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DIRECT TESTIMONY 

R. EARL POUCHER 

FOR 

OFFICE OF PUBLIC COUNSEL 

BEFORE THE 

FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 900960-TL 

Please state your name, business address and title. 

My name is R. Earl Poucher. My business address is 11  1 West Madison St., 

Room 81 2, Tallahassee, Florida 32399-1400. My title is Legislative Analyst. 

Please s ta te  your business experience. 

I graduated from the University of Florida in 1956 and I was employed by 

Southern Bell in July 1956 a s  a supervisor-trainee. I retired in 1987 with 2 9  

years of service. During my career with Southern Bell, I held positions a s  

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-- 

Business Services, Georgia; Profitability Manager-Southeast Region, Business 

Services; Distribution Manager-Installation, Construction & Maintenance, West 

Florida and LATA Planning Manager-Florida. In addition, I w a s  assigned t o  

AT&T in 1968 where I worked for three years a s  Marketing Manager in t he  

Market and Service Plans organization. I joined the Office of Public Counsel in 
- -  



1 

2 a. 

3 A. 

4 

5 

6 

7 

8 

9 a. 

1 0  A. 

11 

12 

1 3  

i 14 

15 

16 

17 (1. 

18 A. 

19 

2 0  

21 

22 

23 

24 

25 C! 

October 1991. -1 

Have you ever appeared before this Commission? 

Yes I have. I testified on behalf of Public Counsel in United Telephone's Docket 

No. 910980-TL on rate case matters and Docket No. 910725-TL on 

depreciation matters, GTE Docket 9201 88-TL on Inside Wire, and in Southern 

Bell's depreciation Docket No. 920365-TL. In addition, as an employee of 

Southern Bell I 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, I 

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 sales. 

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 t o  continue t o  pursue their 

financial goals, which took priority over service goals during the  Rate 

Stabilization Trial. 

In recent years, the company has placed Incentive Regulation a s  a top priority 

in order to  free its 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 management to  produce to  improve 

profitability. The Florida rate stabilization plan gave the  company the  

opportunity to earn a s  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. 

In its rush t o  increase revenue, corporate management forgot its obligations t o  

the  public and its customers. Sales programs were adopted 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, t he  

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 external 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. 

This is not the first time Southern Bell has been brought before this Commission 

because of its abusive sales practices. In 1985, in Docket 8501 16, the PSC 

Staff recommended a Show Cause order and a $9000 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 suspect. 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 quoted price and use 

what the company termed a "quick close" approach to  clinch the sale. This 

approach clearly violated the Commission rules, then, as well as now. 

25 C! 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

2 0  

21 

22 

23 

24 

25 

C! 

We are back here again with evidence dating a s  far back a s  1987 that  shows 

the Company continued to abuse the rights of its customers. There appec-s to  

be little evidence that the 1985 docket resulted in reform of the  Company's 

sales practices. The Commission now has an opportunity t o  take additional 

s teps  to safeguard the rights of consumers. We are asking you to consider 

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 ai lition 3 consumer safeguards, the Commission should penalize the  

Company for the abuse of its customers. The Commission should send a 

message that is loud and clear to Southern Bell and any others who might be 

tempted t o  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 effective way to  deal with Southern Bell is t o  impose a penalty 

of sufficient magnitude to insure that the Company's Board of Directors gets  

the  message and deals properly with the upper echelons of management thnt 

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 a large Company suchas - 

Q. 

A. 
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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 t o  employees that  fraud, theft, 

customer abuse, fraudulent activities, and other actions which are not in the 

best interest of the corporation will not be tolerated. 

25 
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One may assume that there has always been a small percentage of customer 

abuse and even fraud in the sales process 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 customers in mind. 

Widespread customer abuse and fraud has been allowed t o  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 tha t  were 

allowed to  exist between 1987 and 1990, even though many of these . _  
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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 Counsel, 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 targeted by the Network Sales programs 

between 1987 and 1991. In addition, double billing of customers for inside 

wire maintenance was uncovered a s  a result of the investigations, and the 

Company had to  refund $1.7 million to  those customers. Both of these rebate 

programs are in addition t o  rebates which were already processed by the 

Company during 1991 and 1992 amounting to  over $800.000. [REP-31 

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 two types of sales activities that  resulted in customer 

abuse-non-contact sales and business office sales. Please discuss the  non- 

23 contact sales. 

24 A. 

25 

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

(Customer Services) and Marketing departments. During the  1980'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 t o  

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 ownsecurity investigation, conducted in Orlando between June 

26 and October 3,1990 [REP-41 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: 

25 
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What is the relevance of SEQIX? 

SEQlX is the billing code for the inside Wire Maintenance pian offered by the 

Company. It includes maintenance of inside wiring and jacks, plus the  isolation 

of troubles 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 trduble isolation service, which was  originally offered separately. 

When the combined plan (SEQlX) was introduced, the separately priced plans, 

WMR and WMQ were grandfathered and no longer offered 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  

SEQlX. 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 the  company terminated its Orlando employees, why do you feel that  

mis-management was involved? 

The entire network sales program was mis-managed and Orlando was  simply 

the tip of the iceberg. Southern Bell’s own audit of the network sales program - 

9 
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12 contact sales abuses? 

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

13 A. Yes. In the Network organization, at  least two managers were terminated 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 t o  the  application of 

the discipline, such a s  the Vice President-Network and the  General Manager- 

Network in charge of Southeast Florida where boiler rooms prevailed and 

significant sales falsifications were identified. In addition, all of t he  Network 

General Managers in charge of operations were disciplined, but it is not entirely 
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clear whether their discipline related to  sales abuse, falsification of repair 

records, or both. Mr. C. J. Sanders, Vice-president Network--South Area, a 

witness subpoenaed by Public Counsel, can speak to  that  subject, since he 
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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 $1 3 million of refunds, and numerous individual statements and 

depositions, I 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 management should have picked up on and acted 

upon? 

The answer to  that question, I believe, is that a simple, inquiring mind could 

have easily suspected consumer fraud and abuse in Florida's Network 

organization. If Florida's top 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 t o  foster and 

reward certain fraudulent practices ... We believe that  t he  Company 

countenanced the  conception of a culture that allowed corporate executives t o  

look the  other way when the specter of consumer fraud stared them in the  

face." [REP-1, pg. 21. 

Do you have any examples that demonstrate higher management knowledge of 

non-contact sales abuse before the investigations started? 

Yes. The Company sales coordinators, a s  part of their job, produced a 

continuous stream of employee information dealing with sales programs, prizes, 

contest rules, weekly and monthly results, which were distributed t o  all levels 

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

11 
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An inquiring mind could have easily determined that the Orlando Operations 

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 and 

consent. Surely, someone in the corporation must have been interested in 

learning the secret for success of the Orlando Operations Manager. 
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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 t o  be working 

in the Maintenance Center. She produced 10 times more sales than the runner- - 
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up in the contest and 1 4 0  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 $1 5.00 

per sale (six months' revenue). 

According to  his signed statement, [REP-41. During this period (March 1989- 

May 1990)A only submitted unauthorized referrals on the upgrade of the 

Maintenance Plan. All other sales referrals that I submitted on Custom Calling 

features or RingMaster were actual sales from a customer contact." The 

analysis of Mr. Sloan's sales in this investigation indicated that he sold 25,292 

Wiring Maintenance Plans and 1 1 9  other services. 

Mr. Sloan's statement describes how he was introduced to  the concept of 

"assumptivr. sales". He stated, "My supervisor ... 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 (SEQl XI, 

without making a sales contact with the subscriber. He stated that the - 
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subscriber really needed the Upgrade, and it would only cost  them an  extra 

$1 .OO 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 results in sales, but also the continuous prodding by network 

managers who were urging their forces to increase their sales. 

The North Florida Network General Manager was also on top of the  sales 

results. The General Manager's motivational memo in March 1 9 8 9  included the  

following prophetic statement regarding the February results, "Orlando strikes 

againll" [REP-7D1 They surely did. 

Sales results 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. 11 shows the same t w o  names, Sloan and Taylor. a s  

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

Sloan and Taylor are on top of the list [REP-8B, pg. 11. No one else w a s  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 

1989 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 lo%, on 54,000 sales would have equalled $61,000. The total revenue for 

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

The West Palm Beach defalcation resulted in two terminations, one suspension, 

one forced retirement, and more than likely a second forced retirement which 

is unsubstantiated. 

How was it possible that such large numbers of customers were upgraded 

without 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 upgraded 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 t o  itemize all of i ts  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. It is not unusual to  find 

new charges added to bills for services which the customers did not order or 

want, i.e. access charges, 91 1 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, i f  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  determine if sales were 

being falsified? 

The Company Security Department is charged with the responsibility of 

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

Security Investigation was requested by the Orlando Operations Manager-in ._  

16 
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complaints about numerous cases of falsified sales t o  Brooksville subscribers. 

The Orlando investigation was completed in October 1 9 9 0  [REP-41, followed 
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by a BellSouth Internal Audit in all four states in late 1 9 9 0  [REP-51. 

Did Network ask for the Security Investigation? 

Yes, however, I don't believe the Network operations manager had any choice. 

It is reasonable to assume that if the  Orlando Network Operations Manager had 

not notified Security, that the Brooksville Manager would have done so. 

What were the results of the Southern Bell Internal Audit? 

0. 

A. 

Q. 

A. 

I am not aware of the  results of the  South 

Carolina audit. 

0. What does 

A. 

Q. Does the  BellSouth Internal Audit support your contention tha t  customers were 

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

A. 

17 
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This is  an understatement if there ever was one. From 1987 until 1990, there 

was no sales verification program gf anv tvoe that I was able to  discover in the 

Network organization. Through the review of thousands of documents, I have 

yet to find any evidence that Network verified any of its sales. Network 

operations managers had no instructions which I could discover that included 

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 

that accommodated and allowed customer abuse to  occur. It also created a 

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

Did these audits reveal double billing for services? 

Yes. The Company found out after the audit that approximately 24,000 access 

lines were improperly billed for Inside Wire Maintenance Plans that included 

double billing and other errors. The Company had t o  refund almost $2 million 

t o  customers who were double billed. Exhibit REP-I4 is an example 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 believe - -  
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that the billing system failed to have edits to preclude double billing for the 

same service (USOC--Universal Service Order Code, i.e. SEQlX), 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 Network organization 

used a maintenance record called the DLR (Display Line Record) for many of its 

boiler room sales efforts. The DLR records were intended for maintenance use 

only. They were not 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 were already paying for. Network 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 errors 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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A. 

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-1 OA 

1988 IN PURSUIT OF PROFITS REP-1 OB 

1989 THE ULTIMATE CHALLENGE REP-1 OC 

1990-91 FLORIDA GOLDLINE REP-1 OD 

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 1987-1 989 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 

24 in 1988 and 1989, which totaled $1 0,467. 

25 0. What credit did the technicians receive for their sales? 
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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 completion with the customer, only 5% of the revenue 

was credited. Network employees were thus provided a powerful 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 

$1 00 per day in merchandise and his managers were earning $60 per day from 

his efforts alone. 

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

Definitely. As the Network organization produced significant 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 . - 
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simply relayed to the local managers and subsequently forgotten. The mindset 

of the Company during this period was n'veted 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 Network 

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 sales because they felt the sales were not valid, the Network 

organization was able to first input their own service orders, and later, with ihe 

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 Customer Services 

in West Palm Beach notified his General Manager in charge of South and 

Southeast Florida Customer Services that he felt Network was falsifying its 

sales, the General Manager claims heforoot the conversation. He d id nothina. 

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 - 
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the management salaries of Network, for instance, have no relationship t o  the  

revenue requirements of a vertical service (Le. Custom Calling) offered under 

the Company's tariffs. I was unable to discover any checks and balances 

between the  expenses incurred for sales programs and the prices established 

for the products sold. Since corporate 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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a. Were an: attempts mad to  correct the Company book ? 

A. I 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 employees, we have repeatedly 

asked if they charged their sales time to any special codes and, with rare 

exceptions, the answer is no. 

Q. 

A. 

Why is this portion of the audit Important? 

Basic Inside Wire was the first product this Commission deregulated. A t  that 

time Southern Bell was allowed to keep all of the profits from inside wire and 

establish prices 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 t he  Company's 

contention that "we found it, we fixed it?" 

Not a t  all. I believe the investigation and audit reveai that  these problems had 

been allowed to  exist and to  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 t o  the  1985 Florida 
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18 full disclosure to  customers. 

1 9  Q. Were there other early indications in non-contact sales? 
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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 
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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-1 6. Ms. Prieto’s 

observations support my observation very well, I believe, that the Company 

was engaged in a flurry of revenue enhancement programs in the late 1980‘s 

that were out of control. 

When you consider all of the inputs, studies, audits reports, complaints, signals 

and opportunities I have described to you in this testimony, it is  reasonable t o  

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: 

“I have asked that our non-contact employee sales referral program, - 
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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 

3 foreseeable future." 

4 0. What other changes were implemented? 

5 A. In February 1991, the Company put a stop to a variety of methods and 
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procedures used by Florida management to  "stimulate" employee sales. (REP- 

18A) The measures included the following: 

- Random drawings should not be utilized t o  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 more than 1 recognition 

program for a single sale. 

- Any programs related t o  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 implementation. 

Employees will not be relieved from regular duties to  work full 

time on sales. 

- 

_- In the Network Department, per grievance settlement a t  

Headquarters, recognition awards will not involve gift certificates - 

29 
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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 

- Ongoing auditing and program admirkrat ion are the 

performance. 

responsibility of Department management and such responsible 

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 I stated, Joe Lacher canceled non-contact sales programs in Florida in 

August of 1991 "for the foreseeable future". However, othsr Southern 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 asked 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 program produces." [REP-1 8Bl 

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 Service practices and procedures were the. - 
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source of the 1985  Show Cause Order that the PSC failed t o  approve. 

Business Office Service Representatives are the primary contact between the 

company and its customers, accounting for millions of transactions yearly. It 

is extremely important, 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. Included in this review program was: 

1 -Institution of an Ethics Program 

2-Creation of e corporate 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 

6-4ncreased monitoring of sales contacts 

7--Self-inspection programs in each sales office t o  monitor compliance 

&-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 

21 

22 

23 

24 Q. 

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

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

were major problems in the business office. 

How does the Company control the quality of i ts  sales efforts? 
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19. Page 2 of this exhibit shows that Service Representatives would be subject 

t o  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 the Company had only minimal controls in place t o  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-201 

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. The document 

covers fully and completely, from the first page to  the last page, the  issues of 

ethics violations or customer abuse. SDec ific 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 implemented more adequate controls prior t o  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. I believe the  problem here, once again, stems - 
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from the priorities of higher mangagement-priming the revenue pump during 

the incentive regulation period. 

Southern Bell manages its business by forms. If a 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 Company priorities, past and present. There 

is  little or no documentation in the old practices t o  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 and release of proprietary information to competitors. 

How are the goals of the Company expressed to  i ts 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 end sales were high priority items that were 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 shows 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 the 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 optional nature 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. 
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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 Representatives from all areas of 

the company and a Southern Bell Assistant Vice President. Quoted 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 t o  bring up a problem in all nine states.  "Creative 

Selling" (cheating) causes inflated percentages. Have over-achievers in 

any office and I'm not saying that every person who has  high sales 

cheats; but enough do that I 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 t o  

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 t o  or 

disciplined. The people who are high sellers-management covers up for 

them. 

Francis(CWA): Management knows and looks the other way. 

Shelba ICWA): Cited cases where people have known and hushed up 

cases  because it makes management look good. 

Dennis Allen (Southern Bell AVP): John Clendenin believes in customer 

first. So does Dennis Allen. The integrity issue needs t o  be addressed 

before this committee lets out. 

Based on the company's response t o  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 made 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 to deal with its ethics problems in 1985, 1986 and 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. (Sea Exhibit REP-29) This new policy introduced 
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in 1993 includes placing a notation in every employee's record of the date 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 

operations? 

BellSouth is, of course, the parent company for Southern Bell. More 

importantly, the primary decision-makers for Customer Services are located at 

the corporate headquarters. These are the people with whom CWA was 

negotiating. 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 result 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 since 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-1 991, 

the company has terminated 14 Service Representative in Florida because of 

sales abuses, while 22 others were warned or suspended. Florida's discipline 

is way out of line compared to other states end I believe it is because of the 

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

Company enter into 

an agreement with 

t h e  S t a t e w i d e  

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 and Telemarketing Acts currently on the 

books. Sections 501.21 2 and 501.604, Florida Statutes, specifically exempt 

utility activities regulated by the PSC. Public Counsel recommends that the 

PSC immediately engage in rulemaking to  place the bulk of these consumer 

A. 

Q. 

A. 

protection laws into the rules and regulations of this Commission, on an 

accelerated basis. - -  
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At a minimum, the Commission should ensure the same level of consumer 

protection for monopoly telephone customers as are guaranteed to  customers 

of unregulated commercial businesses. 

Are there additional changes needed in the sales process? 

Definitely, yes. Public Counsel witness, Mark Cooper, has provided specific 

recommendations you should consider. Southern Bell Service Representatives 

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 Service Representatives be given the freedom to provide service first, 

and to sell only when it is appropriate. 

I believe the single 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 employee 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 in 1992.jaft little doubt that 

there is still tremendous pressure on the sales and revenue streams of the 

company. Exhibit REP-33 contains the comments of company personnel 

regarding the sales process. 

Are there other significant problems that deserve the attention of the 

Commission? - 
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One of the puzzling things about the Business Office operations during 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 than 

ethics violations. They were beginning to resist the sales process. They were 

concerned that the company's sales processes were taking advantage of poor 

people and customers with language difficulties. In both cases, Unger and 

Melesky were terminated due to ethics violations. 

I 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. 

M y  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 additional action regarding the  falsification of 

sales and customer abuse issues in this docket? 

The question of penalties for the Company's actions was  left t o  the PSC by the 

Statewide Prosecutor's office. I have also addressed this issue in the context 

of my testimony submitted in Docket 910163-TL. However, the  two  dockets 

are totally separate and they 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, I recommend tha t  the 

Commission impose a mismanagement penalty equal t o  one percent (1 %) return 

on equity, equal roughly t o  $34 million annually for a period of five years. In 

addition, I propose that the Company be fined $1,000,000 due to the 

extraordinary expense required within the resources of s ta te  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 Commission 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 action 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 options available to  the  Commission other than a three year 

penalty? 

Yes. It's difficult for the Commission to  apply a five year penalty in earnings 

because rates are generally established for longer periods of time. The 

Commission might consider coupling the proposed penalties in this docket and 

the company reengineering effort that is forecast to produce over $1 00 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 to penalize a Company for the  abuse 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 concluded in that case that  "this record reflects a 

disregard for the ratepayers and public 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/unethical 

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

management that the kind of conduct discussed would 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 

4 case on April 8, 1992, Case No. 77.1 53. 

5 Q. Hasn't Southern Bell already been penalized enough? 

6 A. Southern Bell has not been penalized. It has only been required to refund 

7 money it didn't earn in the first place. The Statewide Grand Jury left to the  
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PSC the 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 

KSRl (Key Service and Revenue Indicator). No Sale. No activity is worth 

compromising our integrity to  achieve it." Of course Southern Bell in Florida is 

going t o  be making a lot of statements like this in 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  KSRl's were 

compromised and sales were falsified and he's now trying t o  change that. 

20 Why? Because Southern Bell's abusive sales practices were made public. But 

21 

22 . 
23 these speeches then? 

24 

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 

25 It is important, I believe, that  the PSC deliver the message to  this Company and.  - 
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t o  all others subject to  its control that ABUSE OF THE PUBLIC TRUST WILL 

COST THEM A GREAT DEAL OF MONEY. It is 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 most 

appropriate action, no matter how long it takes for the regulatory wheels to 

grind. 

Please summarize the main points of your testimony. Q. 

A. I made 11 major points in my testimony. They are as follows: 

ONE 

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. [PAGE 61 

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 111 

THREE 

NUMEROUS EMPLOYEES WERE DISCIPLINED FOR IMPROPER SALES 

ACTIVITIES IN A COMPANY INVESTIGATION CONDUCTED IN 1990. [PAGE 

81 

FOUR 

THE COMPANY WAS RESPONSIBLE FOR THE BILLING OF SERVICES NOT 

ORDERED BY THEIR SUBSCRIBERS. [PAGE 111 

- -  
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FIVE 

171 

SIX 

THE ABSENCE OF SOLID CONTROLS AND PROCEDURES' CONTRIBUTED TO 

A LOOSE OPERATION THAT ACCOMMODATED AND ALLOWED CUSTOMER 

ABUSE TO OCCUR. [PAGE 181 

SEVEN 

THE COMPANY HAD TO REFUND ALMOST $2 MILLION TO CUSTOMERS 

WHO WERE DOUBLE BILLED. [PAGE 181 

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 

211 

NINE 

. .. - . _  

TEN 

IT IS REASONABLE TO CONCLUDE THATTHE COMPANY MISMANAGED ITS 

SALES OPERATIONS IN FLORIDA, RESULTING IN CUSTOMER ABUSE AND 

ABANDONMENT OF THE PUBLIC TRUST. [PAGE 281 

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 

I 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 

451 

Does this complete your testimony? 

Yes, it does. 
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In July of 199.1, the Tenth Statewide Grand Jury embarked upon an 
investigation of possible fraudulent business practices 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 overbilling 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"). 

i. 

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 thEt Southern Bell created, promoted, and sustained an 
atmbsphere 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 amountedto an engraved invitation for both craft 
employees and management alike to commit fraud on unsuspecting azd 
defenseless customers by "selling" them services they did not need 
or want. The program wes rife with overt pressure on employees to 
produce sales, but contained no provisions for verification of 
actual sales activity. By this and similar actions, we believe thet 
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. - -  
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In the proposed settlement agreement, Southern Bell agrees not to 
engage in the aforementioned suspect practices. The Company 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 the 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 requiredto assist the 
Office of Statewide Prosecution in any investigation arising out 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 void the agreenent 
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 Jury 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 withhold 
judgment, giving the Company anple 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 
proposed settlement agreement, and we ratify the same if all things 
are substantially as they have been represented to this Grand Jury. 

c 
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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 && day of September, 
1992. 

i. 

Herman A.  Robandt 
Foreperson 
Tenth Statewide Giand Jury 

of Florida 

by the Honorable Frederick T. Pfeiffer this 
, 1992, but sealed until further order of the 

Court on motion of the Legal Adviser. i .? - 

T { C  -l &&& *,+& \ / '  ,&q 
Frederick T. P S i f w  
Presiding Judge 
Tenth Statewide Grand Jury 

of Florida 
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(- I. INTRODUCTION 

The Tenth Statewide Grand Jury was impaneled on July 30, 1991, and 
was seated in Orlando, Florida. The Grand Jury has convened almost 
monthly to investigate allegations of multi-circuit, organized 
crime throughout the State. The Grand Jury's original term expired 
after twelve months, but was extended to October 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. 

11. SOUTHERN 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 also 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 

--implementation of revised billing practices, fraud 

--a three year review period, subjecting the Company to periodic 

--funding by the Company of the review program, audits, and 

these matters: 

preventative procedures, and ethics training: 

audits and compliance monitoring: 

monitoring: 
- 

1 
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--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 our 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 

c 

United States Supreme Court's ruling H . J . ,  Inc., et a1 v. 
Northwestern Bell Teleohone Comoany, 112 S. Ct. 2306 (1992), casts 
doubt on our ability, or the ability of the criminal courts. to 
directly sanction <he 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. 

(- 

111. REGULATING UTILITIES 

Our investigation of Southern Bell led 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 gufficient 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 - 



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

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 abilityto discuss regulatory matters with Commissioners 
and Coqmission 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. 

starting salary was twice that of his Commission salary. It 
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The House and the Senate both passed bills which included a 
provision requiring former Commissioners to wait two years before 
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 recosrnend 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. 

i- 

C. Regulation of the Sale of Optional Services 

Our investigation of Southern Bell, and the recommended settlement, 
focused on the sale of optional 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 question. 

It would appear that many of the practices which could lead to such 
a 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 utility 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: 

4 
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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 or 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 solicitor 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 

Requiring utilities to obtain and maintain written authorizations 
from customers is an easy method to prevent fraud by corporate 
deception. Detection of 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 $0 of that 
monthly fee is for optional services, will in a13 probability pay 
the written bill each month without a quibble. After all, that was 
the price quoted by the telephone company representative and the 
bill matches the price. If 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. 

. connection with an offer to sell. 

The Legislature has an obligation to prevent victimization of all 
the citizens of this State. If the Public Service Commission does- 
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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 urilities to the standards of fair trade practice 
outlined in the statute. 

c 

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 monitoring 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 side. 

We therefore recommend that the PSC initiate quarterly 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. 

(, 
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As we understand it, a complete audit of regulated utility Cost 
allocation practices is only likelyto occur during a rate hearing, 
although some Cost and revenue information is provided every four 
years. Howevek, 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 involving 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 avoided 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 effective 
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 corporationn. 

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 world. 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 appoint 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. €or 
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. Basing 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 
yea.rly 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 investigation 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 charges 
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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forthe 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 pictule 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 Activiry: 
Recommendations to Assist Law Enforcement." 

This Grand Jury recommended the establishment of a s.tatewide 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 1990 
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 

c 

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 r.elated 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 inadequate. 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: long 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 obvious, 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 - 
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the proceedings at the expense of the rights of others. While we 
have successfully guarded against such a travesty, in part based 
on the conside.rations afforded by the Legal Adviser and her staff 
in response to-our needs, we do not know when this unconscionable 
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 
proud 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 
responsibi 1 i ties : 

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 

c 

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

Herman A. Robandt 
Foreperson 
Tenth Statewide Grand Jury 
of Florida 
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I. IEL NIE ANN HINES, Legal A riser, Tenth S stewide Grand Jury, 
for the State of Florida. herebv certify that I. as authorized and 
required by law, ave advi Jury which returned this 
report this -&& day of i. 

ELANIE ANN HINES 
. St#tewide Prosecutor. 
Statewide Grand Jury Legal Adviser 

I, JOHN A. HOAG, Legal Adviser, Tenth Statewide Grand Jury, for the 
State of Florida, hereby certify that I, as authorized and required 
by aw. have advised the Grand Jury which returned this report this /ifi day of September, 1992, with regard to the matters 
contained in section 111. 

HN A. HOAG 
Statewide 

Prosecutor ' 

Statewide Grand Jury Legal Adviser 

T e f egoing report was returned before me in open court this 

order of the Court on motion by the Legal Adviser. 7 day of September, 1992, and is hereby sealed until further 
(- 

Presiding Judge 
Tenth Statewide Grand Jury 
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EXHIBIT NUMBER - 

DOCKET NO. 900960-TL 

OPC WITNESS: POUCHER 

REP-3 

SETTLEMENT AGREEMENT--STATEWIDE PROSECUTOR 



... 

SETTLEMENT AGREEMENT 

THIS SETTLEMENT AGREEMENT (the "Settlement Agreement") is 

entered into on this a day of -fl& 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 "Office"). 

1 E E s s E T H: 
WHEREAS, the Office commenced an investigation regerdinq 

. Southern 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 tventy-four ( 2 4 )  

hours; the sale, billing and provision 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 TouchtoneICustom 

Calling Service reconciliation program conducted by Southern Bell 

in 1990 and 1991 (the "Reconciliation Program"); 

c- 

WHEREAS, Southern Bell denies that it engaged in conduct 

alleged to be in violation of any state law, denies that it 

engaged in any fraud in the S t a t e  csl FlQrida, denies that it 

improperly withheld credits to subscribers with an out of service - 
(-- condition in excess of twenty-four ( 2 4 )  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 it engaged in any improper conduct with respect to the 

Reconciliation Program, and does not intend to engage in any such 

. I _  

conduct; and 

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, 

including, 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 to the,alleged failure 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 maintenance 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 

es an admission of liability or an acknowledgment of the validity 

of any claims which were investigated by the Office against 

Southern Bell arising out of the Investigation. Southern Bell 

hereby expressly 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. 

c- 

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, 1991 (the "Out-of-Service 

Subscribers"), Southern Bell shall, within ten (10) days of the 

execution of this Settlement Agreement, 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 
- 
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can make credits and/or refunds to Out-of-Service Subscribers. 

The Out-of-Service Payment shall be credited to the accounts of or 

refunded by check to current Out-of-Service Subscribers and 

refunded by check to former Out-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 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 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 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 of this 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 greater than twenty-four ( 2 4 )  hours. 

(- 
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4 .  

Southern Bell shall pay as restitution the amount of Ten 

Million Five Hundred Thousand Dollars ($10,500,000) (the "Network 

Sales Payment") to those subscribers who have been or were 

subscribed to certain optional services by network employees of 

Southern Bell as part of its Network Sales Program during 1987, 
- 



1988, 1989, 1990 and 1991, and who have not previously received a 

credit or refund payment. Southern Bell shall, within ten (10) 

days of the execution 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 

credits'and/or refunds described in this paragraph. Within sixty 

( 6 0 )  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 

199i, and who has not previously received a credit or refund 

payment. Southern Bell shall not deduct from any refund to any 

iormer subscriber any amount which is or was shown as a balance 

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

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 

( 

'- 
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Southern Bell shall make an add tional effort to identify 

(- former subscribers not listed on Exh bit "A" who had one or more 

optional services 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 the present 

address'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 Hillion Six 

Hundred Seventy-Seven Thousand Six Hundred Ninety-One Dollars and 

Sixty-Two Cents ($1,677,691.62), 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 

services 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 

i 
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received previously only partial restitution. Southern Bell will, 

within sixty (60) days of the execution of this Settlement (. 
Agreement, make 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 

paragraph 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 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 

thes'e 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 

rlorida to these funds. 
s 

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 paragraph 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 letter 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 pursuant to paragraph 3 shall be accompanied by the 

letter attached as Exhibit 'OK. '* 

(- 

7. 

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

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

Twenty-Six Cents ($767,896.26), in full payment of the costs and 

expenses incurred in connection with the 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: 

Office of Statewide Prosecution: $ 21,286.43 

i. 
Department of Legal Affairs 
Revolving Trust Fund: $697,751.08 

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, controlled by the Office. This account shall be 

mainta-ined and used by the Office during the Review Period to 

monitor compliance 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 ($445,870.30) into an interest 

bearing account, controlled by the Office. Any additional fees; - 
costs or expenses incurred by the Office, the State of Florida or 
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local governments in Florida, in connection with the 

Investigation, monitoring of the Review Program, or enforcement of 

this Agreement shall 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 the conclusion 

of the’Review Period. All funds remaining in the account at the 

end of the Review Period shall revert to the State of Florida‘s 

General Revenue Fund, unallocated, which payment shall be in full 

and complete satisfaction of any and a l l  claims by the State of 

Florida to these funds. 

(, 

8 .  

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 control or witnesses requested by the 

Office. If 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 Settlement .Agreement, and the Statewide Prosecutor may 

exercise the rights of the Office hereunder consistent with 

paragraph 18 below. 

i 

9. 

KPMG Peat Marwick (hereinafter “The Accounting Firm“) shall 

( .  perform the work described in paragraph 10 herein, in 



accordance with the terms of an agreement to be entered into 

between counsel for Southern Bell and The Accounting Firm (the 

"Accounting Agreement"), which is subject to the approval of the 

Office. 

10. 

Southern 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 e 

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 domplying 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 

the Office hereunder consistent with paragraph 18 below. 
i 

11. 

Southern Bell agrees it will not engage in a practice of 

falsifying information required by the Florida Administrative Code 

to be reported to the Florida Public Service Commission, in a 

- Dractice 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 Reviey 

Period, if Southern Bell (which for the remaining portion of this 
- 
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paragraph 11 shall mean Installation and Maintenance Center /- 

C managers 

managers 

engaging 

identify 

and district managers (paygrade 6 ) ,  or higher level 

discovers that any of its employees have engaged or are 

in the practices described above, Southern Bell will 

such employees and such practices to the Office. Any 

information 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 subsidiery, 

affiliate, or parent companies, and any information delivered 

pursuant to this paragraph shall, until the Review Period expires, 

be treated in accordance with Florida Statute S 119 as information 

obtained during 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 

employee for any actionable conduct in which an employee engages, 

provided, however, 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 fac: 

of their cooperation with the Office; with any other State of 

Florida agency involved in the Investigation, unless such employee 

violated written company policy or knowingly gave false materiel 

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. - c' for punitive relief, exemplary or  treble damages, claim of relief 



or demand whatsoever, in law or in equity, against Southern Bell 

or its parent, affiliate, and subsidiary companies, their 

officers, directors, employees, agents, representatives, 

i. 
attorneys, and their heirs, successors, and assigns 

previously were asserted or maintained, which could 

asserted or maintained or which could in the future 

maintained against Southern Bell in any civil inves 

which 

have been 

be asserted or 

igation, 

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 grana 

jury or other criminal action against Southern Boll or BellSouth 

Telecommunications, 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 paragraph shall be construed to prevent the Office 

from taking any criminal action against individuel officers, 

directors, managers or agents of Southern Boll, 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 

t 

- -  
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i. 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 heirs, successors, and assigns for the matters 

investigated in the Investigation, the Office will advise such 

federal or governmental agency of this settlement. 

, .  

1 4 .  

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 

understandings 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- 



Agreement, other than those representations, warranties and I 

c::. 

covenants contained in this Settlement Agreement. 

18. 

Southern Bell and the Office acknowledge the technical and 

logistical complexity of implementing and managing the payment of 

restitutisn and the transmittal of correspondence pursuant 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 Bell may later discover that portions of 

the Review Program may be impossible, infeasible or unreasonable 

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 be submitted to the Special Master in accordance with 

the procedure set forth in paragraph F(l) 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 

Office contends that Southern Bell willfully and purposefully 

caused or allowed a breach of this Settlement Agreement to occur 

and the breach tends to undermins os circumvent the obligations 

under this Settlement Agreement, the Office will provide written _ _  
notice of the claimed breach to Southern Bell and provide Southern cp 

-14- 
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Bell with a reasonable opportunity, not to exceed forty-five ( 4 5 )  

days, unless extended 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 if so, 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 Settlement 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 document 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, 

3 



(- 

signed by all parties and then only to the extent set forth in 

such written waiver, modification or amendment. 

2 2 .  

Any failure by any party to the Settlement Agreement to 

insist upon the strict performance by any other party of any of 

the provisions of this Settlement Agreement shall not be deemed 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. 

. .  

2 3 .  

This Settlement Agreement shall be governed by, and construed 

and enforced in accordance with, the laws of the State of Florida, 

without 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 and 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. 

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 local, state, or federal taxing 

authority for any tax including but not limited to any gross 

receipts tax or state tax, collected or paid by Southern Bell and 

related directly or indirectly to services for which Subscribers 

This provision shall not reduce any of 

- -  

i 
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t- Agreement. 

may receive a credit or refund pursuant to this Settlement 

2 4 .  

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 reach, 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 against any party of any fault, wrongdoing o r  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, shell not in any 

event be construed as, or deemed to be evidence of, an admission 

or concession by any of the parties, or to be a waiver of any 

applicable claim or defense, otherwise available. 

2 5 .  

This Settlement Agreement, including its exhibits, were 

executed after arm‘s length negotiations between the parties and 

reflect the conclusion of the parties chat this Settlement 

i 

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

C‘ 



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. 

2 1 .  

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 same 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 c1 

Sworn to and Su s ribed to 
me this @ day of 

%&I , 1992, in 
Tallahassee, Florida 

c 

/Statewide Prosecutor 

.'. 
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Florida 

Notary Public 
State of Florida 

BELLSOUTH TELECOMMUNICATIONS, 
INC. (successor to SOUTHERN 
BELL TELEPHONE & TELEGRAPH 
COMPANY 1 

d !  se P. Lather 

President-Florida 

My Commission Expires: 

i 
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SOUTHERN BELL REVIEW PROGRAM 

This sets forth the systems and operation changes, procedures 
and ethics prdgrams 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 "optional 
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 Plsn, 
Inside Wire Maintenance Combined Plan and Touchtone. 

t- 

A. 

-- c. 

Institution of Ethics Proaram 

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, 1902.1 

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, 1992.1 

4. Sou.thern 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. ] 



c B. 

C. 

Creation of Corporate Responsibility and Compliance Office 

BellSouth Corporation will create a new officer position 
known as '"Vice President-Corporate Responsibility and 
Compliance." 
responsible, inter alia, for internal auditing and security 
supervision at Southern Bell. 
an "ombudsman" to whom Southern Bell employee's can 
communicate complaints and concerns for appropriate action or 
iesponse, including, but not limited to, confidential 
internal investigations if warranted. [Implemented 
previously.] 

Service Sales Chanaes 

The person appointed to this office is 

This officer also will act as 

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 sendina 
a letter to the customer stating the new service crdered 
and the rate for such service. For new residential or 
Business Subs'cribers or those that transfer their 
service, Southern Bell will confirm basic and optional 
services and the rates for such service. Optional 
services 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, 1992.1 

procedures materials and revise them, if necassary, 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 not required to obtain basic telephone 
service. [Implementation: October 1, 1392.1 

2 .  Southern Bell will review its sales training and 

3 .  Southern Bell will discontinue sale of optional seryices 
Inquiries regardinar by non-sales personnel in Florida. 

the purchase of services will be referred to Southern 
Bell's business offices. [Implemented previously.] 

- 2 -  



c-. 
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4 .  Southern Bell will enhance the management and reporting 
of its existing program for the observation Of sales 
call-s between sales representatives and subscribers. 
The results of local observations will be reported to 
the Florida headquarters and to Southern Bell 
headquarters in Atlanta. The results of the Florida 
headquarters observation program also will be reported 
to Southern Bell’s headquarters in Atlanta. 
[Implementation: October 1, 1992.1 

5. 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 

b. the transmission of letters confirming sales to 

. _  

procedures; 

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, 1992.1 

6. Southern Bell will develop an enhanced interne1 auditing 
program to audit the following activities: 

a. the communication between sales personnel and I 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; 

company’s billing system; 

any employees whose sales may exceed reasonable 
limits (in an effort to identify improper sales 
practices); 

c. the proper inputting of sales information into the 

d. the level of sales by sales personnel to identify 

e. compliance with self-inspection programs; 

f. consideration of findings and recommendations made 
by Staff Review Teams following staff reviews; and- 



c.. g. the conduct and administration of sales incentive- 
programs. [Implementation: October I, 1992.) 

7. 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, 1992.1 

8 .  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. 

9. 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. 

D. Svstem 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, 1992.1 

changes will be implemented to prohibit changes to the 
MLT VER field. [Implementation: October 1, 1992.1 

3 .  Southern Bell will limit the creation of Customer Direct 
and Subsequent Reports to a specific identified group of 
employees. [Implementation: October 1, 1992.1 

4 .  Southern Bell will develop system edit processes to 
prohibit closing of trouble reports where disposition 
and cause codes are inconsistent. [Implementation: 
October 1, 1992.1 

i 

2. Southern Bell will standardize MLT VER codes. System 

5. Southern Bell will standardize the administration of the 
Autoscreen rules. Southern Boll centrally will limit 

October 1, 1992.1 
and control access to the system. [Implementation: ~ .- 
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6 .  Southern Bell will develop a method to block multiple 
billing of a new optional service (or package of 
services) if a customer already is being provided and 
bilIed for the same service either alone or as part of a 
package. [Implementation: January 1, 1993.1 

E. PSC ReDortinq 

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.] 

identify instances where a receipt time, different from 
real time, is entered in the LMOS system. 
[Implementation: October 1, 1992.1 

Intermediate Status Code. [Implemented previously.] 

. .  

3 .  Southern Bell will institute new management reports to 

4. Southern Bell will eliminate the use of the CON 

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.] 

6 .  Southern Bell will allow troubles to be statused as 00s 
only during manual or automated testing or initial 
screening. [Implementation: December 31, 1002.1 

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 Headquarters and company headquarters 
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. If 
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 

- 5 -  
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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 
Spec'ial Master with a copy to Southern Bell. 
Bell shall have twenty ( 2 0 )  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. 

Southern 

2 .  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 or 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 develop and implement a reasonable replacement 
program. 

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. 

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 

3 .  Neither the existence of this Review Program, nor this 

4 .  For each month in which Southern Boll is in 

- 
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i. 
review period is extended for greater than six months, 
an additional audit will be conducted after each 
additional six-month period. If the period is enlarged 
forless 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 request that The Accounting Firm perform 

Procedures. Such request 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. 

6. 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 (Saturday 
delivery, if applicable), addressed as follows: 

5. 
.:. supplemental review work with respect to the Systems and 

i 
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. 
Xing & 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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EXHIBIT NUMBER - 
DOCKET NO. 900960-TL 

OPC WITNESS: POUCHER 

REP4 

SECURITY INVESTIGATION--ORLANDO 



1 0 .  1 1 .  80 10:06 AM 

. . 
r .  

P 0 2 Y l - f  

@ 
SaAhemBell 

October 3 ,  19DO 

RE: GEORGE MOSES SXDAN: 
SERVICE6 TEQMICIAN 

WNTENANCE ADMINZSTRATOR 
EKPLOYZE DEFALCATION 
FILE: 3-112-J-Y 

)3ARsXA ANW TAYLOR1 

Mr. W. R. Perry 
General MAnAger-NatWOrk 
20th Floor 
Jacksonville, Florida 

Dear Mr. Parry: 

Attachkd 1s our Investigative Raport ragarding C31e two 
captioned Orlando Fstwbrk Division employees and thair 
involvamant in adding unau*horiz.ed featuror f~ subscribers1 
liner. 

a' 
Attachments 

cc: Vica Preddant-Florida 
Vlca Preeidont-Network + Asrt. Vice Pres. -8ccuurity 
Gsnoral Manager-Personnel 

AVP-Labor Relation6 
Area AttOrl'lay 

Your. very truly, 

F04802Z 010636 

F 0 4 A 0 8 Z  010636 - - 



Investfgatfve Report 

m: GEORGE MOSES SLOM 
SERVICES TECIIHTCIAN 
ORLAlJW, PLaICIDA 

MARSHA ANN TAYLOR 
MAINTENANCE ADMINISWTOR 
ORUNDO, FLORIDA 

cu(l.n*n: 

EHPUYEE DEFALCATION 
R * r o n q  Y . y m  Bmo:  

A. F. BIUDLFY 

raw CwolM 47 (nnrqmnw 

I 06-26-90 THROUGH 10-03-90 

*mer: Due t o  customer complaints, H. T. Jackson, Network operations 
Manager-Orlando Division, requastcd t h a t  socur i ty  h v o s t i g a t e  possibla fraud 
i n  the  Network Sales Program by Ooorgo M. Sloan and Marrha A. Taylor, Network' 
e!i3PlOyeeS being u t i l i zod  f o r  telephone s o l i c i t a t i o n  8 R l e s .  81oan was 
nterviewed ana admiftoa that a l l  of his sa los  rof*r ra l s  frea yarch, 1989 t o  ' r i d  June, 1990, increasing the  wiring Uaintenance Plan t o  f u l l  cwerago f o r  

En additional c o s t  02 $1.00 per month, were unauthorized sale6 w i t h  no 
cuotomor contact made. Company rocords r e f loc t  tha t  during this poriod Sloan 
submitted a t o t a l  o f  25,292 such saIas. Sloan claimed that  Network Asristant 
Marmpr Donald J. Babair suggested t h a t  he submit f a l s o  S61OS. Taylor war 
interviewed and almo admitted t h a t  f o r  the pas t  two yoarm sho hac submitted 
unauthorized Wiring Maintenance Plan upgrad. oalas. Bhe advioed M a t  a t  
least 75% o f  her total upgrade sales wore submittmd without contacting the 
subsaribet. Company recerdc r e f l o c t t h a t  during thic two yaar prr iod,  Taylor 
subnitted a t o t a l  of 19,224.salos t o  upgrade the Wiring Maintenance Plan on 
r25ccriber l ines .  Taylor advised #at she warn fol loving management 
inc tmct ions  from Assis tant  Managor Donald J. Babair t o  submit f a l c t  malor. 
Babair war interviewad and denied being aware t h a t  610611 and Taylor were 
cheating on t h o i r  ealoo and a l so  denied tha t  he o i t h a r  muggerred o r  
ins t ruc ted  thom t o  cheat. 

mncpn . 
ARTHUR F. BRADLEY 
STAF? WAGER-SECURITY 

k 7.: 

ASSISTANT VICE-PRES.-SEC. 
VICE PRES. FLORIDA 
VICE PRES. NETWORK 

'ST. VICE P R E S . - W R  RELATIONS 
'-LNERAL XANAG?Z+PERSONNEL 
GENERAL WAGER-NETWORK 
ARU ATTORNEY 

- - F04B02Z 010637 

F 0 4 A 0 8 Z  010637 
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PRTDICATION 

SACKGROUND 

DETAILS 

INTBtvIEW OF XkRY JANE IULRRELSON 

ImERVIEW OF JULIE B.  FARAGLIA 

fffPERVIEW OF RAYMOND J. MANN 
INTERVIEW OF DONALD J. BABAIR 

I m R K C E W  OF GEORGE MOSES G U A N  

REVIEW OF SL9AN'B SALES RESULTS 

I N W f R P  OF XARSIiA ANN TAYLOR 

OF TAYIAR'S SALES RESULTS 

INTERVIEW OF JONAH F. BRAD= 

1- OF RICHARD W. NEWSOME 

SECOND INTERVIEW OF DONALO J. BABATR 

INTERVIEW OF RONALD E. BROWNING 

INTERVIEWOFCARY LEEMAGER , 

c 

IHTERVZEW OF ZRWRENCE E. BATQlzLoR 

-VIEW OF RENEE HILL 6mTH 

INTHlVIEW OF ADELINE WALTON LEWIS (JOY FOLZJZY) 

-EW OF BEATRICE CRIGGS LEATXERNW 

COMPANY RECORD8 

S-Y OF I N C E N T m  GIFTB RECEIVED FOR 6-6 

DI6POSfTION . 
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PREDICATION 
This invastigation was initintad on June 26, 1990, bacred 

on a request from Kr. H .  T. Jaakson, operation. Hanaper- 
Nntwork/Orlando Division, that Becurity Lnvestiqate possible Zraud 
in the Network B a b e  Program by George M. Blow, Borvic8r 
Technician and Waroha A. TBybr, Maintenance Administrator. 

The 2ollowinq investigation wa. conducted by A. F. 
Bradlay, s t a f t  Managcr-Becurify. 

xuXGmm2 
ords Rev- 

George Momes Bloan - 
Employee sloan is a sewices Technician in t h e  Orlando 

Network Bandlska District. H i s  net credited service date is 
January 10, 1972, his date of birth is January 20, 1948, and his 
current rate 02 pay is $616.00 par week. Hia last Performance 
Evaluation dated january 24 , 1 9 ~ 0 ,  reilects satinlactory in quality 
02 work 81id more than satislactory in quantity 02 work. H i s  file 
aloa raflecte the following entries: 

07-29-87 

--Q4-14-08 

Warned - regarding 2allure to follow Company saiety 
practices. 

Counselled - regarding attendanc8. 
04-04-89 Coun~ell8d - regarding attendance. 

H i s  file indicates that he waa covered and signed t h o  
booklet, RA Per8onal Responsibility" on ScptcPlber 22, 1988. 

A public records review war conducted and was negative. 
security Organization recorda railact that employee Bloan was 
intarviewed by Security on January 15, 1906, regarding a psrsonal 
check submitted by hian for talephone seNicB, that was returned by 
his bank f o r  insu2ficiant funds. ne immediately covered t b a  cheak 
in the  amount o f  $103.35. 

Maraha Xnn Taylor - 
hrployee Taylor is a Maintenance Admhh~tratOt in the 

Orlando ~nEtallation/Ma~tenance cantar. Her net credited service 
date i a  August 28, 1968, har data 02 birth is July 8 ,  1950, and her 
current rate et pay in $rrlS.oo per week. Xer last Performance. - 
Evaluation dated January 22, 1990, raZlecfs mora than uatistactory (' in quality quantity 02 work. Her tile alpo railacts .the 
following entries: 

F04B02Z 010639 
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min Qaui&kh 
01-07-82 Counaellod - regarding attondance. 
10-27-83 Counsallod - regarding attcndano8. 
03-01-85 Counselled - regarding unacceptable manner of 

08-01-89 Counselled - regarding attendance 
06-22-90 

handling cuntomtr contacts. 

Warned - rogarding correctness and propor conplotion 
of company and customor records. 

Her file indicates that rhe wan cwered and oiqnod tho 
booklet, "A Pcraonal Rosponsibflity" on Boptambar 15, 1988. 

A public recon% roview and Security Organization records 
ZeVioW indicate no references for Taylor. 

DeTAILS 
On Sun0 19, 199Q, Ron Tyo, operations Hanager for th8 

North rlorida Customer B8mioes Central District advisod Oparations 
Xanagmr Jacknon, by lettar, that rmpnoontatives i n  tho 
Broohvillo, Florida Custoaer Srrvicer Otfioe had roceivod Four 
sub8crib.r complaint. on June 12, 1990, challanghg the Wit- 

Tho nubscribers complainad that without their 
authorization, t h o  Maintenance Plan had boon upgraded from coverage 
tor the  inside wiring and jack8 (WUR) coating $1.50 por lnonth to 
the full Maintenance Plan (BEQIX) ,  which includes owerago for 
trouble isolation at an additional cost of $1.00 per lnonth. The 
sub8criber adviaad that thoy did not order tho additional coverago 
and were not contacted by anyone from Southern Ball attunpting to 

Initial invostigation by Mary Jan. Harrelson and Julie 
8. Pragalia, Asmiatant ~anagerr in #a Brooksvillo Curtomar 
SONicen Offico, doterdnod that on all four subscribers, a Network 
Bales Roferral PO= (0069) had been forward*d by Network ~ p l o y o o  
Gmorge X. sloan (Bales code B241ElN) to tha Jacksonville service 
0rd.r Group for procemming. 

At t h o  Cirection of C. T. Gardncr, anager of the  
BrOOk~Vill8 Curtomar s.r~ices Office, additional Hatwork 6al.c. 
R8ferral io- wore 0bt.in.d tor review from m e  sabonville 
Bervicm Order croup Hold ~ i l e .  Twenty nubmcrlberc were contacted 
and qu8stion.d with c a n  and discretion by Xarrelmon and Fragalia 
rogarding th8 upgraded Maintenance Plan addod to thoir servico. 

c 
"Maintenance Plan cort on their bill. 

th. 8UXiCO. 

C 
I 
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BkteOn subscribera with sales referrals aubmitted by Sloan atated 
that they did not order the additional sewice, and were not 
contacted. One sale8 referral 8ubmitt.d by Bloan upgraded the 
xaintanance Plan on May 14, 1990. Company recorda roileat that the 
upgraded Haintenance Plan was actually mold to th i8  subscriber by 
a service Representative on May 1, 1.990. On another aalos referral 
submittad by Sloan on May 7, 1990, added the uppraded Maintenance 
llan on 8evrice that had been di8connected on Way 3,  1990. 

Three of these sales referrals wero prepared by Network 
ezployee Maraha A. Taylor and ware a180 contacted. In each aase 
the subsariber advi8.d that they did not order the additional 
service and wa8 not contacted. 

Ptior to referring this matter to 8ocurity, Operations 
Manager Jackson advhed hi5 managers to fmmadiatoly instruct all 
Networlr employees involved in sales, inoluding Bloan and Taylor, 
to refar all potential .alee through GoldLine. mi0 would exaluda 
any incorrect or possible unauthorized feature being added to a 
subsariberue service, On all ealeo referred through oold&ine, th. 
subscriber i s  recontacted by a Barvico Representative. The sale 
ie verified, oostto the eubscriber i8 quoted and a service order 
ia isauod. 

iew of MEW Jane flarrelean 
on Beptember IO, 19~0, ~ a r y  Jane Hamelaon, ASaiPtant 

Manager in the Brookoville, Florida Custmar Services Ofiice, wa8 
interviewed and provided the following signed statenant: 

nBrooksville, Florida 
Beptunber 10, A990 

I, Mary Sane HarrehOn, do hereby ppakc the following free 
and voluntary statement to A. P. Bradley, who has identified 
himrelf a8 a Btaff Managw for southern Ball Telephone Company. 
I realize any statement I make may be uoed a. avidanae. 

I am forty-one year8 old. My birthdate i 5  June 25, 1949, 
I am unplo ed with 1 33 and my Social security Number ia 

Southam Bell as an Uaiatant Manager-Cu8tom.r Sew Q.8 
Brooluville, Florida. 

On June U, 1990, one of Sorviae Raprerentativea 
904-596- 

1678. -0 cuotomar complained that the Maintenance Plan on her 
bill had been upwaded and that she had not givcn BoUthOrn Bell 
authorication to nake tho  change. 

37 received a aall f r m  srooksville s u b d L  

F04B02Z 010641 
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I called Acaounting i n  Jacbonvi l le  to obtain a c0mplat.d 
order t o  determine the sa les  code of the employee that mold the 
upgraded 8ervice. !&e completed order refleoted employee sal68 
cod. B241ElN a88ign.d t o  Oeorgo Ib. Sloan, a Notwork rmployoe in 
Orlando, Florida. 

When I aalled Bsrvios 0rd.r t o  get a aopy of the malam 
referral U8ad t o  add the memice t o  a auetomr’e bi l l ,  I was to ld  
by tho clork I rpok. w i t h  that her of i ico  had thowand8 of the 
aalm rafarrala and that their of i ioe  wam working overtime t o  
proaeBe them. 

I referred the incident t o  a supervi8or Charlie Gardner. 
We dincussed the 

O. - Accounting and obta P n a woup of the sale8 referral mheattr 80 that 
we could contact saveral curtomera t o  deterrpine i f  they w e r e  aware 
of the upgrade i n  their Maintonanae Plan pr ior  t o  than  receivfng 
thef r b i l l .  

roblem and he x nntnrckb mo to recontaat 

The majority of the sale8 referral sheets 8 e n t t o  am by 
f l .  ---Accounting were prepared by employee 8loan. The remaining sale8 

referral shoat8 were prepare& by the loyoe amsigned sal08 cob. 
B241DOF. I l a t e r  determined that th ”p B sales code is umod by 
Orlando Network employee Marsha A. Taylor. I oalled a t o t a l  of  
aleven cumtomartz from the group of sales relterralm, eight preparod 
by Sloan and threo prepared by Taylor. On aacb -11 the customer 
advised that they did not oraer th. upgrado on the Haintanuror 
Plan, and had not been contactod by anyone t rying t o  8011 than an 
upgrado. 

I n  the presence of Mr. Bradloy I placod one call t o  a 
xerritt Inland euatomor roefleeting the Maintenma. plan u ade in 
401-452-8429 advi8ed that mho did not order the upgrade and she 
was not contacts. 

subocribar t o  904-196-1908. %?ha oervioa order re f leo to  that 810- 
advised 

t h a t  ah0 vas i n  niohfgan during m y  and could not have been called. 

. galan rafarral datd m v  14. 1990. f o r  904-596-0036 by 

April, 1990, sold by employee Sloan. The cumtomar 8ubEOr pfx ing t o  

I _r _ / I  I... “ ’ n r  “ - p , t l .  

I also c a l l d  Brook.vil10 austamar 32 
34- upgraded her Maintenanoe Plan on Bfay 22, 1990. 

---. - - -- - - - -- _- - _ _  _I - - - 
a~ployoe  Sloan, reflaot. t h a t  tho  mintenanbe-Plan was upgraded; 
Xwover, t h m  reaorda indicatod tb.t thi8 upgrade w a 8  previoumly 
done by a service Repruentativo on May 1, 1990. 

Bale. referral dated Hay 7, 1990, prepared by .mploYoO 
Sloan on 904-376-5016, reflect8 that he added an upgrade t o  tho 
Haintaanoo Plan that data. company rooorb. r o f l w t  t h a t  thir 
serviae Warn dimconneatad on nay 3, 1990. 

F04B02Z 010642 
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In Edr. Bradley'r presenoe, I Picked at random a Network 
Balas referral prepared by employee Taylor On 407-349-1861. Th8 
order was prepared on June 5, 1990, adding th8 aOmpl8te Maintorianos 

4- Plan adding $?.no to the monthly bill. subeariber advised 
that no on8 had aontaeted him regarding the Uaintenanoe aervioe 
and that he had his own teat equipment and did not need o w  
Maintenanoe Plan. 

I have riad the abwe otatem8nt con8i6ting of thrw pager 
and it 1s true to th8 best of my howledge and belief. Z have 
initialed each page and correction. 

sentiaes 
9-10-90 

Witnemr 
A, F. Bradley 
Staff Manager-security 
9-10-90" 

A. mentioned in Harrelson's otat.mMtl ah. requested a 
grou o i  sales referral 8heetm (Form 0069) from the Jacksonville 

majority o f  these referrals prepared by unployee Sloan in May o f  
1990, vera released by Harrel8on to Bradley. 

V e r v  ! oe order Qroup. She recaiv8d in eXce6~ of 500 referrale. The 

iew of 8.  F- 

On September 10, 1990, Julie 8. Faraglia, a180 an 
Usistant Manager in the Broohville Cu8tomer 8ervio.n Office, warn 
interviewed and provided the following 8iqn.d etatemont: 

nnrook.vi118, Florida 
6Opt&8r 10, %PO0 

f, Julie 8 .  Faraglia, do hemby make the follorphg free 
and Voluntary etatomant to A. F. Bradloy, who -8 1dOntifi.d 
hinuelf as a staff Manager for Southern Bell Telephone Company. 
I realize any statmatt I malm may bo umed a8 8viduroe. 

I am forty-two yearm old. My birthdate io B a p t d e r  3 0 ,  
1947 and my Social Security Number is 018-36-7360. I am -1Oy.d 
w i t h  Southern Bel1 ae an Assistant Manager-Cuetmr 8SNiOQ8, 
Brookntillel Florida. 

F04B02Z 010643 - 
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In rarly June, 1990, tho Broo)covillo Customer B e ~ f c o s  
ofZioe received several customer complaints regarding the charge 
on their nay bill for an inCreaBe rOgaMing their hintmnance Plan. 
me increase was $1.00 tor upgrading t h e  Maintenance plan fm 
$1.50 per'month to $2.50 por month. TU $1.00 incroaso wau for 
adding trouble isolation to the plan. 

Because of t h o  volume of errore that u u c  initially 
found, I warn asked by my BUPONieOrl charlio Gardner to contact 
several Brookevillo cuutomors to verify that they did, in fact, 
order the  Maintenance Plan upgrado. 

I contacted ten customer8 that war0 Network sales 
referrals in May, 1990, by eluployee Georpe K. Sloan, Whose sales 
codm is B 2 6 I E U .  All of tho contaots I made wmrm noqative. In 
each came tha curtomar advisad that they had not be8n coatacted by 
Southern Bell to add the addition to the Maintenanom Plan. I made 
aura in each contact that I asked if any other member of t h e  family 
may have been contacted. Again, in all eases X warn told by the  
subscriber that no one i n  their hourehold warn contaoted. 

I had ten Network males referral clips that I used to 
make my customer contacts and wrote t h o  c~stomer~s colpm8nt8 on each 
sheet. I Cave given there cuetomor contact sheet8 to Ur. B:adley. 

I have road ths above ctatoment consisting 02 two pages 
and it is true to the best of my knowledge and belief. 

. _ .  

c 
Signed: 
Julie B, Faraglia 
9-10-90 

Witness I 
A. F. Bradley 
Staf2 nmager-socurity 
bopfrmber 10, 1990" 

On Sept+mber 17, 1990, Raymond J. H a m ,  Managor-Notwork, 
responsible for t h o  Orlando Bandlake Installation and Maintenanoo 
Dirntrict, was interviowod and prwided the following oigned 
statomant: 

"Orlando , Florida 
September 171 1990 

- I, Raymond J. Mann, do hereby make the following free and 
voluntary statement to A. F. Bradley, who has ideatifiod himself 
am a Staff Manager for southorn Bell Telmphone comwny. I realire 
any statomont I mako may be ru8d a8 ovidenca. f04B02Z 010644 
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I sm r0rty-d.x yoars old. My bi r thda te  is Novomber 4 ,  

2 1943, and my s o c i a l  8oourity N U e r  is 1 8 m  cmployod 
ul th  southern B a l l  am 8 Manager-Network i n  t h o  Orlando, Florida 
Bandlake District. My o f f i o e  is looatod a t  1227 8, Division 
Stroot,  Orlando, Florida, and I can bo reached 8t  407-495-1707. 

I took over the Bandlaks Ins t a l l a t ion  and &dntOn8nOO 
group i n  A p r i l ,  1990. 

It ha8 boan t h e  prac t ice  l n  our dlotriot t o  havm a t  l e a s t  
on0 employom whon possible t o  work f u l l  t i m m  on talophonm sa l e s ,  
Normally, this person would be an employoo on l i g h t  duty. When the 
load would parmit, any one of a s u p e ~ ~ i s o r ~ 8  employee xulght be usod 
for sales. 

When I came in to  the sandlake District, Services 
Technician George M. Sloan, undor tho sup or vision^ of  W r i s t a n t  
Manager Don Babair, was performing tha  salon job. no placod cal le  
t o  oubocribors from an of f ice  a t  the Division Street Work Center. 

Since I was now i n  the d i n t r i o t  I did not  concontrate on 
sales and lef t  the managamant 02 Sloan i n  tho  sa los  job t o  his 
muparvisor, Babalr. S m e t h  i n  Hay, 1390, my Operations Managor 
Ha1 J8obon advisod mo th8t RosidonCO OperatiOM MaMgu Ron Tyo 
had receivod four  o r  five customer oomplaintn, t h a t  t h o  Wlring 
Waintonanco Pian had baon upgradod on t h o i r  ~ONICO without 
authorization. Theso camplainto war0 a l l  from Salem by Blokn. I 

--parsonally wont to omploymm Sloan and qumrtLonod him about t h o  
salos.  HE assured XM that a11 o i  his sa los  wore l ag i t i na t e .  I 
instructed him t o  maintain datai lod rocords on mah of h i n  sales 
rogarding t h o  t h e  of day and t o  whom ho .poke with on a l l  
subscriber contacts. 

I dimcummod my conversation with Sloan w i t h  Oporations 
w g e r  Jackson. Sincm t h o  EoldLine Salem program wan j u s t  pe t t ing  
s ta r tad ,  it was decided by Wr.  Jackson and ztiymalf that  all fu turo  
sa los  by anyone i n  the  district  would bo t o f u r a d  through GoldLfno. 
Whenever a. sals is roferrad through ColdLlnr, employeem i n  t h a t  
proup r icontac t  the rubscriber and confirm tho .&lo. Thin would 
insure t h a t  no unauthorizod salos wmro bohg mad.. 

I n  my sa l e s  experienoo it is not  unusual t o  havo an 
occaeional subscriber cancel a r.rvlco. For instanoo, 12 a wife 
bought a serv ice  and the husband did not  w a n t  the addi t iona l  
axponmc. Howmvmr, this would bo raro.  

I n  l a t o  Junm, 1990, i t  was btought t o  my a t ton t ion  that- 
(- addi t ional  sa l ts  by employee Sloan worm being cancelled bY 

__ subscribarc claiming thmy worn not  contactad. maeo again worm 
sa l e s  i n  Hay p r i o r  t o  U r .  JaCkBOn and mysol2 in s t ruc t ing  S108n 8nd 
a l l  other  amployoas +o refer a l l  sales t h r m e h  ColdLine. 

~ 0 4 ~ 0 2 Z  O l O 6 4 5 F O 4 A O E Z  0 1 0 6 4 5  
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Following those sales complaints W. Jaokam advised me 
that he was roferring the possible sales problem to security for 
thair review. 

Because all sales were then behq roferrad through 
GoldLine eliminating any poaaible unauthorized malea and t h e  matter 
WIC being referred to Security, I felt that I needed to take no 
further action pending tho re6ulte of the Security review. 

I have raad the above statement consisting of  three pages 
and it i&- t m e  to the best of my knowledge and belief. I have 
initialed each page and all corrections. 

8ipll.d : 

9-17-90 
R. J. uann 

Witnam 1 
A. F. Bradley 
St8ff Manager-seourity 
9-17-90" 

J. 

O n  Saptamber 17, 1990, Donald J .  Babair, employeo Sloan's 
hmodiato supervisor, Wac intetvieved and provided tho followinq 
signed statement to Bradley in the preeenco of Manager Wmn: 

2-9 

c 

norlando, Florlda 
September 17, 1990 

I, Donald 3. Babair, do hereby make tho following free 
and Voluntary statement to A.. r. luadloy, who has identified 
himself as a Staff Hanaper for Southern 8.11 Telephone Company. 
I realize any mtatemont I make may be uaed as evidence. 

Uy birfhdato i s  Fabaa= 16,  1937, 
and my social Bocurity Numbor is 1 am employod with 
Southern Boll am an Assistant Manager-ICM, and my NCB date 16 
HwarPber 29, 1966. 

I am 53 years old. 

George H. Sloan i a  a service Tachnician reporting to me. 
I have 6loan vorkfnq in Installation and Repair ac needed. When 
the work load is not heavy, I zamwo him from Z W  work md Put h h  
on s.1.a. Georpe contacte customers either by telaphono 8r in 
person to 8.11 cU8fosP calling featuros, Maintcnanoo Plan,- 
RingUstor, etc. ne will use corppany records to determine *at 
featlire6 a Bubmcriber hag on their Service. We Will - than Call the 

& 
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c u s t w a r  and attompt t o  so l1  thun a nmw fea ture  o r  go t  t h a n  t o  
upgrade a rorvico. I havo boon advisnd by Sncurity Staff Hanaqer- 
Bradloy t h a t  soveral  sales shown on conrpany records a8 mado by 
rmployao s loan have om8 baok. Either t h o  customer ham called i n  
claiming they did not order the scrvic8 o r  when a cuatolner has beon 
contaotad, thay claim again t h a t  they did not order t h o  B o N f O O .  

I have reviewed 20 cu~tomor rocords w i t h  Xr. Bradley, 
vhara i n  oach cam.: t h o  customor called i n  o r  W 8 8  contaotad and 
denied t h a t  thoy woro oontactnd by southern 5011 regarding an 
uwrado i n  U1e Wiring Maintenance Plan. An upqrado i n  tha plan 
would increase tha cuatomer b i l l  for thim mnrvice f r o m  $1.50 per 
month t o  $2.50 per month. 

I a m  aware t h a t  employoo Gloan har made sclveral hundrod 
s a l e s  in a month. Howevsr, it ir my fee l ing  t h a t  thio numbor of 
diacrepancieo is unusual. 

This problem has come up brforo with Sloan, but no t  in 
t h i ~  volume. He war quortionod regarding 5 o r  6 sakn ro turns  i n  
a month and he aoourod me that his sa l e s  ware on t h o  up M& up. 
Thir problom came up last anrimer or  f a l l ,  and Z wan not  aware of 
m y  addi t ional  problomm until  a i r  incident. Xm w a s  inmtructed t o  
maintain good rocorda am t o  who he spoke w i t h  when ho made a sale 
t o  a submcribor. 

If astomar salar aro taming improperly reportad,  T amr not  
awara 02 it. I do not  condono nor have I over ins t ruc tod  omployoa 
Gloan t o  ropor t  improper eales. 

I have road the  kbwe statement oonsis t ing of 2 pages and 
'* t a  txn. 

Bignod: 

( 

- 

I have i n i t i a l a d  each page end a l l  Correctionm. 

D. J. Btkbair 

witness: 

Manager-Notwork 

A. F. Bradley 
Staff Manager-socurity 

R. J- MONI 

9-17-90 

9-17-9 0' - -  
Moses S w  

On Scptembor 17, is90 end 5opt.mbor 18; 1990, employoo 
S l O a n  was intemiowed and provided the iOllOVing rimed Statolp.nr 
to Bradley in the prosonco oi Manager Mum: 

( 
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"Orlando, Flor ida 
Soptrmbor 18, 1990 

II Goorge Moses Bloan, do heroby uiake t h o  following fro. 
and Voluntary mtatement t o  A. F. Bradley, who has ident i f ied  
himsoif a s  a S taf f  Manager f o r  Bouthorn Bel l  Telophono Company. 
I roa l ize  any etatamant I make may bo used a s  ovldnnce. 

My bi r thda te  is January 20, 
1348, ana my Social  secur i ty  Number i s  I am UU.ployOd 
W i t h  Boutharn Boll am borvicer Technician and my NE6 data  w i t h  
southern B e l l  is January 10, 1972. I roport  t o  13r. Don Babair a t  
1227 Divislon S t roe t ,  Orlando, Florida, and I may bo contactod a t  
407-425-1707. 

I n  March, 1989, I wag reliavod of my job a8 a Bervieos 
Toohnfcian, and brought i n to  the  off ice  t o  make talephone sa los  t o  
subecriber6. I eoncontratod on salos  o f  Curt- c a l l i n g  featuron 
and tho wiring mintonaneo Plan. 

A f t e r  a couple of wooks on t h o  6alor job, it was brought 
t o  my a t ten t ion  tha t  my males woro not as good am others  in my 
district. Hy muparviaor, Don Babair, cuno t o  me on. day t o  discuss 
my low aalos. He pUqg88t6d that one way t o  ineroaso my paloo wao 
t o  raviow customor records and f ind thoso submeribare t h a t  kava 
only the  Inmide wiring and Jacks Plan (WHR) and upgrade them t o  the 

-1111 Maintanance Plan (BEQU), without making a sales contac t  with 
t h o  oubacribor. ne Stated that the aubmcribar real ly  nardad #a 
upgrade, and it would only cos t  them an ex t ra  $1.00 par aonth t h a t  
they Would not  not ice  on their b i l l .  

I took my 8uporvisor~s suggestion and bagan submitting 
Network Salem Rafarralm without contacting the sub8criber on l i no r  
t h a t  only had Wm Maintenanco. Since Mid March, 1989, I emtimata 
t h a t  I have taken unearned crodi t  f o r  hundr8da of t ha  upgraded 
Xaintenanoe Plan oa1.g without contacting any of tho mumcribera. 

I hava raviowod 499 Notwork Sales Referral 8h88ts t h a t  
I nubmittad in May, 1990. All of theme a m  gales r o f o r r a l s  I 
submitted without contacting t h e  mbscribor.  I did not  h o p  any 
record8 of my malog referrals sinom M a r c h  of 1989, hbwovor, I did 
subnit a subs tan t ia l  numbc o f  r e fe r r a l s  each month on subscribor8 
t h a t  I did not  contact. During th io  porloa I only 8 u b m i t t . d  
unauthoritod r a fo r r r lo  on tho upgrade of tho  Maintenanco Plan. A l l  
othor sa los  r e f e r r a l s  that 1 oubmittod on CUmtoa callinp fea tures  . 
o r  R i n q U m t c r  ware ac tua l  s a l e s  from a c u r t m a r  contac t  either by 
t h o  talephone o r  i n  person. 

I am fotty-two years old. 
B 

- 
(+- 
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Following the i n i t i a l  suggeetion from my supervisor 
3 6 b U i r  t o  n u b m i t  ~n6UthOriZ~td salos,  Wo havo not  discussed the 
matfar again. 

1 continuad to nubmit unauthorizod l4aintmanco Plan salos 
u n t i l  t h o  GoldLina sales ra for ra l  program wmnt i n t o  effoct i n  my 
d i n t r i c t  in Juna of this year. Undcir the ColdLlne Program, a l l  
s a l e s  a r e  referred t o  ColdLino and they reoontaot the eubsirrribor 
and confirm the  sale, This made It impossible f o r  m e  t o  submit a 
sa10 without first making contact w i t h  tha subscribu. 

My seoond level supervisor LromXarch, 1989 U n t i l  &pr i l l  
1990, w a s  &. Ron ~rowning. Ha was not aware t h a t  I was  submltting 
f a l s e  sale6 rcitarrals. I nevor dircussod my nalen W i t h  ILr. 
Browning. Any discussion I had w i t h  management about sales was 
with my supervisor,  Don Babair. 

Approximately two months ago, I was approachad by my 
Praaont 2nd l eve l  s u p o r ~ i s o r ,  Ray MaM. He advised mo t h a t  Lme 
of my sales were being gueetionod tha t  they may be unauthorized. 
1 t o l d  him there  were no problem and t h a t  a l l  of my nalms were 
logitirnatc. ne instruated ma t o  maintain good records of who I 
spoke With when I call a subsoribor so that I could prove my sales 
Were logit imata.  This was about t h o  samo time that the GoldLfne 
Program want i n t o  offcct .  I s ta r ted  making t h o  sa los  r e f e r r a l  
rrhaata w i t h  either an M or r t o  indicata that I e i t h o r  s p o b  w l f h  
the  Mr. o r  ths funale of the family. 

Approximately f ive  years ago, Z was cut back from 
supervisor t o  c ra f t .  I f e l t  t h a t  I wan unjus t ly  cut baok and 
s t a r t ed  to have a very poor a t t i t ude  b o u t  my job. 

man I was asked t o  cone into tho offie. t o  conoantrato 
t a l y  on salms, I f e l t  t h a t  thie.was a good opportunity for me no t  
only t o  reverse my poor a t t i tude ,  but t o  a l so  pmvm t o  tho company 
t h a t  I was a good contributing amployoo. I vorkad vary hard i n  
the beginning on sa lae ,  but was not keaphg U p  W i t h  the Sale8 made 
by others  i n  my d i n t r i c t .  Bocauss of thin, I docided t o  take my 
supervisor 's  suggestion t o  r e f e r  sales without contacting tho  
subscriber,  SO t h a t  I would look good i n  tho oyos of tha company. 

I rmcaived a l o t  of i f t n  f o r  my unauthorirod salen. 
However, this W 6 S  not  my -in rrbfoctive. I t r u l y  wanted t o  appear 
to tha company t o  be 6 good and contributing enAPlOya0. 

(2 

I am glad t h a t  t h i n  problom hao bran uncovered. I know 
that what I waa doing was improper, and it ha8 bothwad ma * V 8 r  
s ince  I Star ted.  

- 
- - F04B02Z 010649 
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I have road t h e  above statement COnShting of four pages 
and it is true to tho best of my knowledge and bellof. I have 
initlaled a11 pagen and corrections. 

Witness: 
A. P. ~raaioy 
Staff Manager-Security 
9-18-90 

Re 3, NUUI 
Manager-Network 
9-18-90" 

RQYiew of I 

Bignod; 
George M. 8 1 o m  
9-16-90 

All Company employee6 in the position to have frequent 
Salos opportunitims a m  a8mignod a sales code. In the =so of 
employee Slonn, hie sales code fn 1990 through the end or F . h r w r y  
was 824IElI. From Karch to the present, his asnipned nalos code 
is B24IElN. Employee Taylor'e sales code for a11 of 1990 has besn 
B24ZWP. 

Salos aro tracked on a sales report computor printout 
?Form 201l.A). The printout reflocts monthly and yoar-to-date sal.. 
by sale8 code as woll as the amount 0: rcvonuos to bm reooived from 
the ~ ~ 1 9  tor six montha. 

Following the intervfmw of Sloan and before any 
additional intorviows were conducted, the Bales printouts for the  
Orlando Network Division were reviewed for 1990. The males 
printouta Lor 1989 wcro not immodiatoly availebbla from tho sowiso  
order group or . tho  ~otwork staff bofore other intorviewo warm 
conducted. however, to facilitato this report, the 1980 and 1990 
sales totals for rmployeo Sloan are reported as Sollous: 

c 

Totals For 
l 2 5 L Q -  

. .- 

Wiring Maintenance Plan 18,987 6,305 25,292 
RingUastor 16 0 16 
TouchTono 1 3 3 
TouchBtar Faatures 96 A a 

19,100 6,311 25,411 - - c', Tota l  Sales 
Reflected 6 pIo.Revenue $130,867 $42,056 $172,923 F04B02Z 010650 - 
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As stated oarlior in this raport, instructions woro givan 
in late  uno, 1990, that all Balas in tha Orlando Netvork Division 
would bo rofarrmd through coldline. Thm oalas printouts for July, 
August, and Lieptmber, 1990, reflect that t h m  total sales submittad 
by employee Sloan woro eight Wiring Maintonanca Plans, 

iew of 

On Soptombar 19, 1990, unployaa Taylor was interviawod 
and providod tho following signod otatomont to Bradlay in tha 
prosanoe of her immediate supervisor, Larry E. Batchelor: 

"Orlando, Florida 
Soptunbar 19, 1990 

I, Marsha Ann Ttylor, do hereby make t h o  following free 
and voluntary mtatemcnt to A. F. Bradlay, who has idontiZisd 
hlmsolf as a Staff Managor for Southern Ball Telephonm Company. 
I roalizo any statamant I mako m y  bo us04 as avidenam. 

I am forty years old. M y  birthdate is July B ,  1950, and 
my social socurity m e r  is I am amployod w i t h  
Southarn Ball as Maintenance Administrator raporting to Mr. Larry 
Batcholor at 7900 Mandarin Drive, Orlando, Florida. Ny NCS data 

c 
. is 8-28-68. 

In the Orlando Maintenance Center since the consolidation 
with the  Sandlake Maintenanco C8ntar, thoro ha8 boon at least ona 
employee assigned to telephone sales solicitation. These sal08 . 
contacts with subscribers concentrated on the Wiring Maintonanco 
Flan. 

Within the last two 'years I was assignad this job. 
Initially, I workod for Xr. Don pabair, who wa8 in chargo o f  the 
sales program at t h e  time. Prior to my &.suing tha sales fob, 
fellow employoas Bea bathorman an4 Joy Folloy had tha job. 

lihon I started in sale6 I was instructed by Blr. Babair 
to upgrade the Maintenance Plan on subscribor lines having only t h e  
Inaid0 Wiring Maintonanca, to tha Full Xaintenanoe Plan. This 
would incraam tha subicrfborlr bill from $1.50 per month to 52.50 
por month. Mr. Babair instructed mo to add the upgrade WlthoUt 
contacting the subreribor. 

I knew when I took over t h a  salos job that Baa Laatharman- 
and Joy Folley had also upgraded tha  Maintonanoe Plan on subscriber 
lines without contacting t h o  cumtorpar. I raoall- that  eithar 8.. 
or Joy mmntionad to ma *at the sub8Criber woula not notice the 
incrsasa, baoauso pooplo don't look at thair talephone bill 
that closely. 

e 

- 

~ 0 4 ~ 0 2 2  010651 
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~ t t o r  Don Babair l e f t  the Maintenanco ~ m t o r ,  I Wag 
placed under tho supervision OS Mr. Dick Hews~lpo. Mr. Nmw~omo and 
I never spoc i f ica l ly  dieouased t h a t  I was adding t h e  Maintenanae 
fea ture  t o  S u b B C r i b 8 r  1in.s without making contact  with the 
subscriber. Bowcvor, I feel t h a t  ha h a w  vhat wbr going on, 
bocause on more than ono oeoamion Mr. Newaome em0 t o  mo and t o l d  
am not t o  rond anymore salou referrals i n  that month. Hr s t a t e d  
t h a t  too  many re f8r ra l s  might i n i t i a t e  an investigation. 

I ala0 worked Sor Mr. Gary naser Zor approximately mix 
months. I feel t h a t  he know what I wae doing, but t o l d  me he did 
not  want t o  know anything about it. 

Xe a l so  
cam8 t o  me on more than ens occasion t e l l i n g  me t o  hold of f  sanding 
too many saloe r e f e r r a l s  in. 16maume t h a t  he was oonoarned like 
llr- Newsome, that a l a rge  nuaber o f  oalor i n  a par t i cu la r  month 
might cause probloma. 

My prosent s u p a n h o r ,  Larry Batchelor warn not  aware t h a t  
I added featuroa t o  subsoriber l inea without contacting thorn. no 
has spoken t o  me three times regarding problunr w i t h  my s a l e s  and 
Placed a warning entry i n  my record rogarding correctness and 
proper completion of company and subsoriber rocords. 

Whon I came i n t o  the Maintenance Conter, I warn told by 
fellow employepa not  t o  mke any w6ves and t o  do what I warn t o l d  
o r  Managanent would make xy lifo hel l .  

I knew t h a t  w h a t  1 was doing by adding addi t iona l  
fea tures  t o  8ubscriber 11nes.withoutthe subscriber's authorizat ion 
was wrong, and have had many nightmares about it. However, I did 
what I was t o l d  by nmagemant. . 

Thm majority of my sa l e s  worm t h o  addi t ion of the 
upgraded Maintenance Plan. 

Reviewing Company recorda with Ur. Bradley reflects that 
from January, 1990 through May, 1990, I so ld  2733 upgraded 
Maintenance Plans. of theso I entimate t h a t  approximately 2% Of 
theme are  ac tua l  Balas recul t ing  from customer contacts.  The 
approxinately 75t  remaining aalem ware added t o  the rrubmoriber 
l i n e s  without d n g  conbact w i t h  t h o  customer. 1 entimate all 
previous sales I reported d n o e  I took over the sale. job  would 
break down tho same way, 25# ac tua l  sales and 75# addad without- 
contacting tha rnubscribor. 

salerr s o l i c i t a t i o n  since. 

Mr. Jonah Bradley 81.0 knew what waa going on. 

'- 

- 
I waa pulled off s a l e s  i n  l a t e  Juno and have not  done any - 

F04B02Z 010652 
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* " L /  - 0  ---- 

AB I s ta tad  bofors, I know that  what I was doing wan 

I h a w  read the above mtatoment c o n a i ~ t i n g  of four pagan 

wrong, hOWoV8X, I was fo11owing ananagemsntts instruct ions.  

and it i6 truo t o  t he  best of my knowledga and bol iof .  

Sipnod: 
Haraha Taylor 
9-19-96 

Witnoso: 
A. F. Bradley 
staff  Manager-8ecurity 
9-19-90 

Witneoa: 
L. E. Batchelor 
S taf f  Manager-fxe 
9-19-90" 

(- 
The 1988, 1989, and January through Juna 

Taylor ar reflected on the sale. pr intouts  a ra  &a S- - 
-0 8ale  

Wiring Maintenance Plan 5,262 11,539. 2,922 

TouchTone 3 3 16 
*'-tm Calling FiaturoB 0 .  10 0 

Prestige s a r v i c e  4 0 0 
TouchStar Featurorr 9 4 2 
Total Balas 5,269 ii,m 2,940 

ReflOCtad 6 Mo.Rwonua $31,467 $78,921 919,SSi -- 

990 salos  for 
llowo: 

Total For 

19,723 
10 
22 

4 
-2 

19 

$129 

761 

949 

On Soptambar 19, 1990,  Jonah F. Bradloy, Manager o f  the 
Orlando Notwork Division Maintonanca Cantor was intorviewm5 and. - 
frrWid.6 the following signed statoment: 

F04B022 010653 - - 
F'34A082 010653 
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"Orlando, Florida 
Beptomber 19, 1990 

c 

If Jonah Pranklyn Bradley, do h8rebY make t h o  following 
free and voluntary atatamant to A. F. Bradley, who 
idantifid himself AS a start  Manager Sor Southern 8.11 
Telephona company. I rralize any etattmant 1 make may be usrd 
a8 Widenco. 

I am fifty-#oven years old. M y  birthdate is July 26, 

employad with Southern B e l l  a8 Manager-ZXC, Orlando, Florida, 
and 81y NCS date is July 1 9 ,  1957. 

In 1988, the Orlando and Sandlake Maintenance Centers 
ConmolidatcQ under my supervision. Manager Ron Browning was the  
manager of t h o  Sandlake Maintenanoe Canter. At consolidation, 
Browning was moved to a different job. All anagars reporting 
to him either mloved to a dirtertnt job o r  were roassign*d to m e .  

A t  conmolidation, Assistant Manager Don -air was one 
of M a  managers mwing from the sandlake Maintenanco Center to 
my gmup. 110 advised =e that ho had a good ~ a l o s  program in #e 
Bandlake DiKtrfct and wantbd to continuo the program in sy 
group. Ha advirod m e  tha t  he wantad t o  continue to use - Mafntcnanct Administrator Joy Folley beCaus8 aha was very 
succensfU1. in .ale.. I agreod and put the salos program under 
hic cupeminion. wh8n the work load permitted, Polley was 
placed on talephone solicitation sales. I am not Bum how she 
Obtain86 her leads as t h a t  wan handled by Babair. Tho salae 
efforts ware concentrated qn the Uiring Maintenance Plan 
primarily, and appeared to be V U y  Succe@.ful. Again, I left 

9 1933 and my 8OClal security number is f .PI 

thi8 P b e  Of the businers t0 Babair. 

A t  one point, Pollay resigned f ton  tha Company and Bee 
Loatherman took her placo as the sale8 contact person, and I 
believe -a i r  .till had responsibility for sales. After 
batheman, Taylor was put on sale.. 

Babair wa8 then noved in the latter part of 1988 to an 
outside pouition, and f reassigned t h o  .ales rosponnibility to 
Andotant Manager Diok ~owsme.  gain, the salon appeared t o  me 
to be 

Beoaua there were gifts as8ociatad w i t h  tho Sal@S job 
for tho managar of th8 person actually d i n g  tho sale. 
contacts, I nudo tho docision to rotate the manaparm re8ponaibla 
Zor sal.8. 

good nhapa under Nev8me. 

F04B02Z 010654 
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c: 

I don't recall tho date, but I took H a w s o m  o f f  tho salor 
ob to AaBiotant Xanagar Gary maor. 

Batehalor kopt that 

I suspended tho program wh8n I recaivod infomation that 

program and assignod the 

w a r  to Aslriatant MInagOr Larry Batcholor. 
job until I suspended the sales program i n  Juno, 1990. 

thero may be an integrity problom in the sal08 p r o m .  

He kopt t h o  job  for approx 1 mataly one ymar thon I turnod tho job 

m o r  a two yoar period, I rocefved appmxfrmatoly ten to 
tvclve complaints from the Resid8nco Service Center'. regarding 
customer complaints that they had the wiring maintonance plan 
addod to t h o i r  line without authorization or knowlodge. 

X felt that thi8 wan euch a small percentage of the I 

overall salos, that thorn. I reoeivod, maybe on. a month, ware 
not a sign of a problom. I have known of malos made to one 
munber of tho family such as t h o  wifm o r  childran and the 
husband would call  and cancel the sal. after recoiving th8 bill. 

In approximately narch of thin yaar, I racaivod a l8tt.t 
through my suporvisor, Oporatlons Manager Hal Jackson, that 
cevoral subccrlbete had complained thoy dld not o d o r  th. 
Upgraded Maintenance Program shown sold by Haintonancc 
Administrator Warrha Taylor. 

Marrha Taylor had boon placed in tho naloc job after 8.0 
hatheman. Approximatoly tvo years ago, batheman was 
terminated Cor attendance. 

f qavo t h e  cumtomer complaints to Assistant Manager ~3am.r 
and after talking w i t h  Taylor, Mamu W ~ B  amnured by Taylor that 
a l l  of her sahs wore legithato. No furthor action was takrn 
at that time. 

?olloving roeoipt of t h o  complaint'. in March, I raceivod 
additional complaints from other curtomors rogarding t h o  
Maintenance Plan added to thmfr linm wlthout thsir knowlodge. 
The'.. ware also salon by Taylor. 

Batchelor 
did not accuso hor of cheating but did place a warning in hor 
ParBonnel f i l o  ragarding hot COr:OCtnO6'. and propor COUQhtiOn 
of Company and cuatoaer reoords. 

I did not take any further action and sunpendod the salos 
progrua completely. I took no rurthor action bocausa I was 
ware that Mr. Jackron was qoing to requoot that'8ocurity roviov 
t h o  mattor. 

- 

brnlatant Mansgor Bstcholor mot vi# Taylor. 

- -  

F04B022 0 1 0 6 5 5  
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c 

f have. been advised t h a t  employom Paylor arsumad that I 
was aware t b a t  rho was fa l se ly  reportinq n a l u .  

Bacauae of t h m  nature of the Maintonanon C e n t a r  buslnoso, 
it waa not  posniblo t o  h a w  a person on salms a t  a11 tfmms.  
Also, bocauoe of tho competition In  sal-, I attunpted t o  show 
a #toady oalea o f f o r t  each month. 

I h a w  a t  times porsonally gono t o  Taylor a t  t h m  and of 
the month, especial ly  after a good mcnth, and roqumstad that any 
aalas not submitted bo held for  t h o  following month. Bince #he 
was tho only one melling, t h i a  would allow us  t o  show a 
competitive ef for t  oach month, evmn when sho waa asaignod othor 
dutios  or on vacation. The allegation made by Ms. Taylor that 
I had knowloago aha was subxdtting unauthorlzmd mahi ix t o t a l l y  
Untrue. 

Adding unauthorized featuros t o  a subBcriboris l l no  is 
an Obvious way t o  c rea te  cugtomar complainto w h i c h  can eas i ly  be 
checked. I n  no way would I place my long c a r t o r  w i t h  Southern 
B a l l  i n  jeopardy by ondoreing such actionx as this. 

I have read the above otatemont conoistinp of 5 pagoo and 
it i s  true to t h m  bes t  02 my knowlmdge and be l i e f .  I have 
i n i t i a l e d  each p.9. and a l l  corrmctlons. 

6 1gn.d I 
Jonah F. Bradley 
Me. -IMC 
9-19-90 

ni tne is :  
A. F. Bradley 
Staff Manager-Socurfty 
Boptembor 19 , 1990" 

on Beptwaber 19, 1990, szlchard W. N.vsome waa intervi.wod 
and provided the  following nlgnad statement: 

IiOrlandol Flor ida 
soptambar 1 9  , U Q O  

X, Richard Walton Nmmomo, do hereby make the followlng 
from and voluntary etatement t o  A. F. Bradley, who has. 
ident i f ied  h h e l f  as a staff Manager t o y  Southorn Boll 
Telephone Company. I r e a l l t o  any s ta tuoont  I F k e  may be usod 

F04B02Z 010656 
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I bm Fitty.iour yoarr old. My birth date is March 22, 

employed with Southern Ball as an Asristant Mmaqer, I&, in t h o  
Orlando, Florida District Haintonanco Center. 

Sn the Orlando Xaintenanoe Center wa had a sale8 
solicitation program until it was suspcmdod in Juna of fhis 
year. The males program consisted 9: one pereon w u n g  
solicitation calls to customore whon they war. not potforming 
their noma1 duties. 

Maintonanco Administrator Marsha Taylor was the last 
employao uaod on thi8 job. 

It is my under.tanding that  the lrales program was Start06 
by Assistant Manager Don Babair whan the  Sandlake Maintenance 
Center and the Orlando Kaintenance Center war8 connolidatsd in 
1988. 

2 1936 and my aocial 8eCurity numbar is I m  

c Approximately two years ago, Marsha Taylor was moved from 
Babaitle superrimion to mine, giving mr t h e  r~sponsibility for 
Ph1.S. 

Although Tnylor roportad to ma she wan left alono to makc 
Bales contacts, mhe was given an oSSice, a tolephone and 
oustomor printouts to make her calls. nor 8ales woro vory good 
and it app8.r.d that vory littla supervision was required. 
milo Taylor was undrr my suporvlsfon, I had no indiaation that 
she might bo subittlng unauthorizo6 salos. 

- 
It W ~ E  recontly brought to my attention by Assistant 

Manager Batchelor that srvaral complaints had boon roceivod Zrw 
s&sctibers that t h e  Wirinq Maintenanem Plbn had born added to 
their service without thoir authorization. I was almo advised 
that in (111 cason the sales wore subnittad by uuployee Taylor. 

I havo boan advirod that omployoo Taylor has admittod to 
Mr. Bradloy that 8h8 ha8 6mitted numrrous mal88 Of tho 
Maintenanco Plan on subscribers' lines without contacting the 
subscriber. 

I have also been advised that  Taylor indicated fQ Mr. 
Bradley t h a t  I was awaro that rhe waa taking aredit tor 
unauthorized malos. 

I wa8 not aiibre until rooantly that Taylor wa8 o-itting- 
unauthorized salor,  nor statuoant is totally untrue that I had 
kno~lodgm of t h i n .  

- 
- - 

F04B022 010657 
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I do recall going t o  Taylor when ah0 Worked f o r  ma, when 
WB had a good month of 881.8, and askir.j her t o  hold baok any 
unreportad sale8 t h a t  month an6 hold thmm f o r  the following 
month. Thir warn &ne 90 t h a t  We would have an even flow of 
sales from tha  Maintenance Canter f o r  aaeh month. 

Again I wa8 not aware of any unauthorizmd sal08 by Taylor 
whilo she was under my supervision and ce r t a in ly  did not  
ins t ruc t  her or ask her  t o  chaat. 

I have read tho above statement consis t ing of three page8 
ana it is t n w  t o  tha bsst of my knowlmdge and be l ie f .  I havo 
h i t i a l a d  oach page and a l l  corrections. 

Signed: 
Richard Walton New8ome 

9-19-90 
A n s t .  MQr.-IMC 

witno..: 
A. PA Bradloy 
S t a f t  hanager-5mcurity 
Bcptanbor 19, 1990 

Jonah P. Bradloy 
Xvr . -1MC 
9-19-90" 

- 
On September 20, 1990, Donald 3. nabair warn r m -  

intervfewod and provided the  folloving signed statemont t o  
Bradley i n  tha  prrsonco of Manager Rapodd Mann: 

"Orlando, Florida 
September 20, 1990 

I, Donald J. Babair, do hrroby make the Following free 
and Voluntary statemont t o  A. F. Bradley, who ha8 ident i f iod  
h h e l f  as a Staff Manager for Southern Be11 Talephons and 
Telegraph Company. 1 r ea l i ze  any mtatemont I make may be used 
a n  avidenco. I am f i f ty- three yaaro old. Xy birth date  i 8  

34.- February 26, 1937 and my soc ia l  secur i ty  n u b a r  is 
I am rmployad with southam ~ ~ 1 1  am an Asolstant Managit*., I&&* 
m d  NCS date is NOVBmber 29, 1966. 

I have been advf8ed t h a t  t h a w  boan idant i f led by craft 
uaploymmn Maraha Taylor and GBO-B ,§loan am the managemant- - 
P8r8on providing thm w i t h  the  idma t o  add the upgraded 
mintonanor Plan t o  subacriberc' linea withoug oontacting tha 
subscribor. This is absolutely untrue. A t  n o . t h e  did I war 
t a l 1  m i t h m r  of  them employees t o  repor t  ialma arlmm. F04BOZZ 010658 
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A8  1 r e c a l l ,  shor t ly  a f t a r  Sloan vaa on t h o  nalos job, 
either I went t o  him o r  he came t o  me and we ~ L S C U B S ~ ~  hio l o w  
sales .  Sloan asked ma how Renee B m i t h ,  tho  Services Technicim 
t h a t  did the .ales betoro Sloan, made 80 many salon. I roca l l  
t o l l i n g  s loan t h a t  I had no proof b u t  t o  make EO smny a a h o ,  I 
thought t h a t  Smith may be choatin9. I ala0 t o l d  Sloan t h a t  JOY 
Folley, a UaintaMnce Administrator handling sal.. i n  tho 
Xaintananco Center, t o ld  me on t h e  day oh. q u i t  the Company i n  
July, 1988, t h a t  mho Wa8 cheating on hor Salai .  She s t a t e d  Chat 
she addod t h e  Maint8nance Plan  on rubscr ibora~  lines without 
contacting them. She ra id  eom8thing like, avorybody n e d r  
protection. I don't remember it I informed my nupervinor, Jonah 
Bradley, what Folley said. 

I do rooa l l  that l a a t  Summ8r, posslbly i n  June, my 
etauporviaor Ron Browning gave me s ix  or eight oustomar salw t h a t  
ware raturnod rhere tho customer claimed they wore not  contacted 
by Southern Ball. I w e n t  
t o  him and questioned him about the  eta108 and h4 asnurod IPS 
t he re  warn no problsm. I viewed those 2ow complaints aa 
cuatomorlr ca l l i ng  back bocause they r ea l ly  didn ' t  want t h o  
Maintenanoe service. 

Thase wore oalos r8port.d by Sloan. 

Again i n  tho lath summer of L989, thore wre 
appronimat~ly ten  additional sale8 rofcrred by Bloan r0turn.d 
t o r  t h o  auae reaxon. Again I quertionod 810- and he sa id  t h u a  
vas no problom w i t h  his aa las  and he did not  undorstand why the  
sa l e s  were returned. He innicted t h a t  he d id  6peak w i t h  someonr 
a t  the subscr iber ' s  reaidonce and pooolbly the sale wan held by 
the  Jacksonville servico order Group. Mr. Browning warn a l s o  
w i t h  me when t spoke with sloan the 8eeond t h e .  Wo both t o l d  
Sloan t h a t  it would ba a good idea t o  not0 on the sales referral 
who he spoko w i t h  whrn he made a sale. I did ne t  2ollow-up t o  
SOB if ha was, i n  f ac t ,  noting hie nalon raferrals. 

Employee Marsha Taylor only worked f o r  ma a .holrf time 
whilo I van i n  the Maintenance Contor and she only so ld  f o r  no 
on a few occaoions. Again, T n w o r  inntruatod hor  o r  rruggestod 
to her t o  &mat on her 86108. 

I have no idga why theoe two employoas would stat. that 

There are gifts ansociatad vith high xklos and I havo. - 

- 

I told t ho rn  t o  cheat. 

bean t h m  rec ip ien t  of several  auch gift.. Fwover ,  I would 
ncvar jeopardize any job w i t h   outh horn Ball  ch8atbg on naler  t o  - 
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I havo road t h o  abwe atatomant, consis t ing of 3 pagea 
and it i a  truo t o  the  baEt.of my knowledge and bolief.  I have 
i n i t i a l a d  rach pago and a l l  corraotions. 

Signed: 
D. J. Babair 
9 -1 0-9 0 

Witnesar 
A. ?. Bradloy 
s t a r t  xgr. -security 
Beptexbor 20, 1990 

R. J. Mann 
Mgr.-Notwork 
sapt .  20, i w i o ~ t  

c1 on 8eptambar 1 0 ,  1990, Ronald E. Browning was interviovod 
utd provided the Lollowing siqnad statupont: 

msanford, r l o r i d a  
septombor a o ,  a090 - 

I, Ronald hrpano Browning, do hcroby make tht following 
i re .  and voluntary rtatemont t o  A. ?. Bradley, who hea 
idont i f ied  himself as a s t a f f  mnagor f o r  Bouthorn Boll 
Telephone company. I r o a l i z t  any statement I make may be unmd 
.E cvidonor. 

I am f i f t y  years old. My b i r t h  da te  is Sopt.prbar 12, 

upployod with southvn Ball as M e  Manager-Construction, 

located i n  Sanford, Florida a t  132 Commerce Way. 

1940 and my mocial security number is r u n  
Installation/Xaintonnco, Baniord ,  Florid.. O L f i C t  i 8  

I worked a t  the Sandlaka, ?lorida Xaintenance Cmtar  aa 
t h m  manager irm 1983 t o  March of 1988. I then waa mwed t o  
suporviae the sanela)co Ins ta l la t ion  and Maintenance District 
Until I waa mwed t o  Sanford i n  April  oF W l i W  yaar. 

I havo been &dViBOd t h a t  while under my mupervirion; 
Borvicoa Toohnician Goorgo X. Slorn submieted hundr.de of 
un6uthOritod .alar r a fo r ra l s  , adding tho upgtadsd Maintonanoo 
Plan t o  aubccr ibom~ l inea  without contacting t h o  subscrfbar. 

- 
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I hava absolutely no knowledge that t h i o  was happaning. 

Whm Z wont t o  t h o  8andlake IirX D i m t r i c t ,  a Salaa 
So l i c i t a t ion  Progr8m was already i n  pleoe uaing a craft employee 
to mako tolephona and in-person .ales contacts with subscribom. 
I lest the program in tac t .  I n  about March of 1989, t ha  c r a f t  
omployee performring tho aalom job r equesbd  to be takan of2 
sales. A2tor conferring w i t h  my f i r a t  level managorm 2or 
voluntoar8, it was decided t o  give borvioos Technician Coowe 
62oan the opportunity t o  demonstrate h i s  p o t o n t i r l  as a malam 
parman. 

Slokn'a h a d i a t o  suporvimor a t  that tima WE* u s i s a n t  
Manager Don Babair  who also suprrvisod Sloan'a selu efforts, 

While 6106~1 waa on t h e  job, him sales wore good. During 
t h a t  time, f did receive inquiries on two o r  *ea occaoionr 
rW6rding. questionable sa l e s  by B h M ,  which aanountod t o  not 
mor. than a dozan t o t a l  sales, whore the  submuribor claimod thay 
Were not contactod. It wan datemined a f t o r  invomtigating thoar 
SLles, f o r  whatever reason, the cutomar changed their mind, 

Due t o  thr large nrrmbar o f  sales boing rubmittod by Slam 
urd tho vary low nrnnbot of inquiriom brrrught t o  my a t ton t ion ,  I 
hid no reamon t o  surpoct that a e r o  waa any problom with 
intogri ty .  However, I: did taka the  opportunit on os& inquiry 

of nalnfr ining in tegr i ty  i n  t h o  oalas program. 

If I would Kava had any knowlodge t h a t  unauthorized Salem 
ware boing roportod by anyono under my mupervision, I would have 
ramovod that parson f r a  t&a .alar program, h V c E t i g & f O d  t h o  
problun and would have taken the appropriate act ion.  

I have read the above Btatanunt, connimting of t w o  papem, 
and it is true. I have i n i t i a l e d  each page and a l l  corract ions,  

c' 
rrferrod t o  m e  t o  stress t o  both sloan and Baba 1 r the fmportwoa -..- 

8ipn.dC 
Ronald E. Browning 
Mgr. -conet/I&u 
9-2 0-9 0 

Witnesa: 
A. F. Bradley 
Btaff Manager-Soaurity 
Saptambar 20, 1990" 

c 
- .- 

- 
4 
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iow of EiuIy Lee llnapl 

on 6opt.mbor 21, 1990, Gary h e  Maror was intervirwad and 
provided the following signed rtatunent: 

mHollywood, Florida 
September 21, 1990 

I, G a r y  Loa Maser, do hareby nuke t h o  20llowinp free and 
voluntary rtatomont to A. F. Bradley, who has identifiod h h o l f  
as a S t a f f  Wanager tot Southern Boll Telephone and Telograph 
Company. I realize any statonorit I mako may bo usod as 
evidanoo . 

My birth data is July 31, 
12 1951 and my social racurity number is 293-50-2353. I an 

~ ~ ~ p l o y e d  w i t h  Southorn Boll as an Assistant Manager-IMC in 
Hollywood, Florida a t  250 SW 62nd Avonue. I m y  be contacted at 

. .._ 

I am thirty-nine years old. 

305-985-9110. 

I was movad into the Orlando Maintenance center in Juno 
OL 1988 and took tho posit ion hold by Don Babair. Ho went to 
t h e  fiold and took my old position. 

Zn early 1909, my mUPeWiSOr, Jonah Bradloy, placmd 
Mointtnanco Administrator ltarmha Taylor undw my suporvision. 
At that t h ,  Taylor spent the majority of her t h o  doing 

c tolaphone solicitation sales. Actually Taylor va8 not 
supervised by me in her salos job, ah. just rsportsd to an0 on 
paper. 

Approximtoly eight monthm ago, a latter came down from 
Jacksonville togarbing six cwtomor complaints that the 
Maintenance Plan was added to their ssrvice without their 
authorization. Thoy wore 6.109 referred by MarEha Taylor m d  
the customora complainod that they wore n w e r  contactod by 
anyone from southern Bell. 

She aesurod me that her sales war0 logitbat0 and that she A d 0  
a subscriber contact on oach oalo. In fact, she ~uastionod me 
for quortionlng hor integrity. She 1ndLcat.d t h a t  she vas a 
former Service Representative and had sales training. 

f disoumsod my convmation with Taylor with my 
suporvisor, Jonah Bradley. 
the thousands of sal.. by Taylor was not Out of line, and told 
ne not to carry it any turther. This was tho 1a.t time I heard 
about any problems with Taylor's salos. 

c 

I w e n t  to Taylor and quostionod her about tho complaht- 

He folt that 8iX complaints Out of. - 
* 
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I l o f t  Orlando in l a t n  July of &-his yoat and transforrad 
t o  Hollywood. 

while i n  Orlando, I novor dimoussnd tho p o s r i b i l f t y  that 
t h e m  war a problrm vith tkr oalaa m o r t  in tho &dntmuroa 
conter w i t h  any of  tha other managorr includinp my mupewiaor, 
Jonah Bradlay. 

??ha I was a craf t smn,  I a l so  did tolapheno m a l u  whan 
I reportod t o  nt. Rod Pu l l in  in 1984 and 19US. I wao v e y  
auccnmsful i n  tshphonn 8al.s. Bamod on ay r u c ~ m s ~  I Itnow a t  
It was posciblo t o  gsnorato a l o t  of sales by tolephone, so I 
had no personal toamon t o  suspect t h a t  Taylor may bo charting. 

I h a w  read the lbovr statement cons is t ing  of t h r o o  papas 
and it is true t o  t h o  bor t  of !ny knowledge and bol io i .  I have 
i n i t i a l e d  al l  three paqoa and C O r r e C t i O M .  

c 
Signed: 
G a r y  L. Xaaor 

9/21/90 
Mor. 

Witnassr 
A. f. Bradloy 
Staf f  Managar-Srwity 
Soptamber 21, 19POm 

On Soptombor 11, 1990, Lwranco E. Batchelor was 
intmrfiowod and provided t h o  following rignod atot~ment: 

mOrlando, F l o r i a  
8aptembor 21, 1990 

I, hvr;ncr E. Mtchelor,  do hataby rpak. the following 
ident i i iad  hirmroli a# a s k i f  Wanapar Sor Southam Ball 
Tolophone and Telegraph Campany. I realize any otatarpont 1 mako 
ODaY bo used a8 ovidonce. MY b i r th  

33 dato is Januory 2, ass2 and my moeial eeaur i ty  n u b a r  is  
I am employed w i t h  southern Ball  as a Staff W a g e r ,  IMC, 

a t  7960 Mandarin Drive, Orlando, Floridr. 

I was prasant  on 6aptsmber 19, 1990, whan uPp1oy.e Urrha - 
Taylor adPlittad that for  approxlmatoly th8 lhrt two ymarr rho 
ham been mbmit t ing unauthorized aalmm by adding tho upgraded 
Haintonanco Wiring plur to eubsuibsrs' line8 Wiehout mklng  any 

fro. and ~ 0 1 ~ n t a ~  S t a t a a t  t o  A. P. BmdlCy, Who h.S 

I M t h i r t y - d q h t  yoarm old. 

34- 

- 
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Taylor roported to ne from February to' May of this year. 
Bhe i s  a Maintonaneo Administrator in tho Kaintananoe Contor. 
However, sho has boon making submarlbor sales solicitation aallm 
for the  past two years. Taylor roportad to mn on pap=, 
however, she operated with litt10 or no suporviaion in the sales 
job. 

In 
March, soon after Taylor began to report to DU, I receivod a 

.. . . call from tho Residence Service Cant8r rogarding 1) custmar 
complaint that a featurn WAS addod to thoir lino without 
authorization. I w.nt to Taylor and discu8m.d the complaint, 
instructing hor to make sura that her rooordm worn accurata. 
Bocaume the volume o f  hor sale8 were SO high, I thought -is 
camplaint was most likely a clarical error. 

In April, I recaivad a eecond complaint from the 
Roeidence 6erViCB Center regardinq a second mubicriber claiming 
that a fsature was add86 to their line wlthout authorization. 
This Was another male submitted by Taylor, and again I discussed 
the cuatomer complaint with Taylor, I told her to mko sure ohe 
is talking with the subsurfbar on her salts and note who she 
8poko with. I Oid not suspect that there nay be a problem with 
hor salos, again, beoarue of t h e  largo Volume, and I only 
rocoived two complaints in a two nonth poriod. 

linoo of organization tronr customor 8tmiu.m Center Operations 
Manager Ron TYO, I plot with Taylor regarding a third customer 
complaint on one o t  hor .alms. 

Again, I did not'auopect that she may bo cheat* and 
viawod tho problem as the accurrcy of records. Am t h e  reiult of 
thim complaint, I placed a warning entry in her personnel file 
rogarding the correctness and proper completion of Company and 
cuitomcr roco+ds. I had no pnvious knowlodge that Taylor was 
ehsathg on h8r salos, and had no knowlodpe that any othor 
managor in the Maintenance Center warn aware or condoned h u  
actions. 

In her interview with Mt. Bradley, Taylor made a 
statement that nhe was advised by follow smployaas when she came 
to the Maintenance center a t  i f  she dfd not do whatwar rho 
was told by management her life would bo bolL. 

AS long as I have been in tho nalntenanoo Center, I havo 
not observed any mistreatment of the craft rrmployeos by any- - 
managers including my muparvisor, Jonah BraUltP. 

Taylor was submitting hundred0 of salos os& month. 

(2 
In June, following the n o d p t  of a lotter through - 

F04B02Z 010664 * 



. .. 

1 0 .  1 1 .  S O  

c. 
. 

c. 

-27- 

I have read the above statement, cons is t ing  of 
page., and it is t n m  t o  tha  bast of my knowledge and belief. 
I have i n i t i a l e d  each page an8 all corrections. 

Signad: 
L. E, Batchelor 
s t a f f  Manager-fMC 
sapt .  21, 1990 

Witnaas t 
A. ?. Bradlay 
Staf f  Manager-Srcurity 
Septembar 21, 1990tt 

On Septembar 26, 1990, Renoo Bill Smith vas interviewed 
as a r e s u l t  OL intonnation developad i n  th. 88COnd intarview Qf 
Babair. The following signed statomont was provided t o  Bradley 
in t h e  proronco of xanager nann: 

”Orlando, Flor ida 
soptambet 26, isso 

I, Rent. H i l l  B ~ . i t h ,  do h a r d y  make t h o  iollowinp i n e  
and voluntary m t a t m ~ n t  t o  A. 1”. BradhY, who has  idantlflmd 
himoolf as a staff Manager f o r  Southun Bell Teleaonc  Comaanv. . -  
I rea l i ze  any statement-I make MY be mad a s  evidanca. 

I am forty-on0 years old. My bir th  date is April  11, 

-rCplcycd w i t h  Southern Bell as a Services Technician and my NCS 
date is March 3, 1971. I report  t o  Hr. Don Thoaptson and I may 
be contacted through h b  a t  407-291-6432. 

I n  a l l  of 1987 and 1988, I rpant  M a  majority o f  my time 
maklng males s o l i d t a t i o n  ca l l a  t o  subrcriberm. I n i t i a l l y ,  
during thin period, I rrported t o  Mr. R.d Pullin, h s i a t a n t  
Manager I&M. For approximately t h o  l a r t  month on the  sale0 job, 
my nuparvisor changad and I bagan report ing t o  M r .  C a r l  Hoeltkr. 

I n  the sa les  job, I vas brought i n t o  the Orlando Division 
Street Work canter. I van pivan an of f ice ,  access to custol~er 
record8 and a telephone. ny inntruct iona vera  t o  revimv tha 
cwtomer records and call t h e  customer hnd attampt to moll tllm 
addi t ional  t8hphone features.  
cuatom calling fea tures  and the Wiring M.htw!MCo Plan. 

1949 and my soc ia l  mecurity number is  I am. 

I vas told t o  a811 any 02 -8- - 
’ F04BOZZ 010665 
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on 8eptambor 2 7 ,  1 9 9 0 ,  Lewi8/Follay w a s  t ~ l o p h o n i o a l l y  
interviewod by 8 ta f f  Manager Eradley. She doclined t o  m a t  with 
Bradley o r  provide a 8ign.d statunmnt, but did rgrae  t o  discuss  
har  involvement i n  so l i c i t a t ion  *alee when employad by 8)outk.m 
Bell i n  the Maintanance Center. 

*en questioned, she donied t h a t  nhe added foa tures  t o  
subscriber l i nes  without contacting the rubmeribor and ac tua l ly  
eellinq an addad feature. She s ta ted  that  sha oould not  
understand employee Taylor's motive, whm she advimd Bradloy 
t h a t  8he h a w  kwis/?olley was chaating on har salos. Sha a h o  
daniad that rho to ld  Don Babair t h a t  rho war cheating on her 
sales .  

c': 

She d id  indicate t h a t  on a f e w  occamions she may have 
80ld a custom cal l ing  feature  o r  the Wiring Maintenance Plan to 
another member of a family other than the l i s t o d  subscriber, and 
the  l i r t o d  subscriber may have cal led th6 Business Ofiico ai tcr  
receiving thair bill and canoe1 the  added faatura .  

icw of c 

laatberman was tominatad from the company i n  May a i  1989 
duo t o  attondance p r o b l w .  In  a l l  0: 1988 and through m y ,  
1989, rho placed molicitatlon aalan c a l l s  i n  tbc Orlando 
Uaintenance Contar, and was cr8dited with 14,829 Maintenance 
Plan sales r e f l ec t ing  a s ix  months rcvanue figure of $89,079. 

On septuaber 20, 1990, Laatheman was t e l ~ p h o n i c r l l y  
interviewed by Bradley. She advised that hor pormonal sch6dule 
would not permit an in-perron interview i n  the naar  Suture, bu t  
did agtoo t o  discuro her involvemmnt i n  mollci ta t ion m l o r  while 
working i n  the Orlando Maintenancm Center. 

When quastionad, she deniod chaating by adding featur88 
t o  subscriber l inee  without contacting t h e  oubacribar, and 
autual ly  meking a male. She ala0 had no explanation why 
employor Taylor would make t h o  statement t h a t  she cheated on her 
salas. Sha fu r the r  s t a t ed  t h a t  she  had no knowlmdge oi any 
other  employee cheating on 8ales o r  that amnagemont condonad 
cheating . - 

me following company records r o l a t h g  t o  sa l ao  i n  t h e  
Orlando Network nivinion wmre obtained, and at? being hold by - - 
8acurity. - 
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1. b a l m  recordm for 19B8, 1989, and 1990 maintained 
by tho Orlando Network Vivimion and by Liz button 
of tho North Florida NatWOrIc Staf f .  Thls inoludos 
a11 availablo malom printouts (Form 201uL). 

2. All availablo Notwork Balas Rofural Shoots ( F O ~  
--.-.-. _--- -_ . . 0069) for omployerns ElOan and Taylor. It warn 

dotarmined that tho salom referrals for a11 of 1988 
and up through October of 19B9, have been -04 
fra the Servloe Ordar Group Hold ?110. 

3. copion of Award Checks for 1988, 1989, and 1990 
lmmuod to employees in the Orlando Network Divlmlon 
2or malo.. Them. ch0c)sli a r o  for sales pointa to bo 
u o d  am cash to purchamo oatalog gift. for their 
ealom offort. 

A. indlcatod in t h i s  rop0rtr in 1988 and 1989 prior to 
OoldLine, omployoo ralom woro ahawn on salem printouts (PO= 
201uL) w i t h  tho monthly and yoar-to-dato cumulatlvo sales along 
w i t h  tho roflocted six month rovonuo to bm roalleod. %bo 
.mployoe would rocoivo malm pointm in -0 form O f  an award 
chock worth 108 of the reflected mix monthm revenue, to purchaso 
catalog gifts. n o  program warn almo mot up so that the 
omployoo~m f l r m t  lovol muporvlmor would bo oliqlblo for an award 
chock worth 3* of the reflected six month revenue. Tho 
mployee's macond lrvol muporvimor would be eliglblo f o r  an 
award chock of 18 up through Juno of 1989 and 1 l/2* from July 
through DocOmbor, 1969. 

In 2.989 Sloan rocoivod award chack. totaling 130,427 
pointm valuod at $13,042.70, that he utilfcod to putcharno g i t t m .  
W i t h  t h i m ,  his rirrt and s8cond lovel  suparvi8orm recoivod salom 
pointm b a l d  on tho a b w o  parcontagom. 

mployee Bloan was the oEtrldo Installation and 
Xaintenanoe w i n n e r  of a statowido malo# contost held Lrora June 
1, 1989 through Docomber 31, 1989, and rmooived in addition to 
him salms points, a 4 0  inch oolor TV valued at $1,550.00. Xi. 
firrt and mmcond lovel muporvimors rocaived Cam Cordmrm valuod 
at $825.00 oach. 

- 

- 
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In 1988 and 1989, employea Taylor recoivad award ehoch 
totaling 104,512 points ualuad ut 61OI45L.2O that mho also 
utilirod to purche.8 catalog g i f t &  She reportod to thrmo 
diffnrent first leva1 supervisors during this period, Donald 
Babair, cary xasor, and Dick Nowaomo. They along w i t h  hor 
second love1 nupemi80rr Jonah Bradlay roueived Balac points as 
explained above. 

Taylor was tho  wtatewida sale. winner for the Kaintnnanoa 
Centera in the samn calea contact won by Sloan. 8ho rlno won a 
40 inch color Tv oot, and her firnt leva1 at the time, o u y  
Manor, recefvod a Cam Cordar. Tha c8cond level nalas contmat 
winner waa a south Florida amployea. 

Sinco GoldLlnc went into et toe t  in aanuary, 1990, 
arnployaee now receive 4% of tha roflcctod 8ix month8 rwanuo. 
The amployeala first, second, and third lovol superviaom 
receive gift cartificater of four dollars, three dollarn and on. 
dollar fo r  cach onn thoueand dollars in salos. 

In 2990 8lean laaa acnrmulatod $960.80 credit in him c GoldLino account and ha. collected 5500.00. Tho r a i n i n g  
amount is baing held by QoldLine and will not k reloued per 
inotructiona from fiacurity. Taylor has rooumulatad a total of 
$858.96 in her GoldLFne aooount. Tho full amounti8 being held 
by GoldLino and also w i l l  not ba roleasad pondlrq f h r l  raviow 
of t h i o  matter. - 

As of this writing, no aeministratfva action ham baen 
taken. 

c1 
- .- 
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SALES RELATED DISCIPLINE 



c SPECIAL STITDY 
SALES RELATED DISCIPLINE 
WEST PAZM BEACWORLAMX) 

*I! 
Services Technician 
WehtPalmBeach, FL 

Terminated for misconduct t h a t  r e su l t ed  in s u b s c r i b z r s  king 
charged for certain se rv ices  which they n e i t h e r  requested or 
authorized.  

ATTACHED: 
Form 3181-B Current Entry 
Form 3G3A Record of Grievance . Secur i ty  S t a t e m s t  

2. I 
Assistant Mmager 
Riviera  Beach, FL 

SusFsded  for tu0 ueels without pay regarding failure to proprly 
superv ise  subordinates  and failure to adqmtely h v e s t k a t e  com- 
plaints regarding hprv-r a c t i v i t y .  

Tom 3181-B Current Entry 
No Form 3G3A Record of Grievance - M a n z m t  -1We 

. .  

ATTACHED: 
c 

3. '- \ 
Administrative ,%-I% Manager 
Nest Pzls  Beach, FL 

Counseled regarding h i s  failure to proprly supe rv i se  subord ina tes  
a d  h i s  failure to adwua te ly  i n v e s t k a t e  com?laints regarding 
impropr a c t i v i t y .  

AlTACED: 
Form 31811B Current  Entry 
No Form S 3 A  R e m r d  of Grievance - Management employee 

M. 
Manager 
west Palm Beach, n 

Tennina'd for miscon6uct that resulted in subscrikers being charged 
for certain s e r v i c e s  which they n e i t h e r  r eques 'd  or author ized .  ~ - 

ATTACHED: 
No Form 3181-B Current Entry 
No Fom 3G3A R e c o r d  of Grievance - Management employe 



ME ltenmce Adminie :ator 
Orlando. FL 

6-22-90 Warned concerning &&e correctness and proper completion 

10-25-90 Terminated for misconduct tha t  resulted in subscribers 

of company and customer records. 

being charged for  certain services which they neither reques'ted nor 
w&&orized. 

Form 3181-B 'Current Entries 
Form 3S3A Record of Grievvlces 
Security S t a ' m t  

ATTACIEB: 

Services Technician 
0rlu;do. FL 

Terminate3 for  misconduct 'ht resulted in  subscribers being charged 
for certain services which they nei'*her requested nor auAhorized. 

A T r A r n  
Form 3181-B Current Entry 
No Form 3G3A Record of Grievance - No Grievvlce Filed 
c%cur i t y  St&meat 

*a. 
P s s i s t n t  Manager-Main'LRnance . 
Orlando,' FL 

Terminated fo r  mismulagement. 

No Form 3181-B Current htry 
No Form 3G3A R e c o r d  of Grievame - l5anagement % P l O Y e  
Security S'a' iemet 

AlTACXZD: 



k s i s t a n t  Manager-Maintenance 
Orlando, FL 

Suspmded for two weeks without pay as a resul t  of h i s  failure to 
properly u t i l i ze  employees in their proper work assignments and h i s  
fa i lure  to adequately investigate complaint6 of impropr act ivi ty .  

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

*lo.! 
Manager-Maintenance 
Orlado, FL 

ATTACHED: 

Susmded for two w e e k s  without pay as a resu l t  of h i s  fai1ui.e to 
proxr ly  u t i l i ze  employees in their  proper work assignments and h i s  
2ailure to adequately investigate complaints of improper act ivi ty .  

.. 

Form 3181-B (Xlrrent Entry 
NO Form 3G3A Record of Grievmce - Managercent Employee 
Security S'etenmt 

i -1. 
MJnager-bnstruction/inAmmce 
Sanford, FL 

Suspended for  t w o  weelis ni"Aout pay as a resu l t  of h i s  failure *a 
properly u t i l i ze  employees i n  the i r  proper work assbm?.n&*s and h i s  
fz i lure  to adequately investiga&te comgleints of improper act ivi ty .  

ATTACHED: 
Form 3181-B Current entry 
No Form X3A Record of Grievance - Mmzgemt '.3@10yee 
Security Statemeet 

12 1 
Assis'knt Hanager 
Orlando, i;L 

Counseled regarding h i s  failure to proprly supervise subsrdinates 
and h i s  fa i lure  to zdequately investigate complaints regardin;: 
impropsr act ivi ty .  

ATTACHED: 
Form 3181-B Current Entry 
No Form 3G3A Reccrd of Grievance - Managc?i%e> " a l O Y e e  
Security S"atem=et 



13. .J 
jsistant Manager c .alando, n 

Counseled regarding his  failure to exercise proper judgement and h i s  
fa i lure  to adequately investigate wnmplaints of improper act ivi ty .  

ATTACHED: 
Form 3181-B Current Entry 
No Form 3G3A R e c o r d  of Grievance - Managemurt Employee 
Security Statement 

14. ' 
Assistant Manager 
Orlando, FL . 

Counseled regarding his  failure *to exercise sat isfactory judgement. 
- 

AlTACHED: 
Form 3181-B Current Entry 
No Form 3G3A Record of Grievance - Management Emplom 
Security S'atemat 

15. I 
A*. suIrport hager 
OrlL9d0, n 

Counseled r e a d i n g  h i s  fa i lure  to properly supelvice sub3rdinates and 
h i s  failure to adequately investigate cowlaints regarding improper 
act ivi ty .  

Form 3181-B Current Entry 
No Form 3G3A Record of Grievance - H a n a g w ~ t  b l 0 Y e  
Security Statemeet 

[ 

AlTACHED: 

16.1 
hnager 
Orlando. FL 

Counseled regarding h i s  fa i lure  to properly supelvise subordinates 
znd h i s  failure to ad--uately investigate complaints reard ing  
impro-r .activity. 

A T T A W :  
Form 3181-B Current Entry 
NO Form 3G3A Record of Grievance - Manag-t Employe 
Security Statement 

cz Southern %ll demanded these individuals return a iy  prizes or auards 
'they had earned as a r e s u l t  of 'the unauthorized sales  act ivi ty .  
Alternately, they could reimbrse Southern Bel l  for the value of the 
Prizes or awards established as of the date they received 'them. 
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Southern B e l l  T e l .  & T e l .  Co.  
FPSC Docket No. 910163-TL 
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SOIJ’IEUST/SO~ FLORIDA AREAS 

SPECIAL STUDY 

SALES RELATED DISCIPLINE 

Service’ Rep 
1- \ 

‘1‘-?/9~ Fort Lauderdale. Florida 

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

ATTACKED: 3117 Form 
B Form Entry 

- . . - . . . . . . .  ._ .. .. . .. . .. . ..  NOTE: .No 3G3A Grievance..Form 
N o  Security Investigation 

. . . . . . . . . 

2.1, 
I1/lL]5> 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 

c 
B F o m  Entry 
NOTE: N o  3G3A Grievance Form 

N o  Security Investigation 

Service Rep 
West Palm Beach, Florida 

3 4 
‘ W Y O  

Employee .was counseled regarding proper procedures for handling customer 
contacts. 
customer neither requested nor authorized. 

, 

The employee was disciplined for providing services that the 

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: N o  Security Investigation 

ALSO ATTACHED: B Form Entry Revised Through Settled Grievance 

. .. . 



...... . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
~ .. 

S O m T / S O U T R  FLDXIDA AREAS - SALES REWTED DISCIPLINE STUDY i 
PACE 2 of 6 

Service Rep 
Fort Lauderdale, Florida 

J 4. I 

mployee was suspended on Harch 8. 1989 for flagrant disregard of, Company 
Policy which resulted in defrauding a customer. 

ATTAGBED: 3117 Form 
. B FormEntry 

NOTE: No 3G3A Grievance Form 
No Security Investigation 

-- - .. ............. ........................ ..... ................... . . . . .  

. . . . .  ... . ._ ... ._ ... - - . . . . . . .  ' 5 -  .\ 
Service Rep 
Fort Laudel . .  [dale. Florida 

Employee was terminated on August 21, 1991 for misconduct.in connection with 
a customer being provided services they neither requested nor authorized. 

ATTACHZD: 3117 Form 
B Form Entry 
NOTE: No 3G3A Grievance Form 

No Security Investigation 

6. 
Service Xep 
Fort Lauderdale. Florida 

Employee was suspended for customer rnistreament which included failure to 
properly issue service orders and provided services which the customer 
neither requested nor authorized. 

' j v g 9  

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

No Security Investigation 



SOvrapMT/SOUTE P L O R I M  MlEls - SALES RELATfD DISCIPLINE STUDY c.. PAGE 3 of 6 

Service Rep 
Fort Lauderdale. Florida 

Employee w a s  terminated for misconduct which resulted in customers being 
provided with services they neither requested nor authorized. 

7. I 

'!'49;yb 

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

No Security Investigation 

.................... -. ........ . . . . . . . . . . . .  . ._ .... . . . .  .- . .  - _ _  
8.  I 
. SeGice Rep' 

Fort Pierce. Florida 

Employes was suspended for failure to follow instructions to nor issue 
service orders on her own account. 
orders on her own account and those of her acquaintances in order to secure 
sales for incentive awards. 

. .3/,?./w 

c 
The employee was generating service 

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

No Security Investigation 

9.  I ____-- 
Service Rep 
Fort Lauderdale. Florida 

Employee w a s  warned for improperly securing sales toward incentive awards. 
Employee was soliciting service orders from nan-award eligible co-workers 
for her own personal gain. 

ATTACHED: 3G3A Grievance Form 
NOTE: NO 3117 Form - CANNOT LOCATE AS C ~ '  SOUTHERN BELL 

No B Form Entry MPLOYEE AS OF 8130191 
NO Security Investigation 



SOUTHEAST/SOVra FLORIDA ARUS - SALES REUTED DISCIPLINE STUDY PAGE L of 6 

10 j 
Collections Rep 
Fort Lauderdale, Florida 

/d -9-pd Employee was suspended for her failure to follov Company policy which 
affected customer billing. 
customers'with services that they neither requested nor authorized for.her 
own personal gain (sales incentive). 

ATTACHED: 3117..Form 

Employee was using service orders to provide 

B' Form Entry 
NOTE: No 3G3A Grievance Form 

No Security Investigation 

.. _ _  . .. . . . . . . .. . .. . . ._ . 

11.\ 
Service Rep 
Miami, Florida 

Employee was suspended one day on July 20.'1989 for discussing an order for 
over seventeen minutes with a customer concerning her move. When conversa- 
cion 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. 

ATTACKED: 3117 F o m  

7J'yh9 

B Form Entry 
3G3A Grievance Form 
N W - :  No Security Investigation 

12. . --_-- 
Services Technician 
Miami, Florida 

Employee was terminated on December 17. 1987 along with 
misconduct associated with falsifying sales on customer accounts. 
Service Representative had complained that call waiting had been added to 
her service without her consent and the following invescigation revealed 

for 
horher 

''"''7 

3nd another employee were falsifying sales. 

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



SOUTREAST/SOLTH FLORIDA AREAS - SALES REUTED DISCIPLINE STUDY PAGE 5 of 6 

13.1 - 
services Technician 
Miami, Florida 

vas terminated on December 17, 1987 for misconduct associated vith 
falsifying sales on customer accounts. 

gation revealed\ 
services to customer accounts vithout authorization. 

Another Service Rep had complained \ 
J2 / . / p ,  that call vaiting had been added without her consent and an insuing inyesti- 

m d  another Services Technician both vere adding 

AITACBED: 3117 Form 
B Form Entry 
3G3A Grievance Porn 
Security Investigation 

... . . .  .... - - .- .... ... ~ . .... ~. . . .- . . . - . .- . . .  __.. 

- . . . . - 

Service Representative 
Miami, Florida 

14 I 

I 
I 
adding speed calling features to a customer order vithout discussing or 
selling it to the customer. 

Ah'ACEFD: 3117 Porn 

vas suspended on September 28, 1989 for five and one-half hours for 

B Form Entry 
36311 Grievance Form 
NOTE: No Security Investigation 

/ 15. 
Service Representative 
Miami. Florida 

on Hay 2 4 ,  1989 Brovn vas induced to resign due to a reviev of his orders 
which shoved many features added to customer orders vhich vere unauthorized. 

ATTACHED: 3117 Form 
B Form Entry 

NOTE: No Security Investigation 
. 3G3A Grievance Form 



. . ............. ............. ._. .__ . ......... ... 

SOvrwr\sT/SOUIX FLORIDA AREAS - SALES RELATED DISCIPLINE STUDY (I PAGE 6 of 6 

J 16-  \ 
Services Technician 
Miami, Florida 

Employee vas terminated on December 1. 1986 for falsifying c*.stomer records 
and his work reports. On October 1, 1986 a complaint was received from the 
Customer Services department that sales code C-41R171 (Smith's) vas king 
used for many T.I.P. sales that Customers Were denying. 
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 vel1 as 
falsification of the employee vork records. 

They said it looked 

ATTACHED: 3117 Form 
. 3G3A.Grievance..Form.. ..... . . 

NOTE: No B Porn Entry 
. . .  . . . .  . . . . .  .... . . .  . . .  _. NO, Security. Investigation 

J 17. 1 
Service Representative 
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. 
complaining in October 1987 that they vere being billed for custom calling 
features they never ordered. and on October 26. 1987 several observations 
verified thaf. , vas indeed placing invalid sales on customer orders. 

Various customers began 

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

18.i.- 
Service Representative 
Miami, Florida 

Employee vas induced to resign on February 3. 1986 after the department 
investigated claims of other Service Reps that Tony had been cheating on 
sales. Employee indeed had been adding non-authorized it- 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 Investigation 



'. . 

c.: SOUTlEAST/SOvTH FLORIDA AFJ3.S 
SPECIAL STUDY 

SALES PZUTED DISCIPLINE 

1. ! 
Service Representative 
Fort Pierce, Florida 

. 09-05-91 Suspended four (4) days for misconduct in connection vith 
providing customer i;ith service neither requested or authorized. 

KTACED: 
Form 3181-B Ccrrent Entry 
Form 3G3A Record Of Grievance 

. No Security Investigation 

2. I 
Service Representctive 
Zest ? a h  beach, Tloriia 

09-18-91 Warned for her involvement in a S1 
service they neither requested nor authorized. 

ATThC.3ZD: 

3. ! 
S 

3C5 ir being ci rge f o r  

Form 3181-B Current Entry 
Form 3G3A Record Of Grievance 
No Security investigation 

rvice R . senta 
Hiami, Florida 

ive 

11-19-91 
cusiomer records vithout their knowledge or aurhorization. 

Employee warned for putting calling card and vire mainienance on 

P.TThCZD: . 
Form 3181-B Current Entry 
Form 3G3R Request For Formal Grievance Meeting 
No Security Investigation 



c. 
6. . \ 

Service Representative 
Miami, Florida 

12-04-91 
their knowledge o r  authorization. 

01-22-92 

Employee varned for putting items on customers' records vithout 

Zntry reduced to counseling-in settlement of grievance. 

ATTACKED: 
Form 3161-B Current Entry 
Form 3G3A. Record of Grievance 
No Security Investigation 

6. ," 
. Service Representative 

Ximi, ' Florida 

12-23-91 
without discussing vith customer or quoting charges. 
on customer and putting customer on hold unnecessarily. 

Terminated ' for adding maintenance plan and touchtone to order 
Also for hanging up 

ATTACED : 
Form 3181-B Current Entry 
Form 3G3R Request For Fornal Grievance Meeting 
No Secczizy investigation - 



NORTH FLORIDA 
SPECIAL STUDY 

SALES RELATED DISCIPLINE 

1. I 
Service Rep 
Pensamla,  FL 

5-1-89 Warning e n t r y  f o r  "Quick Sale" technique on a customer con tac t  
(not f u l l y  ou<lining sales billing *to customer). 

Entry rewved h settlement of grievance. 1-12-90 

ATTACHED: Form 3117 Service Record 
Form 3G3A Record of Greivance 
No Security Invest igat ion -- ______.__._____...-..--..---...-.--..-.-_-----_-I-.._.....__-__ 

2. I 

c.. 

'Service Rep. . -. . 
Jacksonville,  FL' .. 

10-30-90 Terminated f o r  ~ t i n u e d  gross mishandling and zbse of as'omers 
including f a i l u r e  
customer's l i n e s .  

i*temize rates f o r  services he added on 

AlTAQED:  Form 3117 Service. Record 
Fora 3181-B Current Entry 
F o n  3G3A R e c o r d  of Grievance 
No S x u r i t y  Ifivestigation 

%mice Rep 
.?acksonviile, 3, 

3- i 

3-1-90 Counseled for issuing a service order  with kstcm C a l l i  features 
d i f f e r e n t  than t h e  cus'tomer requested. 

Form 3181-B Current Entry 
No Grievence filed 
No S x u r i t y  Inves t iga t ion  

A l T A m :  Form 3117 Service R e c o r d  

1. ! 
Service Rep 
Jacksorvi l le .  FL 

8-8-Sl S u s s n s i o n  for Gross Customer Abuse due tn disconnecting (w*kuers 
a d  "Quick Close" on a service order  (not  f u l l y  o u t l i n i n g  sales billing 
Ab cus-tmer). 

, A'ITACXD: Form 3117 Service Record 
Form 3181-B Current Entry 
No Grievance f i l e d  as of 9-6-91 
NO Security Inves t iga t ion  



.. 9-12-89 %aspension f o r  f a l s e l y  reporting s a l e s  items on s e r v i c e  orders .  

4-16-90 SuspMsion r a v e d .  Special discussion entry placed in record i n  
se t t lement  of grievance. 

ATI'(;HED: Form 3117 Service Record 
Form 31814 Current Entrie 
Form 3G3A Record of Grievance 

. KO "%curity Invest igat ion 

6. 
Service Rep 
Cocoa, FL 

------3-26-89 - Suspended .for--falsely- report*ing-.sales-~~..onservice-orders .: 

4-16-90. S u s m s i o n  removed.. Special discussion entry placed i n  record . .  .in 
se t t lement  of grievance. 

c 7. 

ATTACKEO: Form 3117 Service  R e c o r d  
Form 3181-B Current Entry 
Form 3S3A Record of Grievmce 
No Secur i ty  Inves t iga t ion  

Service Rep 
Cocoa, FL 

9-7-89 

ATTACHED: Form 3117 Service Record 

Sus-nded for f a l s e l y  reporting sales items on service orders. 

Form 3181-B Current Entries 
Form 3S3A Record of Grievance 
Secur i ty  I f i v e s t k a t i o n  
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EDITS FOR INSIDE WIRE CODES 
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FLORIDA GOLDUNE ... YOUR EMPLOYEE SALES REFERRAL PROGRAM FOR THE STATE OF FLORIDA 

. ISSUE 6 VOLUME 2 AUGUST 1991 

A LETTER FROM MR. LACHER 
I have asked that our non-contact employee sales referral program, Flori- 
da G o l a e ,  be closed immediately and that there be no non-contact em- 
ployee sales referral progmm 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 a p  
 pear^ 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, I hope that you will continue to be 
aware of the iinportant role that each of us plays in revenue generation for 
the state of Florida. While we will not have a des referral program to 
which you may channel sales leads, I hope that you wilI remain alert to OP- 
' porhmities for our Company and direct customers to our Customer Ser- 
vices or Marketing Department. 
Once again, I thank you for your enthusiastic participation in this p m  - 

c 

- &. 
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BellSouth Practices 
BellSouth Services Standard 

Section 735-800-0l11SV 
Issue A. February. 1989 

2. SERVICE EVALUATlONISALES PERFORMANCE Q U A L I N  

The primary objective of the ServicelSales Performance Evaluation observation session is to de. 
velop the Service Representative fSR) to provide quality service based on company Standards and 
follouing company training guidelines. 

The purpose of this trainins 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 SR to consistently provide service that leads to customer satisfaction. The ServicelSales Per. 
formance form was developed to enable you to document and evaluate Call Quality (CQj and 
Sales Performance Quality ISPO). An example of the ServicelSales Performance form is shown 
on Exhibits 1 and 2 .  

All contacts will be evaluated on eight service aspects of customer satisfanion. They are: Manner 
and Rofessionalism. Peninent Information. Complete Information. Acc~rilte Information. Un- 
derstandable Explanation. Effective Approach. Correct Clerical Action and Recap. The data 
gathered in these areas will be utilized as the evaluativc measurement of SR performance With 
regard to customer service. 

Sales Performance Quality (SF'Q) 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 fa) .  

f i .~&m~f-~&-r . .~!~&e observations should be obtained on each SR quan~r!y.is.rccom- 
mended that a- cac h month. No moEcb.afiO% of the. 
SRs evaluative observations can be conducted from a remote location. In order for the contact 
t r b e  used as evaluative data it must be discussed with the'employee no later than 24 hours afier 
the observation has taken place. unless prevented by employee initiated absence. All calls. with 
the exception of intracompany calls. should be evaluated. 

Feedback discussions should be conducted on SR closed key time. Prior to 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 enablishcd'standards rather than a perception of S R s  abilities. 
i.e.. allowances should not be made because a SR is 'haying 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-sening scs. 
sions with all Assinant Managers (AMs) periodically, the Manager can be assured that each A M  
is evaluating SRs against the same performance criteria. 

Each section of the ServiccISales Performance form is discussed in this training. Criteria to be 
used to evaluate each service aspect and sales performance aspen 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 customcr 
contact. See Service and Sales Performance Standards. Exhibit 3. These are minimum standards 
and may be expanded to meet your individual area (Southern Bell)lcenter (South Central Bell) 
needs. F04B022 007102 

NOTICE 
Not for use or alsehaure outside SbHSo$ w 

my of nr subsldades eaeePt under written agreement 
-. . ^ .  
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Section 735-8OO-nO1SV 

Completing the SenicelSales Performance Form 

The ServicelSales Performance form is desig-ied to enable you to 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 locati.Qn,rebiewing the work completed by the SR during the ubserva. 
rion session. 

. 

The f o h  is two-sided. the front for evaluating the Call Quality (service aspecx) of cach.obrerved 
contact. and the reverse to evaluate the Sales Performance Quality. 

The form is desipcd to record 15 seMce obrcrvations and 6 sales observations. This form also 
S ~ N C S  as the monthly trend sheet. A detailed explanation of each area of the form follow. 

Enter the SRs name. rhe AWs name., and the month as s h o w  in the example below: 

Service/Sales Performance 
s-- 634u.wnt.tm A1S1.1.nl Urn- 

S. DANIELS 0 .  GOOD ' I-'" JANUARY 
General Information 

Yen complete the General Information section. which includes Type. DatcIDay. Time entries. 
An explanation of these are s h o m  below: 

Tjpe: Enter R for a remote session 
Enter P for a position sit-in 
Enter type of contact. i.e.. TBF. 
Blg. N. .Vis. etc. 

.- 

Page 1 
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lu A. Section 735-800-UO1SV 

I -In *..111."1 U.".O" 

DatelDay: Enter the date and day on which the session is conducted. 

Time: Enter the time at the beginning of the session. 

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 contacU for that session. The line for  ' T y p -  entries is the exception. 
i.e.. T&F. Blp. 

The next area of the ServicclSales form is the 'Semce Aspecrc' section. This section linz key 
aspects of cunomcr contact performance that should be demonmated during evey customer 
contact. The resulrr of rhi section determine 'Call Quality'. 

There are eipht areas that will be evaluated for 'Call Quality'. They are: ,Wanner and Profession- 
alism. Peninent Information. Complete Information. Accurate Information. Understandable Ex. 
planation. Effecuve Approach. Corren Clerical Acuon and Recap. Each area has a key nandard 
listed on the form. A detailed explanation of the Standards. Exhibit 3. should be shared uith each 
employee. 

.- 

F04B02Z 007164 

F04AOFZ 007104 
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Section 735-800-00 1 SV 

Service Aspects 
h4ann.r And Prof**rlonallsrn 1 1 1 1 1 1 1 1 1 ' 1  I I l l  I i  

Una*rrl.nd.bl* Exalnnallon 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1  

c 
Eff*CIIVa AnDrO*eh I I I I I I I I 1 1 . 1  I I I I I 

Roeaa 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1  

The fim key aspect of -Call Quality' 10 be evaluated is -Manner and Professionalism'. Manner 
can be thought of as how we personally would like to be treated when conducting a husincss 
transaction with a company. T h e  
'Manner and Professionalism' area enables evaluation of counery. interen. helptulness and pro- 
fessionalism. It should be stressed that b e  tone is as imponant as the words. 

The manner displayed during the contact will influence the cunomcr's impression Of the emPlo).- 
ee's interest and helpfulness in solving the customer's request or problem. as well as the custom- 

T h e  importance of manner cannot be ovcrrmphasizcd. 

er's impression of the company. - 
The recommended standards in this area are found on the fin1 page of the Sewice and SJlcS 
.Performance Standards. Exhibit 3. 

Page 4 
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1s A. Section 735-8Dfl-I)UISV 

In the following example. a customer called to request an extension of a past due bill. The SR 
identified hcrself/himself and without interrupting the customer. allowed himlher to explain the 
reason for the late payment. The SR expressed a willingness to handle the request. When the SR 
recopized the necd to leave the line to obtain records. this was explained to the customer and 
the SR waited for the customer's ageement 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 dircussion. 

In this situation the block beside 'Manner and Professionalism' will be left blank indicating :he 
representative performed all aspectr of this area correctly. If the SR performs exceptionally 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. 

- 

. 

5rna Rw.wni.rir AS.8.l.n 

Genenl Information 
S. Daniels 

Contact Number I 1  1 2  I 3  

lim. 1-4 . I 
I 

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. 

F04B022 oc)7106 

F04A08Z 007106 
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Section 735-800-OOISV 

Conlael Number 1 2 3 4 5 

rm. BLG LILG 

Dat*IDay c -  

a a  

lmn p:Cd - 

In the second example. a customer requested an extension for payment. The SR'r response was. 
'What's your telephone number?' In this case. the SR's responre to the opening statement did 
not convey interest or willingness to handle the customer's request. A cheek ( V )  should be 
placed in !he block beside -Manner and Professionalism'. In addition. a note should be made in 
the 'Notes' section indicating why a 'no- was given. See the erunple below: 

- 

ServicelSales Performance 

6 7 I I) 9 I10111 12 i l 3  11 i15 1Nol.s 

I I 

I 
Service Aswets  - 

Note: The 'Notes" section of the form csn k 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 iater 
in the training. 

Thii form was not designed to document the entire conversation chat took place between the SR 
and the customer. The majority of the rime should be spent listening and analyzing the contact as 
opposed to taking notes. If it is necessary to take extensive notes. a lined tablet is susened .  

Page 6 

The second area to k evaluated under the S e M c c  Aspens is 'Pertinent Information-. It should 
be determined if the SR obtained sufficient facts to handle the customer's request or problem. In 
some cases. the customer may volunteer peninent facts: if not. the SR should ask questions to 
secure enough information to handle the customer's request or problem. In either instance. a yes 
would be appropriate. This is indicated in the example below by leaving the corespondins block 
blank nen to 'Peninent Information'. - .. 

NOTICE 
NO( !or use or disclosure outside Bansourn or 

any of nr sUDsidiarieL except maer wntm apraernmt 

.- 

F04B02Z 007107. 

F04A08Z 007107 
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Refer to the SeMcc and Sales Performance Standards Exhibit 3. page 2 for the recommended 
standards for this area. 

In the following example. where a customer called to arrange for new service which required a 
visit. the SR should have obtained access arrangemenu. In addition to placing a check ( Y )  in the 
block for 'no'. enter an explanation in the 'Notes' section. 

-Complete Information- is the third service aspect to be renewed. T h e  recommended standards 
for this area may be found in Exhibit 3. pager 2 and 3. F04BOiZ 007108 . 

NOTICE 
Not far us. or msdosva oulsido Eelfwtn or 

any of its s~bsidados o x c e ~ l  m o r  wnlen agroornenl 

Rkroan u s A. 
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Section 735-800-OOISV 

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 bc ganted the SR should explain why.) 

For example. a customer called requesting information on Custom Calling Seniccs. T h e  SR 
explained all of the features and gave examples of how the seMces would operate. The S R  
provided rates and all information required to handle the customer's request. In this instance the 
block would be lek blank as shown below: 

- 

In another example. a customer called to subscribe to Call Waiting. T h e  SR should have advised 
the customer the date the service would be working. A check (Y )  should be placed in L\C block 
and an explanation @vcn in the 'Notes' section. See below: 

. . .. .. . . . .  .. .. .  . 

c 
N O l b S  

i4 \  SMd Have AchisM Due Date 

T h e  founh aspect IO be evaluated is 'Accurate Information'. In this area. determine if the 
information provided by the SR was correct or incorrect and was consistent mth the customer's 
needs. See Exhibit 3. page 3 for the recommended standards. 

For example. the Eitstomer requested the monthly rate for Touch-Tone service. T h e  SR-quoud 
an incorrect nre .  A check ( Y )  should be placed in the block (as shorn below) to indicate -no- 
and a reason should be entered in the -Yotet- section. 

F04B02Z 007109' 
NOTICE 

Not for use or Qiscloswa OutsIda BeISoufh or Page 8 
M y  of 11s subsidmar exeapt undw m e n  rqra*mnt F O ~ A O ~ Z  007109 

h t o d  n U. S. A. 
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11s A. Section 735-8011-oOISv 

- 
Accurst. inlormallon I I I I I z I 1  

The fifth key service aspect to be evaluated is 'Understandable Explanation'. This component 
evaluates whether or not the SR conducted a clear. concise discussion with the customer. W h e n  
noting thic aspect of the SRs performance. the completeness or technical accuracy of the S R s  
explanations should not be considered. These two aspects are evaluated as separate components 
as presented in the previous steps of this procedure. Refer to Exhibit 3. page 3 for the recom- 
mended nandards. 

For example. a cuRomcr called the Service Center to rcpon 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 chat the customer did not need 
any additional assistance and closed the contact. The block next to -UndemndabIe Explana- 
tion" should be lek blank indicating 'yes' as shown below: 

1 1 1 1 1 1 1 1 1  
~ ~ ~~ 

Underatandablo Explanation 

(Remember. when a call is transferred. the SR should stay on the line. introduce the cunome: 
and furnish any pertinent information obtained. such as telephone number. C U S I O ~ C ~ ~ S  name and 
purpose of call before releasinp the line. If unable to reach the other office the SR should furnish 
the customer the correct telephone number. Two successive attempts should be made.) 

In another case. a customer called IO 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 pain 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 JRemp 
to rephrase or vary the explanation. and simply stated that this happens ohen and the customc: 
would be called when facilities were available. F04B02Z -007110 .. 

Page 9 
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Section 735-8UU-OUISV 

A check (V) should be placed in the block because the SR should have rephrased the explana. 
tion to ensure better customer understanding rather than using telephone jargon. 

- 

t 
'Effective Approach' i s  the sixth key aspen of the contact. It k dirplayed by the SR throughout 
the concan 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 effcctivc way to 
sequence and control the overall contan. Several areas should be considered when evaluating 
SRS on this aspect. including the S R s  use of good judgment and delegated authority. It should be 
determined if the SR took the appropriate action to handle the customer's request completely and 
in a timely manner. 

For instance. the SR should recopire the need to check hrnher on a problem or request aithout 
holding the customer on the line an excessive amount of time. In 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 to acquire the information needed to handle the customer*s request. 

The SR should be sensitive to the customer's individual needs. e&. offering an alternative when 
unable to grant an enension of credit or checking With another depanment. The SR should also 
qgickly recopize unusual situations or opponunities which call for action beyond normal proce- 
dures. 

ci 
Page IO 

The recommended performance standards may be found in Exhibit 3. page 4.  

In this example. a customer requested listinp on four calls. and the SR realized company policy is 
10 handle thir on a callback basis. However. the SR was sensitive to the customer's urgency to 
obtain this information in order to SCRIC 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 
attracted the customer's anention and then expressed appreciation to the customer for waiting 
while the requested information was obtained. 

NOTICE 
Not Iw use or dis~~oswe outside BtPSouth or 

my of its suDsialarws except M a r  writton Jgrwment 

Rnted n U. 5. A. 
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c. 

The block next to 'Effective Approach' should be lek blank indicating 'yes' as chow below: - 

Elteeilv. ADDroaCh I l l  I I I I  I I i  

The SR should be aware of cenain activities which affect the overall impression of the q p e  of 
senice rendered and should accept criticisms. complaints and commendations on behalf oi the 
company in a professional. businesslike manner. 

For example. a cummer called to complain about having to wait three days for a Repair Techni- 
cian. T h e  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 (V) should be placed in 
the block and an explanation should be made in the notes. See the example below: 

Nole i  
,7, el."..," 

Conductod contact 1DOrOOriatmtf. aCCeDted tu0 

Note: There will be times when the SR handled the contact appropriately. but the cus- 
tomer was stlll dissatisfied. For example, a 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 customer satisfaction. 

-Correct Clerical Action' i s  the seventh area to be reviewed. All clerical action is cworner 
affecting. either directly or indirectly. and therefore should be evaluated. 

Some examples are: 

- Soting commitment intervals - Xoting payment arrangements accurately and completely 
- Issuing orders - Issuing adjustments - Taking proper SCORS tally - Proper SOCRATES response f i f  applicable) 

li=e clerical action completed at contact termination should be assessed in addition to t h x  which 
is completed by the SR on an overlap basis. For observations at the SRs position. evaluate all 
clerical action as it is completed during the session. Always follow-up to ensure correct :lericll 
action has been taken in a timely manner whether observing at the position or remotely. Check 
for accuracy and completeness. 

NOTICE 
NO: tor use or diseloswa O U t s d e  8ensoutn or 

any ai its subsiamnms oacaot d e r  wntsn agreement 

h t m d  n U. S. A. 
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Section 7JS-800-001SV 

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 ncn  to correct clerical action indicating 'yes". 

In another exami,le. the SR agreed to call the customer back after investigating four long distance 
calls. The SR a p e d  to call the customer back today before 3:Vl p.m. While noting the follow- 
up action during the call. the SR noted the callback before J:OO p.m. instead of 3:OO p m .  A 
check ( V )  should be plaked in the block next to conect clerical action. with a notation in the 
';u'otes' section as shown below: 

- 

c. 

Notes 
181 Comn'b? t h e  noted 64 4:GO ~. . 

instead of 3:OO 

I 

The recommended performance nandards 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 aU information to insure that the data agrees with the customer's request and make 
any necessary changes andlor corrections. 

This completes the ponion of the contact that will be computed into the evaluative component of 
% Call Quality. 

COMPUTING THE %CQ 

An example of the ServicdSales Performance form with the completed computation fusing the 
formula below) is shown on the next page. 

Em. figure-the .total number of Opponuniues: 

- Multiply the total number of contacts by 8 (the number of key aspects). 

- Enter this figure in the 'X Opportunities" space. 

Next. compute the 'Total X Y Y  by subtracting the number of N O S  fY) horn the 'X Opponuni. 
tics' and put this figure in the Total 'Y's' column. Le.. 72 - 3 = 69.  

Compute the % CQ by dividing the 'Total X Y's' by the - X  Oppomnities'. multiply by 1005 and 
round to the nearen whole number. . .- 

69 + 72 = .9s8 x 100% = 95.8 

NOTICE F04B02Z 007113 

F04A082 007113 
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S. DANIELS 

Service ASDectf 

*.sW.nl h 4 . n . ~  M t n  
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C' 

Pertlnent Informailon l l l l l l l l l l l l l l l  IW 

~ ~~~ 

Accurate Informatton 7 I I I I I I I I I .  I I I I I I 

UndwaIandable enlanation I I I I I 1 .,I I I I I I I I I 1 

Correct Clmrkal Aetlon l l l l l l l l l l l l l l l l  



(13.. 

cr 

Section 73S-800-001SV 

SALES PERFORMANCE QUALITY - 
In order for the A M  to evaluate how well the SR performed in the sales ponion of the contact it is 
necessary to determine the Sales Performance Quality (SPQ). 

When a customer contact affords a sales opponunity. the SR must be able to propose a sales 
recommendation that meeu the customer's needs and generates :evenue. I f  this does not hap. 
pen. SR development is needed. 

The observation session provides the A.M a chance to evaluate :ne 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 (V) Will be placed in the sales coiumn (on the service 
evaluation side) and the corresponding contact number will be orrimen in across the top in the 
space allowed (on the sales side) as shorn telow: 

Used Uston*la MIS l l l l l l l l l l l l  

' The four major areas of Customer Centered Sales and Semce (CCSS) have been divided into 
smaller sub-categories for the purpose of evaluating the contacc. This broadens the base and 
provides more opportunities for the SR. It also allows the A M  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 (J) 
options: 'Y' for yes. 'YD' for yes needs development. -N' for no and 'NA- for not applicable. 

Following are explanations of the four options: 

Page 14 

A. 

B. 

'Y' - The SR accurately performed all appropriate actions. 

'YD' -The SR performed the most important actions conectly. or performed all actions 
but could have performed better. and the customer was not greatly affected. 

For example: The SR summarized but omined some details provided by the cusrcmeLor 
the SR made a good proposal but should have picked up on one clue from the customer. 
The SR needs to be dven examples for -next time-,. 
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If improvement is not noted followmg development ac*+iry. an -N- would be appropri- 
ate. 

Examples of this might be: 

- 

I .  A weak area has been developed. the SR demor.nraies the correct way and then 
reverts back to the incorrect method. 

The SR and AM have agreed that all possihlc development has been completed 
and the SR understands. but still does not perform correctly. 

2. 

C. -Y - The SR did not perform some customer affecting actions either correctly or com. 
pletely. or the SR did not perform satisfactorily in an area that has been under develop. 
mcnt. (see XB above). 

'NA' - This action was not appropriate on this contact D. 

NOTE: AMs mvlt have documented development plans for any area In which a SR re- 
ceives a 'YD" or  "N-. This plan should indude a course of action agreed upon 
by the SR and the A M  and the date they plan to take this action. (See Summay,  
Feedback and Development tab.) 

The five major aspects of the sales evaluation are Recognized Oppomniry. Discovering. Propor- 
ing. Assuring (A). and Assuring (B). Each of these areas is broken d o m  into the smaller aspects 
which are covered in the SeMce and Sales Performance Standards. See Exhibit 3 pages 4 and S. 

The first item. 'Recognized Oppommity'. will be evaluated based on the AM's judgment of 
whether the SR reco@zed a sales opponuniry and made an appropriate sales attempt. The 
quality of the attempt is not evaluated at rhis point. Area (Southern Bell)lCenter (South Central 
Bell) standards Orill determine which contacts are appropriate. A sales ancmpt prior to the resolu- 
tion of the cunomer's request or problem could result in customer irritation. A careful balance 
must be maintained to ensure that every oppomnity for a sales conucz is taken. but not at the 
expense of customer satisfaction. 

If a sales opponuniry exinr and the SR proceeds with a d e s  anempt. a check (V) Orill be placed 
in the block 'Y' for yes. and each sales area will be evaluated for SPQ. If a sales anempt is not 
made a (V) will bc placed in the block 'N' for no and the remaining sales areas will be 'XA' for 
not applicable. 

For example, a customer called inquiring about a denial notice received in the mail. The cus- 
tomer insisted a payment had been made last week in the Clrnomer Payment Center. Aher 
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 opponunity. (The term "opponunity- is defined in the SeMce and Sales Performance 
Standards.! 

There may be situations where the AM and the SR disagee on when an 'opponunity' exists. 
When this occurs it should be handled in the two way discussion during the feedback session with 
a determination of how a similar contact should be handled. 

The same customer called about his current statement. The SR explained the billing for the calls 
in question. Realizing the customer wa e S R s  explanation and handling of the 

.- 
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contact and that a sales opportunity existed. the AM would evaluate all appropriate areas of the 
CCSS pr&es. This will be explained in more detail later. 

The following is an example of "Recopized Opportunity-: a customer called to add an addi. 
tional listing to the account. The customer indicated a new partner would be joining the Rm and 
thousht an additional listing would be necessay. The SR handled -the customer's request and 
then bridged to an appropriate sales attempt. Check (V) -Y- for Yes in the block follouing 
'Recognized Opportunity'. See the example below: 

- 

Sales 
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In another example. a 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 lacal directories could be 
ordered over the telephone and handled the request to the cunomer's satisfaction. Although it 
was a perfect 'opportunity' to bridge. no anempt was made. 

The SR received a 'no' in 'Recognized Opportunity.' and the other CCSS areas were considered 
'NA". 

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 anempt &s not appropriate. 

T h e  sales technique 'Discovering' will evaluate the SRs ability IO murually identify the custom- 
' er's needs and values through proper questioning and listening techniques. Obtaining clues 

through conversational skills is always preferable to questioning the customer. 

There are six (6) aspecrr to be evaluated under 'Discovering'. These categories are: Permission 
TO Question. Used Listening Skills. Clarifying Questions. ThoughrslFcciings Questions. Addi- 
tional Information (Usen. Usage. etc.) and Summarized Needs and Values. 



. 

Sales 

Clintynq Cuesttons 1 1 1 1 1 1 1 1 1 1 1 1 1  

Each aspea should be evaluated separately as indicated below: 

Permission To Question - Did the SR obtain the customer's permission to ask additional 
questions. if applicable? 

Used Lirrening Skillr - Did the SR recognize and utilize clues provided by cus:orner? 

Clarifying Questions - Did the SR ask proper claefying quesuons? e+. 'Do you mean ... ?' 
'Did I undcmrnd correcdy ... ?' 'Could you give me an example ... ?' e:c. 

ThoughrrlFeelinp Questions - Did the SR ask questions to provoke thoughts/feelings f5eninp 
the customer KO visualize a particular situation)? These should be open 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 hishcr  perception of the customer's 
needs and values? 

The nen sales technique. 'Proposing'. enables the AM KO evaluate the S R s  ability to make a 
recomrnendarion that relates to the customer's specific needs and values. The conversational 
approach will be leu threatening to the cunomcr. The SR should be encourased to be sincerr 
and COmfOKable in making an enthusiastic proposal and should pick up on clues throughout the 
contact as KO what type of services to offer. 

It's imponant that the SR sound confident and enthusiastic when the proposal is made. 

There are seven (7) aspccrr to be evaluated under 'Proposing'. These categories are: Seeds- 
Based Proposal. Value-Based Proposal. Visualize Usage (Personalized Benefits). Customer's 
Opinion Obtained. Recognized Buying Signal. Ask For Sale and Close. 

. , . 
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Needs-Based Proposal - Did the SR recommend services and options based on the cunom- 
er's needs? 

Value-Based Oprions - Did the SR present options tailoring values to needs? 

Visualize Usage - Did the SR help the cus:omer visualize the end resuk? 

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 buyingsignab and stop the 
proposal? 

Ask for Sale - Did the SR ask for the sale and gain cust0mer.s concurrence? 

Close - Did the SR close the proposal at the appropriate time? 

The next nep  'Assuring (A)' enables the AaM IO evaluate h e  SRs ability IO deal with cur:omer 
objections utilizing the ABCs of Assuring. 

There are seven (7) aspects to be evaluated in -Assuring A': Respond To Objection. Ask Open 
Questions. Be Empathetic. Clarify TNC Objection. Determine New Option. Recognized Differ- 
ence Between ?e Hesitant/No Customer and Expect and Ask For Sale. 

.- 

0.. 

Respond To Objection - Did the SR acknowledge the customer's objenion? 

Ask Open Questions. i.e.. "What was it that you liked about Call Waiting?- 

NOTlCE 
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c 

Be Empathetic. Le.. ‘I know exactly what you mean: 

Clarify True Objection. i.e:. -50 you really don’t want to be intempted when you’re on a 
long distance call?’ Closed questions may be appropriate. 

Determine N e w  Option - Decide if another approach (based o‘n values and needs) to the 
same renice is appropriate. Le.. ‘If 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 HesitantMo Customer - There is a difference betweec 
the heritant or unsure CuItOmer and the customer who emphatically says no. Did the SR 
recopize chis difference and proceed accordingly? 

0 Expect and Ask For Sale - Did the SR ask for the sale using the CCSS techniques? 

The last nep in the CCSS process ‘Assuring (8)‘ enables the A M  to evaluate whether the SR 
instills positive feelings in the customer about himself. his decision. our company and our services. 

. 

The three aspecrs of ‘Assuring (B)’ to be evaluated are: Thank Customer For Saleflime. Full 
Negotiation/Gained Customer Concurrence and Reinforced Customer’s Decision. 

0 Thank Customer For Salemme - Did the SR thank the customer for rhe sale or accept -no- 
graciously and thank the customer for his rime? 

Full .VegotiationlGained Customer Concurrence - Were the services fully explained and CUI. 

tomer concurrence gained? 

Reinforced Customer’s Decision - Did the SR leave the cunomer feeling that his time. was 
well spent and he was treated as a valuable customer? 

0 

0 

Assuring leaves the customer with a positive impression regardless of whether the customer buys 
or not. 

We should always position ourselves to ’sell asain.‘ meaning if the cust0mer.s contact with us has 
been a pleasant one he will be more receptive to 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. 

F04B02Z o o i l z o  . 
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c: 

a. 

Add all of the Y's and Y D s  

Place that fipre in the 'Total X Y's and YD's' space 

a 

0 

Add the X of N'r to the number of Y's and Y D s  

Place that figure in the ' X  oppomnities" space. 

To obtain the 5% Sales Performance Quahy: 

0 

0 

Divide the total X Y ' s  and Y D s  by the X oppormnities. 

Place that figure in the 5% SPQ space. 

I I 59 I 91 5 

Thii completes the ponion of the contact that will bc computed into the evaluation component of 
% Sales Performance Quality. This should be recorded on the Performance Summay Form. 

NOTlCE 
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SUMMARY I FEEDBACK 

lot19 E ~ c r f l m f  bridtint 

to raft1 conlacf. Need1 

Summary, Feedback and Development Plans - 
Feedback is a simple concept. It'is information on past performance h a t  the employee can use to 
change performance. 

DEVELOPMENT P U N  I FU DATE 

I 

T h e  feedback provided to the employee should be: 

- Specific - Related to a performance the employee controls 
- Positive - Immediate - Individualized 
- Easily undemood - Resented in a manner that encoungeS two-way communication between the 

supervisor and the employee 

me Combination of feedback and positive reinforcement is the mon effective approach a man. 
ager can use to improve performance. 

Prior to conducting the feedback session. the dara gathered in the 'Notes' section of the review 
form should be summarized and documented in the 'Summary' section of the Performance Sum. 
marylfcedback form. (Exhibit 4.) This form is IWO sided allowing space for additional notes. In 
addition. this form is to be used for ~mmary  and feedback documentation for all areas of the 
job. 

In summarizing it is not necessary to narc every detail that was identified in the notes secuon. 
Refemng back to the notes on the review form would be sufficient. See example below: 

PERFORMANCE SUMMARYIFEEDBACK FORM 
EMPLOYEE NAME SANDY A M  INITIALS SJ 

drfoifl  od Norri 8J. 

I 

Probably the single most likely cause for the ineffectiveness of feetdback is that it comes too late. 
Employees need to know as soon as possible aker their performance how well they did. Ideally. 
feedback. like reinforcement. should come immediately aher each performance. In order For the 
contact to be used for evaluative data it mun be discussed with the employee no later than 2J 
hours aker the observation has taken place. unless prevented by employee initiated absence. 

Aher the feedback is discussed with the employee. the date of discussion. results and develap. 
men1 plans should be noted in the 'Feedback' and 'Development Plan' sections. See example 
on the following page. - 
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SUMMARY I FEEDBACK 

10119 E i c r l l r l t  bnd@n# (0 

I 4 k I  COOt4CI. Ywdr work rolked curl our of Iolr 

10119 Sundy realutd 

m Clorinc ralr - SIC defaib 
on .Vows 81. 

If had lain-d Ocrrtmcni 

end moved 48 could h a w  

wrapped up 1 4 k .  Agrd 

nredr help ta clarrng. 

DEVELOPMENT P U N  I FU DATE 

10119 A;rd :e nmciace c l o r m ~  I 
w l h  Sandy urmc acruol I 
co*iacrs or ~ o n a y ' r  curromw.r. 

Srr NP on Fn 9 A.W an conf room i o .  13 

I 

The purpose of the development plan is IO implement an action plan designed to strengthen.weak 
performance and enhance strong performance. 

Each employee L fully responsible for hidher o m  development. 

The supervisor acts as a coach. allowing the rime and tools needed to aid in the development. 
That is why it is imponant to involve the employee in identifying what action needs to take place 
to result in improvement. This can be accornplihcd by asking the employee. 'What can I do to 
help you reach your goal?' 

SUMMARY 

10119 Elcellenr br idg iq  io 

I d r I  conract. Need, work 

In cloIln8 sale - SIC deiatls 
on Norrr .J. 

The employee may have an idea that will work for hirnlher. If it doesn't. the supervisor and 
employee look at the results gained and agree on another plan. 

Some employees may not have any suggestions. In this case. the supervisor e l l  plan a course of 
anion Lo a c c o m p l i  the goal and ancmpt Io gain agreement from the employee. 

DEVELOPMENT PLAN I FU DATE FEEDBACK I 
10'19 Sandy realizd I /O:I9 Agrd to pracrrcc 

Iolkrd CYI our or Iak. ClOIlng vSln# OCIY4I  Conl4CII 

If had , a m d  a l m m t n r  

m d  morrd oa. could h a w  room 
Si r  up on Fr8 9 A M  m c o d  

rrapprd up sole. Agrd 10'11 

nrcdr help closmmg. I 

W h m  arkrd how I could 

help her improrr - Sandy 

rumrrred needed 10 procnct 

In both siruations. the employee's comment should be noted in the feedback section. 

PERFORMANCE SUMMARYIFEEDEACK FORM 
EMPLOYEE NAME SANDY A M  INITIALS 

I I I .  
F04B02Z- 007124 
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Training as a solution to performance problems is a common managerial response. I f  there is no 
evidence of formal uaininp. it may be necessary to plan that as the first step toward improvement. 
In so many cases h e  employee has been trained and retrained. 

The supervisor needs IO explore all areas: 

- Lack of knowledp - Misunderstanding of procedure - Not enough experience - Not able to find reference material 
- Lack of villinpess on employee's pan 

Once the caux has been identified. the deVtlOpmcnt should be easier IO detine. 

Some examples of development for skill building or enhancement Other than training are: 

- Special assignments - Coaching - Reading - Self-udy - Work experiences - Role play 

A follow up &KC should be noted to serve as a target date and also help the supenisor in rchedul. 
ing hidher development time. 
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SUMMARY FEEDBACK 

I 10119 Sandy r r a l m d  10119 Ezcellrnr bndztng IO 

101cz COIIICCI. .Vrrdz woIt roltrd CUI: our ia fr .  
in clonnf z d t  - SI< dtlails 

on .Votes 81. 
I r  had foined airrrmrnr  
end moved on. could how 

wrapped ep sale. Aard 

nwds help tn clozmg. 

When m k t d  how I could 

help her tmpmve - Sandy 

wg,rrrrd nrrdrd IO pmcrm 

a,? tl0,i". 
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DEVELOPMENT P U N  FU DATE 

10119 Agrd IO ~ ~ O C I I C L  

c l o ~ i q  u z q  m u o f  ~onracrz 

S a  YD on Fn 9 A M  in conf 
room 

l O I 2 J  

10128 Rerieurd 2 101ts 

conlacrz - Sandy's dozing 

rmwovrd and 141.1 were 

I O t 2 1  Rolr played J sales 

Conlocrz IO pracrrce clozin#. 1 reloxed - confidenr. fee ls  I closing on 10128 

1 lOI2J Sandyfcrls more I IOI IJ  Agrd IO sit in IO review I 

1 0 1 a  conlact. Sandy osked 

i/ I ' d  sit-in on e co~pl.. 

IO:)# 
10128 Sandy p e l a  much 

morr confidtnnr ab: 

clmins. I 

~~ 

., If additional space is needed to record the feedback an additional form may be used. . .  
, ,  . I .  ... .I ::* . . .,,. . : .  . 

. .  . ~. 
. ~ ,  

, .  . 
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E X H I B I T 3  - 
SERVICE AVD SALES PERFOR\%NCE STALLDARDS 

* MANNER & PROFESSIONALISM: 
,OPENING CONTACT: ' I .  

. ,  - amwen immediately - speaks distinctly - announces SCBlSB and appropriate center name 
' - clearly states name (First name QIIIX not recommended) 

RESPONDS: 
- appropriately to opening statement or qucnion - assures customer shelhe can help. mirroring as appropriate - avoids using pat or rigid statements 

' - expresses regret as appropriate 

0 LISTEHS: - acrivcly. lening the customer know helshc 'hears' 
- without ovemlkinp the customer - patiently - without intempting 

0 LMVINGLINE: 

- explains reasons - rcquens permission - obtains customer's agreement . - if taking lengthy h e  off line rerum frequently to explain - &TA customer option of call back when appropriate 

RETURNING TO L I N E  
- gets cunomcr's anenuon through use of their name. Sir. Ma'am 
- makes sure shelhe has cusc0mcr.s attention before proceeding - thanks customer for waiting 

THROUGHOUT CONTACT: 

- - shows intcrcn and willingness - uses friendly tone of voice - maintains consi ace and clear enunciation - show integrity .. . 

. .  , . ... . - establishes and builds t k  ;. >!' :.. 
. .  - evaluates 'c&omer's natemenrslquestions before responding '. 

. .. I.. .... . 

- enablirhcs rappon 'and maintains it 
demonnrrtcs empathy ' :" 

questions wiiout hesitation when asked 
to disconnek. then immediately releases 

NIQUE - NOT ALL STANDARDS CAN B E  LIS 
TIONAL STANDARDS. I.E.. HANDBOOK AND TRAINING CRITERIA MAY APPLY. 

, .  

. .- EXHIBIT 3 - SERVICE . .  

0 .. F04BOZZ 007130 
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0 

0 

* OBTAINS PERTINENT INFORMATION 

0 Obtains appropriate facts before leannj the line: 

- With whom hehhe i s  speaking 

EXHIBIT3 - 

- Establishes reason for customer's call - Asks questions relating to customer's needs as appropriate - Clarifies understanding with open-ended questions 
- Gets customer*s account number 

Asks oniy lor information that is unavailable throu@ company records 

0 Gives reasons for asking questions. if appropriate 

Obtains information for completion of the order. for example: 

- determines how name and address are to be l i e d  in Juectory - key spells the lining section and the billing name and address to verity. when appropriate - obtains clear. concise directions at indefinite address (IA) 
-. obtains former customer information when appropriate - verifies correm directory delivery address - if installment billing k discussed. determine number of months customer desires (as 

allowed by State tariff) 
- S k E determined through negotiation and cunomer concurrence - obrains can be reached number - dctemines the C O K C C ~  yellow page heading ' - determiner number of directories needed 

0 Payment arrangements 

- identifies individual making arrangements - amount (discussions and notations should be in t.erms of dollan and cents. Le.. 3241.26. 
not full amount or balance) - payment location (where. by mail or in penon) 

- date 

Updates credit as appropriate 

* COMPLETE INFORMATION 

rn Explains difference in non-pub k non-list when appropriate. 

Advises customer entitled to one free yellow page lining when appro 

--rn Non-recumnp charges must be quoted on all orders. 

' 

+ :  . ,  

NLY: QUOTE ALL RATES. RECURRING. AND N CURRING. OK . GIVE THE CUSTOMER AN OPTION T O  HAVE THE ' ' 'ALL N. T , .AND C 
RATES QUOTED. , .  

EACH CONTACT IS UNIQUE '- KOT ALL STANDARDS CAN BE LISTED. ADDI- 
TIONAL STANDARDS. LE.. HANDBOOK AND TRAINING CRITERIA MAY APPLY- 

~ .- 
EXHIBIT 3 -SERVICE AND SA 

F04BOZZ Ob7131 
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EXHIBIT3 - 
Monthly rates must be quoted on all N&Ts and all other orders on which a rate change 
OCCUK. including a 'plus tax- statement. 

Wiring maintenance plan must he explained fully. presented as an option. rate quoted and 
consent obtained. 

Touch-Tone. and all other renices. must be negotiated and explained to the customer and all 
appropriate charges quoted. 

Equal AccessIFuII Disclosure statement must be made on all -SkT'r' and appropriate -C- 
orders 

Advises customer to call the carrier to establish an account 

Refers customer to the Telemarketing Center or Customer Suppon Center as appropriate 

Answers all customer questions completely and gives complete information 

The amount of the Access Line Charge mu% be quoted separately 

Inside wiring negotiated as appropriate 

Negotiates rhe appropriate due date and p i n  customer's acceptance 

Make appropriate access arrangements to include: 

- contact penon (IA) - contact*s number ([A) - time interval (IA) - offer specific appointment interval upon cunomer request (Le.. AM or PM) 

When speakinp of payment arrangements. advise: 

- deposit. if appropriate . - suspension. if appropriate - restonl charge. if appropriate - return check charge. if appropriate 

Commitments to include darclday and rime. Le.. by 4 3 0  romorrow. or by 200  Friday. March 
2nd. 

*.ACCURATE INFORMATION 

. Provide COKCC~ information: corrects cusromer'r mkundernanding 

* UNDERSTANDABLE EXPLANATION 

Uses clear and easy-to-understand words. avoiding company terms and jargon 

Varies approach and rephrases when necessary 

Explains why necessary to transfer or refer customer. if appropriate .. BLSlNESS I OVLY: QUOTE ALL RATES. RECURRING. AND NON-RECURRING. ON 
ALL N. T. AND C ORDERS: OR, GIVE THE CUSTOMER AN OPTION TO HAVE THE 
RATES QUOTED. 

* EACH CONTACT IS UNIQUE - NOT ALL STANDARDS CAN BE LISTED. ADDI. 
TIONAL STASDARDS. I.E.. HANDBOOK AND TRAIXING CRITERIA MAY APPLY. 

- .- 
EXHIBIT 3 - SERVICE AND SALES PERFORMANCE STANDARDS 

Page 3 of 5 .. F04B02Z -007132 
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i EXHIBIT3 - 
EFFECTIVE APPROACH 

0 Has control of contact 

Avoids rambling discussions 

0 Offers alternative solutions if customer's request could not be granted 

Takes full responsibility for actions of company. including other depanmeno. i.e.. uses -we' 
instead of 'they' 

Uses delegated authority 

Puts customer on hold only when necessary 

0 Does everylhing possible to ensure customer satisfaction 

Supports company's position. especially when request cannot be granted 

Transfers misdirected calls appropriaiely. explaining reason 

0 Educates customer i l  helshe has reached wrong number to avoid recurrence 

CORRECT CLERICAL ACTION 

Completes clerical work correctly: including orders - mechanitcdlmanual. payment arrange. 
menu. forms. etc. (Clerical work should be followed up by A.M after each sit-in or remote.) 

* RECAP 

Verifies entire contact aith customer. insuring rhai data agees with customer request and 
makes any necessary changes andlor corrections. - RECOGNIZED OPPORTUNITY 

0 Oppomnitier can include all contacts except denied seMce that cannot be restored or where 
the customer is clearly upset with our collection anemprr or for any reason is obviously dissatis- 
tied. or emphadcally states. up front. that shelhe does not want to discuss any additional 
seMces. or misdirected calls. (AM should determine whether the SR recognized the sales 
opponunity and made an appropriate sales anempt.) 

DISCOVERING 

6 Mutually identifies customer needs and values 

- conversational - asks permission to question ([A) 
- asks proper questions to clarify (IA) 
- asks questions to provoke thoughts/feelin$s (getting rhe customer to visualize himself or 

herself in a panicular situation) (IA) - asks questions for additional information to give the SR sufficient information to visualit: 
the customer's netds and v.~lues (IA) - summarizes customer*s needs and gains agreement (IA) 

EACH CONTACT IS UNIQUE - NOT ALL STANDARDS CAN B E  LISTED. ADDI- 
TIONAL STANDARDS. I.E.. HANDBOOK AND TRAINING CRITERIA MAY APPLY. .- 

EXHIBIT 3 - SERVICE AND SALES PERFORMANCE STANDARDS 
Page 4 of 5 

NOTICE 
NOI for US* OT ~ISSIOSW* Mltsiaa eausmh w 

MY of as sunsmwbs axeapt und.r m t a n  aqraemnt 

~ n t ~ a  h u. s. A. 
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ISS A. Section 735-800-tmlSV 

c: 

EXHIBIT 3 - . PROPOSING 

Recommends services and options based on the customer's needs 

- presents options tailorins values to needs as mutually discov&d (IA) 
- helps the customer visualize the end results by using commonaliry of other customer siories 

([A) - allows customer to see himlhersclf as the decision maker (IA) - recognizes buying signals and closes when appropriate (IA) - tests the CuStOmcr'S acceptance of the proposal by using questions and satements such as: 

- What do you think? - Do you think that would be helpful to you? - I really think that fiu your needs. - remains helpful and confident but not pushy. 

( 1 4  

. ASSURING (A) 

Closing the contact and leaving the customer satisfied Gth our service and our Company we: 

- responded to the objection by usinp the ABCD of Sales: 

Ask open ended questions to identify the real objection 
Be empathetic with the customers by acknowledging objections 
Glarify the m e  objection Gth a closed question 
Decide if a new option should be used or restate the old one based on the cunomer's 
values (IA) 

ASSURING (B) 

- Thanked the customer for the sale - Accepted a -No' graciously and thanked the cunomer for hislher time 
- Lefr the customer feeling that hislher time was well spent and that we were anentive and 

that shelhc was treated as a valued customer 

- 
EACH CONTACT IS UNIQUE - NOT ALL STAPDARDS CAN BE LISTED. ADDI- 
TIONAL STANDARDS. I.E..  HANDBOOK AND TRAINING CRITERIA MAY APPLY. - -  

EXHIBIT 3 - SERVICE AND SALES PERFORMANCE STANDARDS 
Page 5 of 5 

NOTICE 
 NO^ for US. or ~I ICIOSW~ OUtsae emnswth 01 

any of ita subiduias axewpt unau Ill(1.n rgreermnt 

-tea in U. s. A. 

F 0 4 B ~ ~ Z  0071~' 
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Southern Bell Tel. 6 Tel. Co. 
FPSC Docket No. 910163-TL 
Staff's 7th Set of Interrogatories 
December 18, 1992 
Item No, 75 
Page 1 of 2 

REQUEST: Identify all the steps Southern Bell has taken to increase its 
employee awareness of the need to demoostrate integrity in its 
dealings with the public and the Commission. 

RESPONSE: In 'Florida, Southern Bell has taken numerous steps to ensure 
employees are aware of t h e  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 new ethics education 
program that supplements existing procedures. 
was 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. 

A code of ethics was developed and distributed to all employees. 

The education program 

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. 
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. 

Attached is documentation outlining numerous methods used to convey 
this message to the general employee body, as well as actual 
articles and collateral materials used. 

The 

.". 

Attachment A: 

E: 

C: 

D: 

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 when dealing with customers. 

A November 1991 letter to employees talking about the 
employee hotline for ethics and security violations. 

A column by Security General Hanager Hario Martinez 
appearing in the December 1991 edition of the Sun 
Scriber. 

- 
- 



E: 

P: 

G: 

E: 

I: 

J: 

K: 

L: 

M: 

N: 

0: 

P: 

Southern Bell Tel. 6 Tel. Co. 
FPSC Docket No. 910163-TL 
Staff’s 7th Set of Interrogatories 
December 18, 1992 
Item No. 75 
Page 2 of 2 

A Harch 14 letter from State President Joe Lacher to 
all emplcyees talking about ehical standards and teh 
start ofthe PSC investigation. 

Hay 27 special Ethics Edition inserted into the 
Telescope, a weekly nevsletter for all BellSouth 
Telecomunications employees. 

The Hay 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 conference 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 vith the state prosecutor. 

An October 26 memorandum from State President Joe 
Lacher to all Pay Grade six managers and IHC managers 
in Florida emphasizing 
and each managers responsibility in living up to that 
agreement. 

Handouts from Southern Bell Ethics Avareness 
workshop. 

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. 

t h e  terms of the agreement 

- 
INFORHATION PROVIDED BY: Court Lantaff 

150 Vest Flagler Street 
Hiarni, Florida 

~ ~~ ~~~~~ ~~~~~~ 
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FLORIDA CENTRALIZED OBSERVING UNIT SUMMARY 
7 A .  COLL- .::: 

WEEK =- Bus - 
M~NAGEJLUMT . .  

TOTAL.NUMBER OF OB&RVAfl[oNS ? 

B c o m  '<: <? 

e! 

I. . .. 
' $3, 

...I 

. ", 
1: MANNEB & PROFEGEIONhLTBM 
2: coMpLET& INFoXMATI0p.I 
31 ACCUBhTg INPDRMATION 
41 E F l ? E C ~ A p p B o A ~  

.'i 
I .  

I' &RECAP .f 

6: CORBECT CLERICAL ACTION 

MTAL NUMBER OF BREAKDOWNS - 
p 
IiDEVIATEDFROMPROCED~ 
2: QUESTIONABLF, 6- TECHNIQUE§ 
3: ADDED SLyI(IE WITHOUT NEGOTIATION 'j 

TYPE :,; :,. 
..... 

SUMMABY 
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FLORIDA 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. 
a Centralized Observing Team. 

Purpose: 
observations throughout the state to insure that the 
customer in Florida is receiving the quality service he/she 
would want to receive. 
service is provided in a courteous, helpful, knowledgeable 
and ethical manner. 

Method: Floridats 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. 
service such as: 

To do that we have established 

The purpose of the team is to conduct random 

We will be determining if this 

The team will be looking for all aspects of 

Courtesy 
Accuracy 
Overall Call Handling 
Bridgingpales 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 observer will be provided 
with a minimum number of observations needed by office. 
This number will be adjusted quarterly to reflect existing 
force levels. 

1 

0 



FLORIDA CENTRALIZED OBSERVING TEAM OVERVIEW 

REPORTS AND TRACKING 
as indicated. 

The following reports will be provided 

CENTRALIZED OBSERVING TEAM RESULTS Weekly results Of 
total number of calls and routine contact scorings 
observed. Sales observations 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, 
Operations Managers and Managers. 
also provided to the Vice-president - Customer Services 
and State Vice-president. 

W A G E R  UNIT SCORINGS 
specific contact deviations observed. Account 
information and representative name will not be 
provided. 
Manager. 

The state report is 

Details by manager unit of 

This report is provided to the affected unit 

2 
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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 
using existing contact performance standards. 

SALeS NEGOTIATION BREAKDOWNS Tally breakdowns in sales 

Tally observed breakdowns, 

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 # / S W  # Enter the telephone number of the account(s) 
discussed. 

EXCEPTIONAL SERVICE 
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 request and truly olDELIGHTqt the 
customer? 

BREAKDOWNS 
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 
assigned. The back of the form or additional sheets may be used 
as needed. 

The centralized observing team is conducting service management 
observations. consistent with the Communications Workers of 

Enter the SHAK number of orders issued or updated. 

Contacts observed that were truly 

A brief description of each breakdown scored is to 

America and BellSouth Corporation 1986 Memoranda Of Agreement 
governing monitoring activities. 
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. 
Contacts that have been referred because of possible ethics 

Under these guidelines, 

Please read carefully. 
- 7 
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CONTACT RECORDING GUIDELINES P& 
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 ~ 

TtEFERRAL" in red on the top of the contact. 

SPECIAL STUDIES Periodically the COT is asked to.focus on 
problem areas, implementation of new procedures, specific 
contact handling 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 observing week. 
Finally, the overall contact should be reviewed to determine if 
the GOAL standard has been met. 

SUMMARIZING THE OBSERVATION SESSION At the end of the 
observing week, the contacts observed for each unit should be 
summarized using the provided form. 

discipline, week, 'and manager unit observed. 
CONTACT PERFORMANCE SCORINGS 
catagory. 

SALES NEGOTIATION BREAWOWNS 

Accurate Information, etc, will also be counted as a Contact 
Performance Scoring. 

contacts that presented an opportunity to bridge and the number 
bridged. 
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 should 
be mailed to the team leader by Tuesday following the week of 
observing. 

Wanda Lewis 

.The top section of the form provides space to record the 

Total the scorings for each 

Total the breakdowns in each 
. sales catagory. The actual defect, Complete Information, 

BRIDGING OPPORTUNITY/BRIDGED Enter the total number Of 

These would not include contacts, such as N and T 

The current team leader is: . .  

20EE1 . 
1 '. ,, 301 W. Bay St. ' '  ' 

. .  
'7': 

, FL 32202 
RECORD RETENTION PERIOD Observations that are referred beca 
of ethics deviations or customer abuse will be retained in a 
permenent file in the state staff office. All other 
observations will be retain d of 3 to 6 months. 

8 
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ATTACHMENT A 

CENTRALIZED OBSERVING CONTACT CATEGORY 

ORD NSO ORDER CONTACT - NO SALES OPPORTUNITY Order contact * 1 not include any sales discussion and/or negotiation of 
optional services. (This would include D, F, some C and R.) 

ORDER CONTACT - SALES OPPORTUNITY Order contact 
%'%d sales discussion and/or negotiation of optional 
services. 

- SA SALES ATTEMPT 
of sales attempt of optional services. 
attempts. A Sales Attempt may be tallied in addition to 
another contact category.) 

- POI PENDING ORDER INQUIRY 

- order contact that included some type 
(Includes bridge 

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 final accounts. 
E MISCELLANEOUS Calls that do not fall in one of the above 
categories. 

rep. Would included transfers to other departments, wrong 
numbers, personal calls, etc. 

-- . 

NO CREDIT Calls that could not be handled by the contact 

9 
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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. 
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 $he customer. 
Includes issuing order with features/servlces customer advised 

Breakdowns here 

did not want. 
OBSERVED OCCURRENCES OF ADDING SERVICES WITHOUT NEGOTIATION 
WILL BE CONSIDERED AN ETHICS DEVIATION AND REFERRED TO THE 
APPROPRIATE OPERATIONS MANAGER. 

QUESTIONABLE SA= TECHNIQUE 
Feature or Service added without full discussion, there may be 
some question as to what the eustomer understood and sales 
approach is not in adherence with approved sales practices. 
Includes, but is not limited to; 

c: 
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. 
some misunderstanding. Includ.?s, but is not limited to; 

The sales method used could cause 

Deducting MFDP credit before quoting rate 
Fail to quote non-recurring and/or 
monthly rate 
Quoted incorrect monthly rate. 

f04BOZZ 007087 
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OBSERVER GUIDELINES FOR CONTACT REFERRAL 

Several recent memos and policy letters have been distributed 
clarifying expectations on how our services are tg be offered 
and negotiated. These provide clear quidelines for the 
ethical handling of customer contacts, both Universal and 
Collections. 
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 8 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 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 by the Centralized observing 
Team leader to the Operations Manager of the service rep 
implicated. 
will be contacted. 

Failure to follow these guidelines during any 

In the absence of the OM the appropriate Manager 

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. 
BREAKWWNS 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 

<CATEGORY 2> Observations that indicate severe customer 

established ethical customer contact 
performance quidelines. 
mishandling. 

Contacts that contain the above deficiencies will be referred 
to 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 IS recorded. 
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. 

Complete details are 

The COT leader will review the information provided, including 
BOCRIS memo notes, order information, etc. 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. 
referral will be by telephone with a Centralized Observing 
Referral Form being forwarded via E-Mail to the OM. 

DISTRICT RESPONSIBILITIES 
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. 
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. 
all action taken by the district. 

The initial 

Upon receipt each referral should be 

All investigation and action taken is to 

The report should contain a complete overview of the 

All information provided will become part of the permanent file 
maintained by the state Centralized Observing staff. . -  

12 
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CENTRALIZED OBSERVING REFERRAL 

(1) CE-B-01-01 

(2) RFRL CAT 
(3) DISTRICT 
(4) UNIT 
(5) OBSERVER 
(6) DATE 
( 7 )  REP . .  
(8) TEL # 
(9) SHAK 
(10) REFERRED TO : 
(11) RESPONSE DATE : 

(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. 

(1) CONTROL NUMBER Consists of the initials for the district, 
INSTRUCTIONS FOR COMPLETION 

the observing 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. 

because of a possible ethics deviations. (2) Indicates a 
referral because of severe customer mishandling. 

(2) Catagory the type of referral. (1) Indicates a referral 

(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 

(9) SHAK # The order reference number issued or discussed. 

_ .  the contact. 

(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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CONTROL # 

DISTRICT 

UNIT 

DATE REFERRED 

CENTRALIZED OBSERVING REFERRAL RESPONSE 

REP 

RESPONSE PREPARGD BY : 

DISTRICT INVESTIGATION Provide information on any investigation conducted by 
the district, including discussion with the customer, discussion with 
Personnel, additional observations, etc. 

EMPLOYEE DISCUSSION Provide details of any discussion with affected rep. 

DISCIPLINARY ACTION Provide reason and type of any disciplinary action taken. 
Also indicate any labor action completed or pending as a result of action 

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 recommendation 
to close out referral or to continue additional investigation. 
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OBSERVATION MINIMUM WEEKLY QUOTA BY UNIT 

BUSINESS 

JAX BSC - 10 (Droste) 
ORL BSC - 11 (Droste) 
BRWD BSC - 21 (Lusthaus) 
MIA BSC - - 20 (Bednar) 

62 

RESIDENCE 

MIA 1 & BILI - 10 
- 8  MIA 2 

MIA 3 - 9  
MIA 4 - 11 
MIA 5 - 11 
MIA 6 
JAX 1 
GNSVL 
PAN CTY 
PNSC 1 
PNSC 2 
ORL 
M. ISLAND 
DAY 
Typ PR 
SE RES 1 
SE RES 2 
SE RES 3 
SE RES 4 
SE RES 5 
SE RES 6 

._ 

- 11 - 13 
- 8  
- 6  
- 7  

(Calas) 
(Ind) 
(Pokora) 
(Marin) 
(Juga) 
(Carabel lo) 
(Young) 
(Crawford) 
(Jett) 
(Bordelon) - 7 (Jett) - 15 (Rogers) - 7 (Bergdoll) - 7 (Karssen) - 10 (McCarthy) - 8 (Jarriel) - 8 (Davis) - 8 (Graham) - 11 (McNamara) - 11 (Woodbury) - - 11 (Kolb) 

197 

COLLECTIONS 

MIA 1 - 13 (Dardick) 
MIA 2 - 13 (Castaneda) 
MIA 3 - 13 (Guariglia) 
BROW - 19 (Sisolak) 
JAX 1 - 12 (Clemons) 

WPB - 11 (Roberts) 

JAX 2 - 12 (Adas) 
ORL - 13 (Short) 

106 
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. .  - .. . .  
-. : 

DATE : 

. 
. .  

TO: . 

FRO%: 

SUBJECT: California .PUC Penalty . 

Clinton Perkins, J r i ,  Dfrqctor-Pricing . 

. S t y e  Gold, Operations nanagsr-Pricing . .. 

'Po1lowing.i. our understanding of the situation which lead to 
Pacific Tehpkonw baing ordered to pay a $SOH penalty by the 

. California PUC. ' 

. Essentially what put ti. Pacific company in trouble was "over 
-'zealous" .R~C/BSC sales repreaenthtivsr using methods goreed to 
* -  attainmant of saler incentives and .objectives- 
Representatives were,packaging. service itenr such a8* the ,highest 
priced exchange service line, c,uston Calling, Touch-TOAm, QCP's, 
etc. 
without explaining items included in the quote, nor alternativo \. 

. 
Saloa . 

. 
Single prices vera bring quotod for custorne.r acceptance, 

. - .  . .  sarvices. ,. . *  

.. * -  Hearings-have' been-set in California for 5-24-06 to apptal'tho - penalty. However,, the only thing Pacific plans to offor the 
. Commission is'employee.retraining, Chang8S to their s a l e r '  
. incentive programs and broad customer notification. 

(. 

. .  

. -  

I 
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c. PRIVATE . 
Both SB and SCB RSC/SSC l i n e s  sa los  o rgan iza t ions  U Q ~  a s a l e s  p l an  
reforred t o  a s  Sa lo r  Pro o r  ". In fo rned  c o n t a c t s  
havo i n d i c a t e d  t h i s  p l an  i n  
whi'le s a l e  U U C C ~ D S  w i th  t h i s  plan nay appear good. TelSan Resu l t8  
(ne rv ico  meazuremrnt through curtomrr foodback) ' i nd ica t e  cuntomvr 

t h e r e  i s  no m r r o n t  a c t i o n  b r ing  taken regard ing  t h i n  8 i tua t i . on .  

i n  C a l i f o r n i a ' a n d  

. d iqp leasu ro  wi th  our  explanat ion of s e rv i ce  purchased. Apparen t ly  
, 

..... 
C.~ 

The C a l i f o r n i a  a i t u a t i o n ,  p l u s  pas t  and c u r r e n t  exper ience  i n  our  
reg ion ,  i n d i c a t e s  a c t i o n  nay need t o  be i n i t i a t e d  by SB/SCB 
Horhcting. 

In thm pist, t h e r e  have been se r ious  problemz wi th  " F u l l '  
Discloauro",  e s p e c i a l l y  i n  Tennesseo. ( ? u l l  d i o c l o m r o  is t h e  
t o r n  unod for enaurinq t h a t  a l l  c uato iern  aro a t  l o a l t  advised 02 
tho " l e a s t  c o s t *  b a a i c  exchange oarvico a v a i l a b l e  t o  thom.j 

Cur ren t ly ,  t r ack ing  resu l t8  f o r  P res t ig r  s e rv i coo  i n  b o t h  BOCa 

by inadequate  dxa lana t ion  o i  c ~ E ~ T E @ L  ox amrvico. 
a n a l y s i s  of rho r easons  Tor t h i s  churn has  n o t  been nade. 
P r e s t i g e  cond i t ion  could be compounded if SCa Harkot ing succaeds; 
in t h 8 i r  p l a n s  t o  conduct a'sa les  campaign wi th  waivor OZ P r o s t i g e  
nonrocur r ing  charges.  
t h i s  is n o t  on ly  qucs t ionablo ,  bu t  a l s o  unt imely ,  because P r a s t i g e  
I, i o  appa ren t ly  a t i l l  being so ld  by SCB t o  s i n g l o  l i n e  buoinosa 

. cuetomorn and rosidanco nay be doing t h e  same. 
P r e s t i g e  aystems ware s o l d  i n  res idence l a s t  month a lone  and it is . doub t fu l  t h i s  much m u l t i l i n e  res idence market e x i s t s  f o r  P r e s t i g e  

..I o r  XI). .The Prestiqe S i n g l e  Line S e r v i u  ' w i l l  n o t  be t a r i f f o d  ' 

i n d i c a t e  h igh  churn I_Rhortoned se rv ice  life). which 

T h i s  

The economic valu8 of a canpaign nuch as  

(About 200  
. 

'. U n t i l ' J u n e ;  1986 a t  tGe e a r h o s t . )  ' 

. If a , r e v i e w  of s a l e 5  procedures i n  t he  BSS r eg ion  is n o t  
undar takcn  soon, a Commisaion i n  t h e  reg ion  nay follow t h e  
C a l i f o r n i a  exampls. . 

. . 
- .i . 
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TO : 

. FROH: 

SUBJECT: 

OPERATIONS STAPP WAGERS - AREAS 
MIKE CRRSON 
'OPERATIONS STAFF MANAGER 

CALIFORNIA PUC PENALTY. 
. .  

PLEASE ~ E V I E W  THE ATTACHED MATERIAL 'WEICH CONCERNS THE 
$50 MILLION PENXLTY CUR3ENTLY UNDER CONSIDERATION BY THE 
CALIFORNIA PUC AGAINST PACIFIC TELEPRONE. 

. .  
YOUNEED 'io BE AWARE QP THIS SITUATION AND, AS WE KAVE '. 
DISCUSSED BEFORE, BE CERTAIN THAT WE ARE PROPERLY SELLING TO 

.. . . -OUR CUSTORERS. CALL ME IF YOU HAVE ANY QUESTIONS. 
t .  . .. . . .  . .  . . .. 

* i  . .  

. .  
. -  .. 

.. . .  
. .  

. .  

.. . 
x 
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i .ike t h e  C U r t o x  ca l l ing  features they had ordered,  the). could  c a l l  and c a n c e l  
;entative, i n  Southern Cal i fornia  Y I r C  ~ * A ~ ~ ' ' d  b------- -.e-- - -  -..-, -- .. . 

s e r v i c e  and  h 1 1  charge, re lacod  EO chi  C U 3 t O l 3  C n l l i n p  se rv lcmr  Would be 
.djost.d.' even though t h e r e  

She a l s o  found t h a t  652 of t h e  s e r v i c e  r e p r e a e n t a t i v t r  t h a t  s h e  and o c h e r  PSD 
ommbers c o n t i c t a d  w e r e  bundling cuatoa c a l l i n g  teacurer onto b a s i c  , 

rervicea and r.COimindinff t h e  .packU*. 

'Basic f l a t  rate service in C a l i f o r n i a  is 58.25," s a i d  p c b l i c  s t a f f e r  David 
Shantr.  
the basic package t h a t  t hey  recornendad.' 

Pac 8.11 Say# Clun!rea Hade . In response ea t h e  PUC r teff  ch=rg.a about 
free t r i a l s .  loadinq  enhanced feaCur8r onto basic plana and adding  unwanr..d 
f e a t u r e s .  a Pac B e l l  spokesman ra ld .  'Prior t o  tho i r auanca  of t h e  (PIX s t a f f )  
r e p o r t  w e  had become aware i n t e r n a l l y  of  p r o b l e m  aasoc1at.d M t h  o u r  t aa rke r ins  
p r o p r a s . ; ;  We found out  t h e r e  was confualon aaong s e r v i c e  r e p r o s e n r a t i v o s  and 
chat  we had no t  dine as good j o b  as We o i g h t  haw. 

.%e spokeanan s a i d  Pac B e l l  haa made changra in che v r y  r e p r o r e n r a t i v e s  d i s -  
cusn s e r v i c e ,  w i t h  cuatonera. especially concerning "frra tr iah'  And b a s i c  And 
8nhancrd s e r v i c e s .  He also sa id  t h e  te leo i s  i n s t i t u t i n g  an o r d e r  c o n f i r a s -  . 

t ion  proca r s  i n  which t h 8  sales parton aends t h e  cuato0.r 0 p o s t c a r d  d e t a i l i n x  
t h e  'orde rad ' I  ervlces. 

The PUC staff r e p o r t  c l a ' i o s .  h w e m ? ,  t h a t  a' e u a t u m t  VsS oZfar8d rad a e c 8 p t ~ l  
a 3O-d.y ' f r ee  trial per iod"  n o r e  than  on. w o h  a f t e r  PaC hll officially 
p r o h i b i t a d  t h i s  p r a c t i c e .  

As for u n i v e r s a l  l i f e l i n e  te lephone service; which in California provider u 50': 
oubs idy  f o r  persona oa rn ing  l e s a  than  511.500. K i l l e r  p ro ren tod  he ruo l f  co an. 
unenployed wonan who vas l l v i n y  o f f  h e r  oavingr . had no iocom and vas 
recelvlng no a s s i s t a n c e .  
s e n r n t i v e r  d i d  n o t  mention t h a t  l i f e l i n e  inc lude8  wrivmr of t h e  drpoai t  and 50: 
of f  tho' r e r v i c e  connec t ion  charger f o r  ch8 b a r i c  h C a 1  aCCa3s l i n e .  
s a i d  s h e  a'lso found lording of e*fras on to  l i f e l i n e  sarvica. 

PJC Bel1 (hesc ions  U f a l i n s  wli Pic Bell doer t a k a  i s s u e .  though. 
u l r h  t h e  v a l i d i t y  of the  PUC staff? r a w l i n g  conce rn ing  1 i f e l i n B  8 e ~ l c a .  

tnka 130.000 calla a day. 1 don' t  knov how runy C A l l B  t h o  s . t r f f  v i t n e r a  
( ? l f l h r )  r u d e ,  but sure. t h e m  is t h e  . p o r 8 l b l l i t Y  You o i g h t  f i n d  a brand nev 
servlca r o p r e s r n t a c i w . '  .. , 

, Ih*..PVC .had r a i s e d  the '  l i f e l i n o  a l i g l p i l l t y  repui r .Mnt  from' Srl.000 t o  Sll.500 
a f t e r  f i n d i n g  f eu .o t  tho,. a l i p i b l o  e i p d  up f o r  t h e  8 8 N i C 1 .  'Tha c b d o a i o n  
h h 0  rocencly c u c t h .  tax t h a t  suppor ts  l i f o l i n r  - t h e  intUZ8lChSnfW c8rrior 
8ros8 ravenuus t a x  -- froa 4% t o  1.52 k c r u e  not enough P P O p l O  M r e  o i @ n g  UT . f o r  t h 8  aervice (STR.. A p r i l  24). 

2%. PaC B u l l  a p o k e s u n  a t t r i b u t e d  t h e  low acceptnnca t a t 8  f o r  l i f e l i n e  t o  the  
IOU r c g u l a r  f l n t  race of  58.2) for u n l i d t s d  local c a l l l u x .  

no ruch provia ion  i n  Bmll'a c a r i f € s .  

"But w c  were g e t t i n g  527 CO 530 quotes from PaC Ball*--  t h a t  t h i a  v a s  

' 

- 
I 

. 

Thr r e p o r t  stater C h a t  53: Of th*  S e m C a  roprb- 

a l l o r  

U f o l i n e  rub -  

. 
i . '  . -  

r c r i b e r s  are l i n l c e d  t o  60 c a l l s  a nonth.  but 
plana a campaign w i n g  b i l l  i n r o r c r  t o  n o t i f y  
thenae lve r  f o r  l i f e l i n e .  
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Data: May 22, 1966 

- To: Oprtritions bknagers - Residence 
Operations k n + p r s  - BSC 
Y. A. Dodgsn. Opratlons Unrgrr - k r k s t i n g  Support FKm: 

Subject: Salts Inforavtlon 

Attachsd f o r  your use and gu idanes  I s  on art icle fm thr r*r 8 s  1586 . 
. 4ssuo of the S u t a  Telephone R t g u l r t i o n  Report d t t a l l i n g  1 sales-?alated 

p r o b l u  which recently surlacrd i n  Califomla. Y h l l s  I aa confidant 
that our people are not  u t i l l z i n g  the  daceptlvr tales t a c t l c s  alludrd t o  
ha?%, I wrntad you and your mrugraant staff to Bp a w n  O f  th . . 
dl f f lcu l ty  PAC' Bell I s  expricnclng. 

. 

. .  
. 

. 

. <- . 
{.. . 

As you 'know. sfncr the'orjginal implementation o f ' t h r  k 1 t S  PrO t ra ln lng  
In South Contra1 Bell, wa havr  tude eviry e f f o r t  t o  e n t u n  tha t  O u r  p o p l o  
fu l ly  erplaln a l l  products/senices to o u r  customers p r i o r  to Including thm 
on an order. If HI contlnua t o  manrgt the sales job vary C l O u l Y  through 
remota obsorvatlons and CSE sit-Ins. vo can continua b.rrOlS0 our mqulrad 
revawes whlla Bulntaining intogrlty In our sales e f for t s .  

If you have any questions regirdlng t h l t  Infomtlon: pleas8 Contact 
. Janls Yarbrough on 205-321-4013.. 

. . , AtGchPunt. 
.- . bc.c:.. h..M. Johnson; Jr. 

H. P. Greene,-Jr. 
..- 

e .  

? 

. .  

. 



Uelcoming by Dennis Allen.  

Introduction of  Ms. Bruce Bursi , Manager RTOC, Mmphis, Tennessee. MS. 
Bursi had not  a t tended our  l a s t  meeting. 

Ms. Diane Woodbury, Assistant Staff  Manager, BellSouth Serv ices ,  w i l l  no 
longer be p a r t  of t h e  c o r n i t t e e .  She has been promoted. HG replacement f o r  
her  has been made a t  this time. 

Through m u t u a l  agreement Ms. Cathy Snyder, Manager KTOC, Miami, Flor ida 
and Ms. Jo-Ann St reeper .  CWA Local 3406 w i l l  be recording s e c r e t a r i e s  f o r  
t h e  c o n i t t e e .  

Jim Adler spoke next  g i v i n g  background of the formation of the c o r n i t t e e  
and the D i s t r i c t  3 meeting i n  Orlando, Florida l a s t  March. 

I .  Frm the o r i g i n a l  meeting.of 16 serv ice  reps on t h e  s u b - c m i t t e e ,  
8 were chosen t o  form t h i s  cornnittee. We f e e l  those 8 who were se l ec t ed  
t o  represent  everyone were exce l l en t  choices. 

Some th ings  t h a t  have cane out o f  our p r i o r  meetings i s  t h a t  there  i s  no 
uniformity of s tandards from one Kanager's group t o  another .  

Problems of. communication on both s i d e s  f o r  a n k b e r  of y e a r s .  E'ven 
w i t h  t h e  p re s su re  of d i v e s t i t u r e  removed, t h e r e  would be problems i n  
t h i s  j o b  due t o  a l l  the technological changes the l a s t  few years .  

S t ress  i s  a c a t c h z l l  phrase. Under t h a t  umbrella f a l l s  8 mzjor problems 
t h a t  d i r e c t l y  a f f e c t  the ind iv idua l .  

Problems i n  s a l e s  and ob jec t ives .  h'e will be spending thet ibet ter  i 1 . i  if , 

Col lec t ions  

-- 

I 1  

I 1 1  

IQ 

I.:: r .  ,::I ;; i : 
' 0 8  !i: 

!:I;. _ i  . 

: : , I :  s i  ' .( 

A) 

8)  

p a r t  of t h e  day on th i s  today. 

i. ;: :.. : 

C )  Evaluat ions and Appraisals.  !;$q$,, 
Cheating/Greed - Kajor concerns. T h i s  i s  an extremely dd8 j  .*.. %: , 4 issue 
f o r  bo th  'sides. . 
Monitor ing-different  i n t e r p r e t a t i o n  of how t h i s  i s  t o  b 
A l a r g e  d i f fe rence  of i n t e r p r e t a t i o n . e x i s t s  between Sou 
Bell a n d  BellSouth. 

Management S ty les - Incons is tanc ies  thereof .  No u n i  f o n i '  
Manager's groups. 

Computers and down-time. No safeguards t o ,  the techno1 
t h a t  people hzve no cont ro l  over .  

- 8 . .  

.D )  

E )  

F )  

G )  
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H)  Stress-Attendance problems/Vacation schedule,  
excused time. Inadequate number o f  weeks f o r  
from. 

c 

L. 

I )  Training-Inadequate a n d  incomplete t r a i n i n g  f o r  today 's  work 
environment. No time to  t r a i n ,  no place t o  s t o r e ,  no time t o  
review. 

Physical Plant-VDT, desk and c h a i r s ,  clocks not bein! in synch. J )  

K ) ,  BOFAD and BOCAMP 

These a r e  the major problems t h a t  when added t o g e t h e r ,  add t o  s t r e s s  
and c r e a t e  problems on the j o b .  S t r e s s  a f f e c t s  an employee's a t t i t u d e  
t o  o the r  c r a f t .  management and  t h e i r  a b i l i t y  t o  p e r f o n  t h e i r  jobs.  

As a n  ob jec t ive  f o r  today, I would l i k e  t o  s e e  us tack le  t h a t  ob jec t ive  
of s a l e s .  

Dennis Allen spoke next:  ': 
I want t o  recover  some of your p d i n t s  before we move on. The Company i s  here  
because we want t o  be here.  We are  not under any ob l iga t ions  t o  recognize 
your motions made by the Union. We a l l  bel ieve i n  t h e  corporate  values s e t  
f o r t h  by John Clendenin. I t  i s  because we recognize t h e r e  a r e  problems i n  
this job; mu l t ip l e  problems and we want t o  g e t  .workable so lu t ions  'to t hese  
problems. I have the o u t l i n e  you have given me and hope :IOU have s h e  solu-  
t i o n s  50 t h e s e  problems. 

Jim Adler: 
Today, we j u s t  want t o  present  some of the problems. To make you aware of 
what these problems a r e .  Then give us a chance t o  l i s t e n  t o  your po in t s .o f  
view. \.le want t o  work out  any so lu t ions  together .  

I have asked t h e  company people not t o  chal lenge what you a r e  sayinq,' b u t  
r a t h e r  t o  accept  your word f o r  what i s  going on. They w i l l  ask frW time t o  
time f o r  po in t s  of c l a r i f i c a t i o n .  

4:30 PM. 

Dennis Allen: 

He break a t  lOAM, will  re-break a t  12 f o r  lunch, and 

Read r e p o r t  on un fa i r  d i s t r i b u t i o n  of s a l e s  c r e d i t  betwee 
Jo Stre,. aoer:  

p l an t  d e p a r t w n t .  

Not t h e  in ten t  of  the point  system t o  c r e a t e  these kind of probl ..,,, 

were designed t c i  motivate and c r e a t e  enthusiam anong people. 

Dick Unkenholz: 

6 . .  ' : f  . 
:... ,#::.'!.. 

'.(. :.,i.: .. 
j ' 1 ;  2,L.i 

Shelba: 
You c a n ' t  read t ~ ~ ~ ~ ' r e p o ~ t  #:I f i .  A l l  i t  has done was cause o f  l o t  o f  chea t ing .  

y- anyway. I t ' s  not  always accura te .  ". ;::a ' 
: id. . .* \  I .. I. . . , .  ;I , 

Bobbie Sims: I,::;.: : .j 
Supposed 
give everyone equal oppor tuni ty  t o  take c a l l s  f o r  t h e  whole stES$i&$!$his 
should be more ob jec t ive  and u n i f o n  next  y e a r .  

t o  be more accura te  i n  Southern Bell  next year,. Largd @WF w i l l  
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Kay: 

I n  North Caro l ina ,  the e n t i r e  group has to be objec t ive  before  anyone''' 
can get po in ts .  

Bobbie Sims: 
I n  South Caro l ina ,  will go the the co l lec tors  t i t l e ,  so .RASC will  g e t  no 
points .  

. Shelba:, 
I O f f i c i a l  s a l i s  repor t  i s  hard t o  read and inaccurate .  I a l s o  want t o  

t a l k  about b r i d g i n g .  We have had people w i t h  e n t r i e s  i n  t h e i r  records 
for  not  b r i d g i n g .  

Inadequate t r a i n i n g  t o  do the job.  Help i s  not there  when you need i t .  

Sales prograins a r e  taken f a r  a f i e l d .  "Putting on t h e  Ritz"  c o s t  550,000 
for  a n  ou t s ide  cont rac tor  t o  generate s a l e s .  Had a mime go around t o  t h e  
o f f i c e s  . 
Collect ion group i n  Florida doesn ' t  s e l l  but f e e l s  cheated when they 
see the RTOC people get  closed time for  s a l e s ,  p r i z e s  and shows. 

.. 
. I  

11 

111 

. I V  

Janice Haney: 
So what you a r e  saying then, we should give motivational p r i z e s  f o r  c o l l e c t i o n  
work as well a s  s a l e s ?  

She 1 ba : 
I ' m  saying, nothing i s  f a i r l y  done. 

Bobbie Sims: 
Different  work groups feel  l e f t  out when you see pr izes .  Several  work uni ts  

, . i n  t h e  same group. I can see where this  could cause a morale problem, when 
we change t o  the c o l l e c t i o n  group next year ,  s ince  they will be s i d e  by s ide  
i n  t h e  same bui ld ing .  

Shelba: 
I I a l s o  don ' t  l i k e  names on t h e  mailout l e t t e r s  from t h e  business 

o f f i c e .  

People won't  t a l k  t o  anybody e l s e  i f  they see a name on the l e t t e r .  

Orders may be updated by somebody e l s e ,  b u t  i f  you took the  o r i g i n a l '  ":I.. .. 
order  i t ' s  your name they ge t .  

. .  . 
11 

111 
. .  

I V  Wives p lace  an order ,  husband ge ts  t h i s  l e t t e r  then c a l l s  
l i e  so they don ' t  g e t  i n  t rouble  f o r  what they ordered.  We , . i: . .... gfyl .,. .. pi, 

V 

Catch 22,  i f  a name goes on the o r d e r ,  i t  seems more p e r s o n a l i z e d , ~ l ' ~ ~ ~ i n k  
s e r v i c e  t o  t h e  cus t ane r  should be f i r s t .  I t  may cause s m e  problEIr!$'hJt _. .'!! 1 

. . .  ;: 
f e e l  i t  i s  worth i t .  

<:..; . . I  

NO c losed  time t o  meet committments t h a t  these l e t t e r s  geqE 

Jan ice  Hanef: :.% . . t : .c ,  I\; f!- 

... 

: :. 
.:. .(i 

... . I 

.. .. 
. ! t  
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Shelba: 
I t  r e a l l y  needs t o  be looked a t  ca re fu l ly .  I t  causes more problems than 
you know. 

AFTERNOON SESSION 

Kay: 
Plan t o  br ing  up a problem in a l l  nine s t a t e s .  "Creat ive Se l l ing"  
(Cheating) causes inf la ted  percentages. Have over-achievers i n  any 
o f f i ce  and I'm not  saying t h a t  every person who has h igh  s a l e s  chea ts :  
but enough do t h a t  I feel  should se t  object ives  taking t h i s  I n t o  consid-  
e ra t ion .  Used example of pres t ige  being fraudulent ly  s o l d .  

Jo Streeper:  
The assumptive s a l e s  technique used f o r  the l a s t  few y e a r s  have caused 
highly i n f l a t e d  sa l e s  percentages. This year  we have the "customer c e n t e r  
s a l e s "  and t h e  sales  quotas a r e  s t i l l  t he  same. 

We need t o  s e t  next years  ob jec t ives  lower. 
Shelba: 

Dick Unkenholz: 

Shelba: . 
I t ' s  too l a t e .  The quotas f o r  88 have already been se t .  

Was t h a t  taken i n t o  consideration when they were s e t ?  What will the 
percentages be? 

I don ' t  have t h e  f igures  here but they will  be ra i sed .  

I thought t h a t  i s  what t h i s  cornnittee was f o r ,  'so we could work these  
th ings  out  together .  

Dick Unkenholz: 

Shelba: 

Dick Unkenholz: 
The Company moves along a s  i t  needs t a .  People a re  meeting on t h i n g s  
l i k e  this r i g h t  now, even a s  we speak. I f  ob jec t ives  should ever  be 
lowered i t  won't be in  the imnediate f u t u r e .  Besides people don ' t  seem 
t o  be having any problem meeting t h e i r  quotas.  That i s  why they were 
ra i sed .  

\le a r e  having problems. That i s  what' t h i s  i s  a l l  about. That ' s  why Y O U  
have a l l  t h i s  chea t ing  going on. People a r e  t ry ing  t o  keep t h e i r  jobs  
anyway they  can. 

Shelba : 

c'? 
Pick: 

I don ' t  b e l i e v e  t h a t .  People may chez t  f o r  greed, b u t  I t h i n k  
were concerned about t h e i r  jobs they would f i n d  some o the r  
Maybe sane other  t r a i n i n g  o r  something l i k e  that. ,  6u t  you 
who a r e  t h a t  i n t e re s t ed .  .. . .  . .  . .  . 

!.:.. j 
.... : 
1. . . 

.. ., ,. 



c.. 
Jo Streeoer:  

That's not t rue.  Told about 52 service reps in Lafayet te  taking a s i x  
week course by Oale Carnegie on the i r  own t i m e .  Excel lent  r e s u l t s  a i d  
morale during those s i x  weeks. 

What happened? 

We were to ld  t o  go back to  the assum?tion technique. The holding t i i w  had 
gone up t o  7 . 5 .  The Carnegie technique while being very s imi lav  t o c u s t o m e r  
center  s a l e s  took too much time. Even though i t  was b e t t e r  customer se rv ice  

The customer's a r e  the ones who suffer  from a l l  t h i s .  Read 12 months of 
Telsan reports  i n  which customers comolained of "sa les"  they hadn ' t  
ordered on t h e i r  l i n e .  Of being pushed by s e r v i c e  reps t o  buy a f t e r  they 
repeatedly said no. 

Look, we know t h i s  cheatin? causes us problems b u t  what do you want us 
t o  do? If  we catch someone on a service management observa t ion ,  you people 
have t o  defend them. 

Dick: 

Jo Streeper:  

Paula: 

Sharon Hakola: 

Shelba: . 
Only the people who are  low i n  sa les  are ta lked t o  o r  d i sc ip l ined .  The 
people who are high sellers-management covers u p ,  f o r  them. Then uses t h e i r  
s a l e s  as examples f o r  the r e s t  of us. We know who cheats  and who doesn ' t  
y e t  they a re  always used.as good examples. 

Top people have been f i r e d  f o r  cheating. B u t  oniy a f t e r  s e t t i n 9  by w i t h  i t  
f o r  years .  They make the manaoers look good. 

Manageeent knows and looks the other way. Proof being when s t a f f  canes i n  
everybody knows i t .  

I 

Thelma: 

Francis :  

Kay : 
I n  North Carol ina,  there  i s  a ccmpany c a l l e d  "Making an Order" t h a t  
connects a l l  the  u t i l i t i e s  for 'people .  Used an example o f  t h e  lady  who 
took a l l  J:he orders from t h i s  carpany and f l o a t e d  her s a l e s  code.by 
individuk': .i tems. 

Some people w i l l  take CCS off an order  they update,  then i s s u e  a sub- 
sequent C o rder  going back i n  w i t h  I B I  WAC and RHKS: Requested on 
or ig ina l  order .  

I 1  

J i m y  Smith: 
A l l  people here a r e  saying i s  t h a t  we want t o  change t h e  ob jec t ive  i o  
make i t  f a i r  a n d  reasonable t o  meet so t h a t  t h i s  won't keeo goinn on. , - 

. .  . .. . .  



C. 

Feel I f  you are  low and make a n  honest mis take ,  i t  i s  viewed.a? 'an.  
attempt to  cheat .  I f  you are  h i g h ;  i t  i s  viewed a? a n  "honest mistake".  

I Example given o f  chanoing due dates on canvass a r e a s  t o  aa in  e x t r a  
points and enable the'manager to meet his  ob jec- t ive .  200 e x t r a  due 
dates  were given t o  t h i s  manager. 

. .  Anne: 

I1  

1 1 1 ,  The RTOC manager has been very cooperat ive and i s  working w i t h  us. 

Causes low morale in  the o f f i ces  a n d  puts RASC a a a i n s t  RTOC i n s t e a d  
of workin? together as a team. 

He has l e t  us hold meetings a n d  even agreed t o  remove a l l  s a l e s  ob- 
j e c t i v e s  on a t r i a l  bas i s .  

The RASC manager i s  exac t ly  opposi te .  We a r e  g e t t i n g  no coopera t ion  
and. he has  even ra i sed  the  sa l e s  o b j e c t i v e .  

IV 

Bobbie Sims: 
Problems ?.re caused by fo recas t ing  s e t t i n g  the s a l e s  goa l s .  I f  t h e s e  a r e  
accurate  ok b u t  i f  they miss i t  can r e a l l y  cause seve re  problems. 

The "Bell Curve" caused problems. Harrass people 11 months out  of the 
year  then they implement the Bell Curve a t  appra i sa l  time and  t h a t  same 
person i s  suddenly s a t i s f a c t o r y .  11 months i s  a l o t  of harrassment.  

Francis :  

Cathy Snyder: 

Thelma: 

Should have the leeway t o  t rend every t h r e e  months. 

I need t o  add, s a l e s  r e s u l t s  a r e  u n r e a l i s t i c - u s u a l l y  i n  RASC, we c a n ' t  
canvass an  o f f i c e  un t i l  i t  matures fo r  60 days.  Some people were allowed 
t o  canvass d u r i n g  t h e  waiver in  non meture o f f i c e s  and  o t h e r s  were n o t .  
Monitoring i s  used 2s a d i s c i p l i n e  tool on lod s a l e s .  . 

Paula: 
I RTOC has the lowest s a l e s  o b j e c t i v e  i n  the  System in Tennessee. 

They have no problem meeting t h e i r  o b j e c t i v e .  RASC i s  no t  t h a t  way. 
They have a number of items t o  meet and  have problems. We have been 
to ld  t h i s  wi l l  chance a f t e r  the f i r s t  o f  the  yea r  where both w i l l  
s e l l  on a d o l l a r  bas i s .  

Even t h e  managers a d n i t  s a l e s  have c rea ted  a monster.  Everybody 
knows WE have to  se l l  and  everybody t r i e s .  Host of the management 
people co t r y  t o  work with us. 

11 

.. . .  . 3 .  i. Shelba: ,,.,j.Q#j!i :r. .+. . . J .2 -  .i._ . Let us not forge t  our business  reps .  When you GO back t o  youj+~$#&tive :i 
.n IC!! ..: . . ....j... . . _  o f f i c e s  and  think 2bout a l l  r e p s ,  no t  j u s t  r e s idence .  < i  ,c..i,.,ic -- 

; . :  
i,,.!:: . . 

! . ; I .  

, 

. . .  1.. . . . . .  



--7 
bel ieves  i n  customer f i r s t .  So does Dennis Al len .  Th: 

i n t e g r i t y  issue needs to  be addressed before t h i s  c m i t t e e  l e t s  r d t .  

Sales objec t ives  and pr izes  a re  not wha t  i s  caus ing  t h e  problem. I can 
remember years  back before a l l  these pr izes  came o u t  t h a t  peocle  used 
t o  accuse each o t h e r  cf  cheating. Everybody w a n t s  t o  be nurber  one. 

Bobbie Slms: (. 

Jim Adler: 
Need t o  remove t h e  f ea r  f ac to r  f r m  t h i s  t i t l e .  People who t h i n k  thev  . 
wil l  loose t h e i r  jobs will do w h a t  ever they f e e l  they have t?. 

Shelba: ' 
Certain amount o f  people may be l i k e  t h a t  but o t h e r s  j u s t  s t e a l .  Like I 
sa id  before we know who they are, and when page a f t e r  page of orders  a r e  
given t o  a superv isor  and nothing i s  done about i t ,  I t  hurts morale: 

Very cont ra ry  t o  what t h i s  Union s tands f o r ,  we d o n ' t  l i k e  having t o  
br ing this u p ,  but  i t  has caused such i n f l a t e d  percentages t h a t  we have 
t o  deal with i t .  

Cited cases  where people have known and hushed up cases  because i t  makes' 
management look good, 

Agree w i t h  Jim. Need t o  show t h a t  chea t ing  will no t  be condoned and s a l e s  
quotas need t o  be reasonable.  88 i s  coming up. 

C a l v i n  Patr ick:  

Shelba: 

Francis : 

Sharon Hakola: 
We only ge t  f r a u d  orders  from o the r  o f f i c e s ,  never  from our  own o f f i c e ,  
S O  you th ink  i t  doesn ' t  happen i n  your own o f f i c e .  

Oh,  yes i t  does. Don't t h i n k  f o r  a minute, i t  d o e s n ' t .  I jus: meant t o  
t a l k  with you about i t  l a t e r .  

Contributed an a r t i c l e  from Los Angeles Times on Fraud i n  t h e  Corporate 
Work Place.  

Jo-Ann Smith: 

Shelba: 

Break a t  2345-2355.  

She1 ba: 
Recognition of  i n d i v i d u a l  rep on t h e  " I  can help" program. 

J i m  Adler: 
Le t ' s  break a t  3:30 t o  see where we a re  and where t o  go f r m  here.  



December 10 ,  1987 c.. 
To: Jim Adler 

From: J o  S t reeper  

Subject:  Serv ice  Reps Cornnittee 

Dear J i n ,  
. .  

, 
. Due t o  t h e  extraordinary a b i l i t y  of my secre ta ry  t o  t r ansc r ibe  speed :. 

w r l t l n g ,  you w i l l  f ind  the enclosed minutes of our l a s t  meeting a r e  qu l f e  ' 

d e t a i  1 ed. ' . .  . 
You had requested these notes be kept as  ccmplete and  conf iden t i a l  

. .  
. i  

as poss ib l e  due t o  the sens i t i ve  subject  mat te r ,  t h e r e f o r e ,  I am sending 
:.' * them t o  you t o  e d i t  or d i s t r i b u t e  a s  you deem necessary.  ;.. f 

enclosure 

I t h i n k  i n  t h e  fu tu re  a simple ou t l ine  form of s u b j e c t  ma t t e r  shoujo! .. i 

I look forward t o  our next meeting i n  Memphis and  hope i t  w i l l  be!.$s':.$. :>* , &.; . 

prove s u f f i c i e n t  f o r  our  needs, unless something unusual should occur . :  
, i j .:.. $ '  . ,. . 

product ive a s  our  l a s t .  ;!I.:.: i.. 
i/ '. 

F r a t e r n a l l y  your s ,  
I 
ri ..' w 

iio S t r e e p e r  '. 

! 
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Jim Adler: 
Most of our complaints have been in t h e  res idence 2roups. While \be bvs iness  
people do have ctrnplaints  they are  not nearly as  ,evere  as w h a t  Y O U  peoDle 
face every day. 

Dick: 
Their quotas f o r  88 w i l l  b e  raised a l s o .  

Thelma : 

Dick: 

Incorrect  s a l e s  report-gave examples. ,.. 
Per lod ica l ly  we p u l l  300 service orders  and do a canpu te r  run.  They hand 
add t b  check t h e  o rde r s .  Compare the two orde r s .  We have found no s i g n i f i c a n t  
d i f f e rences .  They a r e  checked. 

I have heard seve ra l  reques ts  t o  lower the o b j e c t i v e .  Want a union p o s i t i o n .  
I f  you lower the  revenue you may reduce j o b s .  That i s  always a p o s s i b l i t y .  

I t h i n k  you can s e e  the  nunbers we a re  t a l k i n 9  about  a r e  i n f l a t e d  and not  
r e a l i s t i c .  This  needs t o  be looked a t  in  more depth .  

j - - 7  Dennis Allen: 

Jim Adler: 

Bobbie Sins:  
Neoative a r t i c l e  from a Union ?aper conparinn supe rv i so r s .  t o  w i t ches .  Very 
derogatory and  makes us look bad.  I f  we a r e  t o  work tooe the r  we a l l  need t o  
be t r e a t e d  w i t h  r e s p e c t .  

i n  tlmphis, Tennessee on January 2 7 ,  28 ,  29. We will meet i n  
the ccmpany o f f i c e s  and meet with the  s e r v i c e  r eps  t h e r e .  
8e a walking ambassador f o r  t h i s  comnittee.  Keep a p o s i t i v e  a s p e c t  a t  
a l l  t i n e s .  



FROM THE SERVICE REPS 
t01.'MIl-TEi 

. I  

._ . _ _  - - . .  . . .  
DAY ONE 

The Service Reps Committee convened i n  A t l a n t a ,  
December 1 .  J i m  Adler led o f f  t h e  meet ino w i t h  
fur our  f i r s t  workinr) meeting w i t h  t h e  Company. 

AGEllDA FOR O E C E V 8 E R  9 

1) 

2 )  9 : 0 0  Meetin? s ta r t s  

3 )  

8:30 Meet w i t h  t h e  Company. 

Diane Uoodbury i n  c h a w  of  t r a i n i n a  h a s  
and not  on the  committee. NO reo lacement  
announced as y e t .  

been promoted .. 
hzs . I  be$n ! 

:. . I .. ? I  .. . .  
. I .  

4 )  F i r s t  i tem will be t o  r e i n t r o d u c e  ou r se lves .  ; 

5) 

€1 

Statement  o f  Gurpose. The Company has  come u p  with an abbrev ia t ed  . _ .  ?om. . . 
.\.le Will work on ours  l a t e r  today. 

Next o r d e r  of business-I  wi l l  give a n  overview of whzt we have been 
working on over' the  l a s t  few meetings. \le will ze ro  i n  on one oc.tiyb. 

;+,; c. ..;, 

I:.: I.:. 
We will  t hen  turn t h e  meetinq over t o  the  c o r n i t t e e  members. !!::. ! :  

. .  

of  t h e  most important i tems. j>: c .  '!i. ,. 

7 )  ..; . . .  . 
L .*' 8) 

9 )  

10) 

11) 

12)  

Objec t ive  i s  t o  be spokesperson f o r  YOURSTATE -not your  own 
work group. 

The Company has made a c o n i t m e n t  t o  qive f u l l  Suoport  t o  this  

Each person will  be Given E t u r n  t o  soeak. Do not  give s o l u t i  
t h e  problems. then move along.  

The manapment c o o n i t t e e  wi l l  be g i v e n  equai time t o  r e b u t t  

Then vie wi l l  wcrk on the s o l u t i o n s  j o i n t l y .  

J i m y  Smith spoke next .  He advised t h a t  we were s t i l l  t r y i n g  t o  e l  
r e c l a s s i f i c a t i o n  of "Collect ion Representa t ive"  a n d  t h e  down-grade as 
wi th .  i.t. 

We a r e  t r y i n g  t o  keep this from y i n g  t o  a neu t r a l  t h i r d  p a r t y  beca 
want  t o  l i v e  w i t h  a ru l inn  a p a i n s t  us. 

PaFifSc Bel l  i n  C a l i f o r n i a  has a l r e a d y  had a r u l i n g  and i t  has 90 
Ciypany's . .  f avor .  

The Company w i l l  po l l  RASC f o r  v o l u n t e e r s ,  then if not enouch V O ~  
f a r c e  i n  i n v e r s e  o rde r  o f  s e n i o r i t y .  Where oeoo1.e a r e  f o r c e d ,  t h e i r ;  
s tab ; ized  f o r  one year  before  t h e  pay cut  begins .  

The f i r s t  o b l i g a t i c n  o f  t h e  Union will  be t o  n e g o t i a t e  t h e  h i c h e s t  4 
. .  



!'$ 
: 4 '  

wzoe scale we can for  ciur members. We feel that will be t h e  best way t., 
the oeoole. ,.!;tii.jJj:; 9 , . .  

c 

STATWEM OF PDRPOSE 

1. To promote dignity and professionalism among Service Representatives, , 

individuals and employees. . .  
: , .  : . .  . I .  . 
i.! 1. 

! .  
.. . .  2 -  TO work together as a team to obtain fair, realistic and consistent . .  

'office standards and 1mlicies throughout BellSouth. 

! 

. !'. 
. .  
. :  I .  .. .;pi[ i"j ii: This  Statement of Purpose vi11 result in maximum benefits to OU: 

customers, Service Representatives, communications Workers o f  America:..:l .e.\  t-. 
. ,$, : j 1:. 

and BellSouth. .:; .I 

. + I  iyi1: 

. I  I '  

' !  



- upodte-Conr'a ?age 2 

Florida-New monitoring equipment installed. It is 
don't have to be in the monitoring room. It 

'ecord the conversation. That equipment is in the 
a little piece fits in the ear. You can also push a C 

SouLh Carolina-Forecasting Over estimated access line gains S O  we didn't make 
the objective for the year. Also call flow is down considerably this year. 

Atlanta-630 Service Reps are housed in one building. Waiting to see how the down 
grade affects us. All but two offices are back to universal. Are going to 
cut over to big switch soon. Have been told we will have a new appraisal plan. 
Sales will be thi! priority item. Collection and service will take a back- 
seat to sales. Wa have implemented a 4 day work week. 8:OOAM t o  6:OOPM for 
3 days a week and 8:OOAM t o  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 sem to love it. 



UPDATE PER STATE 

Louis iana- j t ' l l  h a v i n g  probleins w i t h  sa les  and point c r e d i t .  Despa r l t  
t:-eatmco\t between departments causing morale problems. 

Alabama-D:scontinulng individual sales  object ives  in RTOC f o r  t h e  s t a t e .  Good 
cooperation between the RTOC Operations Manager and t h e  Union. RASC-'has 
not been as pos i t i ve .  The RASC Managers has ra i sed  t h e  o b j e c t i v e .  S t i l l  
cheating. Gave example of two supervisors work groups be ing  given c l ea rance  

. t o  issue orders  before the conversion date  t o  allow t h e  managers t o  meet 
h:; monthly objec t ive .  

Alabama RASC-Sti l l  a l o t  of cheating, Objectives a r e  being made b u t  the  cus taners  
a re  not being contacted on the sa l e s  as  they a re  put  on the records:In 

. .  

Huntsv.4 1 l e ,  Assignment is Canvassing. . .  

w0n.a bedroom s e t .  We a re  implementing the c o l l e c t o r  group i n  January. .Same 
old problems i n  s a l e s .  Threats t o  s t a r t  four  step d i s c i p l i n e  f o r  low: s b l e s .  
Quotas a re  being ra i sed ,  not lowered. "Tels tars"  a r e  being .cont rac ted  o u t  

too and r e a l l y  'racking u p  on sa l e s .  

d i sc ip l ine  but  o the r  than t h a t  nothing e l s e  has changed. Cheating jsjS'rse 
we need. ., 

Tennessee-About t h e  same. Discipl ine a l s o  on hold. Sa les  quotas  s t i l l  f l$qt&te.  
A new mach inewi l l  even be in s t a l l ed  which monitors the  access  1 
complaints a r e  s t a r t i n g  t o  show up on the repor t s  for f r a u d u l a n t  
S t i l l  have -people out on benefi ts  f o r  s t r e s s  and nerves .  Lots  of 
move t o  o t h e r  departments. 

co l l ec t ions .  Of course,  when r e s u l t s  90 down, d i s c i p l i n e  goes up 
manager i s  t r e a t i n g  me d i f f e r e n t l y  s ince  going on t h e  c m i t t e e .  
closed time away from me and don't  t a l k  t o  me now. Cheat ing i s  s t  
but chea ters  are protected by management because they  want io use 
s a l e s  generated by the  cheaters  t o  r u n ' t h e  s a l e s  quotas  up. T 

Jacksonville-Brought a tape f r m  t h e  ccmpany. I n  i t ,  i t  shows a Serv ice  Rep who 

by a n  independent company and are  typed i n t o  the system. Repai r  i s  

. .  
Xentucky-The t h i n g s  a r e  about' the  same. The ,Company hzs backed down a b i t !  on ~ 

. I /  -!;. 

.I! 

than ever i  b u t  the Ccmpany is refusing t o  l e t  us have access  t o  thC:j$$ , Qrds 

North Carolina-Brought copy of the Telsam repor t  t o  show problems i n  

-I people . .  work harder .  

A t l an ta -S t i l l  having problems w i t h  cheating. One Serv ice  Rep who chea 
going i n  w i t h  13 instead of 11 on every order  has  been promoted. 
was looked a t  l i k e  "mistakes". 

has been p u t  i n  everybody's personnel f i l e .  Serv ice  Managme 
have been increased.  Also have a new D i s t r i c t  Manager. A Lady. 
me assurance t h a t  she will s t r i v e  f o r  uniformity i n  t h e  s f a t e ,  
not been true so f a r ,  because of t h e  way vaca t ions  are  being ha 
goes fo r  back-out. time. Have make-up time and pass o u t  "Mon 
f o r  t h i s .  You car. take these cards and.use t o  covef a t a r d  
o f f .  This i s  done d i f f e r e n t l y  on 

r> ,: .. . ,  

,- . . 1. , ,  , . 
South Carolina-Cheating s t i l l  bad. Have a copy o f  the  d i s c l o s u r e  S 
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S E R V I C E  REPS MEETING 

DAY 3 

The general  consensus of  a11 who partic.ipated i n  y e s t e r d a y ' s  meeting was 
t h a t  i t  proved t o  be very product ive.  

We a l l  f e l t  t h a t  management had  been expecting a general  " b i t c h  se s s ion"  
r a t h e r  t h a n  a group of  well prepared professionals  who were a b l e ,  not  on ly  
t o  d i s c u s s ,  b u t  p r e s e n t  documentation of f ac t s  in  a l l  a r e a s .  

Most of  the day was spen t  on prepar ing  statements t o  be s e n t  t o  t h e  l o c a l s .  

A survey will be mailed t o  a l l  l o c a l s  t o  re turn  t o  s t a f f  f o r  a more f a i r  
r ep resen ta t ion  of  a l l  9 s ta tes  and the  many d i f f e r e n t  s e r v i c e  r e p  work groups. 

Jim zdvised us t h e  nex t  meeting w i l l  allow management equal time t o  r e b u t t  
and hopefu l ly  will a l low us t o  t u r n ' o u r  a t t e n t i o n  t o  some workable s o l u t i o n s  
t o  y e s t e r d a y ' s  problems. I f  time allows we will  a l s o  t r y  t o  cover  ano the r  
major problem, monl t o r i n g .  . .  



Legal Depart 

' SIDYCY J. WHITE, JR. 
Gemral Attorney 

Southern Bell Telephone 
Md Telegraph conpeny 

Suite 400 
150 South Honroe Street 
Tallaharsce, Florida 32301 
( 4 0 4 )  529-5367 

August 17, 1993 

3 r r r r - ' -  

LUG 1 8 1993 

Mr. Charles J. Beck, Esq. 
F Deputy Public Counsel 

Office of Public Counsel 
c/o The Florida Legislature 
 ROO^ a12 
111 West Madison Street 
Tallahassee, Florida 32399-1400 Office of 

public Counsel 

RE: Docket No. 900960-TL 

Dear Charlie: 

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. 

Enclosed are the original and one copy of Southern Bell 

Sincerely, 

J,du..$$ WWL. 4 
Sidney J. White, Jr. m) ... 

cc: All Parties of Record 
A.M. Lombard0 
H.R. Anthony 
R.D. Lackey 

I _  
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(I;) Southern Bell Tel. b Tel. ?a. . 2 
FPSC Docket No. 900960-TL 
Citizens' 4th Interrogatories 
July 13, 1993 
Item No. 12 
Page 1 of 1 

REQUEST: 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 regarding the 
December 8, 1987 joint meeting betveen 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. 
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? 

Does 

RESPONSE: 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. Federal Highway, Room 1113 
Fort Lauderdale, Florida " 33308 



REQUEST: 

RESPONSE: 

c) 

Southern Bell Tel. 6 Tel. Co. 
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, Xaintenance Adm. 
4960 Black Rd. 
Memphis, TN 38117 

Frances Amerson, Service Representative 
5900 Rivers Ave., Room 103 
Charleston, SC 29405 

Shelba Hartley, Service Representntive 
301 W. Bay Street, Room 13551 
Jacksonville, Florida 

Kay 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 Wallis Rd., Room 210 
Lafayette, LA 70508 

Jim Smith (Jimmie), Repair Service Attendant 
3100 Emerson St., Room 219A 
Jacksonville, FL 32207 

. _  

. ... . 
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Southern Bell Tel. & 
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, Hanager 
3535 Colonnade Pkwy., Room S4D1 
Birmingham, Alabama 

Janice Haney (Retired) 

Bobbie Sims, Hanager 
10 S. Academy St., Room 200 
Greenville, SC 

Dick Unkenholz, Hanager 
3535 Colonnade Pkwy., Room South S6D1 
Birmingham] AL 

Cathy Snyder, Hanager 
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. 
these individuals attended the referenced meeting. 

We are continuing our efforts to identify which one of 

. .  

~ 

I .  

RESPONSE PROVIDED BY: Laura Summers 
6451 N. Federal Highway, Room 1113 
Fort Lauderdale. Florida 33308 

@ 
.- 
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Southern Bell Tel. h Tel. T T  %: 
FPSC Docket No. 900960-TL 
Citizens‘ 4th Interrogatories 
July 13, 1993 
Item No. 14 
Page 1 of 1 

REQUEST: Does the Company agree that it has no vritten 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 vhich vere made at the meeting. 

RESPONSE: The Company has a Company vritten record of the meeting in question. 
No allegations of fraudulent sales practices vere referred to in that 
document. 

. .  , .  

. . .  

. , .  , .  

RESPONSE PROVIDED BY: Laura Summers 
6451 N. Federal Highway, Room 1113 
Fort Lauderda 

-- 



REQUEST: 

RESPONSE: 

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 vhat specific 
actions, if any, were taken by the Florida management team to deal 
with allegations of cheating in Florida? 

See response to Item No. 14. 

i .  

,. .. 

. . d , . ~  

. .  .: . .  

RESPONSE PROVIDED BY: 

0 
Laura Summers ' 
6451 N. Federal Highvay. Room 1113 
Fort Lauderdale, Florida 33308 
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Southern Bell Tel. & Tel. Co. 
FPSC Docket No. 900960-TL 
Citizens' 4th Interrogatories 
July 13, 1993 
Item No. 16 
Page 1 of 1 

REQUEST: Please describe the Company's interpretation of existing Executive 
Instructions regarding hov management should deal vith allegations of 
fraud or cheating in the work place. 

RESPONSE: While 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 Hanual); 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 Summers 
6451 N. Federal Highvay, Room 1113 . . .  . 

i ,  

. , :  Fort Lauderdale, Florida 33308 
. ,  
i . ... 

. .  , ~ .  . . .  . .  . . . .~ 
. ~ ,  
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Southern Bell Tel. & Tel. qp Co. 
FPSC Docket No. 900960-TL 
Citizens' 4th Interrogatories 
July 13, 1993 
Item No. 17 
Page 1 of 1 

REQUEST: Please describe the Company's interpretation of the Executive 
Instructions vhich were effective during December 1987 regarding how 
management should deal vith allegations of fraud or cheating in the 
vork place. 

RESPONSE: While the Executive Instructions vhich existed during December, 1987, 
did not expressly address the specific subject matter referenced in 
this Interrogatory, other Company documentation did address business 
ethics issues. 
found in the Human Resources Guide and in A Personal Responsibility, 
are attached to this response. 

Pertinent portions of such documentation, which is 

RESPONSE PROVIDED BY: Laura Summers 
6451 N. Federal Highway, Room 1113 
Fort Lauderdale, Florida 33308 

0 



FPSC Docket No. 900960-TL 
Citizens' 4th Interrogatories 
July 13, 1993 
Item No. 18 
Page 1 of 1 

REQUEST: Was 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 
representatives handled in accordance with the Executive Instructions 
existing at the time? Please explain your answer. 

RESPONSE: The Company records of the December 8, 1987 meeting do not reflect 
that any allegations of fraud or cheating in Florida business offices 
were made by Shelba Hartley. 

. .. 
. .  

. .  

RESPONSE PROVIDED BY: Laura Summers 
6451 N. Federal Highway, Room 1113 
Fort Lauderdale, Florida 33308 



'' STATE OF GEORGIA 

COUNTY OF FULTON 

c" 

BEFORE ME, the undersigned authority, personally appeared 

BARRY E. GUY, who being first duly sworn deposes and says: 

That he occupies the position of Staff Manager, Regulatory 

and is the person who has furnished answers to these 

interrogatories and further says that said answers are true and 

correct to the best of his knowledge and belief. 

WITNESS my hand and seal this /3 a day of /Ltlcw, 
A.D., 1993. 1 

Notary Public 

Stete of 

" ,  

Hy Commission Expires: 



May 24,  1993 

MEMORANDUM 

TO : W. G. Dresser 
F. C. Feagin 
T. C. Fletcher 
C. D. Irby . 
J. A. Saffell. 
L. E. Spradlin 

z- L L -  

General Manager - Customer Services, FL 
General Manager - Customer Services,' ALfMS 
General Manager - Customer Services, LA 
General Manager - Customer Services, TNfKY 
General Manager - Customer Services, GA 
General Manager - Customer Services, NC/SC 

FROM: Flo Thompson - Assistant Vice President, Customer Services 
SUBJECT: Amended Discipline/Customer Acceptance Coverage 

On April 1 4 ,  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 Headquarters Labor 
Relations and Legal and our position is clearly stated on page 2 of cf th e 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 consicier 
failure to gain the customer's acceptance a serious offense and 
violation of this policy may result intermination without previous 
counseling, warn'ing, or suspension. 

Attached is a new package which.includes the revised supervisory 
notes. This is the & revision from the original document. 
There was some discussion of the 3181.A entry but changes were 
made in the wording of the entry. Although the new Supervisory 
script'should be used for all future coverage, it is not necessary 
to re-address this issue with any employees for whom coverage is 
complete. 

Questions 'regarding this matter may be referred to Joyce Savage on 
404JS29-5133 or you may reach me on 404f529-7486. 

,. . : . ' .  - .  , 

.~ . .  . .  

ience this change may hav 

. .  .. 

.- Attachment 
.- 0 Cc: J. North :->F> Fuhaerburg 

P. Donald J. Costas 

. .  



CUSTOMER SERVICES cr APRIL, 1993 
EXCEPTIONS TO THE FOUR PROGRESSIVE DISCIPLINE STEPS 

Section 6 . 6  of the IIuman Resources Guide provides information 
regarding non-management discipline. To ensure employees have a 
reasonable number of opportunities to correct problems before 
demotion or discharge, the company basically adheres to a 
progressLve, 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 ricridly 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 : 

h. 

B. 

C. 

0 

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. 

When an offense is cokidered 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.) 

If an employee improves his or her performance to a 
satisfactory.leve1 following 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, 

satisfactory 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 representatives from Employee Relations 
is recommended when the su in doubt about the 
proper course of actions. 

, on the circumstances of the case. If several years Of . . 

.- 
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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. After 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. 



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 ITEM OF SERVICE, WITH OR 
WITHOUT CIIARGE TO THE CUSTOMER, MUST BE NEGOTIATED WITH THE 
CUSTOMER AND CUSTOMER ACCEPTANCE OF EACE ITEM MUST BE OBTAINED 
PRIOR TO RELEASE OF A SERVICE ORDER. 



SUPERVISORY NOTES 

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. 

Following is a script which may be helpfu.1 to you during the 
meeting: 

The Bellsouth Code of Conduct states, "We are committed to the 
highest ethical standards because we want people to know they cab 
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. 

OUT first responsibility is to the people who count on us for their 
telecommunications needs. Be 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 cf meetings with each employee who negotiates items of service with 
customers and issues service orders to advise such employees of the 

- following: 

A11 items of service, with or without charge to the customer, 
which are offered by Bellsouth must be negotiated and accepted 
by the customer prior to release of the service order. This 
includes, but is not limited"ko, entry of items such as custom 
calling features, non-pubfnon-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 policy may result in termination without 
previous counseling, warning, or suspension. 

As documentation of our meeting today a notation has been made On 
Form 3 1 8 1 A .  YOU 
may affix your signature and date acknowledging you have read the 

SHOULD THE EMPLOYEE REFUSE TO SIGN THE 
NOTIFICATION, THE SUPERVISOR SHOULD WRITE "DECLINED 
TO SIGN" AND THE DATE OF COVERAGE FOLLOWING THE 
LAST WORD. OF THE ENTRY-) 

(Show employee the entry and allow time to read) 

Do you have any questions? Q Thank you for your attention. 



M r .  Bob But tenror th  
Attorney General's Office 
The Capi to1 
Tallahassee, F'L 32399 

M r .  Attorney Cb)cii,l: 

This letter is pursuant to charges already set i n  motion by you against  
Southern B e l l  telephone. 
denied by them k i n g  tha t  I am a disgruntled former ecnployee by my a?n 
admission, b u t t h e y  a r e  nonetheless extrfmely valid. 
bringing against the canpany ncw, that services are added to custaners' 
accounts wi thou t  rlreir knmledye, is given as the reason t h a t  I was dismissed. 
Tnis is f a r  fmn the truth.  The fact is, I was disgruntled a&ut lack 
02 i w v m n t  or pxxmtionr. available i n  the  caxpny and voiced my opinions 
within the  ccmpany about it. The charges you bring are t r u e  i n  t h a t  these 
actions are done by rompany employees, but are suppsedly not condoned 
by the canpany. This would on quick examination appar t rue,  but on close 
investigation, coercion or sanething on t h a t  order is t h e  actual  cause. 

are doing something a b x t  the  problem of employees adding services  to  
custaners' accounts by f i r ing  the people found doing it. 
the  case, often the people fired are t h e  ones wi th  "bad" a t t i t u d e s  and 
most l ike ly  to speak out against  the  sales program which subtly prunotes 
these actions. 
t h e  morale of the other  service reps around then by canplaining or refusing 
to adhere to t h e  s a l e s  program the  canpany crams down their throats. This 
"sales program" purpor-s to have the sales rep use probing questions to 
find customers needs for services. A l l  reps had keen warned a thousand 
t h s  not t o  add services to custmers accounts without  their approval. 
On the  other hand, there is a dol la r  figure sa l e s  "objective," t h e i r  nam 
for a quota, t h a t  must be met by a l l  service reps and outside techs each 
month. While nobody has been f i r e d  for not "selling" t h e  required quotas, 
there are other means os I ' m  sure you can imagine, of dealing with the 
people who don't  meet their "objective," or worse, canplain a b u t  it. 
It is made extremely c lear  t h a t  the employee w i l l  have no f u t u r e ,  chance 
€0: advaucemnL, GK t3v-i fa i r .  tratnent frun iiWrayaleilt, i f  t h y .  d w ' c  
meet cunpany "objectives . 'I 

me actual  way to solve this problem would be to loclk up records 
of service orders for ins ta l la t ions  on all the custoners who have services 
they supposedly d idn ' t  request. The offending service rep's code is on 
each of these orders. While d i f f i c u l t  and time consuming, this can be 
done, but I ' m  sure the caapany would do anything to avoid this cos t ly  process, 
including sacr i f ic iny the careers and futures of a few malcontent "bad 
apples." Also the news that m e y  can be had w i l l  bring a l l  t h e  rats ou t  
of the woodpile, meaning that many People a r e  cal l ing i n  claiming to never 
have k e n  aware of.services on their l i n e  j u s t  to  receive a n i c e  fa t  check. 
Their word can ' t  r e a l l y  be disputed, to them it's f r e e  money. This would 
unfairly make the service reps the fa l se ly  accused bad guys. Conversely, 

F i r s t  o f f ,  the val idi ty  of my charges w i l l  be 

The charges you are 

It seems apparent to me that  t h e  ccmpany attempts to show that they 

This is not  always 

The canpany fears  these so called "bad apples" are undermining 

- . 



this type of investigation wuld also show that many of the offending service 
reps were those presented by the c a n p y  to be their best sales people, 
many of whan consistently exceeded their imposed "sales objectives" by 
thousands of dollars every month. While Southern -11 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 figures of most other reps by thousands of dollars every month. Also 
service reps are rewarded monetarily and otherwise for their sales prcduc 
The actual dollar mounts 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 cmpletely 
stifle a persons' career future is the m t  serious cause of the problem. 
This is a fact and I doubt legal. 
"sales objectives" 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 rcan atmxphere. 
I was vocal about my displeasure with being expected to deal with custaners 
like a robot. I ccmplained about quotas in general when the incarung calls 
to reps are totally at randan and can in no way be expected to be consistently 
sales producing. 
and be considered. Nothing could be further fran the.truth. 

This "quota" or "sales objective" mthcd of sales production alony 
with several other "pressure techniques" have already been outlawed in 
several other states, including California, that I have heard. 
being legal here, the potential for misuse or coercion by the canpanies 
using it, is the reason it is illegal elsewhere and should be outlawed 
here. 
which I made the mistzke of criticizing vocally. This is their practice 
of listening in on conversations with custarers without the custaner 'laving 
any knowledge of sanebcdy 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 custmer never knows the conversation 
is being listened to by mnagement and my, and have, on occasion said 
sanething legally incriminating or just plain embarassing. Isn't that 
wire tapping, or I guess that's just my understanding of the law. I thought 
if any party is being listend in on without a court order or their knowledge 
over the phone, it constituted wire tapping. I can tell y w  this is a constant 
pressure applied to service re?s and greatly adds to the stress of any 
job. 

Of prime importance in these charges is discrimination of specific 
groups of custaners in regards to them accepting services on their lines. 
I speak specifically of Haitians and welfare mthers. A randan survey 
of Haitian accounts w i t h  an interpreter, wuld show that a great many 
of them have six or seven services on their lines. Whether they know abou 
them or even underst- the installation conversation is highly doubtful. 
It is well k n m  m g s t  service reps that Haitians will say yes to a h s t  
any questions during the conversation if it will help get them phone s 
I have seen and overheard many orders being taken in this manner. Whi 
this might be legal. coercion is once again present, these people are 
taken for alat of money because of their lack of understanding of English. 
A randan survey of a f ew hundre3 Haitian people with the last names of 
Joseph or Pierre, for instance, wwld confi tern. once again, 

While I managed to meet the imposed 

I imagined internal amplaints would be answered fairly 

While still . 

There is another canpsny activity that is also highly questionable 

- -  



w h i l e  not  being condoned by the canpany, the knowledge t h a t  it happens 
very frequently is absolutely there. 
a re  the people least l ike ly  able to afford extra services, 
on AFDC (aid fo r  depcrident children). 
cmun ica t ion  problem, but instead knw fran talking amongst their friends 
and acquaintances, t h a t  t he  more services they agree to accept on their 
account, the less l ike ly  their cred i t  information w i l l  be examined for 
false infonnation, theseby easing t h e  process of get t ing phone service. 
They a r e  wel l  aware fran word of mouth, tha t  service reps w i l l  bend over 
backwards to ge t  t h e i r  order through the system w i t h  the  high do l l a r  s a l e s  
on it. 
dollars alone every month. while maybe not  being 
given anything they weren't advised of, a re  still not being given f a i r  
and equal treatment arid can least afford the added cost of these services. 
They have i n  mst cases, decided that having any phone service a t  a l l  is 
worth whatever it costs. With randan surveys of d i f fe ren t  types, w i t h  
an interpreter ,  these patterns can be verified and proven. I f  there  was 
a way to  question service reps wi thout  tnm feeling i n  any way t h a t  they 
would be ident i f ied,  t h i s  could be corroborated as CCmKln prac t ice  amongst 
scme of them. 
are doing scmething a b t  the problem by f i r i ng  the "so called" offenders, 
when i n  r e a l i t y  a l l  they are doing is cleaning house of a l l  t he  malcontents 
that have the nerve to speak up atout the real problem, the pressure applied 
by management to  dr ive sa les  figures. 

My motivation i n  bringing o u t  this information does not  gain me 
anything. My intended career and professional future  seem to have been 
ended i n  a great ly  unfair and possibly i l l e g a l  way. Now Southern B e l l  
is choosing to  dispute the payment of my unemployment benefits and a t  t h i s  
point,  I don't  f e e l  I have much to lose. Also I am s ick  a b u t  being treated 
l i k e  this when a l l  I wanted frun them was a f a i r  chance a t  a challenging 
job. I t r i e d  speaking out internal ly  about my canplaints but instead of 
either get t ing a g c d  explanation or being pulled aside and warned to  keep 
quie t  or whatever, I was dismissed, supposedly for misconduct. I tried 
to use the  union canplaint procedure to resolve the  ratter but the hearing 
was postpmed so rany times I have grown frustrated and feel no options 
are available t o  me any more. 

N s o  i n  this group of "target" CustCmers 
mthers l iving 

These ladies don't have t h e  

Meanwhile, the basic service part  of their b i l l s  is f i f t y  or s ix ty  
These groups of people, 

But  Southern B e l l  pretends to show the public t h a t  they 

0 

Sincerely, 

Cc: Bob Butterworth 
George Hannah 

Linda DeBartolo 
, . V i c k i  McCash 

. , .  : 

Ray Melesky 
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STATEMENT OF BARRY UNGER GIVEN TO R. E. POUCHBR, OFFICE OF PUBLIC 

Unger. I live at 5441 N.E. 6th Ave., Ft. 
Lauderdale, Fla., zip code 33334. I am 35 years of age. 

I was employed by Southern Bell on June 11, 1992. Before goingto 
work for Southern Bell, I was employed by the City of Boca Raton 
Police Department where I worked as a dispatcher. 

Prior to working with 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 
off ice. 

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 

Southern Bell is saying that on an order for new service I added 
Call Return. I was observed on one order by Lori Larson. 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 remember 
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 believe the reason they gave me is the reason that I was 
fired. The company wanted a scapegoat, because of the 
investigations. I wasn't making my objectives in sales. In the 
beginning, I was doing 0.k. in sales, but I failed in November and 
December. The objective was $5700 in monthly revenue 
outstanding, $50 ., and I was selli around $4200. 

is that Lori didn't even mention her observation until she came 

(j termination. 

a, 

they were just lo r^a scapego 

back to me 10 days later. 

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 quantity of sales was not 
acceptable, but they never wrote my up d they only told me I 0 

- 
I 
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could do better than that. 

I was required to bridge' over to sales on every single contact. I 
was given no choice. 

The first priority of the company in Customer Services is sales. 
The second priority is service. Sales was number one, and they 
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 
instance, 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 

Language barriers were a problem in Ft. Lauderdale. You could give 
full disclosure and they would just say, "Yes, yes, yes.'# Spanish 
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, IlDon't try to sell me anything." A lot of 
customers didn't like the way we pushed sales. 

was what was required by the Attorney General. 

0 

We were required to get the customer's consent before we bridged 
during the last couple of months of 1992, 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 helping 
the managers to make their objectives. 

.I 'was begixking to que 
pressure: 1 'I was expressing reservations about their policies among 
my peers 'in the break room. And I believe that is why I was 

form or any 

. . .  ,. , _  
1 

ion the iompanyts ' position' , on sales,. 

i, . ' '  > :  

terminate me 
and that this was the easiest.. it, but they 
really didn't want me because I e advantage of 
customers in the sales process. - .- 
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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. 3-71 
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 employee who 
had reported 1035 sales. (Pg. 3) 
4. The North Florida Network Sales Coordinator was aware of a 1988 letter t o  the 
South Florida General Manager from the I&M Staff Manager stating that he did not 
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 t o  the 
managers, stating, “It is not my understanding that my responsibilities included 
assuring the validity of the individual sales.”(Pg.49) She received complaints 
regarding Orlando Network sales in 1987, 1989 and 1990 and referred them t o  the 
Orlando Manager for handling. She received no feedback (Pg. 9) 
6. The N.F. Sales Coordinator received a call from Southeast Customer Services in 
1 989 regarding 500-600 sales that aDDeared to  be auestionable. She discussed it with 

. 

0 



should have had better controls." (Pg. 37) 
10. The Operations Manager who took over in Orlando in June 1989 received 

14. .' The Network Ma 

15. Sales time was charged to 548R (buried drop work) and 248R (aerial drop work). 
This employee spent 80% of her time on sales.(Pg. 60) 
16. The sales time was charged to account 5532, Miscellaneous Meetings per,the 
Manager-Network. (Pg. 47) 
17. Salestime w 
her work was on sales. (Pg. 62) 
18. I was never given any instruction or direction concerning the sales program ... and 
I did not investigate the operation. (Pg. 17) 
19. I have never been given any instruction on how to tun a sales program. IPg. 24) 
20. I never thought about spot checking by calling some of 's sales. (Pg. 28) 
21. I was not given any instructions to follow-up on any of her sales. (Pg. 32) 
22. In retrospect, obviously the sales program should have been better supervised. 
(Pg. 33) 

I '  operation in order 
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