service will take a back-
seat to sales. We have implemented a 4 day work week. 8:00AM to 6:00PM for
3 days a week and B:00AM to 4:30PM on the 4th day. This is in Final Accounts
only. Good results for collection as calling late in the day enables us to
catch more people home. The girls seem to love it.

:-oni-’:

’l .

EL)

i) ! i
1

T

e

J -
- Py
et Foio R mmmim A
AT

e
o fe ek

»
2 e e e,
por et




A; At1dhté-S£mi1'ﬁ5§iﬁg problems with cheating. One Service Rep who cheatiy

~ South Carolina-Cheating still bad. Have a copy of the disclosure statgﬁj

UPDATE PER STATE

|
Louisiana-5t'1) having problems with sales and point credit. Desparitj'b;,::"
treatment between departments causing morale problems.

AMabama-Discontinuing individual sales objectives in RTOC for the state. Good:
cooperation between the RTOC Operations Manager and the Union. RASC- has
not been as positive. The RASC Managers has raised the opjective. Still
cheating. Gave example of two supervisors work groups being glven clearance

"to {ssue orders before the conversion date to allow the managers to megt
:5 monthly objective.

Alabama RASC-Still a lot of cheating, Objectives are being made but the customers
are not being contacted on the sales as they are put on the records. In
Huntsville, Assignment is Canvassing. :

Jacksonville-Brought a tape from the company. In it, it shows a Service Rep who !//
won.a bedroom set. We are implementing the collector group in January. Same

old problems in sales. Threats to start four step discipline for low s3les.
Quotas are being raised, not lowered. "Telstars" are being.contracted dut

by an independent company and are typed into the system. Repair is selling

too and really racking up on sales. I

Kentucky-The things are about the same. The Company has backed down a biti on.
discipline but other than that nothing else has changed. Cheating 1s:girse
than ever; but the Company is refusing to let us have access to théirgedrds
we need. . : H

Tennessee-About the same. Discipline also on hold. Sales quotas still fluctyate,
A new machine will even be installed which monitors the access 1ingﬂéﬁfglsam
complaints are starting to show up on the reports for fraudulant sifas
Sti11 have people out on benefits for stress and nerves. Lots of requests to
move to other departments. - 1§:-i;

North Carolina-Brought copy of the Telsam report to show problems in sa&,?;{‘d '
collections. Of course, when results go down, discipiine goes up.:l?fgg] my °

manager is treating me differently since going on the committee. Takedl

closed time away from me and don’'t talk to me now. Cheating is sti}}} §

but cheaters are protected by management because they want to useiiigifond M

sales generated by the cheaters to run the sales quotas up. This;@ﬁrgg xther f
B - . .'..":;" .

people work harder. -

e s

going in with I3 instead of Il on every order has been promoted.|RyFERIE|
~ was_looked at like "mistakes". oot tjé[.i !
TS - . ] d F I

Rt LIV

has been put in everybody's personnel file. Service Management oﬁg; faLic
have been increased. Also have a new District Manager. A Lady. &54,,.,-
me assurance that she will strive for uniformity in the state, -:f;g?i: ]
not been true so far, because of the way vacations are being handyps ¥
goes for back-out time. Have make-up time and pass out Monopoly'{IER RS
for this. You car take these cards and.use to covef a tardy or gglLafiy:
off. This is done differently on a per office basis too. J;" i

]
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RET
SERVICE REPS MEETING ~
DAY 3 o 'P": 4

1

The general consensus of all who participated in yesterday's meeting was
that it proved to be very productive. :

We all felt that managemeht had been expecting 2 general "bitch session®
rather than a group of well nrepared professionals who were able, not only
to discuss, but present documentation of facts in all areas.

Most of the day was spent on preparing statements to be sent to the Jocals.

A survey will be mailed to all Jocals to return to staff for a more fair
representation of all 9 states and the many different service rep work groups.

Jim advised us the next meeting will allow management equal time to rebutt
and hopefully will 21low us to turn-our attention to some workable solutions
to yesterday's problems., If time allows we will also try to cover another
major problem, monitoring.
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Legal Departmekt

(;“,‘--— 'SIDNEY J. WKITE, JR.
General Attorney

Southern Bell Telephone

and Telegraph Compeny
Suite 400 :

. 5 b
150 South Monroe Street : o EY w L -mjg
Tallshassee, Florida 32301 2R L 2 [
€404) 529-5387

August 17, 1993

Mr. Charles J. Beck, Esq.
Deputy Public Counsel
Office of Public Counsel
c/o The Florida Legislature AUG 18 1993
Room 812

111 West Madison Street

; tice of
Tallahassee, Florida 32399-1400 Pu\?\ic Counse!

Rt_,_r.,-:!""}

RE: Docket No. 900960-TL

Dedr Charlie:

}
(:f‘ Enclosed are the original and one copy of Southern Bell
Telephone and Telegraph Company's Response to Public Counsel's

Fourth Set of Interrogatories dated July 13, 1993 in the
above-referenced docket.

A copy of this letter is enclosed. Please mark it to

indicate that the original has been received and return the copy
to me.

Sincerely,

¢ * J
X/dug,/ UM Y
. Vo “7)
Sldney“q, Whlte,_Jr.
cc: All Parties of Record
" A.M. Lombardo

H.R. Anthony =~ ‘ ;
- R.D. Lackey '




REQUEST:

RESPONSE:

o

PR-R
Vo, 2

Southern Bell Tel. & Tel.
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item No. 12

Page 1 of 1

The Company’s response to Citizens’ 35th POD, item number 499, Docket
920260-TL, indicated that the Company had produced all of its
documents in Atlanta, Jacksonville and Ft. Lauderdale regardlng.the
December 8, 1987 joint meeting between CWA and BellSouth in Atlanta.
Item number 504 of the same POD indicated that the company had
already produced all of its records relating to cheating,
falsification of records, fraudulent sales, assumptive sales, or
creative sales by Company employees from December 1987 to date. Does
the Company maintain that it has no records of the references by
Company employees regarding cheating in the Business Office as part
of the December 8, 1987 meeting?

At the time of the Company’s response to Item Nos. 499 and 504,
Southern Bell had no records of references by Company employees made
during the December 8, 1987 meeting regarding purported cheating in
the business office.

RESPONSE PROVIDED BY: Laura Summers

6451 N. FederalNHighvay, Room 1113
Fort lLauderdale, Florida - 33308 - - - -




REQUEST:

RESPONSE:

Lafayette, LA 70508 .

’%Eai-% -
%3

Southern Bell Tel. & Tel. Cos
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item No. 13

Page 1 of 2

Please state the names of all BellSouth management and craft
personnel, including their current titles and work location, who
attended the meeting on December 8, 1987, which was referenced in
Citizens’ 35th POD, item number 499.

The following persons attended the meeting:
Paula Spuryer, Maintenance Adm.

4960 Black Rd.

Memphis, TN 38117

Frances Amerson, Service Representative
5900 Rivers Ave., Room 103

Charleston, SC 29405

Shelba Hartley, Service Representative
301 W. Bay Street, Room 13JJ1
Jacksonville, Florida

Eay Quinn, Service Representative

4100 S. Stream Bl., Room 420

Charlotte, North Carolina 28217

Ann Leavitt (Retired)

Thelma Roberts (Retired)

Calvin Patrick (Retired)

Jo-Ann Streeper, Service Representative
901 Hugh Vallis Rd., Room 210

C Jim Smith (Jimmie), Repair Service Attendant
3100 Emerson St., Room 219A

~ Jacksonville, FL 32207




Southern Bell Tel. & Tel. Cofi}'
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item No. 13
Page 2 of 2

Dennis Allen, Assistant Vice President
1926 Campanile

1155 Peachtree St., N.E.

Atlanta, Georgia

Bruce Bursi, Manager
3535 Colonnade Pkwy., Room S4D1
Birmingham, Alabama

Janice Haney (Retired)

Bobbie Sims, Manager
10 S. Academy St., Room 200
Greenville, SC

Dick Unkenholz, Manager
3535 Colonnade Pkwy., Room South S6D1
Birmingham, AL

Cathy Snyder, Manager
5147 Peachtree Ind Blvd
Room A-48

Chamblee, GA 30341

Jim Adler - No information on this individual appears in our
personnel records.

Jo Ann Smith - Numerous "Jo Ann Smiths" appear in our personnel
records. Ve are continuing our efforts to identify which one of
these individuals attended the referenced meeting.

RESPONSE PROVIDED BY: Laura Summers .
6451 N. Federal Highway, Room 1113
Fort Lauderdale, Florida " 33308




REQUEST:

RESPONSE:

Ree2s

Southern Bell Tel. & Tel?iéaf
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item No. 14

Page 1 of 1

Does the Company agree that it has no written record of the above
meeting referenced in Citizens’ 35th POD, item number 499, and that
it took no formal action as a result of the comments made by the
Service Representatives who participated? If not, please describe in
detail vhat actions the company did take regarding the allegations of
fraudulent sales practices which were made at the meeting.

The Company has a Company written record of the meeting in question.
No allegations of fraudulent sales practices were referred to in that
document.

RESPONSE PROVIDED BY: Laura Summers -

o

6451 N. Federal nghway, Room 1113 _
Fort Lauderdale, Florida 33308 -




REQUEST:

RESPONSE:

i*— ;-,tf:

Ree2s
R L

Southern Bell Tel. & Tel. Co.
FPSC Docket -No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993
Item No. 15
Page 1 of 1

Since one of the participants regarding fraudulent sales activities
in the December 8, 1987 meeting referenced in Citizens’ 35th POD,
item number 499, was from Jacksonville, please describe what specific
actions, if any, were taken by the Florida management team to deal
vith allegations of cheating in Florida?

See response to Item No. 14.

RESPONSE PROVIDED BY: Laura Summers .

(::)

6451 N. Federal nghway, Room 1113 ) .
Fort Lauderdale, Florida = 33308




REQUEST:

RESPONSE:

et
Southern Bell Tel. & Tel. Co. ?'-I
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item No. 16
Page 1 of 1

Please describe the Company’s interpretation of existing Executive
Instructions regardlng how management should deal with allegatlons of

fraud or cheating in the work place.

Vhile the existing Executive Instructions do not expressly address
the specific subject matter referenced in this Interrogatory, other
Company documentation does address business ethics issues, including
the specific subject matter referenced in the Interrogatory.
Pertinent portions of such documentation, which is found in the Human
Resources Guide (formerly the Personnel Policy Manual); A Personal
Responsibility; the Discipline/Customer Acceptance Coverage; the
BellSouth Code of Ethics; and Form RF5855, are attached to this
response.

RESPONSE PROVIDED BY: - Laura Sumers

6451 N. Federal Highway, Room 1113
Fort Lauderdale, Florida 33308




REQUEST:

RESPONSE:

tl )
R

Southern Bell Tel. & Tel. CoS‘%
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item Ho. 17
Page 1 of 1

Please describe the Company’s interpretation of the Executive
Instructions vhich vere effective during December 1987 regard1ng how
management should deal with allegations of fraud or cheating in the
work place.

Vhile the Executive Instructions which existed during December, 1987,
did not expressly address the specific subject matter referenced in
this Interrogatory, other Company documentation did address business
ethics issues. Pertinent portions of such documentation, which is
found in the Human Resources Guide and in A Personal Responsibility,
are attached to this response.

RESPONSE PROVIDED BY: Laura Summers

6451 N. Federal Highway, Room 1113
Fort Lauderdale, Florida 33308




REQUEST:

RESPONSE:

RER 2
"335.‘5\

Southern Bell Tel. & Tel. Co.
FPSC Docket No. 900960-TL
Citizens’ 4th Interrogatories
July 13, 1993

Item No. 18

Page 1 of 1

Vas the handling of allegations of fraud and cheating in the business
offices in Florida made by Shelba Hartley on December 8, 1987 during
a joint meeting between Southern Bell Hanagement and CWA C
representatives handled in accordance with the Executive Instructions
existing at the time? Please explain your answer.

The Company records of the December 8, 1987 meeting do not reflect
that any allegations of fraud or cheating in Florida business offices
vere made by Shelba Hartley.

RESPONSE PROVIDED BY: Laura Summers =

O

6451 N. Federal Highvay, Room 1113 S
Fort Lauderdale, Elq;ida .. 33308




{ A 4
ot

REQ2S
Ra.

STATE OF GEORGIA

COUNTY OF FULTON

BEFORE ME, the undersigned authority, personally appeared

BARRY E. GUY, who being first dqu sworn deposes and says:

That he occupies the position of Staff Manager, Regulatory
and is the person who has furnished answers to these
jinterrogatories and further says that said answers are true and

correct to the best of his knowledge and belief.

WITNESS my hand and seal this / 5 < day of lfiggigiz::

A.D., 1993, !

Signature -,é 5211:.61 (S, / Z“ fﬂ

Elllrned W NS, G

Notary Public

~

'~ My Commission Expires: 1,'

%mmﬁ%,’ [, 1277 - -
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MEMORANDUM

File Code: 440.0000

May 24, 1993

TO: W. G. Dresser - General Manager - Custonmer Serv1ces, FL K
F. C. Feagin - General Manager - Customer Serv1ces, AL/MS
T. C. Fletcher ~ General Manager - Customer Services, LA
C. D. Irby ~ ~- General Manager - Customer Serv1ces, TN/RY
J. A. Saffell. - General Manager - Customer Services, GaA

L. E. Spradlin - General Manager - Customer Services, NC/SC
FROM: Flo Thompson - Assistant Vice President, Customer Services
SUBJECT: Amended Discipline/Customer Acceptance Coverage

On April 14, 1993, we provided information regarding our position
on customer acceptance for each item of service offered by

‘BellSouth. Included in that information was a sample 3181A form

entry and supervisory notes.

Although the package had been approved by Headgquarters Labor
Relations and Legal and our position is clearly stated on page 2 of
the document, concern about the clarity of the wording of the
supervisory notes has now been expressed. _ Specifically Labor
Relations feels our employee coverage should state that we consider
failure to gain the customer’s acceptance a serious offense and
violation of this policy may result in termination without previous
counseling, warning, or suspension. :

Attached is a new package vwhich.includes the revised supervisoxy
notes. This is the only revision from the original document.
There was some discussion of the 3181A entry but no changes were
made 1n the wording of the entry. Although the new supervisory
script should be used for all future coverage, it is not necessary
to re-address thls 1ssue Wlth any employees for whom coverage is

'complete..h‘

Questions regardlng this matter may be referred to Joyce Savage 0“ ‘f

404}529 5133 or you may reach me on 404/529-7486.

eWe apologlze for any 1nconven1ence thls change may have caused.¢

Attachment

(:} cc: J. North hﬁ?‘Fuhaerbufg J. Barnes

P. Donald J. Costas . A. Moseley
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CUSTOMER SERVICES
APRIL, 1993

EXCEPTIONS TO THE FOUR PROGRESSIVE DISCIPLINE STEPS

Section 6.6 of the Human Resources Guide provides information
regarding non-management discipline. To ensure employees have a
reasonable number of opportunities to correct problems bhefore
demotion or discharge, +the company basically adheres to a
progressive, four step disciplinary process; (1) Counseling, (2)
Warning, (3) suspension, (4) Discharge. ‘ : :

The Guide also states, the four progressive discipline steps do not
have to be followed rigidly in all cases. The number of steps may
be increased or decreased, depending on circumstances. While
circumstances vary, the keys to disciplinary decisions include
reasonableness of our expectations and prior documented notice of
offenses considered extremely serious by the company.

Examples:

A. When an offense is so serious that a reasonable sense of
moral or social value should have made the employee aware
of its gravity and aware that a serious penalty would
likely result, suspension or dismissal may be proper
without previous counseling or warning. Examples include
theft, gross insubordination, etc.

B. When an offense is considered to be extremely serious by
the company, but the employee could not reasonably be
expected to realize its gravity, a serious penalty should
not be considered as justified until the employee has
been given specific notice as to the seriousness with
which the company views the offense. If an employee has
been given such advance notice, however, a serious
penalty may be imposed following the first offense.
(Examples: secrecy of communications, misuse of toll
facilities, etc.)

v A

C. If an employee improves his or her performance to a .

satisfactory. level followlng the application of one or
more steps of progressive discipline but later relapses

into unsatisfactory performance, the steps may be

repeated altogether, in part, or not at all--depending,

. on the circumstances of the case. If several years of . .

'_satlsfactory‘performance.precede the relapse, it might be
quite proper to start over completely; however, if the.

period of time is only a few months, it may be proper to
skip the steps previously used. The "rule of reason*
should dictate what course to take in such instances.
Consultatioh with representatlves from E'mployee Relations
is recommended when the superv1sor 1s 1n doubt about the
proper course of actlons i3

- -
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Page 2

-

It is our position that all items of service, with or without an
associated charge, placed on a customer’s record must be negotiated
and agreed to by the customer. Failure to gain the customer’s
acceptance for such items will be considered an extremely serious
offense by the company. To assure all employees are aware of this
policy, the attached sample "A'" Form entry and supervisory coverage
instructions have been approved by Headquarters Labor Relations and
Legal. Headquarters Labor Relations will notify Euman Resources
operations managers in the states of this coverage. hfter an
employee is covered and the "“A' Form entry is made, any violation
of this policy may result in termination without previous

counseling, warning, or suspension.
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SAMPLE 3181 A FORM ENTRY

Following is wording for a 3181 A Form entry to be placed in the.
personnel file of each employee in the Customer Services

organization who negotiates service orders with customers of
BellSouth. Supervisory notes to assist in coverage of the entry
follow the sample entry.

SAMPLE ENTRY WORDING: FORM 3181A

ADVISED (EMPLOYEE’S NAME) EACH IXTEM OF SERVICE, WITH OR
WITHOUT CHARGE TO THE CUSTOMER, MUST BE NEGOTIATED WITH THE
CUSTOMER AND CUSTOMER ACCEPTANCE OF EACH ITEM MUST BE OBTAINED
PRIOR TO RELEASE OF 2 SERVICE ORDER.




’EE?:T

SEUPERVISORY NOTES CQai
(:} : A face to face meeting to explain the addition of the above
: entry should be conducted with each employee in the Customer

Services department who negotiates service items with
customers of BellSouth.

- FOIIOW1ng 'is a scrxpt which may be helpful to you during the:
meetlng

The BellSouth Code of Conduct states, '"We are committed to the
highest ethical standards because we want people to kxnow they can
count on us. This commitment flows naturally from our
responsibility to our customers, our owners, our vendors and
suppliers, our families, the communities where we live and work,
and to each other. Trust is at the heart of these connections, and
trust can be built only on honesty and dependability - on ethical
conduct.

our first responsibility is to the people who count on us for their
telecommunications needs. We will deal with customers” straight
forwardly and honestly. They will know they can depend not only on
our products and services, but on our word and character."

Living our code of conduct means consistently negotiating honestly

and openly with every customer in every transaction. Certainly

this includes service order negotiations. To assure every employee

? has a clear understanding of the intent of our code, we are holding

(:; meetings with each employee who negotiates items of service with

customers and issues service orders to advise such employees of the
following:

211 items of service, with or without charge to the customer,
which are offered by Bellsouth must be negotlated and accepted
by the customer prior to release of the service order. This
includes, but is pnot limited to, entry of items such as custom
calling features, non-pub/non-list number service, calling
cards, etc. Failure to gain the customer’s acceptance for
such items is considered a serious offense by the Company.
Any violation of this pollby may result in termination without
previous counsellng, warning, or suspension.

As documentatlon of our meeting today a notation has been made on
 Form 3181A. (Show employee the entry and allow time to read) You
may affix your s;gnature and date acknowledglng you have read the
_w_notlflcatlon.- '

 SHOULD  THE EMPLOYEE REFUSE TO SIGN THE
NOTIFICATION, THE SUPERVISOR SHOULD WRITE “"DECLINED
TO BIGN" AND THE DATE OF COVERAGE FOLLOWING THE
LAST WORD OF THE ENTRY.)

. Do you have any questlons?
Thank you for your attention.

’




Mr. Bob Butterworth /Rg? -30

Attorney General's Office
The Capitol
Tallahassee, FL 32399

 Mr. Attorney Genax s

This letter is pursuant to charges already set in motion by you against -

~ Southern Bell telephone. First off, the validity of my charges will be

denied by them being that I am a disgruntled former employee by my own
admission, but they are nonetheless extremely valid. The charges you are
bringing against the company now, that services are added to customers'
accounts without their knowledye, is given as the reason that I was dismissed.
Tnis is far fron the truth. The fact is, I was disgruntled about lack

of movement or promotions available in the company and voiced my opinions
within the company about it. The charges you bring are true in that these
actions are done by company employees, but are supposedly not condoned

by the company. This would.on gquick examination appear true, but on close
investigation, coercion or something on that order is the actual cause.

It seems apparent to me that the campany attempts to show that they
are doing something about the problem of employees adding services to
customers’ accounts by firing the people- found doing it. This is not always
the case, often the people fired are the ones with "bad" attitudes and
most likely to speak out against the sales program which subtly promotes
these actions. The campany fears these so called "bad apples" are undermining
the morale of the other service reps arocund them by complaining or refusing
to adhere to the sales program the company crams down their throats. This
“sales program" purports to have the sales rep use probing questions to
find customers needs for services. All reps had been warned a thousand
times not to add services to custamers accounts without their approval.

On the other hand, there is a dollar figure sales “objective," their name
for a quota, that must be met by all service reps and outside techs each
month. While nobedy has been fired for not “selling" the reguired gquotas,
there are other means as I'm sure you can imagine, of dealing with the
people who don't meet their "objective," or worse, complain about it.

It is made extremely clear that the employee will have no future, chance
for advancement, or even fair treatment fran uwlagem:nt, if these don't
meet company "Ob]eCthEb."x -

The actual way to solve thls problem would be to look up records

o of service orders for installations on all the customers who ‘have services

they supposedly didn't request. The offending service rep's code is on
each of these orders. while difficult and time consuming, this can be o
done, but I'm sure the company would do anything to avoid this costly process,_

- including sacrificing the careers and futures of a2 few malcontent “bad

apples.” Also the news that money can be had will bring all the rats out™
of the woodpile, meanmg that many people are calling in claiming to never
have been aware of 'services on their line just to receive a nice fat check.
Their word can't really be disputed, to them it's free money. This would
unfairly make the service reps the falsely accused ‘bad guys. Conversely,

- - -




"* It is well known amongst service reps that Haitians will say yes to almost

" '1 have seen and overheard many orders being taken in this manner. While"

. ‘r a_
’ RE?BO

this type of investigation would also show that many of the offending service .

reps were those presented by the company to be their best sales people,

many of whom consistently exceeded their imposed "sales objectives" by

thousands of dollars every month. While Southern Bell claims to have no

knowledge of this practice, it's beyond belief that no investigation was

ever done as to how or why these same service reps consistently exceeded

the fxgures of most other reps by thousands of dollars every month. Also ..

service reps are rewarded monetarily and otherwise for their sales productlon.

_The actual dollar amounts of these awards would shock anyone. This would @ "

also seem to be a very serious and possibly the most prevalent motivation:

to "cheat" at sales, But I honestly think that threatening to completely

stifle a persons' career future is the most serious cause of the problem.

This is a fact and I doubt legal. While I managed to meet the imposed

. "sales cbjectives" without cheating in any way, the reason this problem

- exists is that this pressure applied to reps is very real, "and causes many

to do whatever they see necessary to survive in this boiler room atmosphere.

I was vocal about my displeasure with being expected to deal with customers

like a robot. I complained about quotas in general when the incoming calls

to reps are totally at random and can in no way be expected to be consistently

sales producing. 1 imagined internal complaints would be answered fairly

and be considered. Nothing could be further frcm the- truth.

This "quota" or "sales objective" method of sales production along
with several other "pressure techniques" have already been outlawed in
several other states, including California, that I have heard. While still
bemg legal here, the potent.lal for misuse or coercion by the companies
using it, is the reason it is J.llegal elsewhere and should be outlawed
here. There is another company activity that is also h:l.ghly questionable
which I made the mistake of crltlc:sz.mg vocally. This is their practice
of listening in on conversations with customers without the customer having
any knowledge of scmebody else listening. I can see the logic in this
to measure the progress of adherence to their methods of leading the
conversations and "selling." But the customer never knows the conversation
is being listened to by management and may, and have, on occasion said
somethmg Jegally mcrm:.natmg or just plain embarassing. Isn't that
wire tapping, or I quess that's just my understanding of the law., I thought
if any party is be:mg listened in on without a court order or their knowledge
over the phone, it constituted wire tapping. I can tell you this is a constant

pressure applied to service reps and greatly adds to the stress of any
job.

Of prime importance in these charges is discrimination of specific -
groups of customers in regards to them accepting services on their lines. .
I speak specifically of Haitians and welfare mothers. A random survey
of Haitian accounts with an mterpreter, would show that a great many L
. of them have six or seven services on their lines. Whether they know about

. them or_ even understood the installation conversation is highly doubtful.

any questlons during the conversation if it will help get them phone serv:.ce

this might be legal,’ coercion is once again present, these people are bemg
taken for alot of money because of their lack of understanding of English.
A random survey of a few hundred Haitian people with the last names of = .
Joseph or Pierre, for instance, would conflm th.'LS pattern Once again,




while not being condoned by the company, the knowledge that it happ\ensf%“30

very frequently is absolutely there. Also in this group of "target" customers
are the people least likely able to afford extra services, mothers living
on AFDC (aid for dependent children}. These ladies don't have the :
comnunication problems, but instead know from talking amongst their friends
and acquaintances, that the more services they agree to accept on their
account, the less likely their credit information will be examined for
false information, thereby easing the process of getting phone service. -
They are well aware from word of mouth, that service reps will bend over
backwards to get their order through the system with the high dollar sales
on it. Meanwhile, the basic service part of their bills is fifty or sixty
dollars alone every month. These groups of people, while maybe not being :
given anything they weren't advised of, are still not being given fair o
and equal treatment ard can least afford the added cost of these services. -
They have in most cases, decided that having any phone service at all is
worth whatever it costs. With randam surveys of different types, with

an interpreter, these patterns can be verified and proven. If there was

a way to question service reps without them feeling in any way that they
would be identified, this could be corroborated as common practice amongst
some of them. But Southern Bell pretends to show the public that they

are doing something akout the problem by firing the Yso called" offenders,
when in reality all they are doing is cleaning house of all the malcontents
that have the nerve to speak up about the real problem, the pressure applied
by management to drive sales figures.

My motivation in bringing out this information does not gain me
anything. My intended career and professional future seems to have been
ended in a greatly unfair and possibly illegal way. Now Southern Bell
is choosing to dispute the payment of my unemployment benefits and at this
point, I don't feel I have much to lose. Also I am sick about being treated
like this when all I wanted from them was a fair chance at a challenging
job. I tried speaking out internally about my ccmplaints but instead of
either getting a good explanation or being pulled aside and warned to keep
quiet or whatever, I was dismissed, supposedly for misconduct. I tried
to use the union complaint procedure to resolve the matter but the hearing
was postponed so many times I have grown frustrated and feel no optiocns
are available to me any more.

Sincerely,

: Ray Melesky

cc: Bob Butterworth ~ - - = : '
. Vicki McCash - -

=L:Lnda DeBartolo - ¢ :

Miami Herald :. » :: .-
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(:E Disciplinary Actions
NC  SC GA FL AL MS KY TN LA TOTAL

1991 (Last half)

Warning . 3 3
Suspension 1 2 3
Termination 2 2 1 3 8 -
Overturned 1 2 3
Total Upheld 2 2 o 6 0 0 0 1 0 11
1892
Warning 1 3 1 3 4 5 17
Suspension 1 4 8 1 1 1 16
Termination 5 10 1 2 18
Overturned 4 4 1 1 1 11
Demoted 1 i
Total Upheld 2 -0 5 17 2 0 3 7 5 41
1993 _ -
(m?:ning | 4 ' 1 5
Luspension 2 2
Termination 1 3 4
Overturned c
Total Upheld 0 0 1 9 0 0 ¢ 0 1 11
TOTAL |
Warning 1 c 0 10 1 0 3 4 6 25
Suspension 2 o 4 12 1 ¢ 0 1 1 21 _
> Termination ) 2 6 14 1 0 0 5 0 ___:s_c)__'_ﬂ
Overturned 1 0 4 4 1 0 0 3 1 14
Demoted 0 0 -0 0 0 0 0 ki 0 1.
Total Upheld 4 2 6 32. 2 o0 3 8 6 63 °°
ZetRy PLEPALZD 445

O
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'““Another reason why I think they were just looking for a scapegoat

Docket 900960
Exhibit REP-32
Page 1 of 2

STATEMENT OF BARRY UNGER GIVEN TO R. E POUCHER OFFICE OF PUBLIC '

COUNSEL October 25, 1992

My name is Barry Scott Unger I live'at 5441 N.E.'Gth hve.,'Ft.'

- Lauderdale, Fla., zip code 33334. I am 35 years of age.

I was employed by Southern Bell on June 11, 1992. Before gcing to

~ work for Southern Bell, I was employed by the City of Boca Raton ;
- Pollce Department where I worked as a dlspatcher.; o S

Prlor to worklng Wlth the City of Boca Raton, I worked at New York
Telephone Company for 8 years where I was a Customer Service
Representative for four years and a frame administrator for four
years.

I started work for Southern Bell in June 1992, in training as a
Customer Service Representative. I completed initial training in
August 1992 and I was assigned to the Ft. Lauderdale business
office. |

My supervisor was Lori Larson and my manager was Ruth Ann Woodbury.
I was terminated on January 28, 1993 for gross misconduct and I
currently have a arbitration case that is pending, challenging the
termination. '

Southern Bell is saying that on an order for new service I added
Call Return. I was observed on one order by Lori Laxson. I
believe I made a mistake, but Southern Bell thinks otherwise. I
was observed on 63 contacts in a row three weeks later. They claim
they pulled 25 orders and on one they said the customer didn’t
order a calling card and another person said they didn’t rememberx
ordering the calling card@ or the wire maintenance plan. They were
calling on my September and October sales in January, and the
customer didn’t remember’

. I don’ t belleve the reason they gave me is the reason that I was -
_flred . 'The company wanted a scapegoat, because of the

1nvest1gatlons. 'l wasn’t maklng my objectives in sales. 1In the

‘beginning, I was doing o.k. in sales, but I failed in November and
. .December. - The objective. _was $5700 in monthly revenue for,;
f*ﬁoutstandlng, $5000 was_o. k and I was selllng around $4200.ﬁ

f \auf :‘,’.;z u:

is that Lori didn’t even_mentlon her observatlon unt11 she came;ﬁ
back to me 10 days 1ater o : : R

I had two letters in my file from customers for good service and I
had received two oral commendations. Other than sales I had no’
problems in quality of service. My quantlty of sales was not
acceptable, but they never wrote my and they only told me I




Y Docket 900960
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could do better than that

I was requlred to brldge over to sales on every 51ngle contact. 1
was glven no choice. o o =

The flrst prlorlty of the company in Customer Serv1ces is sales.
The second priority is service. Sales was number one, and tliey
were very worried about competition. They were emphasizing that we
had to make full disclosure, but we were not encouraged to reveal
any of the limitations on the services we were selling. For
1nstance, a customer who wanted Caller I.D. would not be told that
it wouldn’t work on a caller from New York or Tallahassee. The
company didn’t want you to explain how to use it. They just wanted
us to sell and not go into the details. The only details they
wanted was what was required by the Attorney General.

Language barrlers were a problem in Ft. Lauderdale. You could give
full disclosure and they would Just say, "Yes, yes, yes." Spanlsh
language was only offered in Miami. Some of the representatives
would take advantage of this and sell them everything.

I.-was aware of this because I handled a lot of callbacks when
(:} customers were actually oversold. This would happen when the

customer got their itemized bill and realized what had been put on
their service.

At least once a day I would get a customer on the line who would
start out by saying, "Don‘t try to sell me anything."” A lot of
customers didn’t like the way we pushed sales.

We were required to get the customer’s consent before we bridged
during the last couple of months of 1$92, but not before that. The
only way I could make my objective was to take advantage of
customers. The high sellers do that, or worse, but they’re helplng
the managers to make the1r objectlves.

f@,I was beglnnlng to questlon the company s p051tlon on salesj
,'pressure.f ‘I was expressing reservatlons about their p011c1es among
_my peers in the break room. And I believe that is why I was .

.hftermlnated.,'Before I was fired I never had a "B" form or any !
discipline. In New York Telephone, I had been rated above -
satlsfactory and was never dlSClpllned B - = “fi,'

. | belleve that the company used the ethlcs charge to termlnate me'
.and that this was the easiest way for them to do it, but they
really didn’'t want me because I was unw1111ng to take advantage of
customers in the sales process.”‘ :
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1. Three employees were termlnated |n Orlando because of falsrflcatron of sales for - -
Inside Wire Maintenance in October 1990. Following those terminations, eleven
employees were investigated due to an audit program that identified them as high
sellers of the Inside Wire Maintenance Plans. (Pg.1)

2. A statistical sample consisting of 50 sales per each person audited revealed that
only less than half of the sales could be confirmed by subsequent contact that the
customer was aware of the service. (Pgs. 3-7)

3. The highest percentage of customers that were not aware of the Maintenance
Plans included on their bills was 72%. These sales were made by an employse who
had reported 1035 sales. (Pg. 3)

4. The North Florida Network Sales Coordinator was aware of a 1988 letter to the
South Florida General Manager from the |1&M Staff Manager stating that he did not

O believe boiler rooms were operating in Florida and they had never been sanctioned.

' She was also gave out copies of a 1985 letter discouraging boiler room sales. (Pg. 9)
She was aware of the volume of sales in Orlando compared to other areas.
5. The North Florida Network Sales Coordinator received complaints fom the business
office from 1986 through March 1990. She referred the sales complaints to the
managers, stating, "It is not my understanding that my responsibilities included
assuring the validity of the individual sales."(Pg.49) She recsived complaints
regarding Orlando Network sales in 1987, 1989 and 1990 and referred them to the g
Orlando Manager for handling. She received no feedback (Pg. 9) : ‘

6. The N.F. Sales Coordinator received a call from Southeast Customer Services in

1989 regarding 500-600 sales that appeared to be questionable. She discussed it with -

~ her manager and referred it to local ‘management for handlmg She drd not follow up.

{Pg.B0).. ..ol i e e :

7. The N. F ‘Sales Coordlnator reissued rnstructlons to the freld after the Southeast

complalnt to refer sales to Dial Amenca in Atlanta for processrng, even though she’ wa

" ‘aware that D:al Amenca dld not confrrm the sale wlth customers. (Pg 50)

8., The Network Manager I&M Staff in North Flonda recerved reports from iwo

» Barley s Manager.

:,;._'referred the matter to Butch Olsen

10. The Orlendo Operatlons Manager from Sept. 1987 to May 1989 had always used
bouler rooms for sales and encouraged it in | Orlando‘t (Pg 35 l In May 1989 he was

o




.. 11. The Orlando Operations Manager was aware that both I & M meqagers and IMC -
,._managers had "boﬂer room operatuons. (Pg. 13} -, ; o

should have had better controls.” (Pg. 37) ‘RE?-%Q E?s"ld\:*
10. The Operations Manager who tock over in Orlando in June 1989 received - -
complaints about questionable sales in the Fall of 1989 and again in March 1990 and

May of 1990. In the first two cases he referred the complamts to the Manager. The' S oo
final complaints were referred to Security.(Pg. 15) ;

,of
authonzatlon. (Pg. 12) - 5 :
14." The Network Manager-lMC Orlando stated they evolved mto a | bonler room!

operation in order to be competitive with others.

15. Sales time was charged to 548R (buried drop work) and 248R laenal drop work)
This employee spent 80% of her time on sales.(Pg. 60} .
16. The sales time was charged to account 5532 Mtscellaneous Meetlngs per the
Manager-Network. (Pg. 47) ' L
17. Sales time was charged to 548M (buried drop work) (Pg 63) and 80% to 90% of ~ .
her work was on sales. {Pg. 62) ~ G
18. | was never given any instruction or direction concermng the sales program...and L

| did not investigate the operation. {Pg. 17)
19. | have never been given any instruction on how to run a sales program. {Pg. 24l )
20. | never thought about spot checking by calling some of ‘s sales. (Pg. 28) ’
21. 1 was not given any instructions to follow-up on any of her sales. (Pg. 32} . '
22. In retrospect, obvnously the sales program should have been better supervused
(Pg. 33) '






