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BEFORE THE FLOAJDA PUBLIC SERVICE COM?>USSION 

DIR£CT TESTIMONY OF SANL'RA SEA Y 

ON BEHALF OF 

MCI TELECOMMUNICATIONS CORPORATION 

AT&T COMMUNICATIONS OF THE SOUTHERN STATES, INC. 

AND 

FLORIDA COMPETITIVE CARRIERS ASSOCIATION 

DOCKET NO. 971399-TP 

MARCH 13, 1998 

Oualifiqtlons 

PLEASE STATE YOUR NAME AND BUSINESS ADDRESS. 

My name ia Sandra Seay. My business address i~: MCI Telecommunication• 

Corporation, 780 Johnson Ferry Road, Suite 700, Atlanta, GA 30342. 

BY WHOM ARE YOlJ EMPLOYED ANi> IN WHAT CAPACITY. 

I em employed by MCl Telecommunications Corporation ("MCI") as a Regional Support 

19 Manas~ in the Southc&slcm Region, Law and Public Policy gr·oup. 

20 

21 Q. FOR WHOM ARE YOU TESTIFYING IN TillS PROCEEDING. 

22 A. I am testifying on behalfofMCI, AT&T and the Florida Competitive Carriers 

23 Anocia:tlon ("FCCA"), of which MCI is a member. 

24 

2S Q. PLEASE STATE YOUR BACKGROUND AND QUALIFICATIONS. 
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DIRECT TESTIMONY OF SANDRA SBAY 

I bold a B.A. degree in psychology from Kent Slate University in 1986. I joined 

MCI in 1988 u an entry level In-Bound Customer Ser.iee Repruentative. My 

major responslbiUiiu were to answer calls from existing MCI residential 

CUJtomen, u well u potential c:ustomen. When I slatted in tllis CUJtomer 

service position, the telecommunications industry was still in the process of 

c:onvatina to equal access for iroterLA TA competition. The ~ority of the calls 

handled in my service center were from residential customers worlcing their way 

throuah inlerLA T A competition for the first time. This exposed me to types of 

questions and concerns on the minds of customers in an environment in which 

they are presented with a choice of carriers. 

I was promoted to supuvisor of a team of twelve to sixteen inbound customer 

service repre1C11tativu in 1989. In this position., the e .. 'j)Crience of providing 

guidance and coaching for my team allowed me to expand upon the training and 

experience I obtained u a representative. In order to minimize customer 

confusion and accompanying dissatisfaction, MCI's customer ~ce 

representatives undergo continual monitoring and training to ensure that they 

supply 8Gc:Uratc information to customers. 

In 1991, 1 became a Manager t In that position I managed the group which 

handles all FCC and slate Public Service Commission complaints filed by 

c:wtomen. Through this experiente_ I gained an appreciation of the variety of 

lef'VIce luues which are raised by business customers, as well as residential 

cuatomers. Working with both the wtc Commissions and the .local telephone 

companies, l111perviscd the investigation and resolution of customer complain II 

Paac2 



DIRECT ll!S11MONY OF SANDRA SEA Y 

In 1994, 1 wu promoted to a Mania« U In the Southern Rqpon Carrier 

i Mamgcment orpnlzitlon. One of the ii\iin functioiU or my de:pi1'1ment wu to 

3 build relationJhip• with tho variouJ l.oe&l t.elephone companiea in the BdiSouth 

• and Southwestern Bell state~ in order to provide bcner service lo our mutual 

5 customers. This required me to wor1t with my LEC counterpart• to cn.ll 

6 resolutions to a number of setVice issue~. 11 also gave me gn:a ter exposure to 

7 the capabilities of the MCI nctwOrit, includins billing systems and customer order 

8 proces.sing. and the interaction ofeaeh of these MCI systems with those of the 

9 local exchange companies. 

10 

11 In my current position, which I have htld since April 1996, among other dutiCJ, I 

12 research and help formulate MCl's respon!IC5 to iuucs raised by the various 

ll Public Service Commissions in the BeiJSoulh states, as well as suppon our 

14 direc:lor and tho auomeys in locating informati.>n needed for pending cases. 

tS have previously tCJti6ed about in1raLA T A business office practices before the 

16 Public Service Commissions in Kentucky, Georgia. and Florida. In Florida, my 

11 testimony was filed in Docket Nos. 930330-TP and 960658·TL. 

IS 

19 Q. DO YOU BA VE PREVIOUS EXPERIENCE REGARDING TilE ISSUES 

10 RAISED IN THIS l't1ATTER! 

21 A. Yea. During 1995, when Met, other IXCs, and LECs were wooong through 

ll intraLAT A equal ICCCS5 Implementation issues in JCVeral southern statca, I was 

:!.3 MCI's main point of colii&CI for BeUSouth, GTE. Southwestern Bell, Bell 

24 Allantic, and tho independent local exchange companies. I wor. ed with various 

lS groups within each local Clllchangc company u the individual stillc commissions 
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DIRECT TESTIMONY OF SANDRA SEA Y 

ordeted implementation ofintral.ATA equal access. Each linal order hu tome 

vtrialion, to many discuuionJ took pl&ee to provide a seamless implemenlation 

for Qlllomen. 

With ~d to BeUSoulh, I panicipated in a Jeries of workshops held to identify 

llld raolve implementation iuues We wee 111ccessful in workina through and 

resolving many area.s of c:onccm Those which c:ould not be resolved were 1 he 

IUbjecl of the Joint Complaint which MCI. AT&:T.IIld the FCCA (known at that 

time IS FJXCA) with this Commission in Docket 9606S8· TL. Similar complainu 

were 6led in Kentucky and Geol)iL I testified in all three proceedings All three 

CommiuiotU recogniud the need fM competitively ntutral intraLATA business 

office praalca. 

D. hrpoae oCTaslmony 

WBA TIS THE PURPOSE OF YOUR TESTIMONY! 

The purpose of my testimony is to explain why Bell South should continue to use 

competitively neutral practices when talking to its customers about their choice or 

intraLAT A carrier. BdiSouth is still the monopoly provider of locaiiCfvice. All new 

CUIIOmet'$ must therefore first come through BdiSouth. Bcc:ause ofits unique position u 

the gatekeeper forlnttal.ATA service, BeiJSouth'a initial cuatomcr contad must be 

neutral. BeiiSouth should use the same c:ornpctitivcly neutral practices when tallcing to 

their QISU)IIlCf'Sibout intraLA T A choices IS they use when talking to them lbout 

inlerLA T A choices BcllSouth, hoW1:VCf, war111 to aban•lon the long·llanding neutral 

approach mandAted In the interLA T A marltet, llld use ....US to its bottleneck local 

l'ap4 
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DIRECT TESTIMONY OF SANDRA SEA Y 

lle!Vicea u an opportunity to leverage its intraLA T A services. This practice would be 

impermiuible in the interLAT A market and should be equally impenniuible in the 

intcrLA Tit. market. Until the local market i: truly competitive, Bell South continues to 

be the bottlenedc for new customers. Wlule there is nothing WTong with such BeiiSouth 

marketing on an independent basis. separate from customer COI'ILtCU which result from its 

position u the incumbent monopoly provider of local ex.change service, BeUSouth should 

not be allowed to UJO that position unfairly to disadvantage its competitors and hinder 

new entrants in the intraLAT A equal acc:ess market The Commission should direct 

BeUSouth to continue to follow competitively neutral mcuures a.s discussed below in my 

testimony. 

m. ComRtl!ltvdy Nrutml Pmuiw 

IS BELLSOVTB MERELY ASKIJ'lG THIS COMMISSION TO REMOVE TilE 

TEMPORARY MARKETING RESTRICTIONS IMPOSED AS A RES ULT OF 

THEJOlNTCOMl'Lit.l NT FILED BY MCJ, AT&T AND FCCA I'N 1996! 

No. Although BeiiSouth frames the argumem u lifting those restrictions. it also is 

aslcing the Commiuion to anction abandoMlcnt of the permanent competitively neutral 

practices to which BeiiSouth agreed in 1995. TheJO competitively neutnl basic ground 

rules for intraLA TA presubscription were ordered by the Commission in Order No. 

PSC-95-0203-FOF·TP, issued in Doclcet No. 930330-TP. The 1996 Joint Complaint, 

on the other hand, resulted in the Commission imposing additional inrraLAT A mar1ceting 

rcs1rietions on BeiiSouth. 

PaacS 
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DIRECTTESllMONY OF SANDRA SEAY 

WBATWERE TJttSE BASIC GROUND RUL.ts FOR INTRALATA 

PRESUBSCR.IPTJONT 

The basic jltOUlld rules requite bottlcneclc LECs to fairly inform their customcn of their 

intraLA T A dloica in a competitively neutral manner: "£W]hem new cull omen sign up 

for se:vic:c, they should be made aware of their options of intraLA T A carriers in the same 

f.uhion a (or interLATA carriers." Order No. PSC-9S-0203-FOP-TP, p. 38 In 199S, 

when the Conunission was r•ill considering whether intraLA T A presubscription was 

appropriate and Jbould be implemented, various puties, indudi11g BdiSouth. MCI, and 

FCCA, ltipulated to the following: 

lf inttal.A TA presubscription is in the public interest, balloting should not 

be required. However, central offices convening to inter LATA equal 

a.c:ccss and intraLA T A equal access 11 the same time should be b.Jloted 11 

the same time.. In add ilion. wben new cusJomen sjgn up for service they 

ahoyld be made aWill! oftbcjr ootions o(jotraLATA carrica in the wnc: 

flsbjon u for jntcrlATA catrim lfbtlloting iJ required, puticip~tion 

ahould not be mandatory. 

Order No. PSC-9S-0203-FOF·TP, p. 38, cmphuis added. The Commission approved 

this ltipulation. In other words, MCiand FCCA gave up their right to argue in favor of 

ballotina u a way to open the intraLA T A market in exchange for DcliSouth agreeing to a 

competitively neutral practice. Now BeiJSouth want.s to breath Its half oft he bargain. 

WHAT ARE TilE REQUIREMENTS fOR INTERLATA CARRIERS TO 

WBICB THE STIPULA nON REFERS! 
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The FCC rccogniu>d lbc necessity for fair, even·handed buJincss office practices when 

implementing equtlt.ccess requirements in 1985: 

LEC penonnel taking the vetbaJ order should provide new customers 

with the names, and, If requested, the telephone numbera of the IXCs and 

should devise procedures to ensure that the names of IXCs are provided 

in random order. 

FCC Memorandum Opinion and Order, CC Docke1 No 83·1145, Phase I, adopted 

August 19, 198S, released Augusl 20, 1985. Thi$ equal access requirement wu 

spcc;ilically continued in section 251(8) of the Telecommunications At! of 1996: 

(a) Condnucd Enforcanenl of Exehansc Accc:ss and lnu:rconnc.:tion 

R.equircmcniS: On and after !he dale of cn:aamcnt of !he Telecommunications ACJ 

of 1996, cadi local exchnngc carrier. 10 !he CX!Cnl !hal i1 provides ..;reline 

services, shall provide cxchal\gc llCCCSI, infomwioo access, and cxchnngc 

services fOf audl access 10 in!CrClCChange carriers and information IICMcc 

providers in accorcbnc:c Y.ith !he same cqu.al acceu :lOd noodiscrim.inlliO<y 

iniCrC:oMcCtioo restrictions and obligations (includlll{l rcc:ei p1 of compensation) 

1hlu apply 10 such c:arric:r on !he cbiC inunodi4tely pn:ccding !he dale of 

enac1mcn1 of the Tdccommunications Act of 1996 under any coun order. COIISCIII 

dcc:rco, Of reauiAiion. order, or policy of !he Commiuio.-.. until such restrictions 

and ob(jprloor arc cxplicilly supenedod by rcauWions: pn:scnOcd by !he 

Commialoo &1\Gr llldl d&lo or wcuncnt. During tho penod lqinnifli oo 111ch 

elate of CliiiCiment and unlil IUch rcstric1ions and obhgallocu are so s.upasedcd, 

IIICb n:strietionl and obligations shall be cnfon:cable iro tbc: AmC m:IMCI' lU 
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DIRECT TESTIMONY OF SANDRA SEA Y 

ARE THESE REQUIREMENTS STILL RELEVANT TODA Yf 

Y e$. These interLAT A requirements, on which the intraLA T A requirements were based, 

are even more Important today, when the gateway LEC lw both the financial incentive u 

well u the unlque ability to steer customers toward its own long distance service. 

WHAT ARE THE CO NCERNS O F MC I, AT&T AND FCCA WITH REGARD 

TO AN INCUMBENT MO NOPOLY'S INTILU.ATA BUSINESS OFFICE 

PRAcnCES FOR NEW CUSTOMERS! 

As both the dominant I +/0+ intraLA T A toll provider and the incumbent monopoly local 

exchange company for the vut majority of Aoridians. Bell South is in the unique position 

of having customer contacts which give it an advantage over new entrants in the 

intraLA TA presubscriprion market in this state. The manner in which BeiiSouth provides 

information pertaining to intraLA T A service options mull be h:andled in the same neutral 

manner with which it handles information .-:oncemlng interLATA competition This does 

not mean that BcUSouth cannot market its own services; that is entirely appropriate and 

10 be expected. Such efforts, howllW'.r, must be separate and distinct from its role as the 

dominant provider of local exchange services. Otherwise. Bell South will have an unfl\ir 

advantage that unnot be duplicated in the marketplace by itJ competitors. 

In the Joint Complaint previously filed with this Commission, I pointed out in my 

testimony that BdlSouth intended to encourage its customer service repreuntatives to 

make a ~aale$ pitch" on every call from a new customer that they should select BdiSouth 

u thdr intral.ATA wrier: At that time, BtiiSouth's proposed practices made it clear 

that it intended 10 leverage ita position u t 1e local exchange company. BeiiSouth even 

intended for its eustomer ICI'vice nepreunt •tives 10 pose tiS "consultanu" with the 

P~~&c 3 



ODlECT TESTlMONY OF SANDRA SEA Y 

purpose of c:onvincina the aatomer to use Bei!South's in1raLA 1'A acrvice. No other 

2 c:ompaitor it In a position to first tout ita company and then make a sales pitch 

l Bei!South alone would have this aduntage because it is the local exchange company with 

4 the pteway to the customer ordering a variety of aervices. 

s 

6 These isiiiOI are ofpanlculu concern ~ven the panics' stipulation and the Commission's 

7 deciJioo thai no ba.lloting be done; instead carriers will obtain new customen through 

a their own marlceting dTorta. This wu a consensus opinion expressed by the industry 

9 ta1c1ns into ICCOU!It a number or faa ora, including local cxchango company fears that 

10 balloting would rault In the lou of I'IWIY customers, tho expense of balloting, and 

II possible customer confusion. The success ofthisa.pproach depends upon fair, neutral 

12 business office practicos by the local exchange companies. 

l l 

14 Q. 

IS 

16 A. 

BOW CAN PROCEDURES FOR NEW CUSTOMERS PROMOTE BELLSOUTI1 

AT TilE EXPENSE OF NEW ENTRANTS IN TitE INTRALATA MARKET! 

While l do not ~ know wllll Bell South ill! ends to do if tho Commission detmnines tha! 

17 it no toaser must c:omply with competitively neutral processes, there are many ways that 

IS thiJ procoss can be abw.ed. As I pointed out in my testimony in tho Joint Complaint, 

19 BeiiSouth's proposed procedures at that time would have allowed the BciiSouth 

20 customer service repre1et1tatlve to market Its intraLA TA wvicc up-front, in an effort to 

21 lnflucoc:e the customer to c:hoote Bei!South, before the customer has time to reflect on 

22 whether he wanu a different carrier Thus. although the customer wvice repre.~entati~ 

ll will mention that he can read aliat of the other carriers who offer iniBLATA toU acrvice, 

24 u the euJtomer is .:onsiderina how to rospond to that offer the representative is well into 

lS the procea of emplwiJ:Ins BeUSouth offering and politior 118 himself u the 

P-ac 9 
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telecommunications consultant to tho customer. This ability exists solely because 

BelJSouth is the exclusive pleway through which the majority of its ewtomen muSt pus 

to obtain lntriLA T A .ervice. 

This sivesan unfair advantage to Bell South. Bccawe it is the monopoly local exchange 

company for most the VUI majority of FloridianJ, it is the only company a consumer can 

caU for new .ervice. In this captive situation, when the customer is signing up for 

different ICMces. BdlSouth has a tremendous edge in having the customer on the 

telephone with ltJ representatives. Rcc;ognizing thl.s. Bell South anempted to have iu 

rcpraentatives Mposition yourself as a consultant"' in order to telce advantage oflhis 

uruque opponunity to lnJlucnce the CUJtomer. 

DOES TH£ REQUIRMENT UNFAIRLY DISADVANTAGE BEI..LSOUTB! 

No. It Is important to remember that competitively neutral prcx:cdurcs do not 

disadvantage BeiiSouth, they simply place BeiiSouth on the same footing as all other 

carrier$. 

ARE MCI, AT&T AND FCCA ADVOCATING THAT IXC1 CAN MARKET 

TBEl.R SERVICES, WBlLE BELLSOUTB AND OTDER: I..EC. MUST BE 

PROB1DITED FROM PROACTIVELY MARKETING THEIR SERVICEST 

No. Becausc of its unique position u the gatekeeper for intraLATA service, Bei!South's 

initial customer coi\I&Ct mwt be neutral. It canno1 steer the customer toward iu own 

.ervico. <>nco pal! that step, however, lr a customer request 1 information about 

BdlSouth'a aetVice. h ahould be able to llllllket illelfto tht ioteresled customer. In that 

situttion, the c:ustomtf initialed and ell pressed the interest without prompting or puJ!Ung 
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or promoting in that direction by BeUSoulh. In addition, Bell South is free to markel in 

whal~ way it chooses outside oftlw initial CU$10met wnta.c:t. Tl!a would include 

television. radio, and writt.en advettl$ements. 

MCl, AT&T and FCCA are simply saying that BeiiSouth mu11 respond to cu11omer 

inqulrea reprding intral.A T A eanien and intraLA T 1\ service in the same competitively 

neutral mannet with which it responds to the same inquiries on an inter LATA buis. 

DOES TBA T CONCLUDE YOUR TESTIMONY! 

Yes. 
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I HERBBY CERTIFY that a copy o r the foregoing was furnished 
to the following parties by u.s. Mail or Hand Delivery (*) this 
13th day of March 1998. 

Martha Brown ( *) 
Divbion of IAqal services 
PL Public Service eo .. ission 
2540 ShUlllard Oalc Boulevard 
Suite 370 
Tallahassee, PL 32399 

Charles J. Beck 
Office of PUblic Counsel 
111 West Madison str•et 
Tallahassee, FL 32399 

BollSouth Teleco .. unications, 
Inc. 

Haney B. White 
cfo Ms. Nancy H. Sias 
150 South Monroe Street 
suite 400 
Tallahassee, PL 32301 

PL competitive Carriers Assn. 
cto McWhirter Law Pira 
Vicki xaufll4n 
117 South Gadaden Street 
Tallahassee, PL 32301 

PL Public Teleco .. unicationa 
Association 

. Angela Green 
125 south Gadedan Street 
Suite 200 
Tallahassee, PL 32301 

Mosser Law :Pira 
Floyd Self 
Post Office Box 1876 
Tallahassee, PL 32302 

Marsha Rule 
AT'T co .. unications of the 

Southern States, Inc. 
101 North Monroe Street 
Suite 700 
Tallahassee, PL 32301 

Pennington Law l'irm 
Peter Dunbar 
Poet Office Box 10095 
Tallahassee, PL 32301 

Tiae Warner co .. unications 
carolyn Marek 
Post Office Box 210706 
Nashville, TN 37221 

Wiggins and Villacorta 
Donna Canzano 
Post Office Drawer 1657 
Tallahassee, PL 32302 
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