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DIRECT AND REBUTTAL TESTIMONY 

JOSEPH P. LACHER 

FOR 

BELLSOUTH TELECOMMUNICATIONS 

BEFORE THE 

FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 991 378-TL 

PLEASE STATE YOUR NAME, ADDRESS AND OCCUPATION. 

My name is Joseph P. Lacher. My address is 150 West Flagler Street, Suite 

1901, Miami, Florida. I am the State President for Florida Operations of 

BellSouth Telecommunications, Inc. (hereinafter referred to  as "BellSouth" or 

"the Company"). I am responsible for managing all aspects of the 

Company's operations in Florida. 

PLEASE PROVIDE A BRIEF DESCRIPTION OF YOUR EDUCATIONAL 

BACKGROUND AND WORK EXPERIENCE. 

I received a B.A. from Belmont Abbey College, a M.B.A. from Fairleigh 

Oickinson University, and was a Sloan Fellow at the Massachusetts Institute 

of Technology. I joined BellSouth in 1967 and have held various positions 

in the Network, Accounting, and the Commercial Departments. I have been 

State President for Florida Operations since 1991 . 

Thur cfaim of confldcntlality was led b o on L 
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WHAT IS THE PURPOSE OF YOUR TESTIMONY? 

The purpose of my testimony is to  present to  the Florida Public Service 

Commission (hereinafter referred t o  as "FPSC" or "Commission") the 

relevant circumstances surrounding the misses detailed in Mr. Trubelhorn's 

direct testimony filed on behalf of the Commission Staff. Specifically, I will 

discuss the rules involved, the factors that contributed t o  BellSouth's 

misses] and the steps BellSouth is taking to  improve its performance. In 

addition, 1 will rebut Mr. Poucher's direct testimony fifed on behalf of the 

Office of Public Counsel, and demonstrate the inaccuracy of his facts and 

conclusions. 

HAS BELLSOUTH THROUGH POLICY, BUSINESS DECISION PROCESSES, 

OR INTENT WILLFULLY VIOLATED THE RULES AND STANDARDS OF THE 

FLORIDA PUBLIC SERVICE COMMISSION? 

Absolutely not. BellSouth understands its obligations as a regulated utility 

in the state of Florida. BellSouth provides excellent service t o  its customers 

as demonstrated through the fact that we have among the lowest average 

number of customer complaints in the industry reported to  the Commission 

as shown in the Commission's Annual Reports from 1996 t o  1999. As Mr. 

Poucher pointed out in his direct testimony on pages 22 and 23, it is now 

and always has been BellSouth's policy to  install residential service within 

three days and repair out-of-service in less than 24 hours. These are the 

standards set by the Commission in its rules and regulations, and it is and 
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has always been BellSouth’s policy to  adhere to these rules and standards. 

BellSouth has never willfully disregarded Commission rules. The 

Commission’s current rules set forth a number of objectives. BellSouth has 

consistently met the majority of these measurements from 1996-1 999. 

However, as discussed later in my testimony, several obstacles have 

prevented BellSouth from reporting results that met the objectives set by 

the Commission during the period from 1996-1 999. 

BEFORE YOU GO lNTO DETAILS, PLEASE GIVE AN OVERVIEW OF THE 

SCOPE OF BELLSOUTH’S OPERATIONS IN FLORIDA FROM 1996 

THROUGH 1999. 

Certainly. At  year-end 1996, BellSouth had 5,900,623 access lines. This 

figure had grown by over 731,000 to 6,632,408 a t  the end of 1999. 

BellSouth dispatched installation and repair technicians on 2,593,147 

occasions in 1996, 2,758,674 in 1997, 2,913,002 in 1998 and 3,068,076 

in 1999. BellSouth handled from 18-24 million repair and business office 

calls per year in 1996, 1997, 1998, 1999. 

6ellSouth had 13,650 employees in Florida in 1996, 12,391 in 1997, 

12,914 in 1998, and 13,856 in 1999. 

ON PAGE 5 OF MR. POUCHER’S TESTIMONY HE STATES THAT THE 

RULES AT ISSUE IN THIS DOCKET ARE THE RULES MOST IMPORTANT TO 

-3- 



I 

2 

3 A. 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

CUSTOMERS. DO YOU AGREE? 

No. In my years with BellSouth, I have found that the most important thing 

to  customers is t o  do what the Company says it will do when the Company 

says it will do it. Certainly, customers want their service installed and 

repaired as quickly as possible. Customers, however, do not  necessarily 

translate that desire into a three-day installation and 24-hour repair rule. 

Customers want  commitments kept, whatever that commitment may be. 

The same can be said for answer time. Customers want  their questions 

answered and their needs fulfilled. Responding t o  these issues does not 

appear to  me t o  be a product of answering the telephone within a certain 

number of seconds. That is not t o  say that customers will tolerate an 

unreasonable interval of answer time, but clearly what is most important t o  

customers is that w e  do what we said w e  would do within the time frame 

promised. 

NETWORK RULES 

I 9  Issue 1. (A) DURING THE PERIOD OF JANUARY 7996 THROUGH 

20 

21 

22 

23 

24 

25 

DECEMBER 1999, WAS BELLSOUTH TELECOMMUNCATIONS, INC., 

IN WILLFUL VIOLATION OF RULE 25-4.070(3)(a), FLORIDA 

ADMINISTRATIVE CODE, WHICH REQUIRES RESTORATION OF 

INTERRUPTED SERVICE WITHIN 24 HOURS OF REPORT? 

(B) IF SO, HOW MANY VIOLATIONS WERE THERE, IF ANY, 

AND WHAT IS THE APPROPRIATE ACTION, PENALTY, 
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AND/OR FINE AMOUNT TO BE IMPOSED BY THE 

COMMISSION FOR ANY VIOLATIONS? 

(C) IN DETERMINING THE APPROPRIATE ACTON TO BE 

TAKEN, IF ANY, FOR VlOLATlON OF A SERVICE RULE, 

WHAT FACTORS IN MITIGATION OR AGGRAVATION, IF ANY, 

SHOULD BE CONSIDERED? 

(A)  DURING THE PERIOD OF JANUARY 1996 THROUGH 

DECEMBER 1999, WAS BELLSOUTH TELECOMMUNICATIONS, INC., 

IN WILLFUL VIOLATION OF RULE 25-4.066(2), FLORIDA 

ADMlNlSTRATtVE CODE, WHICH REQUtRES 90% OF ALL 

REQUESTS FOR PRIMARY SERVICE IN ANY CALENDAR MONTH TO 

BE SATISFIED WITHIN THREE WORKING DAYS? 

(B) IF SO, HOW MANY VIOLATIONS WERE THERE, IF ANY, 

AND WHAT IS THE APPROPRIATE ACTION, PENALTY, 

AND/OR FINE AMOUNT TO BE IMPOSED BY THE 

COMMISSION FOR ANY VIOLATIONS? 

(C) IN DETERMINING THE APPROPRIATE ACTION TO BE 

TAKEN, IF ANY, FOR VIOLATION OF A SERVICE RULE, WHAT 

FACTORS IN MITIGATION OR AGGRAVATION, IF ANY 

SHOULD BE CONSIDERED? 

(A) DURING THE PERIOD OF JANUARY 1,996 

THROUGH DECEMBER 1999, WAS BELLSOUTH 

TELECOMMUNICATIONS, INC,, tN WILLFUL VIOLATION OF 
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RULE 25-4.070(3)(b), FLORIDA ADMINISTRATIVE CODE, WHICH 

REQUIRES THAT CLEARING OF SERVICE AFFECTING TROUBLE 

REPORTS BE SCHEDULED TO INSURE AT LEAST 95% ARE 

CLEARED WITHIN 72 HOURS OF REPORT? 

(8) IF SO, HOW MANY VIOLATIONS WERE THERE, IF ANY, 

AND WHAT IS THE APPROPRIATE ACTION, PENALTY, 

AND/OR FINE AMOUNT TO BE IMPOSED BY THE 

COMMISSION FOR ANY VIOLATIONS? 

(C) IN DETERMINING THE APPROPRIATE ACTlON TO BE 

TAKEN, IF ANY, FOR VIOLATION OF A SERVICE RULE, WHAT 

FACTORS IN MITIGATION OR AGGRAVATION, IF ANY, SHOULD BE 

CONSIDERED? 

REBATE RULE 

(A) DURING THE PERIOD OF JANUARY 1996 THROUGH 

DEEMBER 1999, WAS BELLSOUTH TELECOMMUNICATIONS, INC., 

IN WILLFUL VIOLATION OF RULE 25-4.070( l)(b), FLORIDA 

ADMINISTRATIVE CODE, WHICH REQUIRES REBATES BE ISSUED 

TO CUSTOMERS WHOSE SERVICE IS INTERRUPTED OTHER THAN 

BY A NEGLIGENT OR WILLFUL ACT OF THE SUBSCRIBER AND IT 

REMAINS OUT OF SERVICE IN EXCESS OF 24 HOURS AFTER BEING 

REPORTED TO THE COMPANY? 

(B) IF SO, HOW MANY VIOLATIONS WERE THERE, IF ANY, 

AND WHAT IS THE APPROPRIATE ACTION, PENALTY, 
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AND/OR FINE AMOUNT TO BE IMPOSED BY THE 

COMMISSION FOR ANY VIOLATONS. 

(C) IN DETERMINING THE APPROPRIATE ACTION TO BE 

TAKEN, IF ANY, FOR VIOLATION OF A SERVICE RULE, WHAT 

FACTORS IN MITIGATION OR AGGRAVATION, IF ANY, 

SHOULD BE CONSIDERED? 

PRIOR TO 1996, WAS THERE AN AGREEMENT THAT AFFECTED 

BELLSOUTH'S ABILITY TO REPORT RESULTS THAT MET THE 

COMMISSION'S RULE 25-4.070(3)(a), RULE 25-4.070(3)(b), RULE 25- 

4.066(2), AND RULE 25-4.O7O( 1 ) (b) ,  FLORIDA ADMINISTRATIVE CODE, 

DURING THE TIME PERIOD 1996-1 999? 

Yes. The Settlement Agreement of 1992 (Exhibit J. Lacher-l ) between 

BellSouth and the State Attorney General's Office impacted BellSouth 

significantly regarding the conditions set forth for statusing trouble reports. 

WHAT WAS THE PURPOSE OF THE 1992 SETTLEMENT AGREEMENT 

BETWEEN BELLSOUTH AND THE STATE ATTORNEY GENERAL'S OFFICE? 

During the 1990-1 991 time frame, BellSouth identified a problem with the 

way certain employees were reporting network results. BellSouth was in the 

process of initiating corrective action to resolve this discovery, when the 

Attorney General became involved. As part of settling that issue with the. 

Attorney General in 1992, BellSouth developed changes in its processes for 
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handling trouble tickets. BellSouth believed its reputation for honesty was 

crucial and a vehicle needed to be created that protected our reputation and 

provided a clear audit trail. As a result, BellSouth's management team, in an 

effort to  ensure that there would never again be even the perception of 

impropriety, agreed with the Attorney General to  several extraordinary 

measures. These measures were designed, whenever possible, to  remove 

all subjectivity from the reporting of network results and t o  provide machine 

generated times that would permit an easily verifiable audit trail. 

WHAT WERE THESE EXTRAORDINARY MEASURES? 

These measures were related to: 

( I )  A shift from cleared time to final status time; 

(2) A change in treatment of customer "no access" ("no access" is referred 

to as "CON" in the Settlement Agreement. CON stands for "carried over 

no"); 

(3) Experimenting with a different procedure for classifying a trouble as out- 

of-service ("00s") (although this measure was not specifically required 

by the 1992 Settlement Agreement, it was undertaken as an outgrowth 

of the Agreement); and 

(4) Treating a Trouble as a Trouble. 

WOULD YOU EXPLAIN THE IMPACT OF THE FIRST MEASURE REGARDING 

THE SHIFT FROM CLEARED TIME TO FINAL STATUS AND HOW IT 

AFFECTED THE RESULTS REPORTED TO THE COMMISSION IN 
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BELLSOUTH'S QUARTERLY QUALITY OF SERVICE REPORT? 

Yes. There are several lines of status on a trouble ticket: receipt, 

dispatched, cleared customer advised, and final status. BellSouth 

tested, 

and the 

other Incumbent Local Exchange Companies ("ILECs") used the receipt t o  

cleared customer advised time to  calculate whether a trouble met the 

Commission's objective. To avoid any perception of impropriety, BellSouth 

committed in the Settlement Agreement to  use the time from receipt t o  final 

status, as opposed to  receipt to  cleared customer advised. The cleared time 

had been entered by the technician while the final status or closed time 

could be computer generated. To the best of my knowledge, BellSouth was 

the only company to  make this change. 

CAN YOU EXPLAIN THE DIFFERENCE BETWEEN CLEARED CUSTOMER 

ADVISED TIME AND FINAL STATUS TIME AND HOW THAT AFFECTED 

YOUR REPORTING TO THE PSC? 

Yes. Cleared customer advised time is when the trouble is fixed; final status 

time is when a technician has completed all of the ancillary work and is 

ready t o  move to  the next task. The change in reporting had no effect on 

when a customer's service was restored, but increased BellSouth's total 

reported time for calculating whether BellSouth met the FPSC objective. In 

other words, when BellSouth agreed t o  allow the use of final status time in 

determining when a trouble was repaired, as opposed to  when the customer 

was able to make and complete calls (cleared customer advised), it 
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automatically increased the total out of service time which in turn increased 

the misses in BellSouth's Quarterly Quality of Service Reports. There was 

no change in customer service that resulted from this shift, however, some 

customers began receiving "out-of-service over 24 hour" rebates for 

troubles that were actually cleared in less than 24 hours. 

THEN WHY DID BELLSOUTH CHOOSE TO USE FINAL STATUS TIME 

INSTEAD OF CLEARED CUSTOMER ADVISED TIME? 

The final status time is machine generated; the cleared customer advised 

time is manually entered. As mentioned earlier, BellSouth wanted to  create 

a vehicle that protected our reputation as well as provided a clear audit trail, 

and the use of cleared customer advised time provided no audit trail. 

CAN YOU QUANTIFY THE DIFFERENCE IN TIME INCURRED BY UTILIZING 

FINAL STATUS TIME AS OPPOSED TO CLEARED CUSTOMER ADVISED 

TIME? 

Not with any precision. In one study, the use of closed time increased the 

reported time by an average of almost t w o  hours. On any given report, 

however, there can be significant variances. The difference can easily be 

many hours. 

PLEASE EXPLAIN WHAT IS INCLUDED N THE D 

, 

FFERENCE IN TIME. 
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Examples of the types of tasks that make up the time differential are: 

replacing the network interface device, doing preventive maintenance (e.g., 

placing bug strips, etc.), reloading cable on the truck, picking up materials 

used on the job, talking to the subscriber, traveling t o  the cross box, re- 

running tests for ancillary troubles, entering data in the technician's personal 

computer, transmitting and receiving a response f rorn operational support 

systems, lunch hour, breaks, discussions wi th  engineers and supervisors, 

and, in the event of computer mainframe maintenance, waiting for the 

mainframe to  be brought back online. 

COULD BELLSOUTH DO A CURRENT STUDY TO QUANTIFY THE 

DIFFERENCE IN CLEARED AND FINAL STATUS TIME FOR THE LAST FEW 

YEARS? 

A, 

there was no business reason to  record it and technicians were no longer 

trained to  report cleared time. When the cleared time is left blank, the 

computer automatically populates the cleared field with the final status 

time. 

No. Once the decision was made to  stop using the cleared time, 

WHEN DID BELLSOUTH REALIZE THAT THE SHIFT FROM CLEARED TO 

FINAL STATUS TIME WAS NEGATIVELY AFFECTING ITS REPORTING TO 

THE COMMISSION'S SERVICE OBJECTIVES? 

BellSouth understood immediately that the change would impact our 
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reported results. I personally discussed the issue with Public Counsel 

shortly after w e  made the change. There was no way that increasing the 

reported time used in calculating misses could do anything but result in a 

greater number of misses on the service results. The degree, however, t o  

which it would impact us was unknown. 

WOULD YOU EXPLAIN THE IMPACT OF THE SECOND MEASURE 

REGARDING CUSTOMER NO ACCESS AND HOW IT AFFECTED THE 

RESULTS REPORTED TO THE COMMISSION IN BELLSOUTH'S QUARTERLY 

QUALITY OF SERVICE REPORT? 

Yes. A customer "no access" refers to  the situation when a technician is 

dispatched and the customer is not present t o  provide access to  the 

premises. Commission Rule 25-4.0770 (3) permits the exclusion of this 

trouble in calculating the results. Commission Rule 25-4.0770(3) states,. . 

"Failure of the customer to  be present to  afford the company representative 

entry to  the premises during the appointment period shall constitute a 

missed appointment by the customer." 

After the 1992 agreement with the Attorney General, BellSouth did not 

exclude the "no accessff tickets. Instead, the company allowed the time to  

continue to  run until the trouble was finally cleared, which could have been 

hours or days later. This resulted in poorer reported results than actually 

occurred. 
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ARE YOU SAYING THAT BELLSOUTH MEASURED THE NO ACCESS 

SIMILAR TO THE SITUATION DISCUSSED ABOVE REGARDING CLEARED 

CUSTOMER ADVISED TIME VERSUS FINAL STATUS TIME? 

Yes. The situation described above regarding the shift from cleared 

customer advised time to final status time is also true for the reporting of 

"no access" trouble reports. BellSouth allowed the time to continue to run 

until the trouble was finally closed out. The other ILECs do not include the 

time between a "no access" situation and when the trouble is again 

dispatched. This is appropriate and provides for shorter clearing times when 

calculating results for the Commission's service objective. 

WHY, THEN, DOES BELLSOUTH NOT EXCLUDE "NO ACCESSES" FROM 

ITS REPORTS? 

As I indicated earlier, BellSouth intended to remove the subjectivity from the 

report to  the maximum degree possible. Consequently, we opted to  simplify 

the calculation and to measure from when the trouble is opened to  when it 

is closed. We realized this would affect the results we reported to the 

Commission, but we believed it was the right thing to do. 

CAN YOU QUANTIFY THE DIFFERENCES IN THE NUMBER OF MISSES IF 

YOU HAD EXCLUDED THE "NO ACCESSES"? 

No. While we have a record of troubles that were no accessed, we have no 
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way of calculating how much time the "no access" added to  the repair time. 

WOULD YOU EXPLAIN THE IMPACT OF THE THIRD CHANGE REGARDING 

THE CHANGE IN PROCEDURE FOR CLASSIFYING A TROUBLE AS 00s AND 

HOW IT AFFECTED THE RESULTS REPORTED TO THE COMMISSION IN 

BELLSOUTH'S QUARTERLY QUALITY OF SERVICE REPORT? 

Yes. During this same period, there was considerable debate about the 

classification of troubles between out-of-service and service affecting. For 

example, how noisy does a line have to  be before it is classified out of 

service? Do our LMOS ("Loop Maintenance Operating System") tests 

accurately classify troubles between out of service and service affecting? 

This classification process is important because the Commission's rules 

permit a trouble to  be reclassified from service affecting to  out of service, 

but do not permit a trouble to  be reclassified from out of service to  service 

affecting. Consequently, during the period of the Settlement Agreement, 

w e  shifted to  asking the customer if they considered their line to  be out of 

service and if they said yes, we classified the trouble as out of service, 

irrespective of what our tests indicated. Three significant facts developed 

from this change in procedure. 

WHAT WERE THOSE FACTS? 

First, we  learned that the customer's definition of out of service went far 

beyond whether they could make or receive calls. For example, intermittent 
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noise on the line is service affecting under Commission rules, but  out of 

service to  a customer who is trying to  use the Internet t o  download files. 

Call waiting not working is out of service to a customer who is trying to  

work at home and so on. 

Second, this change increased by 20-40% the number of troubles classified 

as out of service. This further negatively impacted our ability to  

successfully meet the Commission objective. 

Finally, we  determined that asking the question led to  customer 

dissatisfaction. The customer did not care how BellSouth classified the 

trouble. They simply wanted the problem fixed and they wanted to  be next 

in line for repair. 

HAS BELLSOUTH WILLFULLY VIOLATED COMMISSION RULE 25- 

4.070(1 )(b) ADDRESSING REBATES TO CUSTOMERS WHOSE 00s 

TROUBLE CONDITION EXCEEDS THE REPAlR WITHIN THE 24 HOUR 

STANDARD? 

Absolutely not. If a customer's service is determined t o  be OOS, the 

customer's account is automatically credited with the appropriate monthly 

adjustment. While BellSouth does not report rebates over 24 hours in its 

Quarterly Quality of Service Reports to  the Commission, during all of the 

service evaluations conducted by the FPSC staff on BellSouth, it has been 

determined that the process is working. The issue with rebating customers 
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is tied directly to  the definition of what constitutes out-of-service. The 

Commission's rule allows for certain exemptions t o  counting a customer 

trouble report as OOS, and BellSouth is adhering t o  the Commission's rule in 

this regard. 

HOW DOES THE COMMISSION RULE DEFINE OOS? 

Commission Rule 25-4.003(41) defines 00s as the inability, as reported by 

the customer, to complete either incoming or outgoing calls over the 

subscriber's line. 00s does not include: (a) service difficulties such as slow 

dial tone, circuits busy, or other network or switching capacity shortages; 

(b) Interruptions caused by a negligent or willful act of the subscriber; and 

( c )  situations in which a company suspends or terminates service because 

of non-payment of bills, unlawful or improper use of facilities or service, or 

any other reason set forth in approved tariffs or Commission rules. 

WHAT EXACTLY IS THE ISSUE WITH THE 00s DEFINITION? 

The Commission Staff's jnterpretation of Rule 25-4.003(41) is t h a t  any 

customer who reports an inability t o  make or receive calls should be 

counted as an 00s. It is BellSouth's position that the only way to  

determine if exclusions provided in the Commission rules are appropriate is 

through the use of certain diagnostic tests. These diagnostic tests identify 

a variety of issues that should not be counted as OOS, e.g., receiver off 

hook. BellSouth adheres to  its interpretation of the Commission's rule and 
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allows for the exclusions as listed above. BellSouth is not in violation of the 

Commission rule, as there is merely a difference of interpretation of the rule 

between the FPSC and BellSouth. These differences are technical in nature, 

and it is my hope that this difference of interpretation can be resolved in t h e  

rulemaking Docket No. 99 1 473. 

WOULD YOU EXPLAIN THE IMPACT OF THE FOURTH CHANGE 1N 

TREATING A TROUBLE AS A TROUBLE, AND HOW IT AFFECTED THE 

RESULTS REPORTED TO THE COMMISSION IN BELLSOUTH’S QUARTERLY 

REPORTS? 

Yes. As I indicated earlier, the customers did not restrict 00s definitions to  

”cannot make or receive calls”. They were using their phones for more 

complex applications than the applications in use when the rules were 

written. Consequently, we shifted our dispatch strategy from dispatching 

t o  the next out of service trouble to  treating out of service and service 

affecting alike, and sending the technician to the next closest trouble 

irrespective of classification. The result, we believe, was an improvement in 

customer satisfaction but a potential degradation in Commission reported 

re su Its. 

CAN YOU QUANTIFY THE IMPACT OF THIS CHANGE? 

No. To do so would necessitate examining every trouble ticket and 

determining how it would have been dispatched if the change had not been 

-1 7- 



1 

2 

3 Q. 

4 

5 A. 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 Q. 

17 

18 A. 

19 

20 

21 

22 

23 

24 

25 

made. Obviously, this is impractical. 

WERE THESE CHANGES MEMORIALIZED ANYWHERE? 

Yes, partially. Exhibit C of the settlement wi th  the Attorney General (Exhibit 

J. Lacher-I), memorialized the changes that mandated the shift to  final 

status time, and BellSouth’s decision not t o  exclude “no access” reports. 

The change in classifying troubles and the change in the shift in dispatch 

strategy are not memorialized anywhere, but are from my recollection of 

numerous internal meetings held on these matters. Without question, the 

shift to final status had the largest effect on our results. As 1 toid the Public 

Counsel at the time, I did not believe there was any way we would ever be 

in compliance with the Commission rules as currently written, and I 

requested his assistance in opening a docket to change the rules. 

SO THE OFFICE OF PUBLIC COUNSEL WAS AWARE OF THESE CHANGES? 

Yes. I personally briefed Public Counsel and he was provided a copy of this 

agreement shortly after it was signed. These results therefore should not 

have come as a surprise to  the Office of Public Counsel. Public Counsel 

was briefed on the changes in reporting procedures that BellSouth was 

making and the fact that these changes would result in missing certain 

Commission objectives in our Quarterly Quality of Service Reports to the 

Commission. In fact, BellSouth requested the Office of Public Counsel‘s 

assistance in modifying the current Commission rules to  reflect the change 
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in reporting procedures. From time to  time over the years from 1993 to  the 

present, BellSouth and the Office of Public Counsel have discussed the need 

to revise current Commission rules and the fact that the current reporting 

procedures do not accurately reflect the level of service BellSouth is 

providing. 

DID BELLSOUTH KEEP THE COMMISSION STAFF APPRISED OF THE 

CHANGES, AND HOW THE CHANGES WERE AFFECTING BELLSOUTH'S 

ABILITY TO MEET THE COMMISSION'S SERVICE OBJECTIVES? 

Yes. It is my understanding that Mr. Alan Taylor, Bureau Chief of the FPSC, 

as well as other members of the Staff, was briefed on these changes. I 

have also attached all relevant correspondence from 1996 to  1999 between 

BellSouth and the Commission staff concerning BellSouth's performance, 

changes, and the request for the Commission to change the Commission 

rules. (Exhibit J. Lacher-2). 

YOU STATED THAT THE COMMISSION WAS AWARE OF THE CHANGES 

IN TROUBLE REPORTING PURSUANT TO THE 1992  

BELLSOUTH/ATTORNEY GENERAL AGREEMENT. DID THE COMMISSION 

TAKE ANY ACTION REGARDING THESE CHANGES? 

No. It was my erroneous assumption that since everyone had been made 

aware of the changes and since other service indicators were showing 

excellent customer service, that no action would be taken for our reporting 
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problem until the Commission had time to  address the rulemaking docket. I 

blame myself for not being more aggressive in seeking the rule change. 

However, all of us in the industry have been consumed with the issues 

relating to  the opening of the local market to  competition. 

HAS BELLSOUTH ADDED NEW EMPLOYEES IN THE SPECIFIC TECHNICAL 

TITLES THAT ARE RESPONSIBLE FOR MEETING THE COMMISSION'S 

NETWORK OBJECTIVES? 

Yes. BellSouth has added employees in the technical titles: service 

technician, facility technician, electronic technician, and network technician. 

BellSouth has added six hundred and thirty-eight additional positions t o  the 

payroll in these titles since year-end 1996 through year end 1999. 

Additionally BellSouth continues in i ts attempt t o  fill vacancies in the 

technical titles. For the past four years, BellSouth has experienced, and 

continues to  experience, great difficulty in finding qualified candidates to fill 

vacancies. For the years 1998 and 1999, BellSouth has had to  accept 25 

applications to  gain one qualified employee in the titles that work in the area 

of installation and repair. 

As the technical complexity of the telecommunications business changes 

each year, BellSouth must have qualified employee applicants. In addition, 

BellSouth's experienced and more qualified senior employees are highly 

sought after by i ts competitors. As these losses occur, it takes time for 

replacements to  gain the skill and confidence of their predecessors. 
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ON PAGES 14-1 5 OF MR. POUCHER’S DIRECT TESTIMONY HE CITES 

FORCE NUMBERS AND STATES THAT BELLSOUTH FAILED TO ADD THE 

NUMBER OF EMPLOYEES TO THE FORCE THAT THEY CLAIMED. HOW DO 

YOU REACT? 

Mr. Poucher is incorrect in his assertion. BellSouth did add the employees 

to  the force that we claimed to  add. Comparing the April 1998 force count 

of 7,592 to  the August 1999 force count of 8,523 produces an addition of 

931 employees. Mr. Criser, in his letter to  the Commission, indicated an 

addition of 921 employees. The difference in these numbers is that  Mr. 

Criser‘s numbers were taken during the month of August, 1999 and not a t  

the end of the month. Mr. Poucher‘s mistake is that he compared the 1999 

average headcount to year-end 1998, thereby under counting the number of 

employees added. It is unfortunate that Mr. Poucher’s error creates an 

implication that somehow BellSouth was less than ethical in its 

correspondence with the Staff. This is absolutely not the case and I take 

exception to  the implication. 

ON PAGES 14-1 5 OF MR. POUCHER’S DIRECT TESTIMONY, HE ASSERTS 

THAT BELLSOUTH ACTUALLY REDUCED ITS NETWORK HEADCOUNT BY 

653 EMPLOYEES DURING 1997 AND 1998. PLEASE COMMENT. 

The reduction in 1997 and 1998 was due to  the outsourcing of Engineering 

(management) work content. The only non-management losses were 
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drafting clerks assigned to Engineering. Engineering is not a division of 

BellSouth that contains technical titles responsible for meeting the 

Commission's Network objectives. Once again, Mr. Poucher has 

misinterpreted changes that do not relate to  our service performance. 

IN ADDITION TO THE DIFFICULTY BELLSOUTH HAD IN OBTAINING 

QUALIFIED APPLICANTS, IS THERE TECHNICAL TRAINING NECESSARY 

AND A' PERIOD OF ON THE JOB TRAINING NECESSARY FOR THE NEW 

EMPLOYEES IN THE TECHNICAL TITLES BEFORE THEY BECOME 

PRODUCTIVE AND IMPACT BELLSOUTH'S RESULTS? 

Yes. Depending on the title, technical training lasts from six weeks to  

fourteen months. Once the employee has completed his or her technical 

training, it is estimated that it takes anywhere from an additional eight to  

twelve months for the employee to  become a highly productive technician. 

BellSouth believes it has made significant progress in the area of hiring and 

that this progress is reflected in the installation and repair numbers reported 

to  the Commission in BellSouth's Quarterly Quality of Service Reports. 

These reports are on file with the Commission, This is in spite of the time 

reporting changes mentioned earlier. 

ARE THERE OTHER FACTORS THAT IMPACT BELLSOUTH'S ABILITY TO 

MEET THE COMMISSION'S NETWORK OBJECTIVES IN ALL ONE HUNDRED 

AND TWO EXCHANGES? 
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Yes. Because the Commission rules are measured on an exchange basis, 

even a few troubles can cause a miss of the whole exchange. As an 

example, in October of 1997, 44 exchanges had less than 100 total out-of- 

service troubles for the month. This is because as we  have improved the 

fundamental quality of the network, the total number of 00s troubles in an 

exchange has declined. One of the consequences of this improvement is 

that it is now more likely that a single cut cable, affecting as few as five 

customers, could result 

Further, the potential impact of the change from cleared to  final status time 

becomes even greater. The same is also true of customer no access 

reports. 

a missed exchange for Commission results. 

IS THE QUALITY OF SERVICE BELLSOUTH PROVIDES TO CUSTOMERS IN 

THE SMALL EXCHANGES COMPROMISED IF YOU ARE MISSING THE 

COMMISSION OBJECTIVES? 

Not necessarily. .As explained above, due to  the way the objective is 

calculated, while it may appear that the entire exchange is receiving poor 

service, in actuality it could be that only one trouble in that exchange 

caused the exchange to fail the objective. A low number of troubles 

reported in smaller exchanges will significantly impact the results. 

OVER THE PAST TWO YEARS, WITH THE EXCEPTION OF EVENTS OVER 

WHICH BELLSOUTH HAS NO CONTROL, HAS BELLSOUTH IMPROVED ITS 

PERFORMANCE IN THE REPAIR AND INSTALLATION OF SERVICE 
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REPORTED TO THE COMMISSION? 

Yes. As demonstrated in the Quarterly Quality of Service Reports to  the 

Commission, BellSouth, while not meeting the percent objective in each 

case and in each exchange, has made progress in moving closer towards 

the Commission's objective in the installation, repair, and 00s categories. 

There have been instances where BellSouth reported a failure to  meet the 

standard, as a result of an abnormal condition, that would have been 

excused from the failure by Commission Rule. Prior t o  1996, the 

Commission excused Acts of God and events beyond the control of the 

company. Under Rule 25-4.070(6), the Commission now excuses misses 

where more than ten percent of an exchange is impacted by an abnormal 

event. BellSouth has chosen to  report i ts failure and explain the miss in its 

Quarterly Quality of Service Reports and transmittaljexplanation letters on 

file with the Commission. Some of these letters are in included in Exhibit J. 

Lacher-2. As mentioned previously, BellSouth is confident that it will 

continue to  improve its performance as employees who continued t o  be 

hired become more productive and BellSouth employs qualified applicants to  

fill the existing vacancies. 

ARE THE INDIVIDUAL EXCflANGE PERFORMANCES IMPACTED BY 

ABNORMAL EVENTS THAT ARE BEYOND THE CONTROL OF THE 

COMPANY AND HOW IS THIS IMPACT REPORTED TO THE COMMISSION? 

There are major events such as Hurricanes (which will be discussed later), 
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abnormal amounts of rain, like that experienced in the Miami and Fort 

Lauderdale area in October of 2000 (from twelve t o  sixteen inches in a 

twenty-four hour period), and individual troubles that are initially believed t o  

be major cable damages, that impact individual exchange results. BellSouth 

has always reported the exchange results without attempting to  associate 

these events and exclude the associated troubles. This negatively affects 

the overall result and provides an explanation of the failure in the Quarterly 

Quality of Service Reports to  the Commission. To identify these instances 

separately would be administratively cumbersome and costly. As a result of 

this procedure, BellSouth's reports to  the Commission obviously reflect 

more missed exchange results than would occur if these instances were 

excluded. 

IS BELLSOUTH'S REPAIR AND INSTALLATION PERFORMANCE AS 

REPORTED TO THE COMMISSION A TRUE REFLECTION OF ITS 

SATISFACTORY SERVICE PERFORMANCE? 

No. As discussed previously, BellSouth has made changes in its calculation 

of the results reported to the Commission that makes comparison to  other 

ILECS or even historical trends inappropriate. BellSouth believes that a more 

accurate reflection of its results is the fact that the number of Commission 

complaints remains low. 

, 

WITH REGARD TO THE ISSUE OF SERVICE AVAILABILITY, HAS 

BELLSOUTH WILLFULLY DISREGARDED COMMISSION RULE 25-4.066(2) 
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WHICH REQUIRES 90% OF ALL REQUESTS FOR PRIMARY SERVICE IN 

ANY CALENDAR MONTH TO BE SATISFIED WITHIN THREE WORKING 

DAYS? 

No. There are two reasons for the misses regarding the installation of 

service. One is the impact of the small exchanges discussed earlier. 

Second, BellSouth believes that each request for service is equally 

important. For example, additional line requests can be just as important t o  

customers as the request for primary service. Work at home, children's 

lines, availability, etc., are all important t o  our customers. Proof of the 

importance of additional lines can be seen in the enormous growth. 

BellSouth added 547,048 consumer second lines in 1996; 670,015 in 

1997; 810,170 in 1998, and 867,354 in 1999. BellSouth, to  the detriment 

of  making the Commission's standard, offers the same appointment and 

installation intervals for additional tines as BellSouth does for primary 

service. 

YOU STATED EARLIER THAT BELLSOUTH REQUESTED THE COMMISSION 

TO REVIEW ITS SERVICE QUALITY MEASURES. WHEN DID THIS OCCUR? 

On July 7, 1995, BellSouth filed a petition requesting the Commission to  

initiate an investigation of potential changes to  the service quality measures. 

Subsequently, Docket No. 950778 was opened t o  review the service quality 

measures. 
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WHY DID BELLSOUTH ASK THE COMMISSION TO REVlEW THESE 

MEASURES? 

There were t w o  reasons. First, as a consequence of the Settlement 

Agreement with the Attorney General, BellSouth's results would no longer 

be comparable t o  another telecommunications company in Florida. 

the telecommunications industry, technology and the manner in which 

service. was rendered ha.d all changed substantially since the Commission 

rules were originally written. BellSouth believed that the 1995 changes to  

Chapter 364 Florida Statutes would prompt additional, substantial changes 

in the way that service was provided to  customers, and in customer 

expectations. In such a changing environment, BellSouth believed that 

service rules should be rewritten to reflect this new environment. 

Second, 

WHAT HAPPENED TO DOCKET NO. 950778? 

Two workshops were held to  explore the alternatives t o  the current rules. 

Unfortunately, due to  the press of other issues and the rapid pace of 

changes in our industry, the request languished a t  the Commission for four 

years. This docket was closed in May, 1999, with the expectation that a 

new docket would be opened immediately in order to recognize and review 

issues surrounding the current rules and to  consider issues related to  

changes in our industry. 

WHAT TRANSPIRED IN THE INTERIM PERIOD { I  996-1 99917 
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As stated above, the Commission opened Docket No. 950778 t o  address 

BellSouth's petition regarding the service quality rules that were codified in 

the late 1960's and early 1970's. During this period BellSouth continued to  

report misses in the service objectives that it reported previously to  the 

Commission, providing explanations to  the Commission for the misses. The 

Commission on occasion sent questions or inquiries to  the company 

regarding its Quarterly Quality of Service reports and BellSouth always 

responded. 

promised to open a new docket to address the service quality rules for all 

ILECs. However, prior t o  the opening of a new service rule docket, the 

Commission initiated a show cause proceeding against BellSouth for 

violation of service standards on September 9, 1999. 

(Docket No. 991 473) to  address the service quality rules for all ILECs was 

opened on September 29, 1999. 

As a result of closing Docket No. 950778, the Commission 

A new docket 

Subsequently, a settlement of the show cause docket was proposed by t h e  

Commission staff and accepted by the Commission (Order No. PSC-99- 

2207-PAA-TL, issued November I 1, 1999). However, on November 30, 

1999 the Office of Public Counsel protested the Commission order. 

IS DOCKET NO. 991 473 ADDRESSING CURRENT COMMISSION RULES 

STILL PENDING? 

Yes. While several workshops have been held in that docket, it appears 
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that the Commission has postponed further action until the conclusion of all 

ILEC show cause activity for the current service rules. 

MR. POUCHER SUGGESTS ON PAGES 3-4 OF HfS DIRECT TESTIMONY 

THAT BECAUSE OF PRICE REGULATION, BELLSOUTH CHOSE TO IGNORE 

SERVICE. WHAT IS YOUR RESPONSE? 

First, Mr. Poucher is wrong. He has no evidence t o  support such a 

statement. Second, Mr. Poucher seems to have forgotten that price 

regulation was only part of the change that took place. The local 

telecommunications market was also opened to  competition. In a 

competitive marketplace, one cannot survive long with poor service. We 

already have regulations that permit our competitors t o  use our services and 

to  discount our prices to  customers. In addition, our competitors are not 

held to  the same service rules or reporting requirements. One of our few 

competitive advantages is our reputation for good service. Obviously, Mr. 

Poucher either does not understand the competitive world or has chosen to  

ignore it. 

ON PAGE 9, LINE 1-6 OF HIS DIRECT TESTIMONY, MR. POUCHER STATES 

THAT "FLORIDA TELEPHONE RATES ARE BASED ON THE ASSUMPTION 

AND EXPECTATION THAT PRIMARY SERVICE WILL BE INSTALLED IN 

THREE DAYS, THAT A SERVICE OUTAGE WILL BE REPAIRED IN 24 

HOURS, AND THAT CUSTOMER CALLS WILL BE ANSWERED PROMPTLY. 
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IF THESE MEASUREMENTS WERE NOT IMPORTANT, THE PSC COULD 

HAVE ESTABLISHED A LESSER STANDARD MANY, MANY YEARS AGO, 

REDUCED THE EXPENSES OF THE COMPANIES AND REDUCED THE 

PRICES CUSTOMERS WERE PAYING FOR BASIC SERVICE." DO 

BELLSOUTH'S BASIC LOCAL SERVICE RATES TAKE INTO ACCOUNT THE 

COSTS OF MEET1NG THE COMMISSION'S RULES REGARDING 

INSTALLATION AND REPAIR? 

No. The PSC rules were initially put into place in the late 1960's and 

amended in the 1970's. BellSouth's basic local rates did not increase from 

1977 through 2000. As a matter of fact, BellSouth's rates decreased in 

1983 and 1987 due to  the deregulation of telephone equipment and inside 

wire maintenance, respectively. In addition, regulatory requirements, labor 

costs and other factors have changed considerably since the late 1960s. 

DID THE COMMISSION REVIEW BELLSOUTH'S BASIC LOCAL RATES IN 

FLORIDA DURING THE TIME PERIOD 1996-1 9997 

Yes. In i ts February 199.9 report t o  the Legislature pursuant to  Chapter 98- 

277, Section (2)(1) and (2)(a), Laws of Florida, the Commission concluded 

that an increase of up to  $5.00 of the current residential and single line 

business rates would constitute a fair and reasonable rate. This conclusion 

was based on four criteria set forth in the law: affordability, value of 

service, rates in other states and cost of service. Based on the cost study 

provided to  the PSC, BellSouth's residential service is below cost by 
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approximately 60%, and BellSouth's single line business service exceeds 

cost by only 18%. (Volume I, "Report on the Relationship of the Costs and 

Charges of Various Services Provided By Local Exchange Companies and 

Conclusions as to  the Fair and Reasonable Florida Residential Basic Local 

Tele c o m m u n i ca t i on s Service Rates" ) 

ON PAGES 18-1 9 OF HIS DIRECT TESTIMONY, MR. POUCHER CITES 

LETTERS FROM MR. MULCAHY, SOUTH FLORIDA NETWORK VICE 

PRESIDENT TO HIS SUPERVISOR AS EVIDENCE THAT HIGHER 

MANAGEMENT CHOSE PROFfTS OVER SERVICE DURING 1996-1 999. 

PLEASE COMMENT. 

Mr. Poucher is incorrect in his assessment of the intent of Mr. Mulcahy's 

letters. Mr. Mulcahy's letters were merely a recitation of the 

accomplishments of his organization in 1998 and 1999. Mr. Mulcahy was 

fully aware that the missed Commission objectives had been affected by the 

measures I discussed earlier, as well as the weather situations that had 

affected his area of responsibility. He was justifiably proud of the way his 

team had handled the issues of budget, capital and hiring. 

ON PAGES 20-21 OF MR. POUCHER'S DIRECT TESTIMONY, HE CtTES 

BELLSOUTH'S PLAN FOR I999 TO PROVIDE BETTER SERVICE FOR 

BUSINESS CUSTOMERS THAN FOR RESIDENTIAL CUSTOMERS. PLEASE 

COMMENT. 
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The "plan", as Mr. Poucher calls it, was a memo from Ralph de la Vega, 

Vice President-Network Operations, stating that BellSouth needed to  

improve its performance on the Commission's objectives. The memo set 

forth what he saw as the guiding principles for performance. Those 

principles conformed to  the Commission's rules, and, in fact, in the case of 

service affecting troubles, set an objective that exceeded the Commission 

standards. While the memo set forth a faster standard for business, I am at 

a loss to understand Mr: Poucher's horror at such a plan since the standards 

for both residential and business customers were within the Commission's 

objectives. 

ON PAGE 22 OF HIS DIRECT TESTIMONY, MR. POUCHER DISCUSSES THE 

IMPLEMENTATION OF "94 DAYS OF HELL". WHAT WAS THAT? 

During the latter part of 1999, BellSouth's region endured three major 

hurricanes (Dennis, Floyd and Irene) plus t w o  major tropical depressions. 

North and South Carolina sustained major damage. Because of these 

events, the resources of BellSouth were stretched extraordinarily thin. It 

was imperative that we be exceptionally prudent in how we managed our 

resources through this period. In an effort to  be certain that all employees 

understood the seriousness of our challenge, some staff person used this 

rather dramatic term for our efforts. Corporations routinely use various 

efforts to  motivate their employees. There was nothing sinister about this 

effort. In fact, during 

increased its overtime 

this period, Florida Network Operations actually 

level by 8%. 
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ANSWER T1ME RULES 

Issue 3. A) DURING THE PERIOD OF JANUARY 1996 THROUGH 

DECEMBER 1999, WAS BELLSOUTH 

TELECOMMUNICATIONS, INC. IN WILLFUL VIOLATION OF 

RULE 25-4.073( 1 )(d), FLORIDA ADMINISTRATIVE CODE, 

WHICH REQUIRES 85% OF ALL CALLS TO THE BUSINESS 

OFFICE TO BE TRANSFERRED TO A LIVE ATTENDANT 

WITHIN 55 SECONDS WHEN UTILIZING A MENU DRIVEN, 

AUTOMATED, INTERACTIVE ANSWERING SYSTEM? 

(B) IF SO, HOW MANY VIOLATIONS WERE THERE, IF ANY, 

AND WHAT IS THE APPROPRIATE ACTION, PENALTY, 

AND/OR FINE AMOUNT TO BE IMPOSED BY THE 

COMMISSION FOR ANY VIOLATIONS? 

(C) IN DETERMINING THE APPROPRIATE ACTION TO 8E 

TAKEN, IF ANY, FOR VIOLATION OF A SERVICE RULE, 

WHAT FACTORS IN MITIGATION OR AGGRAVATION, IF 

ANY, SHOULD BE CONSIDERED? 

Issue 4. (A) DURING THE PERIOD OF JANUARY 1996 THROUGH 

DECEMBER 1999, WAS BELLSOUTH 

TELECOMMUNICATIONS, INC. IN WILLFUL VIOLATION OF 

RULE 25-4.073( 1 )(d), FLORlDA ADMINISTRATIVE CODE, 

WHICH REQUIRES 95% OF ALL CALLS TO REPAIR SERVICES 
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TO BE TRANSFERRED TO A LIVE ATTENDANT WITHIN 55 

SECONDS WHEN UTILIZING A MENU DRIVEN, AUTOMATED, 

INTERACTIVE ANSWERING SYSTEM? 

(B) IF SO, HOW MANY VIOLATIONS WERE THERE, IF ANY, 

AND WHAT IS THE APPROPRIATE ACTION, PENALTY, 

AND/OR FINE AMOUNT TO BE IMPOSED BY THE 

COMMISSION FOR ANY VIOLATIONS? 

(C) IN DETERMINING THE APPROPRIATE ACTION TO BE 

TAKEN, IF ANY, FOR VIOLATION OF A SERVICE RULE, 

WHAT FACTORS IN MITIGATION OR AGGRAVATION, IF 

ANY, SHOULD BE CONSIDERED? 

HOW ARE THE CONSUMER AND SMALL BUSINESS DIVISIONS ORGANIZED 

IN BELLSOUTH? 

Consumer and Small Business Services are major divisions within BellSouth. 

They provide a wide array of services t o  residential and small business 

customers including landlines, wireless services, pagers and local long 

distance. These services include, but are not limited to, requests for the 

installation of local service; requests to add, delete, or change products and 

services; requests for payment arrangements; and answering billing 

questions or resolving billing disputes. Effective July of 1999, ,the Small 

Business Services Division assumed responsibility for the call receipt of 

Small Business repair requests. As part of this responsibility, Small 

Business service representatives input repair requests and complete several 
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preliminary tests wi th  the customer on the line. Small Business customers 

are typically those who require no more than seven lines and installation of 

the service does not require complex provisioning or special handling. 

WHAT IS THE ANSWER TIME RULE FOR THE 8USINESS OFFICE AND THE 

REPAIR OFFICE? 

As stated in Section 25-4.073 of the Rules of the Florida Public Service 

Commission, 95% of calls to the Business Office, when a menu driven, 

automated system is used, must be answered within 15 seconds; 85% of 

all calls must be answered by a live attendant within 55 seconds after the 

last digit is dialed. For the Repair Office, 95% of all calls must be answered 

within 15 seconds by a menu driven, automated system and 95% of all 

calls must be answered within 55 seconds by a live attendant. 

WHAT IS A MENU DRIVEN, AUTOMATED SYSTEM AND HOW DOES 

IT ASSIST CUSTOMERS IN HAVING THEIR CALLS HANDLED 

EFFICIENTLY? 

BellSouth's menu driven, automated system, also known as an IVR 

(Interactive Voice Response) or call screener, helps customers narrow the 

nature of their requests and directs their calls to  the appropriate service 

representative group within the organization. For example, in both divisions, 

customers are provided the option of having their calls handled by a 

multilingual center. 
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Additionally, residential customers are provided the option of interacting 

with BellSouth's automated RightTouch@ system. RightTouch" offers 

customers a number of options such as checking bill balance, adding 

services, disconnecting or suspending service, ordering calling cards and 

directories, changing pin codes, ordering long distance block, etc. and is 

available 24 hours a day, 7 days a week. 

HOW IMPORTANT ARE THE ANSWER TIME RULES AS THEY RELATE TO 

PROVIDING GOOD CUSTOMER SERVICE? 

The 1996 study done by Elrick and Lavidge indicates that answer time did 

not have a significant impact on the level of customer satisfaction. (Exhibit 

J. Lacher-3) 

HOW DID BELLSOUTH DETERMINE THAT IT WAS MEETING CUSTOMER 

EXPECTATIONS? 

First, BellSouth won the J.D. Power Award for customer satisfaction in 

1996, 1997, 1998 and tied in 1999. Second, BellSouth was recognized by 

the Yankee Group in 1996 and 1997 as the local carrier most deserving of 

its customers' loyalty. Third, BellSouth scored highest in the 1996 and 

1997 American Customer Satisfaction Survey, as reported in Fortune 

Magazine (a national survey conducted by the University of Michigan 

Business School and the American Society for Quality Control). Fourth, a 
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great deal of attention was focused on answer time performance, with 

emphasis placed on efficient call-handling and "talk time" in order to  meet 

answer time require men ts. 

HOW SPECIFICALLY WAS THIS DONE? 

Before 1998, in Consumer Services, all managers in the field received 

reports on access conditions hourly, via voice mail. Beginning in 1998, all 

managers were provided with interactive pagers. Every hour, on the hour, all 

directors, managers and assistant managers received current data on 

abandonment rates and number of customers in queue. When conditions in 

any one group warranted, call volumes were shifted t o  another unit within 

the organization. Managers in the unit where the condition occurred were 

contacted individually t o  determine root causes and implement corrective 

action. 

In Small Business, Service Representatives had an opportunity to  earn 

incentive pay for their customer service results, based on customer 

feedback. Service Representatives received direct feedback each month on 

their performance, and coaching and development plans were put into place 

t o  improve weak areas. Managers observed and monitored their progress as 

part of the plan. Managers also received a monthly report of their team 

results, and were measured on that performance as part of their annual 

appraisal results. Therefore, any deterioration in customer satisfaction had a 

direct and dual impact on managers' salary and bonus. 
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HAS BELLSOUTH CONSISTENTLY MET ANY PORTION OF THESE RULES 

FOR THE PERIOD OF 1996-99? 

BellSouth has consistently met the portion of the rules that require a 

company that uses an automated attendant to  answer 95% of all customer 

calls in 15 seconds. In Small Business, early misses of this rule in 1997 

were attributed t o  equipment problems. Once the equipment was replaced, 

Small Business has not missed this requirement since November 1997. 

BellSouth compliance with this portion of the rule is seen in i ts Quarterly 

Quality of Service Reports on file with the Commission. 

WHERE HAVE MISSES TO THE RULE BY BELLSOUTH OCCURRED? 

The Consumer and Small Business misses center around the requirement for 

85% of calls t o  the residence and Small Business office to be answered in 

55 seconds or less. The 55 second requirement includes the initial 15 

seconds to  reach the automated system, so in reality, only 40 seconds are 

available to  answer the call once the customer has made a selection from 

the menu. In Consumer and Small Business Repair, the misses center around 

the requirement that 95% of all calls must be answered within 55 seconds 

by a live attendant. 

WHAT FACTORS CONTRIBUTED TO BELLSOUTH REPORTING MISSES IN 

THE ANSWER TIME RULE BETWEEN 1996-1 999? 
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A number of factors have impacted our results, They include changes to  

the nature and duration of customer contacts due to  new regulatory 

requirements, changes in the market place, demographics, reporting 

procedures, and other exogenous factors. It is also fair t o  say that 

unprecedented growth in call volumes and staffing challenges also impacted 

our service results. 

COULD YOU ELABORATE ON SOME OF THESE CHANGES? 

Yes. In Mr. Poucher's testimony, he suggests that the cost of meeting 

these service rules was imbedded in our rates when we were under rate of 

return regulation. That, however, suggests a static wortd. As anyone 

vaguely familiar wi th the telecommunications world knows, our industry is 

not static. The changes that have racked this industiy also have had real 

and specific changes to  both the length and nature of a customer contact. 

These regulatory changes include: 

I ) Customer Proprietary Network Information ("CPNI") - The 

company is obligated to  obtain a customer's approval before 

certain service records are accessed. To explain to  a 

customer why we need his approval t o  review records we 

already have and to  gain the customer's concurrence, extends 

the length of the call. 

Third Party Verification - In 1999, Third Party verification 

became a requirement for customers who want to  switch their 

I 
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3. 

local service to  BellSouth, who want to  make changes to  their 

designated long distance carriers, or who want to  freeze their 

local service, local toll service, or long distance carrier 

selection. Customers are asked a list of ten questions; if the 

appropriate answers are not received, the customer request 

cannot be processed. The intent of Third Party Verification is 

t o  prevent slamming. Additionally, a caller can experience 

extended calls if he/she is a member of the telephone 

subscriber's household, but not the party who originally made 

the arrangements for service and is not familiar with any 

passwords or other security conditions set up by the original 

caller. Calls such as this last one often require a second call 

from the authorized subscriber. Once again, this affects the 

length of the call. 

Disclosure Procedures - Per FPSC Rule 25-4.107, certain 

disclosures must be made to  every new customer. The 

service representative is required to  list all services that are 

available to  the customers including Preferred lnterexchange 

Carrier ("P1.C") and Local Preferred lnterexchange Carrier 

("LPIC"). These are the choices a customer must make for 

carriers to  carry their long distance and local long distance 

calls. 

In addition, the changes in the demographics of our customer base have 

resulted in an expansion of BellSouth's multilingual center. In Consumer, 
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w e  now speak to  customers in Spanish, Portuguese, French, Creole, 

Cantonese, Russian and Italian. All of these contacts take longer. Not all 

customers from other cultures choose to  speak to  our service 

representatives in the multi-lingual gates. Many speak to  service 

representatives in our traditional service representative gates. Because of 

the culture differences, these contacts take extended periods of time. 

COULD YOU DESCRIBE SOME OF THE OTHER FACTORS THAT HAVE 

INFLUENCED THE LENGTH AND COMPLEXITY OF THE CALLS? 

Yes. With the advent of competition, we  receive a whole new category of 

calls cramming and slamming. This Commission is very familiar wi th the 

prob ems created by cramming and slamming. Since BellSouth is the 

incumbent local exchange company, we are considered t o  be the carrier of 

first resort when customers encounter problems with their bills, toll charges, 

etc. Our representatives spend thousands of hours per year helping these 

customers. With the advent of competition, come shoppers comparing 

competitive offers. Then there are the customers who have some problem 

with their new provider and want us to  "fix it" whatever "it" is. Frequently 

getting customers to understand that we are in no position, nor shoutd we 

be, to  interject ourselves into their dealings with a competitor, is a time 

consuming task. 

COULD YOU ELABORATE ON THE REPORTING PROCEDURE ISSUES YOU- 

CITED? 
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period to  ensure that it was reporting its results accurately. Consequently, 

the most conservative judgment of the data was consistently used. 

Two examples will illustrate this approach: 

1) For a while during this period, the Small Business 

management report system gave metrics on answer time 
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results in 20-second increments. We used the 40-second 

meter resulting in a 15-second penalty on our results. 

We kept our Consumer office open 24 hours a day, 7 days a 

week for some period. We made test calls on answer time at 

all hours and on Sundays. The result of these and other similar 

administrative actions means that our reported results tended 

to  be on the conservative side. 

2) 

HOW DID BELLSOUTH PERFORM IN THE PERIODIC SERVICE 

EVALUATIONS CpNDUCTED BY THE FPSC? 

BellSouth consistently met the answer time rules on the evaluation test 

calls. 

ARE THERE OTHER FACTORS? 

Yes. The unprecedented population growth this state has experienced not 

only has impacted our staffing, but has also resulted in the necessity of 
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numerous new area codes to meet the demands of customer 

communications services. The rapid increase in the number of area codes 

has resulted in customer questions. In addition, every new marketing 

campaign either by a long distance provider, or local service provider, 

generates calls t o  our Service Representatives. All of these things impact 

the nature and length of a contact. 

YOU HAVE LISTED A NUMBER OF FACTORS THAT RELATE TO THE 

LENGTH AND VOLUME OF CALLS TO BELLSOUTH. YOU ALSO 

MENTIONED THE UNPRECEDENTED POPULATION GROWTH IN THE STATE 

DURING THIS PERIOD. WHAT IMPACT DID THIS HAVE ON CALL 

VOLUMES? 

The total call volumes were: 

1996 18,788,096 (Consumer only) 

1997 21,789,808 

1998 21,905,508 

1999 23/81 5,580 

YOU ALSO MENTIONED THE IMPACT OF STAFFING ON YOUR ACCESS 

PERFORMANCE. PLEASE ELABORATE. 

The strong economy not only made it more difficult to find qualified 

candidates, it also offered opportunities for our employees t o  consider other 

jobs. This increased the attrition rate and delayed the back filling of losses. 
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It takes about six months after the completion of training for a Consumer 

Service Representative to  become fully proficient in this role. For Small 

6usiness Services, it takes about nine months, after completion of training. 

The job is extremely complex, and the job duties are extremely diverse due 

t o  the nature of the calls received and the fast paced changes in the 

industry . 

BellSouth encounters a situation that we describe as 

"The Service Representative Funnel." For every 1 00 applicants, 50 

applicants pass the general qualification test (Level I), Fourteen out of those 

50 pass the secondary set of testing (Level II) and the selection interview. 

Twelve to  13 of those 14 applicants pass the drugkecurity check. Eleven 

t o  12 applicants accept the job offer after being given the Realistic Job 

Preview. Only six to seven of those employees are still on the job six 

months later. 

WHAT STANDARDS ARE IN PLACE AT BELLSOUTH FOR THE HIRING OF 

CUSTOMER CONTACT PERSONNEL? 

BellSouth utilizes aggressive ad campaigns, Internet postings, job fairs, and 

partnerships with high schools and colleges across the state of Florida to 

identify qualified candidates for testing for a variety of positions. To qualify 

for a Service Representative position, a candidate must pass a t  Level II of 

the General Qualifications Test (GQT). The GQT is a general aptitude test 

designed to  test quantitative and verbal reasoning and visual speed and 
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accuracy with names and numbers. However, only 14 out of 100 

prospective employees are able to  pass the GQT at  Level I!. Then, the 

candidate must pass the Customer Contact Telephone Assessment test 

that helps determine success as a service representative dealing with 

customers. Next, a telephone interview is administered, and a background 

check and drug test are ordered. The last step is to  arrange for an on site 

visit, called a Realistic Job Preview, and final interview so that the 

prospective employee can view the call center environment and have a 

better understanding of the expectations of BellSouth and how those 

expectations, and subsequent results will be measured. 

WHAT TRAINING DOES A NEW SERVICE REPRESENTATIVE RECEIVE TO 

PERFORM THIS J087 

BellSouth provides about IO weeks of initial training for Small Business 

Service Representatives, and 6 weeks of initial training for Consumer 

Service Representatives. First, new employees are introduced to  the 

company practices, ethics and policies, and the competitive 

telecommunications environment overall. Next, they learn customer contact 

skills, customer service skills, how to  handle all stages of a call, 

organizational skills and time management. System skills are taught 

throughout the process to  ensure the Service Representative can efficiently 

handle a customer request to  completion. Students learn how to  negotiate 

with other departments, and the referral process to  meet customer 

commitments. 
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contact. Once the initial training period is completed, BellSouth has an 

extensive continuation training program that provides an average of t w o  to  

three weeks of additional training annually to each employee. We do this t o  

ensure employees know about changes to  processes and regulations to  

ensure they have access to  the best and most current information available 

t o  satisfy customer needs, improve customer care and follow regulatory 

requirements, such as Customer Proprietary Network Information ("CPNl") 

rules and FCC mandates or rule changes. 

WHAT WERE THE ACTUAL NUMBER OF CUSTOMER CONTACT 

EMPLOYEES ADDED TO THE PAYROLL AND THE ATTRITION RATE FOR 

THIS PERIOD? 

The following are the actual number of customer contact employees added 

t o  the payroll for the period and the attrition: 

Total Added (New Attrition (Transfers 
Hires & Transfers) EOY 8t Separations) 

1996 Not Tracked 2,312 Not Tracked 

1997 61 8 2,345 694 

1998 f ,428 2,648 1 , l  14 

1999 1,364 2,905 1,071 

WHAT OTHER STEPS DID BELLSOUTH TAKE TO ADDRESS THE STAFFING 
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ISSUES? 

In addition to an aggressive recruiting program utilizing ad campaigns, 

Internet postings, job fairs and partnerships with local high schools and 

colleges across the state, BellSouth employed temporary workers to  answer 

the phones and help fill in for permanent employees. Consumer also made 

extensive use of overtime. 

COULD YOU ELABORATE ON THE USE OF OVERTIME? 

Yes. In Consumer we worked overtime hours. In many cases, during 

periods where call volumes were heavy, we worked mandatory overtime. 

Overtime hours for the period were as follows: 

Business Office Repair 

1996 NIA N/A 

1997 327,842 22,948 

1998 , 457,138 57,313 

1999 143,122 39,044 

Depending on the number of hours  and days worked, this could mean a 1 l/z 

to  2 % times increase in the hourly wage paid to  an employee for overtime 

hours worked. 

WAS MANAGEMENT NOT CONCERNED ABOUT THE IMPACT THE MISSES 

WOULD HAVE ON CUSTOMER SERVICE? 
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The entire team was very concerned about the misses. However, during this 

same period, Consumer received the J. D. Power award for Customer 

Service for four years in a row. The survey is nationally recognized as a tool 

for measuring customer satisfaction and is used by a wide variety of 

companies in different industries. Consumer felt that the survey results were 

a strong indicator of how our customers felt about the quality of service we 

provided. 

YOU ALSO MENTIONED THAT ACTS OF GOD CONTRIBUTED TO 

BELLSOUTH'S MISSES OF THE COMMISSION'S ANSWERTIME RULES. 

PLEASE EXPLAIN. 

South Florida and the Panhandle were impacted by a number of 

hurricanes and tropical storms. The following tropical storms and hurricanes 

impacted our service performance during 1996-1 999: 

1996 TS Josephine 10/18 NF 

1997 H Danny 7/20 

1998 H Earl 9/3 

H Georges 9/25 Florida Keys 

TS Midge 10/5 

1999  TS Harvey 9/2 5 

H Irene 10/15 SF 

Central Florida had tornadoes severe enough to cause fatalities, and during 

1999, severe fires raged along the 1-95 corridor from the southeast t o  North 
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Florida. These events drove families from their homes and resulted in 

increased call volumes to  the Business Office, as well as Repair. In many of 

these cases, our employees were also affected, and calls had to be routed 

t o  other Florida business offices that could safely remain open. 

IN ADDITION TO THE J. D. POWER AWARD, THE YANKEE GROUP 

RECOGNITION, AND THE SURVEY CONDUCTED BY THE UNIVERSITY OF 

MICHIGAN AND THE AMERICAN SOCIETY FOR QUALITY CONTROL, WERE 

THERE ANY OTHER 1NDICATORS OF HOW NOT MEETING THE ANSWER 

TIME RULES WAS AFFECTING CUSTOMERS? 

Another measurement that was looked at closely during 1996-99 was the 

number of customer complaints about answer time lodged with our PSC 

group per 1,000 access lines. That number was equivalent t o  .003 

complaints per 1,000 access lines or just 21 complaints for all of 1999. 

Twenty-one complaints out of 23 million calls did not  indicate t o  BellSouth 

that answer time was a major factor in customer satisfaction. 

HOW DOES SELLSOUTH'S PERFORMANCE COMPARE TO GTE AND 

SPRINT? 

It is impossible to 

differences in the 

of exchanges and 

1 

make an accurate comparison given the significant 

volume of business, in the size,of area served, the number 

the number of employees. A significant differentiator is 

the large Multilingual Center operated by BellSouth to address the diversity 
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of its customer base. Industry information, as well as our own operational 

data, indicates that calls in languages other than English take longer to  

complete, primarily due to cultural and regional differences in our customer 

base. It should also be noted that unlike other companies, BellSouth did not 

use "choke" technology to deal with peak volume conditions. This is 

technology that allows companies to provide an audio message when busy 

conditions exists and then cuts the customer call off, thereby not offering 

the customer an option of waiting on the line for a service representative to  

become available. BellSouth customers were always given the option to  

wait on the line for a representative. 

WAS BELLSOUTH'S FAILURE TO MEET THE COMMISSION'S 

ANSWER TIME RULES INTENTIONAL? 

No. As 1 have indicated in my testimony, BellSouth took extraordinary steps 

to  meet the rules. In spite of our best efforts we fell short but it was 

absolutely not willful. 

HOW WOULD YOU DESCRIBE BELLSOUTH'S SERVICE OVER THE PERIOD 

IN QUESTION? 

BellSouth's service has been generally good and perceived as such by our 

customers. As mentioned above, there have been periods where we have 

struggled, with answer time and installation and repair intervals, but taken 

as a whole I would describe our service as very good. 
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IF YOUR SERVICE HAS BEEN SATISFACTORY, WHY DID YOU OFFER A 

SETTLEMENT PROPOSAL TO THE COMMISSION STAFF? 

There are t w o  reasons why BellSouth offered a settlement proposal to  the 

staff. First, our service was not perfect. As described above, BellSouth had 

some problems with access and installation. While w e  disagreed with the 

Staff on the decision to file a show cause, it is fair to say that they made a 

reasonable good faith judgment call. Second, with the dramatic change in 

the telecommunications industry over the last four years, BellSouth believed 

it would be more productive and was more important to  settle the show 

cause and move on. The more time we  spent debating old rules, the longer 

the delay in acquiring new rules that better reflect this dynamic industry. 

DOES THIS CONCLUDE YOUR TESTIMONY? 

Yes. 

’* PC Docs 246844 
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1 
1 ,SETTLEMENT AGREEMENT I 

- -  

BellSouth Telecommunications, I n C  I SUCC08804 I to Southern Bjll I 

Telephone and Telegraph Company (hereinaftar 1 "Southern Bell ,!* 1 
which term whenever used herein shall mean B411South i 

Teleccm"mication8, Inc . , its predecessor, Sduthern Bell TeGphone 

and Telegraph Company, ,and t h e i r  8ucces9ors 4nd I 

Statewide Prosecutor a& the O f f  i c e  o f  State+ide I 1 

I 

assigns) und ! the 

prosecutioq I 

(hereinafter collectively the " O f f i c e " )  
1 

i 
I 

1 I w r z u E S S E T H :  I 

I i 
WHEREAS, the Offiae commenced an investigation regardiiq 

Southern Bell I s  zeporting of trouble and repbir infomation ,to the 

Florida Public Service Cormmission; t h e  cxedihs given by Souihern I 

B e l l  fo r  service interkuptions greatex than bmnty-fouz ( 2 4  

1 

-- . 

I houfs; the sale,  billi~g and proviaion of cebtain optional ! 

services through Southern Bell ' a  Network Salbs Progrilm, allegedly 
I 

1 I 

not  ordered by certain: Southexn Bell subacribesa ; and t h e  alleged 1 

' wxongful conduct of Sokthern Bell related ,to1 1 the  Touchtone/qustom 

Callkng Service reconciliation gzogram conduFtsd by Souther+ Bell 

I in 1990 and 1991 ,(the i*Reconciliation Ptogx&" 1 ; 
I 

i WHEREAS, Southernksl l  denies that it epgaged ! in conduit I 

alleged to be in violation of any state lawt! denies that i.ti 

engaged in any fraud in the State of FLoridd, denies that ii 

improperly withheld  credits to 8~bsCZlb8rd 9 t h  an out of &mice 

condition in exceea of: twenty-four ( 2 4 )  hduzLr I 1 such credit8 : being 

i 
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1 
Investigation (as defiried in paragraph 1 belgw); 
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I 
required b y - s w t i o n  25i.4 110( 2 )  Florida A inistrative Code, and 

denies  that it i n e c c u a t e l y  reported in fonn&ion to the Pubiic 

service Commission in Liolatian of section8 bS-4.018S and I 
I 

25-4 .070,  denies that &t improperly Bald, bigled  or provided 

optional services through it$ network sales 'program, and d e i i e s  

that i t  engaged in any: improper conduct with/ respect to t h e !  

Reconciliation program; and does not intend Lo engage in an such 

9 I 

I I 

i 
I 

I 
I 
'I 

conduct; and 

i 
including,  but not limited to, the Review PrQgram as de8crib;ed in 

I 

Exhibit "C" and t h e  pa+ent of the restituti n described in 1 
paeagraphs 3 ,  4 and 5 &low, the parties hexito stipulate an 

? I 

I P 
I 

agree as follows: 1 

1. 

As used hereinr th tem "Investigation? shall mean the' 1 
1 ' Office of Statewide P x a e c u t i o n  investigativd case NO. SWP i 

91-000007-NFB which was: opened in March 1991.1 

is l i m h d  t o ' t k  afltgbd failure of Souther4 Bell to prop& I 

The Investigation 
I .  

I 
report tmuble and repalir information t o  the bublic Service 1 

I I 

Commission, and Southern Bell's alleged fa i lqre  to properly 1 
provide credits for sepFce intexruptidns gr&fer than twent)-four 

( 2 4 )  hours; matters concerning I the sale, billkng and provision of 

certain .optional services through Southern B e b l  s Network Sares 
i I 

I 

I ! 

I -2- 
I 
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Program in--1987, 1988,: 1989, 1990 and 1991, allegedly n o t  ofrdered 

t h e  i n s i d e  , by certain Southern Bell subscribers (not i n c l u d i n g  I 
I i 

1 P 
wire maintenance reconciliation program condpcted in 1990 and 

1991); and the alleged wrongful conduct of S! uthern Bell related 
I 

to the  Reconciliation krogram. 1 
2 .  

It is expreasly uriderstood and agreed b tween the parties i I 
that t h i s  Settlement Aqreement is made in colrpromise of disduted 

claims. This Settlement Agreement and the r k s t i t u t i a n  paymints 

and releases provided liereunder are not and +hall not be co strued 
I 1 

as an admission of liability o f  an acknowlodeent of t h e  valjidity 

of any claims which were fnveatiguted by theloffice against j 
Southern Bell arising out of the Invsetigatidn. 

hereby expressly denies! any liability to the  [ O f f  ice or any &her 

person. Southern Bell ;hereby also expressly [denies the c lays  and 

alxegations asserted aiainst  Southern Bell bd t h e  Office or tny 

Southern & -- . -  

I 

I 

I 
I 

other person. I ! 
i 
f 

I 

1 

1 
i 

Southern B e l l  subscribers identified by Sout*rn Bell who reparted 
I 

one o& more out 'of kerv;ce interruptions durirg the period 1 
I i January 1, 1985 to June, 3 0 ,  1991 ( t h e  "Out-o€rService 

i 

3 .  1 
I 

Southern B e l l  shalk pay Three Million Piye Thousand Dol ars 

' ($3,005,000)  in restitution, in pro rata modbts, to those 
I 

.. 

I 

Subscribers"). Southern Bell shall, within tbn (10) days of i ,the 
execution of this Settlement Agreement, depos t t  1 t h e  above Thiee 

Million Five Thousand Dollars ($3 ,005 ,000)  (the I 
"Out-of-Service 

Payment'') i n t o  a separate interest bearing acbount from which it 
I 

-3-  



J. L a c k r  Exhibit No 
Page 5 of 39 

aut-of-Service Payment shall be credited 

can 

The to t h e  account4 of or 

refunded by check tQ current Out-of-Senrice Subscribers andl 

refunded by check to fqrmer Out-of-Service Shbscribers by s 'uthern 
Bell in equal pro rata!mounts within Sixty 60)  days of th 

execution a€ this Settlement Agreement. 

deduct from any refund'to any former sub8csiVer any mount  rhich 

is or was shown 6% a balance due on that acchunt. 
1 

is entitled td a distribution but who did no receive one 1 

initially, who request4 a d i s t r i b u t i o n  durinb the five ( S )  $ear 

period following the dqte of this Settlement /Agreement, shall1 be 

paid aut of sa id  account. 

in said account after chi8 five ( 5 )  year per+d, and all inqetesfl . - 

accrued on t h e  Out-of-Service Payment, s h a l l  !k paid to the istate 

of Flvrida, which paymint shal l  be in €1~11 a4d complete 

saqisfactian of any and a l l  claims by t h e  St te of Florida tp 
these funds 

shall mean that the au~scrfber's telephone n$er had no di+ 

tone, could not be c a l h d ,  or could not calljout and that  t he  

I 

I .i i 7 
lot Sou+hern,Bell may 

1 

~ n y  per*& who 

t I 

1 
I 

Any o f  these disp$ted funds that jremain 
I 

I 

I I 

I 
I i 
4 I "Out-of-Service" for  the puxpo4e of this paraqraph 

! 

I 

I 

I 

'receipt to close time aor such service i n t e r b p t i o n  or "troupe' 
I 

1 
I I t 

I 
I 
! 

was greater than twenty-faur ( 2 4 )  -hours. .. 
.. * .  

4 .  

i Southern Ball shag1 pay as restitution $te amount of T 

Million Five Hundred THousand D o l l a x e  ( S I O I S ~ O , ~ ~ O )  (the "N#wock 
i 

Sales Payment") to tho& subscribers who hav$ I been or were I 

sub8cribed to certain aptional selrvicos by network employeesj of 

Southern Bell as part cif its Network Sales P4ogram during 19b7, 

i I 

! 

-4- 
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I 

I 1988, W39;-1990 and 1991, and who have not  previously recetved a 
! 

credit OT refund payment. 

days of the ex8cutiOn o f  t h i s  Settlement Agrbmenf, depoeit\into a 

separate interest bearing account the above ken Million Fivi 

Hundred Thousand Dollais  ($10,500,000) from hirich it may maqe the 

credits and/or refunds .dewxibed in this par graph. Within :sixty 

( 6 0 )  days of t h e  execu+ian of this Settlemen? Agreement, 

Network Sales Payment shall, on a pro rata biois, be credit+ to 

t h e  account of or r e h i d e d  by check to each quxrent subscribjer and 

Southern Bell s h a i l ,  w i t h i n  t e n  (10) 

I 
I 

b 

I 

thy 
4 

refunded by check to each former subscriber, l l is ted an 
1 

1 I 

current or former Southern Bell subscribers 1"sted t' on Exhibi); I " A I H  

Any person who is entitbed to a distribution but I 

( 5 )  year period following the date of t h i s  Sakclement Agresmtnt , 

who did not !  I 
I *receive one initially, who request8 a distribption I during t h e  I five 

. .  
shall be paid'out uf sagd account. I Any of  thpse t disputed Euhds I 
that xenain in 8aid acebunt aftel: this five I 

( P )  
dl1 interest accrued on. t h e  Netwafk Sales Pa@ent, shall be paid 

to the  State ~f Florida, which payment shall in f u l l  and 

complete satisfact ion of any and all claims bk 1 the State of 

Florida to these funds. I 

! 

-3- 
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Southern Bell shall1 make an additional'effort to identkfy  

I 
b 
I \ 

I 

former subscribers not  listed on Exhibit * A "  who had one brimore 

optional services placbd on t h e i r  telephone y a Network s a l e s  

employee during t h e  N e k r k  Sales progruna id 1987,  1988, &, 
1990, and 1991. 

address of these farmek subscribers. Southekn B e l l  will make f u l l  

refunds, plus interest, to those former subs ribem it hc&s who 

paid fox: one or more optional s e z v f c e ~  to which they were 1 
I subscribed by a Network emplayee, but which i h e  Subscriber$l 
1 

indicate they did not brrder. 

I 

I 

Southern Bell will seek to f i n d  the  presen 

I 1 

I 
F 1 
I 

I 

The letter fzo+ the  Office atqached 

as Exhibit "D" and the letter from 

Exhibit "E" shall be sent  to these 

a refund check.  

5 .  

i Southern ell attached 68 

former au * acribers who rdceive 
I .  

j - - . .  

I 

i 
'p 

I 

I 

I 

I 
! 

Within t e n  (10) days of the execution 0 4  this Settleme* 
Agreement, Sauthetn Bel1 shall pay a maximum !of One Mil l ion  s i x  

Hundred Seventy-Seven vhousand S i x  Hundred Ninety-One Dollad? and 

Sixty-Two Cents ( $lr672,691.62) as reflectej i n  Exhibit into 

a separate interest bearing account as additjanal I restitutio' for P 
' the benefit of those cdirrent and f o m e r  subsdribersr listed on 

I I 
Exhibit "B, identif iei during the  Reconcflla(tion Program as! I 

having *been dduble -b i lkd  or over-billed for lcertaf I n o p t i m a  1 
service8 and who received previously only pa+ial restitution; 

provided, however, the ;mount to be deposit*$ I to t h i s  accou& I will 

be increased te t h e  extent  that  Southern Belli identifies thrkugh 

the Reconciliation Progcm additional subscril h3 ers as having been 
I double-billed or over-b$lled for certain aptii,onai services abd who 

I I 
! 
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received previously only p a r t i a l  r e s t i t u t i o n . !  Southern Bell will, 

w i t h i n  s i x t y  (60) days !of the  execution of tdis Settlement , 

Agreement, make restitdtion to those  subscruers listed on , 
4 

Exhibit "B" in the amounts listed in Exhibit IW. Restitutipn 

payments to which subscribers a m  e n t i t l e d  p irauant  to t h i s  I 

paragraph shall be cr+.ited to the account o i  or refunded by check 

to current subscribera :and refunded by checklto former 

subscribers 

famef subscriber any mount which is or: was shown as a baldnce 

due on that account. 

I 

Southern : B e l l  may not deduct from any refund i o  any 

I 
wy person who i s  entifled to a distribution 

but who did not  receive one initially, who 1' uests a distr2bution 

during the five (SI ye& period following thh date of this 

Settlement Agre"nt,  8halL be paid out o f  skid account. 

these disputed funds that  remain in said accpunt after this five 

( 5 )  year period, and all interest accrued on1 t h i s  account, shall 

be-pa id  to the  State of Florida, which paymefit sha l l  be in full 

Tq 
I 

Any of,- 

I 

I 
and complete satisfacth of  any and a l l  c l a p s  by the  State  of 

I 

Flocida to these funds, 
I ! 

i 6 .  

Refunds sent by Southern Bell pursuant ;to I paragsaphs 4 and 5 

of t h i s  Settlement Agrpement ahall be sent  b F i r s t  Class ,Mail. 

Each &fund sent pursuant to paragraph 4 w i l ?  be accompanied by 

the lettet from the  O f f i c e  attached a8 Exhieit "F" and the letter 

-. 1 
I 

f m m  Southern Ball  attbched as Exhibit "G." Each refund s e n t  

pursuant t b  paragraph 5 s h a l l  be accompanied I by the  letter from 

t h e  Office attached as Exhibit "If" and the 4etter from Southern 

Bell attached as Exhibi t  "1. The bill condaining I t h e  credits 

-7- 
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letter attached as Exhpbit “K,” 

1 4 :  . - -  

I 

: Page9of39  I 

I I 

7 .  

daye of the execution & the Settlement Awe smt, Southern 
I f 
i s h a l l  deposit Pour Hunqed Forty-Seven .Thouse/nd, Eight Hundrbd 
! I 

Seventy Dollars and T h i k t y  I Cents ( $ 4 4 7 , 8 7 0 . 3 4 )  I into an interest 

bearing account, controlled by the Off i c e  +y additional. fbes, 

costs or expenses incur’ ed by the Off iqe ,  t h d  I State of FloriQa or 
i I 

f 
I 

-8- I 
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I I local g o v e r h e n t s  in Flor ida ,  in c o n n e c t i o n  ith t h e  
I Investigation, monitorfng of the  Review Progqam, or ertforc+nt of. 

t h i s  Agreement shall be paid by t h e  Office tq such agency on 
I 

agencies out of t h i s  a&ount at t h e  discret iqn of the State&.de 

't 
I 

1 t 

I 
I Prosecutor 

of the Review Period. 

end of the Review Periob shall revert to the  state of Plorids's 

The accourdt ahall be maintained p n t f  1 t h e  concdusion 
I 

kll funds remaining i the.account at/ the 4 I 
I General Revenue Fund, uhallocated, which pa&nt shall be in, f u l l  

I 
and complete gatisfaction of any and a11 cla s by the Statejof t I I Florida to t h e s e  funds . '  

8 .  

Southern Bell will' fully cooperate with bhe Office in the 

i - 
Tnvestigation as it may,continue with respect to individuals, 

! 
including the production of any documents in pouthern B e l l d  

- 
I I i 

i 
posse8sion, cuat6dy and: control or witnesses bequested by the 

I ! 
Ofcice. If the documents or infomation requbsted are proteyted 

! I 
by the attorney-client or work product privilbge, l then South e rn 
Bell will provide a l l  information necessary a P d a l l  aasiatan$e I 

i I 

I 
needed tu disclose t h e  dccuments oz: i n f o m a t i p n  sought to th' 

extent  possible without waiving any such pr iv ' l egss .  P 
Nan-compliance with t h i s  provision shall conarbitute a breach; of 

t h i s  Settlemeit 'Agreement, and t h e  Statewide prosecutor may 

exercise the  rights of t h e  Office hereunder cpnsiertent w i t h  : I 

1 i .. 

i [ 
I paragraph 18 below. i I 

1 9 .  I 

perform the work bescz'ibed in paragraph 10 hekein, in 
I 
! I 

I 
I 

-9 -  I 



accordance w'ith the terins o f  an agreement to /be entered into! 

between counsel  f o r  Saythern Bell. and The Acc&mnting Firm ( tLe  

"Accounting Agreement"), which i s  subject to 

Off ice * 

10 6 

Southern Bell wil1,implement all of the 

Ithe approval of1 t h e  

1 
1 

I I 

I 
! ! 
' p p t e m e r  t , operatlons 
I I 

I 1 
ethics, sales incentive'and sales program dekscribed in 

Exhibit 'IC" (the "Review Program") by the  speFific implementation 

dates set forth in t h i s !  program. 

incorporated herein as u term of this S e t t l e & n t  Agreement. ;For a 

period of three ( 3 )  yea435 h g i n n i n g  on the dabe t h i s  Settlement 

Agreement is executed (the "Review Period" I 

will conduct semi-annual audits to determine phether Southeri Belf- 

i s  complying w i t h  a l l  of the obligation8 and brograms set fo&h in 

the Review Pragram. 

Reyiew Pcogram shall constitute a breach of t e Settlement 

I + The Review kzogtam is f u l l  

i 

i 

he Accounting. Fi rm I 
I 

1 
P 1 

, f 

. . 

Nan-compliance with the I rovisions of d e  

1 
I 

Agreement, and the  Statewide Prosecutor may e ercise the rig f 
the Office hereunder coneistent w i t h  paragrap P 18 below. 

t Southern Be11 agrees it will not engage {n a practice d 
I 

omission,  in i i L 

falsifying information iequired by the Florida Adrainistzlative I Code 

to be reported' t o  tha Fiorids Public Service 

practice of causing Florida subscrihrs to be billed for 3e4 ices  

that t h e  subscribers did not order, os in a pfactice of causfng 

Flaxida subscriberas to leeceive a credit or rekund t h a t  is legs 

than that to which subscribera are entitled. [During the Review 

Period, i f  Southern B e l l  (which for t h e  remaifiinq 1 portion a,f [this 

! 

-10- 
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paragraph l l - k h z a l l  mean I n s t a l l a t i o n  and Mai'tenance Center  

managers, and district managers (paygrade 6)4 or higher leverL 

managers) discovers t h i t  any of its employee 

engaging in t h e  practices described above , S4uthem Bell wilp 

infomation given to t he  Office pursuant to qhis paragraph sha l l  

? 

7 I 
I I 
have engaged 05 are 

I 

I 

T Y  
identify such employees; and such pfQCtiC88 t the Office. 

not be used in any civ$l action by the Officd I or as the basit for 
I any criminal action agdinst Southern Bellr 04 i t s  subsidiary,  

affiliate, or parent companies, and any infolfmation delivered I 
1 

pursuant to this patagsaph a h a l l ,  until the eview Period ex ires, 

be treated in accozdanc'e with Florida Statute( S 119 as inforfnation 

obtained during the cougse of a criminal inv s t i g a t i o n .  Prajtided, 

however, that any information derived theref om may be used ks  the-  ~. 

basis fox a criminal ac&n consistent w i t h  dhe provisions OF 
paragraph 18. t to discipline any 

employee for any actionable conduct in which an employee engpges, 

provided, however, that: employees or former yployees s h a l l  

disciplined or terminated in whole ox in par 

their testimony, whethek voluntury or compelud, or for the f a c t  

9 P 
i 
? 1 

1 .  

I 

Southern! Sell resenes t h e  ri 
1 

i 
t 

1 
I ot be r 

Pr at any time, 

I 
other Sta te  of 

i 

1 
# o f  their cooperation wi th  the Office; w i t h  a 

Florida agency involved; i n  the Investigation, unless such employee 

violated w r i t t e h  company policy or knowingly gave fa l se  matefial 1 I 

I 

I 

I 
! 

i 
I i 

infomation during the course of such cooper 4 t i o n .  
12 

The Office will noc institute,  assert ,  dx maintain any b i v i l  

action,  claim, cause of, action, obligation, 

f o r  punitive relief, eximplazy or treble damqges, claim of rbli.ef 

iability or dembnd 4 
I 

I 

I 

I 
I 

! 
-Ll- I 

I 

I I 

i 
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or demand whatsoever, in l a w  or in equity, a ainst Southern Fell 

or i t s  parent, affiliate, and subsidiary com anies, their 

officers, directors, eiployees, agents ,  repr aentat ives ,  

attorneys I and their hairs f successors 

previously wexe assertd or maintained, whicd could have beep 

asserted or maintained Ior which could in the future be asserked oc 

maintained against  Southern Bell in any c i v i i  inveatigation, 1 

action or other proceeding based on conduct qddressed I in, dikectly 

I 

1 
i 

f 
7 

and &signs,  which 
I 

I ! 

1 I 

arising out of, directly related to, or diredtly connected d'th 
i r 

t h e  Investigation. 
I 13 

The Office will nok t a k e  or cauee anoth+ to take any 
1 i 

f 
jury or other criminal kction against SoutheT Bell or B e l l S ' u t h  

Telecomunicat ions 

compark~es, or t h e i r  suc~esd~rs, and assigns, tas a corporate k n t i t y  

long as Southern Bell does not breach the Set/tlement Agreemelt. 

Nothing in this paragraph shall be construed PO prevent the bffice 

- - 

f 
Inc:. , their parent I af f illiates, or subsidiary 

1 I i 

I 
01: , e n t i t i a s  based on maitezs addressed in th Investigation,; so 

! 

I 

from taking any crimiqah action against indi dual officers, 

' directors, managers or agents of Southern .Bel or of it8 patent, 

affiliates, or s u b s i d i a k  companies or their eim, S U C C ~ ~ S O ~ ~ ,  o r  

assigna. Nothing in thka parngraph shall be bonstrucd to prevent 

any gzand jury from issuing a zepozt or pres tment concernibg the  

Investigation. 

1 

I 

.. t 
.. 

4 I 
This paragraph sha l l  not  be cbnstruad to preyent 

! I 

t h e  Office, during the give ( 5 )  year period fbllowing I executfon of 

t h i s  Settlement Agreemint, from u s i n g  conduct) addressed in th0 
1 ! 

Investigation as predicate incidents  in a cr$uinal action aghinst 

I 1 I 

! 
i -12- I 
i 

I 
I 
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Southern Bell baaed up& misconduc t  unrelatey to t n e  
I 

I I 
g~vernmental or law enforcement agency s e e k s  I to investigate I lor 
Investigation. If the federal government or,any I local  

I 
I I 
7 
7 

charge Southem Bell, 91: its parent, a f f i l h i e  oc subsidiary 

companiea or the ir  heirs, successors, and as igna for the me‘tters 

investigated in the Inhs t iga t ion ,  the O f f i c  

federal or governmental agency of t h h  settl4ment 

I will advise d c h  

I 
I 

1 4 .  
I 

None of the costs  associated with t h i s  qettlement Agreejrtent 
I 

( inc lud ing  but not limhted to the cost  of 014 credit8 and r4funds, 

attorneys’ fees and exgknses) will be includ d in the custo er 

rates of Southern Bell. 

i 1 

I 
I 

IS. ! 

I 
i 

7 I 7 

t I .. 
! 

I 

I 

The Investigation :shall not be. deemed cqncluded or closbd 
I 

prior to the  expiratioq of the R e v i e w  PeriddIdeecribed in 

paragraph 10 above. 
j 

I I 

! 
i I I 

i 
I 
i 

i 

16 - 
This Settlement Ag+eement and the exhibqts hezeta constitute 

I 
I the entixe agreement between the paxtis8 w i t 4  regard to t h e  ; 

underdtandinga between the parties shall be deemed merged in/ca the  
. -  i I 

! I 
17 I 

I 

‘ subject matter contained herein, and a l l  priqr negotiation8 and 

Settlement Agreement 0 I 

I I 
! 

No representations, warranties 01: indu4ments have beep made 

i to Southern Bell of the!. Off ice concerning th4s Settlement ’ 
I 

I 

-13- 
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Agreement? other than tihose representations, warranties and i 

covenants contained in t h i s  Settlement Agreenpnt. i I 

I 

I 18 4 I 1 
Southern Bell and t h e  Office acknowledg t h e  technical  

lagistical complexity orf implementing and martaging t h e  paymebt of 

rest i tut ion and t h e  transmittal of corzespondance .pur:auant t p  t h i s  

Settlement Agreement, ad implementing and ma ' ging the  Revie; 

Program, of i d e n t i f y i n g l t h e  matters to be repprted pursuant ~o 

paragraph 11 aild of othsrwise managing South+n Bell's obligetions I 

hereunder. With respecp to the  Review Progr , the parties 

acknowledge t h a t  Southekn Bell may later disc ver t h a t  portiqns of 

the Review Program may be bpoglsible, infeasi  le or unreascrnable 

to implement. 

reasonable substitute for such program that i b  designed to a+hieve 

the same purpose as the:plcogram that is replaFed. I 

dispute will be submitted to the Special Hastbr in accordancg w i t h  

the procedure s e t  forth: in paragraph F( 1) of Fhe Review Progk'am. 

The paft ies  da not .  intend t h a t  t h i s  Settlement Agreement be 

I 

. 
! 

1 

T I 

I 
I 

i t 
P 
P 1 L 

I f  such discovery is made, Sou hern B e l l  will1 
- 

1' i 

I I 

n o t i f y  the Office to discuss the problem and (to negotiate a t 

Any tesulking 

I 1 

i 

'voided fox minor, technical violat ione,  but r ther that it be I 

I 
! 

I 

i subject to being voided:where Southern Bell wtllfully and 

purposdfully causes or kllows a bmach to occpr. 

Of ffC8 contends that Saithern Bell willfully .bnd puzposefulli 

caused or allowed a breach of t h i s  Settlement ! Agreement to o&r 

and t h e  breach tends to' undermine or circumvsbt the abliguti4ns 

under t h i s  Settlement Agreement, t h e  Off ice wkll provide wriPten 

I 
. -  

In the event the 

I 

notice of the claimed breach to Southern Bellland I provide So4thern 

I 
I 

- I  -14-  
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Bell with a--reasonableioppartunity, not to e L eeed forty-fivi ( 4 5 )  

days, unless extended hy the Statewide Prose4utorI to addre& or t 

1 
cure such claimed breadh. After t h i s  period i , expi#es ,  the I 

7 I 

1 
I 

1 Statewide Prosecutor will in good faith exer ise her discretiion in 

deciding whether or no< Southern Bell is lia le for such conbuct, 

and i f  so, whether o f  nbt to void this Settldment .Agreement and 

pursue a criminal action againat Southern Be 1, should a l l  tbe 

facts and circumstances: justify such action.  The Office wil give 

Southern Bell thirty ( 3 0 )  days written notic 

to void t h e  Settlement bgreement become6 effdctive. 

void thi.8 Settlement Agkeement expires upon yhe successful 

completion of the Rsvitir period or any authorized extension 

thereoE I 

1 I 

i 

I I 
i 

i I 

b I f 

I 

I I 

1 before any decgsion 

The right to 
' 

1 
i 

L - 

1 19 * 

T h i s  Settlement Agreeznent shall not preApude Southern B'11 or 
I 7 

the  Office from participating in other judicial or administrative 

proceedings or from introducing evidence in Bpch praceedingsl 

concerning t h e  conduct covered by the Investi ation to the  e*tent f 
allowed by applicable rples of evidence and p oceduce. 

I ! 
$ 

1 
fhat 
t I 20 

Southern -11 will; develop a document rebention ! policy 

readonably is 'calculate6 to preserve dacumentb and in f  annati?n 
I I 

chat the Company, in c o ~ s u l t a t i o n  w i t h  the Of ice, believe8 i s  I 

relevant to the Investigation. 

21 
1 

No waiver, modification I or amendment of he terms of t h i s  r Settlement Agfeement shall be valid or binding I unless in wriFing, 
I 

-1s- 



signed by a-11 parties and t h e n  only to the ektent set f o r t h i i n  

I such written waiver, modification os amendme t. 
? 

2 2 .  

Any failure by any party to the Settlemhnt I Agreement tq 

i n s l a t  upon the strict *performance by any at 82 party of a& of 

the provisions of t h i s  'Settlemant Agremment ' h a l l  not  be d+ed I a 

waiver of any of t h e  pqovisions of t h i s  Sett ement Agreement:, and 

such party, notwithstadding uuch failure, ah 4 3.1 have t h e  r i g h t  I 

thereafter tu insist upon the spec i f ic  perfoxhaance 1 of any ax& I alf 

of the provisions of this Settlement Agreeme I 

i I 

1 I I 

! jt 1 ! 

I 

I i 

! i. 

I 
4 

23 * 
i .This Settlement Agreement shall be goveqned by, and conbtrued' 

and enforced in accordance with,  t h e  laws o f  ! the State of &idah; 

without regard to its c k f l i c t  of laws princ'ples. 

made by Southetn Bell pursuant t o  this S e t t l h e n t  Agreement, 

including t h e  payments 'described in paragxapqs I 3 ,  4 and S a b b e ,  

include any and a l l  tams that Southern Be l l  bay be required; 1 to 

pay to the recipients  o!f such payments, to a? governmental 

or to any other person. This provision shall! not reduce anyj of 

*the payments which Southern Bell i s  required ko make pursuan to 

this Settlement Agreement and Southelen Be11 -sees not EO seek a 

refund'dr credit fram any local, state ,  of f 9 e r a l  taxing ! 

authority tor any t a x  ipcluding but not l U i + d  to any gross1 

seceipts t a x  or s t a t e  t a x ,  collected or paid by Southern Bell and 

related directly QE Fndkxsctly t o  services f+ which Subscribers 

i 
Any payments 

I 

I 
1 I entity 
! 

i I -. 
I i 

I 
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I 
Agreement. I 
may rece ivek credit or refund pursuant to t 4 i s  Settlement i 

I 
I 

i 
2 4 .  I I 

! 

The partiaa acknoGledge that this sPtt+ent Agreement b s  

being entered into for ithe purposes of settldment only, that'  there 

has been no finding of :liability of any kind ' and. that  South rn I I 
7 i" 

Bell is 

expanse 

account 

Neither 

entefing into this Settlement Agree 'nt to avoid the1 

I 

I 

the uncertainty and r i s k  inherent in iany 1itigation.i 

t h i s  Settlement. Agreement, any exhibfjt or docx"nt 1 

I 

I I 
1 

and length of further legal procesdi 1 gs, taking into 

I 

referenced herein, nor  any action taken to re/ach, effectuate; or 

further this Settlement Agreement OE the eetqlement I set forth ! 

herein is, mag be canatkued as, or may be us 

OP against any party of-any fault, wrongdoing or' liability 

whatsoever, or a8 a waiuez or limitation of 

equitable, or defenses otherwise available tq any of the parkiea. I 

Entering into 02 carrying out thies Settlemenq Agreement, or 

negotiations or proceedhgs related thereto, 

event be construed a$, ox. deemed to be evidenjce of, an admis i o n  

oz concession by any o f : t h e  pasties, or to be a waiver of any b 

I 
I applicable c l a b  or defbnse, otherwise avail 

1 

as an admiss i 'n  P bf . . 

y claims, legah or 
I 

9 
P 

1 
T 1 

w9=01 

I 

1 

Bny 

f 

I 
! 

1 
hall not in any 

I 
I 

i 

le. 

25 
. .  . .  . .  

This Settlement Agreement, including itst exhibits, 
I 

executed after a m ' s  lehgth negotiations b e t T s n  1 t h e  parties I and 

reflect t h e  conclusion of t h O  parties that  thbs Settlement f 

Agreement is in the best intexests of  all tho) parties  hereto! 

-17-  
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2 7 .  

an or ig ina l .  

Sworn to and S u b ~ r i b e d :  to 
befare me t h i s  y daylaf 
!%%%=e, Florida . 

1 I 1992, in' 

n 

[ Statebide 1 Prosecutor i 



 worn to and Subscribed to 
before me t h i s  3 e a  day of 
C C ~ C  \x 'L 1992,  in 

I Florwa C .  

\Clbuh -/= 
S t a t e -  of Florida 

My Commission Expires z 

.. .. . *  

J Lacher Exhlblt ho. 1 
Page 20 of 39 

! 

I 
BELLSOUTHiTELECOMMUNXCATIONS, 
INC. (sueqessdr to SOUTME!PN 
BELL TELEBHONE C TELEGRAT 
COMPANY) 1 I 

I 

I 

I 
I 

I 

I 

I 

I 

I 
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Exhibits A and B 

Voluminous List of Subscriber records that are not provided as part of the exhibit 



S0VTHER.N BE&&, REVIEW PROGRAM 

This s e t s  forth the  systems and operation changes, procedures 
and ethic8  prograaw that Southern B e l l  has 01: will put i n t o  place 
in Florida during the Review Period to address matter8 that have 
arisen in Florida, 
system and operation changes, procBdureSr and programs only during 
t h e  Review Period and any extension thereof pursuant to paragraph 
F ( 4 )  b e l o w .  
program8 d e s c r i h d  below will be reviewed Ln t h e  audits described 
in paragraph 7 of  t h i s  Settlement Agreement. 
s e ~ i c e a ~  as used in t h i a  Review Program includes t h e  fallowing 
optional services: Call Return, Ca l l  Trace, Repeat D i a l ,  
Preferred Call Pomarding; Call lllocking, Selective Call Blocking, 
Cal ler  ID, C a l l  Forwarding, Call Forwarding-Line Rusy, Call 
Forwarding - Don't Answer, Rmote Access Call Forwarding, -- 
Three-way Calling, Speed Cali-8,  Speed Cal l -30 ,  Call Waiting, 
Memory Call, Inside Wire naineenance, Trouble I s o l a t i o n  Plan, 
Inside HFre Maintenance C o m b h e d  P l a n  and Touchtone, 

Southern Bell is required to maintain these 

Implementation OS the changes! procsdures, and 

The term "optional 

A. J n s t i t u t i o n  of Bthics P r o w  I 

1. Southecn Bell will develop and implement a new ethics 
education program. T h i s  program will be presented t v  
management and non-management employees of Southem Bell 
in Florida. [Implmantstionz October I, 1992 .1  

I 

I 2 .  Southern Bell will revise its handbook * A  Personal 
Respns ib i l i ty"  to: 

a. furthec emphamire e t h i c s ;  and 

b. pronote the Campany's " H Q t l i n e "  number and essure 
that there is siifffcfent capacity to handle 
"Hatline" c a l l s .  [Implementation: October 1 
1992 1 

I 

3 .  Southern B e l l  will develop a 'Code of E t h i c s "  which will 
be dimtxibuted to Southern Boll employees in Florida. 
[ Implmantstion: Octokr 1, 1992 1 

4 .  Southern Ha11 will chenge its management employee 
w a l u a t i o n  proceas and foxma by incorporazhg two 
additional pesformanoe criteria: 

I 

b. coamitment to ethical business practices, 
[Implemented previously] 

I 



f 

. .  . .  

ormrat e ResP o n s i b u  'ty and Compliance Office 6 .  Creation of C 

BellSouth Corporation will create a new oEficer p o s i t i o n  
known as " V i c e  President-Corporate Responsibility and 
Compliance- " 
respnsible, uter  g l i a ,  for internal auditing and security 
supervision a t  Southern Ball. 
an 'ombudsman* to whom Southern Bell employees can 
communicate complaints and concerns for appropriate action or 
re3puns8, inc luding,  but not limited to, confidential 
internal investigations i f  warranted. [Implemented 
previously J 

The person appointed to t h i s  office ie 

This officer aleo will a c t  as 

C. Service Sales Chancres 

1. Southern Bell will confirm each new eale  of any optional 
service to remidential and s imple  (one or t w  line) 
businesa  subscribers ("Business Subscribers") by sending -_-  
a letter to the  customer stating the n e w  service ordered 
and the rat@ far such service. For new residential or 
Busine8s Subacrfbera or those that transfer their 
aetvice, Southern Bell will confkrm basic and optional 
sclcvkea and the rates for such service. Option81 
services will be identified am optional in t h i s  l e t ter .  
The letter w i l l  sta te  that  optional sexvices arm not 
required in order t o  obtain baaie telephone service. 
a l s o  will state that optional services may be cancelled 
at any time without a cancellation charge. 
[Implementation: September I, 19921 

It 

2 .  Southern Bell will reviaor its sslsa training and 
procedures materials and revise them, if necessary, to 
instrtlct sales personnel to comunicate clearly to 
C u 8 t ~ r s  t h e  optian8.L nature of each optional service 
that sales personnel recamend 01: a custooor  order^, as 
well as a clear description of each opt iona l  service 
recanmended or ordered, and the rate charged for each 
such rervice. Southern Bell also will prepare and 
distribute a mxnorandum to a l l  sales personnel in 
Florida Lnetructing them to comunicate clearly to 
cusronrerr the optional nature of each optional bemice 
that  sale8 perronnml reconuaw'kd or a customer: cmdecsr a 
clear description of each optional service rscomendmd 
or ordmred, and the rata c h a r d  for each such service. 
T h i s  separate memorandum, and Southern f3ellfs Bales 
training and procedures materials, alao s h a l l  erdvieo 
sales personnel to make clear to CuStollCera t h a t  optional 
services are not required to obtain basic telephone 
service. [Implementation: September 1, 19921 

3 .  Southern Bell will discont inue  sa le  of optional services 
by non-sales personnel in ?loride. 
the purchase of services will be referred t o  Southern 
Bell's businesa offices. [Implemented previously] 

Inquiries regarding 

- 2 -  
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4 .  Southern BelJ will enhance the management and reporting 
Of its e x i s t i n g  pragram far the  obrrerration of sales 
ca l l s  between sales representatives and subsczfhers . 
The results of local abaervatians will be reported to 
the Florida headquarters and to Southern Bell 
headquarters in Atlanta. The results of t h e  Florida 

. headquarters observation pragram also  will be reported 
to Southem Bell’s headquarters in Atlanta. 
f ImplementatLon: October 1, I992 ] 

5 .  Southern B e l l  will develop a self-Fnapection program to 
be conducted annually for each sales office in F l o r i d a ,  
which program w f l l  cover t h e  following matters: 

a .  sales personnel compliance w i t h  operational 
procedures; 

b. the transnlssion of letters confirming sales to 
sub~CZFber6  ; 

c .  proper inputting of information regarding t h e  
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 L r  19921 

6 .  Southern Bell will develop an enhanced internal  a u d i t i n g  
pmgcam t o  audit the following act iv i t i e s :  

a.  

b. 

C .  

d.  

e. 

f .  

the comnication between sales personnel and 
customera of the eervices offered by the Company 
and the rate charged for such services; 

t h e  transnis8ion of  letters confirming the Eale of 
now service t o  customers and the rate for such 

8 service: 

the proper inputting of sa les  information into the  
company’s billing system; 

the level of raloa by males personnel to identify 
any employees whose sales may exceed teasonable 
linlta (Ln.an effort to identify improper sales 
practices) : 

compliance w i t h  sel f-Fnapection’ programs; 

consideration of findings and recommendations made 
by Staff R e v i e w  Teams following staff reviews; and 

-- 

- 3 -  
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I 

g. t h e  conduct  and administsatLon of sales incentive- 
programs. [ Implementation: October 1, 1992 ] 

canceLlation of any optional service without f u l l y  
disclosing any cancellation charge before the customer 
enrolls. (Xmplementation: October 1, 1992)  

If Southern Sell Ch8fqa8 the name of one or more of its 
Inside Wire Maintenance Plans  or ather optional services 
covered by this Settlement Agreement, or includes one or 
more of t h m  in a revised semice, plan or package, the 
renamed, revised or packaged service shall be subject to 
a l l  of t h e  provisions of this Review Program. Likewise, 
conversions f r m  one service, plan or package, to 
another shall be subject  to all Q f  the provisions of 
this Review Program governing sales. 

7 .  Southern  ell will not charge its customers for  

8 .  

9. Southern B e l l  will undertake to develop a means of 
maintaining sufficient infomation regarding optional 
services on subrcriber telephones for reaeonable periods 
o t  time so that aucb information w i l l  be available to 
make refunds, legally required, to subscribers. 
Southern Bell aLso will undertake t o  develop a mans of 
training personnel who =e rerponsible for making 
cuatolller refunds a8 to t h e  proper procedures for 
pleocessfng refunds legally required to be made. 

1. 

2 .  - .  
* .  

3 .  

4 .  

5 .  

i 

Southern Sell will control accels to t h e  LMOS system. 
Employees will be assigned peraonal identification 
numbera and paaawords, 
allowad only w i t h  tha inputting of u val id  access number 
and passwolcd. [Kmplementation: June 1, 13921 

A c c e s ~  to the system w i l l  be 

Southern Bell will standardize HLT VER codes. System 
changes will be implemented to prohibit changes to t h e  
I&T V&R field. [ImplementatLon: June 1, 19921 

Southern Bell will limit t h e  creation of Customer Direct 
and Subsequent Report8 to a specific identified group of 
employees. [Implementations June I, 19921 

SOuthibrn Bell wLll develop 8ystem edit processes t o  
' 

prohibit cloaing of trouble reports where dieposition 
and cause codes are i n c o n s i s t e n t .  [Implementation: 
June 1, 19921 

Southern Bell w i l l  standsrdize tne administration of the  
Autoscreen rulea. Southern Bell centrally will limit 
and control acceds to the system. (Implementation: 
June 1, 19921 '  

- 4 -  
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I 

I 

E. 

6. Southern B e l l .  will develop a method to block multiple 
billing of a new optional service (or package of 
services) i f  a cuatomer already is being provided and 
b i l l e d  for t h e  same service either alone or as part of a 
package. [Implementation: January 1, 19933 

PSC Reporting 

1. 

2 .  

3 .  

4 .  

5. 

6 .  

7 .  

* -  

Southern Ball will develop procedures to audit 
infomation reported to the PSC regarding trouble report 
processing ti". [Implemented pteviouslyJ 

Southern Bell will use receipt and f i n a l  status ti= to 
determine compliance w i t h  the PSC twenty-four ( 2 4 )  hour 
interruption repair: rule. (Implemented previously1 

Southern B e l l  will i n s t i t u t e  new management reports to 
identify instances where a receipt t h e ,  different from 
real time, is entered in the  LMOS aystem. 
[Implementations June 1, 19921 

Southern Bell will elinLnate t h c  use o t  the CON 
Intermediate Statu5 Code.  [Implemented p t e V h u 6 l y ]  

.. 

Southern Bell will implement periodic r'eports that 
identify invalid cause codes and that contain random 
samples of excluded trouble, 30 that they may be 
reviewed by local offices. [Implemented previously] 

Southern B e l l  w i l l  allow troubles to be statused as 00s 
only during manual os automated tes t ing  or initial 
screening. [Implementationr December 31, 19921 

Southern Be11 will revfw and standardize it? Staff 
Review process. 
headquarter8 management personnel- Findings and 
specific corrective action required as a result of a 
review will be made in writing and will be provided to 
Plotids Statb  Headquarters and company headquarters 
management. [Implemented previously] 

R e v i e w s  will be conducted by 

1. A SpQcial Master, mutuslly agreeable to Southern BelTand 
the Office, w i l l  be selected to assist fn t h e  Review 
P r o g m m  and the .Settlement Agreement. In addi t ion  to 
the remedies set for th  in paragraph 18 of the Settlement 
Agreement, the Office may submit: dL6pUtes regarding 
Southern Bell's compliance to the Specia l  Haater. I f  
the Office elects to submit a dispute t o  t h e  Special 
Master, the following procedures will be employed. A 
clalm that Southern Bell is in noncompliance w i t h  the 
Review Pragzam os the Settlement A g r m e n t  f i r a t  should 
be d i a c u s s d  wi th  Southern Bell and attempted t o  be 

- 5 -  
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. .  . .  

resolved consensually. 
compliance cannot be resolved consensually, it then  
ahould be submitted by the  OffLce in writing to the 
Spec ia l  Master w i t h  a copy to Southern Bell. 
Bell shall have twenty ( 2 0 )  bueiness day6 to respond to 
t h e  claim in writing, a copy of which will be s e n t  to 
the Office. The Special Master may, upon request of the  

. parties ,  allow t h e  submiasion of any writing, evidence 
or argument in connection w i t h  any matter under 
cormideration. 
e s t a b l i e h  procedures f o r  the eubafsaion of additfonal 
documents, evidence and n r p m n t  allowing each party 
sufficient time t o  xeapnd  to any submission by the 
o t h e r  party.  
The Spec ia l  Master's decis ion ragardFng compliance is 
binding and shall be rendered w i t h i n  t h i r t y  ( 3 0 )  dayo ' 

a f t e r  submission of all matters for canaLderation. 

If a dispu le  regarding 

Southern 

The Special Haster has t h e  authority to 

There a h a l l  be no ex parte communications. 

2. In t h e  event that t h e  Special  Master f i n d s  
non-compliance by Southern Bell with any of its 
obllqations under t h i s  R e v i e w  Proqrm, or any o f  ire 
obligations under t h e  Settlenbant Agreement, t h e  Office 
may apply to the special Mater for specific 
petformance. 
monetary penalty. The Special Master shall determine 
whether d monetary penalty should be aaseased and, i f  
so, in what amount. The procedures for applying for 
specific performance or a penalty shall be t h e  same as 
those r e t  f o t t h  in paragraph 1 above. All fees and 
expenses psyable to the Special Master for work 
performed in connection w i t h  t h e  R e v i e w  Program or the 
Settlement Agreement shall be paid  by Southern Bell. 
Any opinion expressed by The Accounting Firm regarding 
whether t h e  pzegtams in the Review Program'are 
accomplishing t h e i r  purpose sha l l  not  be uaed aa a basis  
for a claim of  non-compliance provided the programs are 
k i n g  conductmd eB deaiped.  If The Accounbing Firm 
determine3 that  one or more provisions of the Review 
Program are not accomplishing t h e i r  purpQb;eh Southern 
Bell will develop and iolplsmnt a reasonable replacement 

I n  addition, the Office ray seek a 

P q E M -  

3 .  Neither the existmncr of this Revfew Program, nor t h i s  
Settleamnt Agreesent, shall preclude the Office from 
bringing any c i v i l  01 criminal l i t igation bgsed upon 
conduct occurring after t h e  date of t h i s  Settlement 
Agrement except as may be lfmited by the Settlement 
Agreement I 

4 .  For each month i n  which Southern Bell is in 
non-compliance with any of its obligations under this 
R e v i e w  Program, the  Special Master shal$ l  determFne 
whether such non-compliance warrants that an additional, 
month wLll be added to the Review Progrm. I f  t h e  

- 6 -  
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review period is extended for greater than ' s i x  'manths,  
an additional audit will be condhcted after each 
additional six-month period. If  the period is enlarged 
fox la68 than s i x  montha'or for One or more s ix -&nth  
periods, p lus  a period of l eas  than six-months, the 
final audit will be deferred u n t i l  the  end of the entire 
Review Program. 

5 .  The Office may request that The Accounting F irm perform 
supplemental review work with respect to the Systems and 
Procedures. Such request shall be in wrfting and s h a l l  
state t h e  specific matter or matters of the Systems and 
Procedure8 to be reviewed during the proposed 
supplemental review. A copy of the supplemental review 
request s h a l l  be sent to Southern Bell, who s h a l l  have 
ten ( 1 0 )  business days to object to it by stating i t a  
objections in writing to the  Special Mastet .  A copy of 
t h e  objection w i l l  be sent to t h e  Office, which shall 

Kaster s h a l l  decide i f  the s u p p l a e n t a l  review shall h 
performed and the S C O W  of and procedures for t h e  
supplemental review. This decision will be in writing 
within thirty ( 3 0 )  day8 after submission o f  all matteles 
for consideration. A copy o f  the decision shall be s e n t  
to the  Office and Sauthelcn Bell. The Special Master's 
decision fs binding. 
review shall be borne by Southern Bell. 

?U.l notices requirod to be sent pursuant to t h i s  R e v i e w  
Program 5hall h by hand delivery (wi th in  the same c i t y ]  
or by Federal exprers, Priority Mail [Saturday delivery, 
i f  app l i cab le ) ,  addresad as follows: 

have t e n  (lo) b u s h e s 8  days to respond. Tho Special -- 

The cost of the supplemental 

6 .  

I$ Southern Bell: 

Hr. J. Robert Prtrgerald 
Vice President and General Counael 
BellSouth TelecoanunFcations, Inc. 
Legal D e p a m n t  - S u i t e  4504 
675 West Peachtree Street, N.E. 
Atlanta, Georgia 30375 

Mr. Willlam SI Duffey, Jr. 
King 6 Spalding 
1 9 1  Peachtree Stree t  
A t l a n t a ,  Georgia 30303-1763 

'pa the Office: 

13s. Melanie Ann Hines 
Office of Statewide Proaecutlon 
The Capitol 
Tallahassee, Florida 32399-1050 

I 
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, I992 

b a r  Former Southern B e l l  Subscriber: 

T h i s  office has been conducting an invest igat ion of Southern Bell 
Telephone & Telegraph Company. In the investigation, OUT 
attorneys discovered tha t  Southern B e l l  may have billed te lephone 
subscribers for services they did not order. 

The Settlement Agresment ( 1 9  pages) w i t h  the attached e x h i b i t s  
( 7 , 4 4 0  pages) i s  available for inepection at any of our four ( 4 )  
bureaus. 
a time for inspect ion;  Tallahasseo f904-487-2807),  Orlando 
(407-423-6S93) ,  Tampa (813-878-7337) or Ko1lywood (3O5-985-4400) .  
A copy of t h e  agre-nt is available upon payment of the  
statutorily authorized cost of 156 per page.. 
904-487-2807 i f  you wish to order a copy. 

Please call the appropriate telephone number to schedule 

Please c a l l  

The Company has entmred into a settlement agreement which includes 
t h e  payment of full refunds, plus interest, tu those  tormer 
subscribora who advise Southern Bell that they may have been 
s i g n e d  up for one or moze 'optional serviculi" they did not order. 

.. 
Yau have been identified as one of the  subscribera affected by t h e  
settlement aqrsemont. lnclosed you will f i n d  a check representing 
CL Cull refund, plus interest, for the optional 
servLce[c], for which yau were billed, that you repre8ented to 
Southern B e l l  you had not  crdrsred- 

- Sincerely yours, 

Melanie Ann €lines 
Statewide Prosecutor 

EXKIBXT D 
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, 1 9 9 2  

Dear P o m r  Southern B e l l  Subscriber: 

Southern Bell ha5 settled a dispute with the Office of 
Statewide Prosecution concerning our billing for optional services 
t h a t  subscribers may not have ordered. 

Since we value a l l  of our present and former customers, w e  

Providing a l l  of our customers with  quality 
aploqite  for any mistakes that may have been made in your 
telephone service. 
telephone service has been and will continue to be our goal. 

A s  p a r t  a€ the settlement noted above, you were contacted 

Based upon t h i s  
previously by us and you advised UB that you had been b i l l e d  for - that you bad not ordered. 
information, you axe e n t i t l e d  to a refund of thn amounts that yau 
paid in the p a s t  f o r  this [ t h e s e ]  optional, service[s], p l u s  
interest . 

The enclosed check represents a complete refund,  with 
interest, of the amounts ybu paid for the service[s] s e t  forth  
above, This amaunt has b e n  approved as f a i r  and adequeto -. compennation for payment of a p t h n a l  services you may n o t  have 
'ardetsd. 

if you _. at Please contact 
have any quaations about t h i s  mat te r .  

Sincere ly  yours, 

-- 

I 

SOUTHRRN BELL 

EXHIBIT E 
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Dear Southern Bell Subscriber: 

Southern Bell has settled a d i s p u t e  w i t h  the Office of 
Statewide Prosecution concerning our billing f o r  optional services 
that subscribers may not have ordered. 

Since w e  value all of OUT pfesent and f O z " r  ~ustOmer6~ w e  

Providing all of our customexs w i t h  quality 
apologize for any mistakes that may have been made in your 
telephone service. 
telephone service has been and will continue tO be our goal, 

previously and you advised us that you had been b i l l e d  fo r  - at: a prewious telephone number. You t o l d  us, 
howevez, t h a t  you had not ordered this [these] s e m i c e [ s ) .  Based 
upon t h i s  infomation,  you are entitled to  a refund of the mounts 
that you paid i n  t h e  past for t h i s  [these1 optional servlce[s], 
plus interest. 

The enclosed check  represents a complete refund,  with 
interest, of  the amounts you paid €or the eervfce[s] s e t  Iorth 
above. T h i s  amount ha8 been approved ae f a i r  and adequate - 'compensation for payment of optional s e n i c e s  you may not have 
oi.d*ted.. 

As part of the settlement noted above, you w e r e  contacted 

P Lease contact at i f  you 
have any questions about t h i s  matter. 

Sincerely yours,  

- -  

I 

S O W E R N  BELL 

gXH161T El 
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Dear Southern B e l l  Subscriber: 

This office has b e e n  conducting an investigation of Southern B e l l  
Telephone h Telegraph Company. In the invest iqatfon,  out  
attorneys discovered that Southern Bell may have billad telephone 
subscribers for servicro they did not arder. 

The Settlement Agreement ( 1 9  pages) w i t h  the attached e x h i b i t s  
( 7 , 4 4 0  pages) i s  available  for inspection at any of our four ( 4 )  
bureau8. 
a time for inspection; Tallahass- (904-487-2807), Or:lan& 
(407-423-65933, Tanpa {813-878-7337) or Hollywood (305-985-4400).  
A copy of the agreement i s  available upon payment of the 
s t a t u t o r i l y  authorized cast of 154 per page. 
904-487-2807 if you wish to order a copy. 

P l e a s e  c a l l  t h e  appropriate te lephone number to  schedule 

Please c a l l  

The Company has entered i n t o  a settlement agreement to make 
bettlement payments to current  subscribers w h o  may have been 
signed up for "optional semices' they  did not nrder. 

* Y p y  have been identified as one of t h e  subscribers affected by the 
settlement agrwment. encloited you will find a check representing 
your portion of the settlement proceeds. 

Sincerely yours, 

Melanie Ann Kines 
Statewidu Prosecutor 

EXnIBSP F 
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Mac Southern Bell Subscriber: 

Southern Bell has settled a dispute  with the OEFice D f  
Statewide Prosecution concerning Southern 8ell's billing for 
optional  eervicee that subscribers may not have ordered. We 
apologize for any mistakes that may'have been made i n  your 
telephone service. W e  value you, our customer. 
always to provide you w i t h  quality telephone service. 

It Ls our goal 

As a r e s u l t  of t h e  settlement, you ate receiving the enclosed 
check which has Men approved as fa ir  and adequate compensation to 
settle t h i s  matter. 

Please contact a t  i f  you have 
any questions about this matter. 

.. Sincerely *urn, 
. .  

SOUTHERN BBLL 

! 

EXH'IBIT G 
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Dear Southern Bell Subscriber: 

This office has been conducting an investigation of Southern B e l l  
Telephone C Telegraph Company. 
attorneys discovered that Southern Bell may have failed to make 
f u l l  refunds for amounts t h a t  it ovexbillcd it5 subscribers. 

In the investigation, our 

The Settlement Ag"tnt ( 1 9  pages) with t h e  attached exhibits 
( 7 , 4 4 0  pages) is available for inspec t ion  at any of our four ( 4 )  
buxeaus. 
a time for inspection; Tallahassee (904-487-2807),  Orlando 
(407 -423-6593) ,  Tampa (813-878-7337) or Hollywood (305-985-4400) . 
A copy of the aqreament i t i  available upon payment of the  
statutorily authorized coat  of 1st pel: page. 
904-407-2807 i f  you wish  to order a copy. 

Please call the appropriate telephone number t o  schedule 

Please  call 

The Company has entered i n t o  a settlement agreement to make f u l l  
payment to cuirent  aubscxiberu who received pzevlaual y only a 
partial refund of the i w " n t a  they w e r e  OVerbill8d for "opt ional  

- services. " 
You have been idantl€ied as one of  the subscribers afCected by the 
sottlrrlneot agreement. Enclosed you w i l l  find a check representing 
youx portion of the settlement proceeds. 

I 

..- 

Sincerely yours I 

Helanie Ann Hines 
Statewide Prosecutor 

EXHIBIT H 
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-- 
Dear Southern B e l l  S u b s c r i h r :  

Southern B e l l  has aettlmd a dispute  with the Office of 
Statewide ProaMution concerning Southern Bell's alleged failure 
to make tu11 refunds for optional services for  which subscribers 
may have been overbilled. 
have been  nude i n  you' telephone service. 
customer. 
service to customefs we serve. 

As a result of  the settlement, you are receiving the enclosed 
check which ha6 been approved as fair and adequate compensation to 
settle t h i s  natter. 

Please contact at if you have 

We apologize for any mistakes t h a t  may 
we value you, our 

It i s  our goal always to provlde quality te lephone 

any questions about this matter. 

.. -. Sincerely yours, 

! 



i 
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Dear Southern Bell Subscriber: 

This office has  been conducting an investigation of Southern Bell 
Telephone c Telegraph Company. 
attorneys discovered that Southern Bell may have fafled to mako 
refund8 t o  certain subrcxibers who experienced service 
interruptions that lasted greater than 24 hours. 

In the invest igat ion,  our 

The Settlement Aqre”8nt ( 19 pages) w i t h  t h e  attached exhibits 
( 7 , 4 4 0  gages] La available for inspection at any of our four ( 4 )  
bureaus. 
a time for inspection; Tallahassee (904-487-2807 1 ,  Orlsndo 
(407-423-6593) ,  Tampa (OL3-878-7337) or Hollywood (305-96s-4400).  
A copy of the agxeement is available upon payment of the 
statutorily authorized cust O f  15& pox page. 
901-487-2807 i f  you w i s h  to oltdor a copy. 

Please call t h e  appropriate telephone number eo schedule 

Please c a l l  

The Company has anterod into a rettlement agreement to establish a 
.. fund to be distributed t o  certain subscriber6 whose te lephone 

tiervice may h6VQ men interrupted Ear greater than 2 1  hours. 

You have be8n fdentffied as one of t h e  subscribers affected by t h e  
srttlenent agreement. You w i l l  find n credit on the enclosed b i l l  
which represents yout portion of the settlement proceeds. 

S1ncerel.y yours, 

HeLanfe Ann H i m 6  
Statewide Prosecutor 
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Dear Famer Southern 8ell Subscriber: 
L- 

This ofEice has h e n  conducting an investigation of Southern Bell 
Telephone 6 Telegraph Company. In the  investigation, our 
attorneys discovered that southern Bell may have failed t o  make 
refunds to certain subscriber8 who oxperj anced service 
interruptions that lasted greater than 2 4  hotirs. 

The Settlement Agreement (19 pages) with the attached e x h i b i t s  
( 7 , 4 4 0  pages) is available for inalpection at any of ouz f o u r  ( 4 )  
bureaus. 
a tine for inspection; Tallahaamee (904-487-2807} ,  Orlando 

A copy of tho agreement is available upon payment of t h e  
statutori ly  authorized cost of 1SC per page. Please c a l l  
904-487-2803 i f  you wish to ardor I copy. 

Please c a l l  the  appropriate telephone number to schedule 

(407-423-6593) ,  Tampa (813-878-7337) or Ha11yWdOd (305-985-44OO). 

The Company has entered i n t o  a settlement agreement t o  ee tab l f sh  a 
fund to be d i s t r i b u t d  to certain subscribers whose telephone 

“service may have been interrupted for greater than 24 houts. 

You have been ident i f ied  as one of t h e  subscribers affected.by t h e  
settlement agreement. enclorrd you will find a check representing 
y o u  portion of the sett lerrent  proceeds. 

1 Sincerely yours, 

Melanie Ann Hines 
Statewide Prosecutor 

EXHIBIT Jl 
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Dear Southern Hell Subscriber: 

Southern Bell has settled a dispute w i t h  t h e  Office o f  
Statewide Prosecution concernfnq Southern Bell's te lephone eervfce 
interrupt ion refund and reporting practices. W e  apoloqixe f o r  any 
mistakes that may have been made in raking refunds for telephone 
service interruptions. We value you, our customer. It i s  our 
goal always to ,provide you with  quality telephone service. 

As a resul t  of the settlement, you are receiving the credit 
on t h e  enclosed b i l l ,  which has been approved as fait and adaquate 
compansatLon to settle th in  matter. 

Please contact at if you have 
any questions about t h i s  matter. 

Sincerely yours, 

I 

I SOUTHERN BELL 



I 
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Dear Forner Southern Bell Subsctfber: 

Southern Bell has settled u d i s p u t e  with the Office of 
Statewide Prosecution concerning Southern Bell's telephone service 
interruption refund and reporting pxactices,  W e  apologize for any 
mistakes that may h a w  h e n  made in waking rwfunds €or telephone 
service interruptions. We value you, our customer. It is out 
goal always to provide you w i t h  quality te lephone service. 

A. a result: of the settlement, p u  are receiving the enclosed 
check ,  which has been approved ab fair  and adequate compensation 
to settle t h i s  matter. 

if you have at Please contact 
any questions about this matter- 

* .  

Sincerely yau18, 

I 

SOUTHERN B W  



Dwkt NO. YY1378-TL 
J. Lacher Exhibit No. 2 
Page 1 of  111 

EXHIBIT NO. 2 

LETTERS PERTAINING TO BELLSOUTH 
SERVICE 



Docket NO. 991378-TL 
J. Lacher Exhibit No. 2 
Page 2 of 111 

CORRESPONDENCE 
QUARTERLY QUALITY OF SERVICE REPORTING 

SERVICE EVALUATIONS 
1999 

1996- 1999 



DWhet No. 991378-TL 
J. Lacber Exhibit No. 2 
Page 3 of 111 

@ BELLSOUTH 

BollSaut)l Telecommunic8tion8, Inc. Fax 904 2U-664 N m q  H. Si- 
Suite 400 904 222-1 201 
150 South Monroe Street 

Oirsctor - Regulatory Relatlans 

Mr, Walter D’Haeseleer, Director 
Division of Communications 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, Florida 32399-0850 

Dear Mr. D’Haeseleer: 

Attached is BellSouth’s Third Quarter, 1996 Quality of Service Report. Per 
the staffs request 8ellSouth has provided two hard copies ( each 
duplexed) and the report on diskette. - .+- 

In discussions with your staff we have determined that several changes 
were made to the rules that affected the  Form 28 Quality of Service report 
when t h e  staff developed rules for small Local Exchange Companies 
(LEC). Wayne Tubaugh, Manager-Network, queried the staff about 
whether or not the recommended changes for small LEC’s would apply to 
the other LEC’s. His understanding was that they would not. However, it 
appears that Mr. Tubaugh misunderstood and as a result BellSouth did not 
intervene in the rule changes. BellSouth is filing the information in the old 
format in accordance with the directions for the old Form 28. Listed below 
are the  changes made that BellSouth believes distort whether or not a LEC 
is providing good quality’service and. impact the objectives that are set by 
the FPSC to measure the quality provided: 

For Schedule 2/Summary of Completed Service Orders. 

Historically this has applied to new service installation requests and 
transfers. The new format includes requests for additional lines, 
additional numbers, and special features. BellSouth does not 
believe that the inclusion of additional lines, numbers, or special 
features to the report provides an enhanced or improved service 
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Quarterly Report Page 2 

measurement. How is a special feature to b e  defined? In addition, 
BellSouth would have to modify its existing systems to capture this 
information. The changes would be significant and take 
approximately four months to develop and implement. BellSouth 
does not believe that the information gained is prudent for the 
expense and effort that would be incurred. 

Under column (3) for Schedule 2, Special Sewice has been added. 
The Commission’s Quarterly Quality of Service Report and periodic 
Service Evaluations have never applied to Special Services in the 
past. BellSouth is opposed to this recommended change. A major 
program re-write would be required to capture this information and 

.- provide it on the Quarterly Quality of Service Report. .. - 

For Schedule 1 I/Repair Senrice-Trouble Reports 

Rule 25-070(6) was modified during the rule changes for small LECs 
to exclude subsequent reports and unavoidable casualties where 
10 percent of the exchange is out of service. BellSouth is required 
by rule to maintain its plant and equipment to provide an adequate 
quality of service. Customers who report cable T.V. lines down as 
telephone lines, contractors who damage telephone plant while 
excavating, troubles caused beyond the control of the company, and 
Acts of God should not be included in reports a LEC is held 
accountable. .*... 

We have discussed this with your staff and are prepared to work with them 
to reach a solution to this matter. Should you have any questions 
concerning this matter, please contact Wayne Tubaugh at 224-51 28. 

E nclosu r6 



c 
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Mr. Don McDonald, Supewisor 
U3lCommunications Engineer 
Bureau of Sewice Evaluations 
f lorida Public Service Commission 
2540 Shumard Oak Eoulevatd 
Tallahassee, Florida 32399-0850 

Dear Mr. McDonald: 
c - 

In your letter, dated September 26, 1997, you requested information 
concerning the increase of held orders 1097 over 1996. The major 
problem is that business is good. All of Florida is experiencing substantial 
growth, both in new sewice and additional line quests. 

The second line growth appears to be the major culprit. In out North 
Florida Area, the second line growth was 32% higher than that of ?I year 
ago. The South Florida experisnced similar growth in second lines. 

Second line growth, Le. children's phones, computer lines, facsimile lines, 
etc. have not bean a traditional area of growth. As you know, traditional 
telecommunications engineering indicated outside plant should be 
enginekited at one or one and"m-half lines per living unit. BellSouth is 
reviewing its Engineering forecasting procedures as it did three years ago 
when a similar problem was experienced in Miami. The rainforcement of 
existing facilities is "3 difficult than the placement of new facilities in new 
unencumbered amas. When existing streets must be cut or bored, traffic 
flaw correctly accounted for, and uasements purchased when using digital 
loop carrier to reinforce, etc., this activity creates additional work and 
planning. 
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BellSouth's new line growth has also exceeded OUT forecast. Additionally, 
BellSouth is adapting to the new competitive environment. 

BellSouth will review the forecasting procedures and engineering practices 
and procedures to ensure that ElellSouth has the best practices and 
procedures in place. 

Should you have questions or 
matter, please 

Yours truly, 

contact Wayne 

/ \  

need additional information regarding this 
Tubaugh at (850) 224-51 28 



March 6, 1998 

Mr. J. Alan Taylor, Chief 
Bureau *Of Service Evaluation 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 

Dear Mr. Taylor: 
- I L 

This is in response to your letter dated February 23, 1998 regarding Repair 
Reports. The attached BellSouth practice provides the appropriate 
reporting of trouble conditions referred to BellSouth technicians when they 
are contacted by the customer either directly or being paged by the  
customer, The technician calls the appropriate trouble receipt center and 
enters a direct customer report. 

We have verified with the field forces that they know the practice and 
follow it when customers page the field technicians. As you know nothing 
is full proof, however, Bellsouth believes and expects its technicians are 
adhet-ingtg. this practice. BellSouth cannot provide the number of troubles 
reported by technicians as requested because a customer direct report is 
just that. The technician’s employee code is not entered as a part of 
trouble report. 
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BellSouth believes it is possible if a technician ignores the BellSouth 
practice to affect repeated reports, however, t h e  BellSouth's Installation 
Technician Appraisal Plan (ITP) would provide the necessary 
documentation of repeated visits to a specific customer's premises that 
would identify this behavior and ensure the appropriate practice was 
followed. 

Should you need additional information or have additional questions 
concerning this matter, please contact Wayne Tubaugh at 224-51 28, 

- c  
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Customer Diroct (Ca) 
Employee OrlQ(nr1cd (EO) 
kfcr tcd ltt (RT) 
Cuscocncr E.idudcd (CX) 
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-@ BELLSOUTH 

March 24, 1998 

h4rn Donald McDonald, Supervisor 
Bureau of Service Evaluation 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 

Dear LW. McDonald: 

Ln your letter dated March 5 ,  1998, you requested that BellSouth provide plans or policies to 
improve its performance for New Service hstallation and Out of Service (00s) Repair 
standards. In summary, we are in the process of adding several hundred technicians in the state 
this year to meet our service demands. We expect the aforementioned measurements to show --- 
improvement as a direct result of these efforts. 

For your information, we have experienced an unusual winter weather pattern coupled with 
unprecedented record demand t)lls year and these factors have contributed to a deterioration of 
the indicated performance measurements. BellSouth has reviewed its performance regarding the 
00s standards and has determined that its results are impacted by the changes made in 
calculating the 00s time . This has resulted in a large number of the 00s troubles being closed 
out between the twenty fourth hour and the twenty fifth hour. Nevertheless, BellSouth's Vue 
customer satisfaction measures have remained high as reflected in ow official customer survey 
responses. We are committed to providing the scrvice our customers expect and will continue to 
make every effort to exceed their expectations. 

Should yoy.bavc adciitionai questions or need for information concerning this matter, please 
contact Wayn6Tubaugh at 224-5 128. 



@ BELLSOUTH 

April 30,1998 

Mr. Donald McDonald, Supervisor 
u.s./cornm. Enginar 
Bureau of Service Evaluation 
Florida Public Service Commission 
2540 Shumd Oak Boulevard 
Tallahasset, Florida 3239948SU 

In your letter dated March 22,1999 you quested infarmation con- BellSouth’s Quartedy . . 

Quality of W c e  Reports Opetator aad Dirsctoy Assistance Answeriag Tm reported 
objectives. Aclditiodly, you requested that BellSouth scpsrptr Frontier’s results from those 
rcportcd by BellSouth. 0 
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June 30, 1998 

Mr. Don McDonald 
Division of Communidorrj 
Florida Public ScMct  Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399 

Subject: Quality of S h c c  

Dear Mr. McDonald: 

In response to your letter of June 10, 1998, the following information is provided. 

CUSTOMER TROUBLE REPORTING: 
We believe our p “ s  are, ~d have been, in conformity with the intent of the Commission 
rules. That is  that customers whose d c c  is comptetely out of seMce be givm priority in 
dispatch. 

The Commission’s Ruk on customer trouble reports, chapter 254.070(1), states that ‘‘each 
tefamunications company shafl make rJ1 rtuonrblt e f f m  to “ize the extent and duntion 
of  trouble conditions that disrupt oc rpTect asto” telephone SCNicd. Trouble reports will be 
classified 
or service affkthg (runorryymw$ with nmat~f isuvke 01 non-OOS) b d g .  &dcc 
intemption reportr shall not be downgrsd4d to 8 servke rffacting report; howevtr, 8 sewk 
affecting report shrll be upgndcd to a sewice irrtmpion ifchurging trouble conditions so 
indicate. * 

to. their seventy O(I 8 senh htmptiorr (rynonymous with Oot-of-soNiCc OT 00s) 

The Rule also states at Chapter 254.003(33) t)ut the definition of Out of Service is  “the inability, 
as reported by the customer, to complete either h m h g  ot out80ing cdlr over the subsctibtt’r 
lint.” Th is  definition fhher elaborates that Out of Service shd  not include: (a) uservice 
difficulties such as slow dial tone, circuits bwy, of o h  network or switching ~ r p ~ t y  
shortages”. 
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When a customer calls in to BellSouth to report I trouble, we have a dimssion with the customer 
to hrther idente the nature of the customer’s trouble. As we discuss the astomcr’s trouble, we 
access an online procedure called mechanized loop testing (MLT) which provides an up-front 
indication as to the 00s status of the customer’s lint. For instance, if the MLT shows “can’t 
break dial tonen or “can’t draw did tone” (only two of many 00s codes), the system wtlJ 
automatically mark the customer’g trouble w M 00s. through the joint discussion with the 
customer and the use of the MLT, it is found that, for instance, the customr is experiencing slow 
dial tone or a problem with voice messaging, the trouble is  obviously not an 00s as outbed in 
the  commission'^ rules. 

BellSouth believe$ that the mfcs intend for there to be a distinction and bdance between 00s and 
Service Affecting trouble reponing. We bdeve the process BellSouth uses meets the 
requirements of the Commission’s rules on customer trouble reporting. 

STATUS OF PERFORMANCE: 
As to our efforts to improve pecfonnance in completion of primary service and 00s repair 
standards for all exchanges, we have added 192 network employees. We have also conducted an 
intensive review of both our dispatch strategies and the soffware used to dculate our repow. 
We have also increased management emphasis throughout the organization on our ptTfonnan~~- 

The result of these efforts is significant improvement in pedomance. In May, 80 more exchanges 
in the state met the objective for primary installation wittin 3 days than in J a n u q .  Further, the 
state’s results rose fiom 63% to 95%. Similar results, but not as dramatic, have bctn achkvcd in 
the 00s perf0”c.e objective. The state results reflected that 92% of dl 00s troubles were 
cleared in less thm 24 hours in Mry. 

.. . .  

I am confident that we will continue to h w  progress. This, of course, does not change our 
belief that many of these rules need to be revised to mote accurately reflect both what the 
customers expect urd a changing market. I look forward to working with you on developing 8 
reasonable schedule for worksbps to revise these rules. 

Yours truly,. . 

Director --Regulrtory Rdatiom 



BeIISoveh T o l o c c o " w ~ ~ o n u  Inc. f a x  904 222-W.0 N i n q  H. S i n u  
Suite 400 904 222- I201 
150 South Monroe stmet 
Tailanassee. Florida 32301 

Oirectar - Regulatory Relanons 

October 30, 1998 

Mr. Walter D'Haeseleer, Director 
Division of Communications 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 

Dear Mr. D'Haeseleer: 

BellSouth filed its 7998 Third Quarter Quality of Service Report with the _ _  ~ 

Commission today. BellSouth's results for the latter part of the second 
quarter demonstrated a significant improvement over previous periodic 
reports. BellSouth committed to and will continue to improve its 
operational performance methods in striving to meet the service objectives. 

During the  third quarter, BellSouth experienced a set back in 
demonstrating improvement over the pervious quarter. Several events had 
a detrimental effect on this period. 

During the entire month of July and early August, actually beginning in late 
June, Florida experienced the worst fires that have ever been recorded. 
BellSouMjnformed both ,you and the staff about its inability to install or 
maintain service in specific areas that were restricted or ordered 
evacuated. Once the  fires were under control BellSouth moved forces 
from other areas to assist in provisioning new service demand and 
repairing fire damage and the backlog of regular trouble reports. 

Following on the heels of this major event, Hurricane Earl created several 
challenges to our installation of service and repair activities. Again, forces 
had to be reallocated to the areas hardest hit. 
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following Earl, Hurricane Georges hit South Florida, which resulted in the 
total mandatory evacuation of Monroe County. In accordance with your 
rules, all the exchanges in Monroe County should be excluded from the 
periodic reports for September and October 7 998. Additionally, Georges 
hit the Florida Panhandle and did not move for four days. This created a 
substantial resource problem for BellSouth which impacted our ability to 
meet demand and repair requests throughout the state. 

BellSouth reaffirms its commitment made to the Commission concerning its 
efforts to meet the Commission's service objectives. BellSouth believes 
that improvement will be shown during the coming months and quarterly 
reports. --- 

Should you have any questions concerning this matter, please contact me 
at 222-1 201, Wayne Tubaugh at 224-51 28, or Stan Greer at 224-51 39. 

Yjyrs truly, , 0 
$7 N. [y$\- . Sim , Director lP-Q 

Regulate+ Reiations 
Bel I South Telecommunications , I nc. 



Apnl26. 1999 

Mr. Walter D'Hacsclttt, Directot 
Division of Comrnunicatrons 
Flonda Public k ~ c t  Com"on 
2540 S h d  Oak Boulevard 
T a . h b s c e  Florida 323994850 





September 17, 1999 

Mr. Walter D’Haeseleer, Director 
Division of Communications 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 

Dear Mr. D’Haeseleer: 

Service standards and Commission nrles have been an ongoing dialogue between - 
BellSouth and the Florida Public Service Commission. BellSouth has worked closely .- . 

with the Staff‘ and communicated reporting issues that we have been dealing with for 
some time. 

L 

As you know, in the early 1 9 9 0 ’ ~ ~  BellSouth initiated changes to how we gathered 
data for several commission service reports. The intent of these changes was to create an 
audit trail by eliminating any manual intervention. The unintended consequence of these 
changes was to significantly underreport the qudity of our service. We had initially 
hoped to address these issues in Docket No. 950778TL, which was a response to our 
request for rulemaking. Unfortunately, due to the press of other issues and the rapid pace 
of changes in our industry, this docket was c l o d  in May of this year, with the 
expectation that a new docket would be opened in order to recognize and review issues 
surrounding current rules and to consider issuw related to changes in our industry. It is 
our.undetstanding that this rulemaking docket will be opentd in October. The 
Comiiiisaion, however, hw also o p e d  Docket NO. 991378 aa the procedural vehicle to 
address BeliSoufh Telecommunications service standards performance. 

BeltSouth beiieva that our internal and cxtcrnal measurements, including 
customer complaints and independent b e e  quality recognition, indicate that we 
provide quality customer stMct. However, previous inquiria from Staff and our own 
review of our measurement and reporting for the FPSC’s service pedormance rules have 
identified issues which we intend to address. We dso believe that the best interests of 
our customers are served by moving forward with rulemaking to identify and incorporate 
the service priorities for the ftture of our idustry. To that end, we offer the following 
discussion and c o ~ t d i v t  action to resolve and close Docket No. 991378: 
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htr Walter Q’Haeseleer 
September 17, 1999 
Page 2 

Based on the previously referenced changes, BellSouth has measured and 
reported OUT performance for Out of Service (00s) and Service Affecting (SA) trouble 
reports on the basis of the time when the report is dosed, referred to as Final Status Time 
(FST). In comparison to reporting when the service is restored (when the trouble is 
cleared), referred to as Cleared and Customer Advised (CCA), the FST also includes 
activities such as restoring the work area to its originat condition, reloading equipment, 
and the processing time between the field technician and the dispatch center In order to 
reconcile our procedure with the Commission’s current rule, BellSouth will develop and 
review with Staff  a valid sampling methodology for extrapolating service restored time 
for reports fiom November 1999 foward. We will continue to measure FST time and 
will make customer rebates on the basis of that measurement. We would rather err on the 
side of the customer on this issue. 

BellSouth is also attentive to ensuring that our force compliments our service 
requirements in Florida as a whole, as well as within the individual exchanges within the L c - 
state. As committed to in April, 1998, we have reinstituted the practice of prioritizing 
Out of Sentice reports. We have also added 92 1 employees to our Network organization. 
Fully two-thirds of these are specifically focused on improved performance in installation 
and repair intervals. The remaining forces are focused on improving infiastxucture. As 
we address the reporting issue, BellSouth will review and manage its dispatch strategy, 
force distribution, and appointment clock intervals to address installation intervals and 
performance in small exchanges. 

Further, as reflected in out letter to Staff dated September 15, 1999, BellSouth has 
reviewed the methodologies being employed for recording and reporting answer time 
performance. From that review, we have identified that we are using two separate 
methodologies to measure our performance between our Consumer and our Business 
organizations. In an effort to ensure that we do not overstate our performance, both 
methodologies have evolved to a system that underreports our performance. Further, 
neithd is consistent with the Commission’s method of measurement. To resolve this 
conflict and ensure consistent data W e e n  our reports and the Commission’s 
evaluations, BeiiSouth wilt adopt the Commision’s methodology for measuring the 
current answer time d e  effective with our November 1999 report. In addition, 
BellSouth has added 842 employees to its business ofice operations. Again, as we 
address the reporting issues, we will monitor our performance and manage our force to 
meet service expectationg. 



As identified in out response to the Commission’s most r e c a t  d c e  cvduation, 
BellSouth hu also addressed the irmc of answer time in our TDD Bureau. We 
eliminated the automated answering device ham the TDD bureau. We have Ifso 
completed and distributed customer ducrtion materids to reduce the mmba of 
misdirected d l s  by haring customa~ to that number. In rwgnition of the 
Commission’s continued attention to this issue, BellSouth brs teemphsited in iu TDD 
bureau procedures thrt an automated uwwering system is not compatible wih’the 
bureau’s mission. ’ 

We believe we arc providing superior s&cc to our customcrr, u evidenced by 
the study decline in Public ScrVice Commission conrplriny the lack of Wce 
complaints raised at public heuings, independent jurvtyr of customct opinions lbout our 
service, and numerous other internal m c ~ s w a  we US to monitor -me &e. For 
example, in 1 ~ 4 ,  our p e r f o m  in PSC infractions per 1ooO uxua Linu wu ,094. 
T h y  it is .0085. 

- - -- . .  



@ BELLSOUTH 

October 29. I999 

Mr. Walter D’Hacsclccr, D m t o r  
Division of Communications 
Fionda Public Service Commission 
2540 Shumard Oak Boulevard 
Taliahassee, ~ ior tda  m99-0850 

Dear Mr. D’Hacstletr: 

Attached is BellSouth’s 1999 Thud Quarter, Quhty of Service Repo~T. Also, enclosed is a diskette of the rcpon as 
rqucstcd by your staff. 

As mdicatcd in our previous correspondence of September 15, 1999. and September 17, 1999, BetlSouth’s 
measurement methodology has created several inconstst” between OUT rq” and the Commission’s rcportmg 
requirements as weil as the S W s  measurement of theje same d e s .  ’1711s issue was still p m e n t  dunng the quarter .- 
reflected in h s  r e p ~  As committed in our settlement offer dated Septcmlm 17.1999, and as approved by the--- 
Comrmssion, cornctive actlon win be taktn for teportcd data as of November, 1999. 

. 

Further, dunng the M Quarter, Hurricanes Dennis ad Floyd impacted BellSouth’s operations dumg the months 
of August a d  September. In addrtion to heavy scryicc load attributable to heavy wuxb and ram BellSouth c!oaed 
dl but emergency operattons for twenty-four to tbuty-rix hours during Hurricane Floyd in otder to protect the safety 
of our employees during thw Category 4 storm. Ichis c l o m  was coa@icated by h e  fkct that the storm mversed 
the entuc eastern sca&ard of Florida causing multiple msndotory evacuations that dwrupted our ability to “ a m  
consistency in available workforce. Even more e x w i v e  damage in o k  BellSouth states, such as North Carolina, 
rqurred Florida murcw to be used to mpod to extreme SCNicc c~rxlltioas. 

Nohkrithstanding the above, Bellsouth is also taking add i t id  actions to enhace our service delivery. W e  not 
limited to the pmd of thij teport, wc bve d i g &  tbe sof f ing  of our Rcsidenct b u s h  ccnten to maximize the 
available persocuwl during L Y ) ~  b&xau h. We am tlso in tk proceu of &g eighteen specialists (an 
eight petcent incterse) to our S a d  Bur- center. Similrriy, our Network operabons h v e  f d  ccsources on 
tht areu moat W t e d  by cbe s”. lkserctioar are in &tion to the force in” recently reported to the 
Strff.  

Sbould you hw “hg thir hpors pkase contact me at 222-1201 or Wayre Tubaugh at 224-5 128. 

. .- 
. I .  * -  

‘ Attachment 
Enclosure 



@ BEL LSOUTH 

Nancy H. Sims 
Ol rec to r  - Requlafcrr aes3!,0ns 

BellSouth lelecommunlcrtlonr. Inc. 850 222-  1201 
Fax 850 222 8640 400 

IS0 South Monroe Street 
Tal lanassee,  R o n d a  32301 / 

November 22, 1999 

Mr. Rick Moses, Chief 
Bureau of Service Evaluation 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 323994850 

Dear Mr. Moses:. 

In BellSouth’s Settlement Offer in Docket No.991378-TL, BellSouth agreed to 
develop a sampling methodology for extrapolating service restoration time to 
present to the staff for consideration. 

BellSouth is conducting an analysis of its November 1999 service performance to - . .  &- 

determine the average difference between when diaitone is restored and when a 
report is final statused for service restoration. This analysis will be conducted on 
a monthly basis, hmver ,  BellSouth will also track this data 011 a month to month 
basis to develop a fador which better reflects ongoing operating conditions. As 
each month’s analysis is completed, we will provide the data to staff for your 
review. I anticipate a report on November by December 22, 1999. 

. . 

BellSouth is evaluating other system programming to generate a report for 
commission r e w n g  pwposes only. However, because of the Year ZOO0 (YZK) 
prohibitions to proted msourees, limitations have been placed on major 
programming modifications and input The studies needed to develop an 
accurate report will be limited through the first quarter 2O00, BellSouth will 
continue to move forward with what studies it can develop, however, a final 
accurate faciw will be impossible to develop without extensive review of major 
data te&iring programmed runs of that data. 

8ellSouth cr9preciates the stafps understanding in this matter and will continue to 
move focward as quiddy as reasonably possible. 

1 

Should you have any questions c ” i n g  this matter, please amtad Wayne 
fubaugh at 224-51 28 or me at 222-1 201. 

d . 
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December 10, 1999 

Mr. Phil Tmbelhom, Engineer 
Bureau of Service Evaluation 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tal la hassee, Florida 32399-0850 

Dear Mr. Trubelhorn: 

This letter is in response to your request, of November 12, ?999 for information 
cancerning BellSouth's explanation of our Third Quarter Quality of Service 
Results. You addressed several areas and our response follows: 

- .. 
u 

BellSouth will change the title of Schedule 17 to 'Repair Appointments". This 
was a clerical error and will be corrected in the future. 

BellSouth makes commitments to its customer's and rarely has to make 
appointments to gain access to the customets premises. Schedules 17 and 18 
reflect commitments made and not appointments. 

Attached is the report that reflects the number of calls made and answered within 
the 15 and 55 seconds for the third quarter report for both the residence and 
business offices, Schedule 16. BellSouth will ensure that future quarterly reports 
will include this information. 

In yoqrletter you requested information mceming deployment of technicians in 
other 8ellSouth states dwing the period affected by both Humcanes Floyd and 
Dennis. BellSouth-florida did not send outside repair or installation forces to 
assist tfm other BellSouth States as Florida's installation and repair load was 
critical during this period. However, BellSouth did assist the other States in 
answering both msumer and repair calls from our customers. As both storms 
moved from south to north, the consumer groups in out sister states assisted 
Florida customers because BellSouth was under mandatory evacuation orders 
by state and local govemmental officials. 8ellSouth-Florida in tum assisted those 
states with calls by their customers when the consumer groups were forced to 
close shop or experience an overwhelming call load. 
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SeIiSout~'s--emergency response capability dunng extreme weather conditions I S  

and has ~ W I  an example for other utilities in Ffonda. BellSouth does not believe 
changes to our current process are necessary BellSouth constantly reviews and 
critiques its emergency response plans to determine if changes are required. 

As mentioned in our October 29, 1999 letter submitted with the  third quarter 
quality of service report, Bellsouth determined realignment of the staff in our 
Residence business centers was needed in order to maximize the available 
personnel during normal business hours. We are also in the process of adding 
eighteen specialists to our Small Business center. Additionally, in our September 
17, 1999 letter to staff we stated that BellSouth added 921 employees to our 
Network organization, and 842 employees to our business office operations. 

Should you have additional questions, please contad me at 222-1201 or Wayne 
Tubaugh at 224-5128. 

Yours truly, 

Director - Regulatory Relations 

Attachment 



Docket ?io* 99 13-8 -K 
J. Lacber Erhibrt 4'0. 2 
Page 33 of 111 

_ -  

Small Business 

PSC Schedufe 16 - Part 1 1 
95/15 Last Digit Dialed to screen pick UP - 

1999 # % 

PSC Schedule 16 - Part 2 - 85 % o f  calls anaward with/ in  55 
Seconds 

#Calls # within 

A p r i l  
attempts ob j ectivc $ passed 
168324  115631 69% 

MHy 163218 
June 201121 
July 177274 
August 17054s 
S ep t cmbc r 17 4 0 64 

85485  
54968  
15808 
29443 
52836 

5 2 0  
27% 

9% 
17% 
30% 

Small bu8inarr collrctiona: . . *  
* % . .  

Hof # within 
attempt3 object ive % passed 

A p r i l  91221 73620 

June 108082 81641  
37339 
30906 August 63994  

September 61405 29218 

May 57909 43359 

J u l y  s a 1 7 3  
0 

818 
7S8 
766 
640  
48% 
40% 
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85% OF CALLS ANSWERED WlTHIN 5 5  SECONDS 
WITH AUTOMATlC ACCESS AND ATTENDANT 

Residence NORTH 
(w/o Mul\i.) SOUTH 

SE 
F&ORIDA 

COLLECTIONS NORTH 
(w/o Multi.) SOUTH 

SE 
FLORIDA 

MULTI . NORTH 
SOUTH 
SE 
FXORLDA 

# Attempts # Passes 
1 1 1  8 
48 4 
89 17 

248 29 

## Attempts #I Passes 
20 I 
7 1 
14 1 
41 3 

## Attempts # Passes 
5 1  14 
59 6 
48 5 
I58 .25 

July Satisfied 

% Passed 
7.2 1% N 
8.33% N 
19.10%fo N 
I 1.69% N 

% Passed 
5.00Ye N 
14.29% N 
7.14% N 
7.32% N 

YO Passed 
27.45% N 
10.17% N 
I O  42% N 
15 82% N 

Consumer Services 
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85% OF CALLS ANSWERED WITHIN 55  SECONDS 
WITH AUTOMATIC ACCESS AND ATTENDANT 

‘I . 
I .  

Residence NORTH 
(w/o Muhi.) SOUTH 

0 SE 
- WRJDA 

COLLECTIONS NORTH 
(w/o Multi.) SOluTH 

SE 
FLORIDA 

=TI. NORTH 
SOUTH 
SE 
FLORIDA 

# Attempts # Passes 
122 29 
55 8 
94 15 
27 1 52 

# Attempts # Passea 
20 2 
9 2 
16 I 
45 5 

# Attempts ## Passes 
55 5 
31 7 
59 10 
I45 22 

August 

% Passed 
2 3.77% 
14.55% 
1 5.96% 
19. I!??!% 

YO Passed 
1 O . W !  
22.22% 
6.25% 
1 1 . 1 1 %  

% Passed 
9.09% 

22 58% 
16 95% 
I5 17Ya 

Satisfied 

N 
N 
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Consumer Services - 95/15 Answertime Results 

RESIDENCE 
COLLECTIONS 
U T I .  

RESIDENCE 
COLLECTIONS 
MULTI- 

RESIDENCE 
COLLECTIONS 
MULTI. 

Flrsriria Consumer Services 

NORTH 
NORTH 
NORTH 
NORTH 

SOUTH 
SOUTH 
SOUTH 
SOUTH 

SE 
SE 
SE 
SE 

SEWEMBER 
172 -172 
21 21 
71 71 
264 264 

42 42 
8 8 

23 23 
73 73 

74 74 
13 13 
37 37 
124 124 
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100.00% 
~00.00% 
100.00% 
1 m.OoY0 

100.00% 
1Oo.W! 
l ~ ~ W ! ! O  
1OO.Wh 

lOO.W? 
lOO.W!% 
100.00% 
1 ~ . ~ ? 4 0  
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@ BELLSOUTH 

Mr. Don McDonald 
U. S./Comm. Engineer Supenrisor 
Bureau of Service Evaluation 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 323994850 

Dear Mr. McDonald: 

This is in response to your tetter dated December 17, 1999 transmitting a draft 
report of the 1999 reevaluation of the deficient sewice categories in BellSouth's 
1998 service evaluation in the Brooksville, Orange Park, St. Augustine, and 
Weeki Wachee exchanges. 8ellSouth's specific responses to each categwy are - - -  . . . 

attached. 

BellSouth commends your staff for its professionalism and cooperation in 
completing this reevaluation. 

BellSouth will only respond to the specrfic issues that seem questionable and will 
respond to the overall final report when it is released. You Mered an exit 
interview and BellSouth may take advantage of that offer after you have had an 
opportunity to review the attached response. 

Should you have questions concerning the responses please mtact Wayne 
Tubaugh at (850) 224-51 28 or me at (850) 222-1 201. 

Yours tculy, 

/' Attachm 

c: W.Tubaugh 
M. Sirianni 
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Belt South’s Response to the Florida Public Service Commission’s 
Draft Report on the 1999 Reevaluation of the 1998 Service Evaluation of the 
Brooksvitle, Orange Park, St. Augustine, and Weeki Wachee Exchanges 

Adequacy of Directory Service: 

The staffs report states that the Jacksonville, St. Augustine, and Henando 
County directories show that two free calls are allowed to directory assistance, 
although the number of free calls was lowered to one by a tariff revision effective 
July 15, 1999. The Jacksonville directory was issued in December 1999 and 
shows that there is no charge for the first call and each call thereafter costs 25 
cents. The Hernando County directory was issued in July 1999; therefore, this 
directory was sent to press and issued prior to the tariff revision and the change 
will be made in the 2000 directory. While the St. Augustine directory was issued 
in August 1999, as stated in your report, the directory was forwarded to BAPCO 
on June 23, 1999 and had been sent to press prior to the tariff effective date of 

in the 2000 directory. 
July 1 5  1999. Therefore, the change in the St. Augustine directory will be made - _ _  . .  

The report also states that all the directories show Emergency intempt service at 
$0.80 per call, while 8dlSouth’s tariff shows $0.45 per call. It is mect that an 
emergency interrupt request is listed in the tariff as $0.45; however, as noted in 
the footnote, a charge for a verification request ($0.35) also applies. Thus the 
total charge for an emergency interrupt request would be $0.80 per call 
($0.35+$0.45). To danfy this in the directory, BellSouth will have the language 
modified as follows: 

There is a 35 centg charge for an operator to verify the status of a le& 
number. There 1s an total chame of 80 cenQ 6b#ge to veriifu and intempt 
a l e d  call. 

. .. - - I  

Repair Service: 

BellSouth would like to review the Out-of-Service rebate category prior to the 
final report. BellSouth advised the staff that at least two rebates were not shown 
on the customets bill because the customer‘s were clients of an Alternative Local 
Exchange Company (ALEC), and BellSouth would not have rebated the 
customer but would have rebated the ALEC. 8ellSouth is reviewing how to 
determine if an ALEC received a rebate for one ob its customer‘s outages. 
Wayne fubaugh will mtad Phil Trubelhorn to get the specrfic 00s list and 
rebate information. 
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WlSauth's Response to the Florida Public Service Commission's 
Draft Report On the 1999 Reevaluation of the 1998 Service Evaluation of the 
Brooksville, Orange Park, St. Augustine, and Weeki Wachee Exchanges 
(Page 2) 

Answer Time-Voice Services: 

In the draft report you noted that both the "Small 6usinessn Business Offlce and 
"Small Business" Repair failed the Commission's Answering Time Rule. As was 
discussed with staff during the days prior to starting the reevaluation, Hurricanes 
Floyd and Dennis had just recently (911 5 through 911 7 for Floyd) impacted the 
entire coast of Florida and into the Carolina's. As a result, the "Small Business" 
Repair and "Small 8usiness" Business O f h s  were taking an abnormal number 
of calls, BellSouth employs the large team concept and BellSouth Fiorida 
assisted those customers in the Carolina's who were more adversely impacted 
than customer's in Florida. As this was an Act of God and not something 
controlled by BellSouth, the staff should either exdude this measurement from 
the reevaluation or at least acknowledge the event and the impact it may have 
had on BeilSouth's answertime performance. 



Nancy H. Sims 
Director - Regularo- Re ia t i a rs  

B O I I S O ~ ~ ~ I  Tdecommun~citlon~. Inc. 
JOO 
I50 S o u m  Monrge Street 
Tai lanassee F f o r : d a  32301 

850 222- 1201 
Fax 850 222-8640 

January 31, 2000 

Mr. Walter D’Haeseleer, Director 
Division of Communications 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 323994850 

Dear Mr. O’Haeseleer: 

Attached is a copy of BellSouth’s fourth quarter 1999 Quality of Service Report. 
Enclosed with the paper copies is a diskette as requested by the f PSC’s staff. 

- -  
-c BellSouth’s performance on Schedule’s 2, 1 1 A, 1 18, 15 and 16 were severely 

impacted by the two major Hurricanes Floyd and Irene which transversed the 
East Coast of Florida from Monroe County to the Georgia line. 60th of these 
Hurricanes mused mandatory evaarath” resulting in 6ellSouth dosing its 
business offices for up to forty eight hows and hampered BellSouth’s outside 
forces in its installation and repair efforts. Additionally, the demand load increase 
created by the backlog of repair and installation requests carried over into the 
first part of December causing exchange misses during O W “  as well. 

The Business business office was impacted as they assisted BellSouth’s sister 
states in answering calls foT bath installation and repair requests. This large 
team practice provides assistance to the Florida team when major factors impad 
just Florida. 

The ReWmce busirressdice was also impacted by calls, concerning the 
407/321 AFea code overtay/split as well as the implementation of tendigit dialing 
in the 407 arm. Calls to ttre Residence Business office regarding the FCC 
mandated Primary and Non=Primary end user charges had a major negative 
impact on OUT access performance. 

In 1999, BellSouth, through attrition, lost 990 employees from the Residence 
business offm operabon in Florida. BellSouth hired or t”d in 1103 
employees for a net gain of 113 employees. The constant chum of employees 
and the training necessary to make them proficient has created m @ r  difiimlties 
in meeting WlSouth’s answertime objectives. 
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S 1ms/0' Haeseleer 
4'h Qtr+ 1999 Service, Page 2 

BellSouth continues to publicly past job openings for representatives and 
technicians to keep ahead of attrition and add to our contact personnel and 
outside plant forces. 

BellSouth has not realized an increase in the complaints from customers about 
access to either the Business or Residence business offices. 

Should you wish to discuss this matter further, please contact Wayne Tubaugh at 
224-5128 or me at 222-1201 

f17:;2fJk 
Na cy H. S' s, Or ctor 
RegulatodRelations 
(850) 222-1 201 

Attachments 
Enclosure 

. .  . -  
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@J BELLSOUTH 

July 20, 2000 

Mr. Walter D'Haeseieer, Director 
Division of Competitive Services 
Florida Public Service Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 323994850 

Dear Mr. D'Haeseleer: 

In your letter dated May 12, 2000 you transmitted the resutts of the service 
evaluation completed in the fourth quarter 1999 conducted in the Brooksville, 
Orange Park, St. Augustine, and Weeki Wachee exchanges, requesting 
responses to the deficiencies noted. This letter is in response to your request. 
Listed below are the specific responses: 

- 
e .  . 

Answer Time-Voice Services: 

As your staff acknowledged in the service evaluation results, BellSouth was 
recovering from the damages caused by fwo Hurricanes that transversed the 
East Coast of Florida from the Keys to Jacksonville. As you would expect, the 
calls to h t h  Business and Consumer Repair were voluminous. Additionally, 
there was an increase of calls to both business offices to request additional 
service during this per iod  as customers waited to have repairs to W r  property 
completed. The large team concept employed during this time assisted 
BellSouth-Florida in handling the voluminous call vdume. 

Answer Time-TDO Services 

BellSouth has discussed the issue of calls ftam the hearing impaired with the 
staff on several occashs. As BellSouth has explained before, both Repair and 
Business calls go to the same TDD center, The majority of the calls concern 
installation, billing, and requests for informatim. BellSouth believes and has 
suggested that all calls be measured as calls to the business office. Additionally, 
calls to the TDD center are loclger in length than a voice can because of the 
technology used, LED type terminals, and as a result should be measured 
similarly to that of a computer menu driven system. BellSouth's overall 
performance in this category, while not meeting the voice standard, would have 
met the 85/55 standard. 
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Sims/D’Haeseleer 
Service Evaluation, Page 2 

Adequacy of Directory Services: 

BellSouth has not determined why three of the one hundred and twenty-nine new 
numbers failed to make the directory in forty-eight hours. BellSouth continually 
strives to keep our directory assistance database up to date and in compliance 
with the FPSC‘s requirements. Directory Assstance is a competitive service, 
and if BellSouth does not provide accurate information, users will go elsewhere 
for their needs. There may be occasional order processing problems with the 
transfer of information from competitive carriers andor from other ILECs. 
BellSouth is unable at this time to identrfy the specifics of this particular situation. 

Repair Service: 

BellSouth’s failures in the Out-of-Service (00s) categories and Rebates are 
major concerns to BellSouth. As BeltSouth has explained to the Commission in 
past correspondence, the timing of the total outage time affects the results, and 
the definition of the 00s trouble condition contnbutes to the defiaenaes in these 
categories. Even though recovering from the impact of the two major storms 
affecting the area reviewed, BellSouth did show significant improvement since 
the last service evaluation. BellSouth will continue to monitor its dispatch 
strategies and it‘s customer demands. 

_ -  

BellSouth is showing improvements in its results in both the self reported periodic 
reports to the Commission and in the results of this recently completed service 
evaluation even with the higher than normal trouble load caused by the two 
storms. 

Should you have any questions concerning this matter, please contact Wayne 
Tubaugh at (850) 224-5128 or me at (850) 222-1201. 
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CORRESPONDENCE 
SERVICE RULE REVISIONS 

.. .. 
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SOCZthmflO€?ll 

M r  . Walter 3 ' Haese leer  
Director of Communications 
F h r t d a  Public Service Commission 
101 E. Gaines Street 
Tallahassee, Florida 32399-0850 

Mr. Daniel Hoppe 
Director of Research and Regulatory Review 
Florida Public Service Commission 
101 E. Gaines Street 
Tallahassee, Florida 32399-0850 

-r- 

Dear Messrs D' Haeseleer and Hoppc: 
--- 

I n  your  memorandum o f  March 20, 5995 you requested an assessment of 
t h e  economic impact of t h e  proposed changes to Rule 2 5 - 4 . 0 2 3 ,  
Report  of Interruptions. This is Southern Bell's response, We 
cannot accurately estimate the additional costs, because we nave rho 
h i s t o r i c a l  data that provides the frequency of t h e  s e r v i c e  
interruptions as d e f i n e d  by the proposed r u l e .  In  other words, we 
cannot tell how much it will cost since we do not know how many 
times it will happen. There w i l l  certainly be additional cost3 to 
follow the  proposed Rule. Southern Bell has a current practice, 
"Report ing Abnormal .Service Conditions" ( 0 10 -400 -00 IBT, Issue E, 
April 1995, attached) f o r  reporting service intcrryptions The 
Abnormal Practice dtf  incs certain service interruptions t h a t  
require reporting. I f  those criteria are acceptable t o  the 
Commission for reporting service interruptions, there would be NO 
additioial costs. However, should t h e  proposed rule be adopted, 
Southern Bell would need to devote additional resources which have 
costs aarocfated with them, and some of these resources are 
identified in the attached analysis. 

Exhibit I, attached, is a comparison between t h e  cur ren t  rule, t h e  
proposed rule and Southern Etll's policy of reporting abnormal 
service condition% Even though t h e  proposed rule change provides 
additional guidelines for the reporting of service interruptions, 
t h e  proposed wording does not f u l l y  recognize the technology in t h e  
existing network. The criteria in Southern Bell's Practice provides 
the needed specificity and more clearly defines reportable 
situations. 
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- 
- 2  :rr,plement the  r e p o r t x g  , - u i d e l x e s  as detailed :?. ~ ~ ~ ~ c s e =  
r u l e  ckange a L L  cause S o u t h e r n  S e l l  to n . x r  add;t:gr.al c:s::s as  
ccmpared co our present  mechod gf - ,perar:m. :t WL:: r $ q ~ : r e  
a d d i z L z x 1  f s r c e s  t 3  manage and fleer the t n e  f r a r e s  z ~ z l ~ r . e d  i q A e  

t3 h a v x g  ts kandle such reporzizg differPntly fcr F:sr:ia :?.a?. f:: 
:he o t h e r  s t a t e s  served by t h e  XRC. It would be very c 3 s t l . j  z 3  
m a i n t a i n  the records required ta make che d e t e r m r a t x n  LF. z ? . ~  
proposed Rule, especially those relating t o  individual N X X s .  
Sou the rn  Bell uses t h e  Abnormal Reporting Procedures t3 r d e x z f ; .  
those  outages we are required t o  report  t o  t h e  F C C .  

Xepor t ing  t h e  i n i t i a l  failure within t h e  proposed 9 0  nn;x:c,es 15 
consistent w i t h  t h e  existrng practice. The written follcw-up repcr: 
generally takes one t o  t w o  weeks  under our SFI (Switch Failure 
Investigation) and F F I  (Facility Failure Investigation) processes, 
r a the r  chan t h e  three days proposed in t h e  Rule Change. Quite o f t e n  
t h e  detailed analysis required to determine the exact causes and 
recommended f u t u r e  preventative action takes several days. 

It is Southern  Bell's position t h a t  t h e  Commission shou:d a c c e k  . - .  

t h e  service interruption report ,  required by Rule 2 5 4 , 3 2 3 ,  as 
outlined i n  our ~ n o r t n a l  Reporting Procedures, used t o  report  
identified serv ice  interruptions to the FCC, because it LS adequate 
and would impose no additional cost. 

Should you have any questions concerning this matter, please 
contac t  me or Wayne Tubaugh a t  9 0 4 - 2 2 4 - S 1 2 8 .  

Regulatory Relat ionr 
.. .. 

e . .  



CURRENT RULE 

rhe Commission s h a l l  be 

interrupt ions to service 
affecting a n  entire cormau’nity 
x a substantial portion of a 
zommunity as soon as they come 
LO the attention of the  utility 
m d  a report made after 
reatoration of service. 

s .  informed of any major . .  

~~ 

PROPOSED RULE 

11) Each LEC shall report to 
t h e  Division of Commuriicat ions, 
Bureau of Service Evaluation, 
orally, i n  writing, or by 
facsimile to (904) 487-0509, 
any service interruptions 
meeting t h e  criteria of 
subsection (5) w i t h i n  90 
minutes of the  beginning of 
such interruptions Monday 
through Friday from 8 a . m .  
u n t i l  5 p.m., except during 
official State  recognized 
holidays. If the  Commission 1s 
closed when t h e  90 minute 
reporting period expires and 
t h e  interruption has not yet 
been reported, t h e  LEC s h a l l  
report the interruption w i t h i n  
90 minutes of t h e  Commission’s 
reopening €or business. In its 
i n i t i a l  report, the company 
shall provide the following: 

(a) the date and t i m e  of the  
interruption; 

(b) the geographic area 
affected; 

(c) estimated or actucil  
restoration time; 

(d) estimated number of working 
access lines affect& by t h e  
outage; d l l d  t 1 

SOUTHERN BELL POLICY 
- -  . -- 

Received t h r o u g h  t h e  electrt~ll~ 
m a i l  system 4 - 2 4  hours  after 
est hated t i m e  of in terrupt  I O ~ I  
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CURREWT RULE PROPOSED RULE 

I f  the initial interruption 
report is provided orally or by 
facsimile, each LEC shall 
submit a written report to the 
Bureau of Service E v a l u a t i o n  
w i t h i n  3 working days from t h e  
beginning of the i n t e r r u p t  ion - 

(2) I f  the interruption extends 
beyond 7 days, i n t e r i m  written 
reports containing the 
information required by 
subsection (1) shall be 
submitted to the Director of 
Communications every 7 days 
beginning 7 days from t h e  s t a r t  
of the interruption. 

( 3 )  Each LEC shall submit to 
t h e  Division of Communications 
w i t h i n  30 day8 after t h e  date 
of restoration of a l l  service a 
f i n a l  written report providing 
the following information: 

(a) the date and time of t h e  
interrupt ion; 

(b) the geographlc dr-ea 
affected; 

(c) description of the  damage 
incurred ; 

(d) d c t u d l  restoratibn date arid 
time; 

I f  

SOUTHERN BELL POLICY j 
1 

A final w u l t e r i  report  is 

submitted L C I  the C o m m i s Y i ( , i I  
w i t h i n  3 0  d d y s  a f t e r  the t l . , i 1  

o t  restoratrc)ii of a l l  S ~ I V J ~ ~  

providing t i i t .  f o l  l o w i i i y  
information: 



CURRENT RULE 

I .  

PROPOSED RULE 

( e )  the name of the affected 
central  oEf ice ( 9 )  ; 

(f) the switch manufacturer, 
s w i t c h  model/type, and whether 
analog, d i g i t a l ,  or other type; 

(9) number of working a c c e s s  
1 inea ; 

(h) the number of customer 
reports received; 

( i )  description of t h e  cause of 
the outage; 

( j )  description of the  
corrective action taken; 

(k) description of t h e  problems 
experienced by t h e  affected 
cust ome 1 " ~  ; 

(1 )  the type of equipment or  
facility failure involved w i t h  
the  outage; and 

(m)  t h e  steps t a k e n  to prevent 
recurrence of the outage. 

( 4 )  I f  t h e  i r i i t ia l  or inter im 
written report contains t h e  
informat 1011 requiredr,in 
subsect ion ( 3 )  , no subsequent 
report i s t eclu i red .  . 

I 

( f )  number ot pairs i r i v o l v t a l f  
cable cuts, e t c .  

( g )  t h e  number  ot customer 
reports received; 

(h) description of ttie C ~ U S ~  t ~ i  

the outage; 



PROPOSED RULE 

( 5 )  For t h e  purposes s f  
reporting under t h i s  ru le ,  a 
service interrupt ion is d e f i n e d  
as one or more of the 
following: 

(a) any service outage of a 
LEC's intraLATA long distance 
facilities for more than 15 
minutes ; 

(b) a service outage €or 15 
minutes or longer affecting ii 
minimum of 10 percent of the 
working lines i n  an exchange or 
500 working linea i n  any NXX 
per central office excluding 
planned and schedule outages 
under 3 0  minutes; 

(c) complete loss o€ EAS or 
toll trunk groups in central 
office for 15 minutes or 
longer ; 
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EX11 1 H 1'1' A l'AGi< 4 t 

SOUTHERN BELL POLICY 

( 9 )  isolat A U I I  from 101iy 
distance f o r  1 hour- or m r ) i c -  



I CURRENT RULE 

. .  

PROPOSED RULE 

( d )  loss of local distribution 
cable affecting service to 10 
percent or more of the working 
lines i n  an exchange or 500  
working lines for  3 0  minutes or 
longer; 

(e) any service outage of 
company operated 911 equipment 
or facilities which causes 
isolation of 10 percent or more 
of the working lines i n  any 
exchange from 911 acceas for 5 
minutes or longer; or 

SOUTHERN BELL POLICY 

( 1 )  afly f d 1 1 LJre of dll t?xl.l1,i lJ~j~ 

loop facility or Digitdl u t 4 , . , - ,  

Connect System af  €ect incj  G 01 

more working systems 



PROPOSED RULE 

( f )  any loss of service to: 
Major Airports (airports w i t h  
commercial passenger service 
and control towers), Major 
Military Facilities as 
determined by the LEC and 
approved by t h e  Commission, or 
Major Hospital Facilities as 
determined by the  LEC and 
approved by t h e  Commission. 

SOUTHERN BELL POLICY -- 

(b) any  network t c l i l u r e  0 1  

condit ion d v e r s e l y  inipdc-t t r l t I  
the telecvrnirruriicat ionv  
capabilities dt, i n t o  O,I W I I  * , I  

any key Fedtfr a1 Covernnr&thr 
sites i n c l u i i e ,  but n o t  1 i m 1  I 

to; Military s i t e s ,  W h i t t :  l i q l t i . , I  

(including t ralvel of P ~ ~ S I ~ ~ ~ I J I  
Vice Preaiderit , Secreta! y o t  
D e f e n s e  or d Foreign Head t j t  

S t a t e ) ,  FAA d i i  t rc l l t  L L Y  
control site, FEMA o t  t 1 t . e  

activated 111 response t o  d 
declared disaster, NASA t - e i i t t - i  

during manned spice t 1 1 4 j I r t  
activity; 
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3.1 

32 

3 3  

3.4 

35 
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Sections 4-12 of the Reporting Abnormal 

Service Conditions Policy are procedures f o r  

internal reporting. They are not included at 

t h i s  time, but can be provided upon request 



FLORIDA PUBLIC SERVICE COMMISSION 
QATAllNFORMATlON REQUEST ON 

REPORT OF INTERRUPTlONS 
PROPOSED CHANG€S TO RULE 254.023 AND NEW RULE 25-24.476, FAC, 

DATE DATA DUE: APRIL 19, 1995 11 

LOCAL EXCHANGE COMPANIES 

ALLTEL FLORIDA, INC./Mr. George W. Lee 
CENTRAL TELEPHONE COMPANY OF FL- SPRINTIUNITED-FLORIDNMr. F. 8. (Ben) Poag 
GTE FLORIOA INCORPORATED/Ms. Beverly Y. Menard 
GULF TELEPHONE COMPANY/ 
INDIANTOWN TELEPHONE SYSTEM, INC.m(lr. Robert M. Post, Jt. 
NORTHEAST FLORIDA TELEPHONE COMPANY, iNC./Mr. John A. Carroll, Jr. 
QUINCY TELEPHONE COMPANYMr. Daniel V. Gregory 
SOUTHERN BELL TELEPHONE AND TELEGRAPH COMPANYMs. Nancy H. Sims 
SOUTHLANO TELEPHONE COMPANYMr. Jeff L. McGehee 
ST. JOSEPH TELEPHONE AND TELEGRAPH COMPANYMr. John H. Vaughan 
THE FLORALA TELEPHONE COMPANY, INC./Mr. Femn Seay 
UNITED TELEPHONE COMPANY OF FLORIDNMr. F. 8. (Ben) Poag 
VISTA-UNITED TELECOMMUNICATIONSMs. Lynn 8. Hall 

Mr. A.  0. Lanier 

SELECTED INTEREXCHANGE COMPANIES 

AOOCOM COMMUNICATIONS, 1NC./Mr. Charles T. Lonstein 
AFFINITY NETWORK, INC./Mr. Samuel P. Odug 
AT&T COMMUNICTIONS OF THE SOUTHERN STATES, INC./Ms. Doris Franklin 
ATC LONG OISTANCE/Mr. Brian K. Sulmonetti 
CABLE 8 WIRELESS COMMUNICATIONS, #NC.!Mr. Charles A. Tievsky, Esq. 
CHERRY C.OMMUNICATIONs/hk Gregory Brown ' 

CONNECT AM€RICA COMMUNICATIONS, INC./Mr. Anton 3. Bily 
CPS OPERATOR SERVICES, INC.Mr. Naum A. Hoolin 
CSI LONG DISTANCUMr. Frank W. Wood 
DIGITRAN COMMUNICATION SERVICE CORPORATlONMr. Peter S. Macaluso 
EQUALITY, INC./Ms. Marie Mono0 
GLOBAL TELCOIN, INC./Mr. Michael Kennedy 
HOTEL COMMUNICATIONS, INC./Mr. Tod Collett 
INTEGRETEL, INC.IMs. Lorraine Gutiarrez 
INfELICOM/Mr. David Spazza 
INTELLICALL OPERATOR SERVICES, INC./Mr. 8. Reid Presson, Jt. 
INTERMEDIA COMMUNICATIONS OF FLORIDA, INC./Ms. Patricia Kuriin 
INTERQUEST/Mr. Douglas A. Shumate 
JONES LIGHTWAVE OF TAMPA, INC./Mr. James 3. Krejci 

- -- 

T1038 
TI 940 
TI741 
TI724 
TI81 7 
TI 096 
TI 174 
TI938 
TI071 
TI008 
TI 165 
TI 958 
TI246 
TI904 
TI 1 54 
TI869 
TI857 
11 195 
TI984 
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LOOS COMMUNlCAr lCbJSiMr  Bnan Sulmonettl 
LDM SYSTEMS, 1°C /Mr Louts A .  Stelner 
MCI TEECOMMUNJICATIONS CORPORATlON/Mr Mlchael J Henv 
MICROTEL, INC M r .  Bnan K. Sulmonetti 
MSI COMMUN1CATIONS/Mr Kevin Mornll 
PSS, INC./Ms. Donna Bonnett 
PHONETEL TECHNOLOGIES, INC./Ms. Tammy L. Martin 
POLARNET COMMUNtCATlONS CORP.IMr. Mark Kelly 
PSP MARKETING GROUP, INC./Mr. Charles Sugg 
PUBLIC PHONE/Mr. Ethan Rosen 
ROBERT CEFAIL & ASSOCIATES/AMERlCAN INMATE COMMSNs. Dana Straw 
SARASOTA MEMORIAL HOSPITAVMs. Oonrra M. Campbell 
SONIC COMMUNICATIONS, lNC./Ms. Martha Wale 
SOUTHERNNET SYSTEMS, INC./Mr. Michael J. Henry 
SPRINTlMr. Tony H. Key 
ST. JOE COMMUNICATIONS, INC./Mr. Jim 8oykin 
TELVUE CORPORATlON/Mr. Frank Carcione 
THE FURST GROUP USA, lNC./Mr. Taylor L. Smith 
TOUCH 1 LONG DiSfANCE, INC./Mt. James F. Corman 
TOUCHTONE LONG DISTANCE, tNC./Mr. Robert Pavey 
US LONG DiSTANCE, INC./Mr. W. Audie long 
US TELEOATA CORPORATlON/Mr. Oetlnis E. Puckett 
VAtU €-A DO E D COMMUNI CAT1 ONS CORPORATI ON/Mr. Charles P. Miller 
WCTEL, INC./Ms. Courtney Y. Baugher 
WORKING ASSETS LONG OISTANC€/Mr. Stephen Gunn 
WORLD TELECOM GROUP, iNC./Mr. Andrew 0. lsar 
ZERO PLUS DIALING, INC./Ms. Jeanne Jackson 

1 

TI 103 
TI 7 3  1 
TI71 3 
t1775 
t1144 
T1082 
t1091 
TI 133 
TI01 8 
TI 141 
TI 107 
TI1 13 
t1907 
TI 793 
TI 79 1 
TI 894 
t1027 
t1896 
t060 
Tt927 
Tl974- . . * 

t1930 
t1041 
t1063 
TI 124 
t1916 

FLORIDA INTEREXCHANGE CARRIERS ASSOCIATION 

. .. - .-. 
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DATA/INFORMAllON REQUEST ON 

REPORT OF INTERRUPTlONS 
PROPOSED CHANGES TO RULE 25-4.023 AND NEW RULE 25-24.476, FAC, 

Company Name: 

Name, title, and telephone number of 
company offcial responding to request 

PLEASE RETURN NO LATER THAN APRIL 19, 1995, TO: 

Craig B. Hewitt 
Oivision of Research and Regulatary Review 

Florida Public Service Commission 
101 East Gaines Street 

Tallahassee, Florida 323994872 

FAX No. (904) 487-0509 
A T N :  Craig Hewitt 

The proposed changes to Rule 25-4.023, FAC, would delineate the requirements for local 
exchange companies (LECs) to report significant outages of service to the Commission. 
Proposed' Rule. 25-24.476 would rquim that interexchange companies (IXCs) also report 
significant sewice outages in the same detail. Reportable outages would require immediate 
notice within ninaty minutes, a written repod wrthin three days, and a follow-up wntterr report 
within thirty drys. 

In answering the following questions, pkrm c~nSIckr the following: 

Be 85 specific and accurate as possibls in idsnfiM#g casts of savings which would 
occur fmm implementation. 

Detail the assumptions and basis br each cost or savings ustimate associated with the 
pmposed tule and nib changes. 
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8 in identilfyrng- additional types of expense/revenue Increases or decreases, be speclhc 
as to the Wpes of expenses/revenues (for example, labor costs, admmrstrat,ve costs 
other operating mvenues). 

a identify whether these expense/revenue mmaS6S of decreases would occur only In the 
initial p a r  Of implementation of if they would m u r  in subsequent years. 

1. 

2. 

3. 

4. 

5. 

6. 

Please identify and estimate the additional costs to report interruptions to the Commission 
within the prescribed times providing the required information. 

Please identify and estimate the additional benefits from adoption of the proposed new - rule and rule changes. c - 

Section 288.703(1), Florida Statutes (1991), defines a small business as "an 
independently owned and operated business a n a m  that employs 50 or fewer 
permanent full-time employees and that has a net worth of not more than $1 million." 
Does your company qualify as a small business? 

If your company qualifies as a small business, please indicate bow adoption of the 
proposed rule and rule revisions might affect you as a small business. 

Please provide any alternative methods of 
proposed nrle and rule rsviriorrs. Indude the 

. .- . * .  . .  

accomplishing the requirements of the 
estimated costs of ea& altemative. 

Please provide additional commentr or cost estimates that may be useful to the 
Commission 01 staff in assessing the economic impam of the proposed rule and rule 
revisiorrg. Pleaw include any company-recommended modifications and related 
expenseshavings. 

2 
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I .  

cau OF Service J W a l u a t n .  orq3,lv. in writbaa Qr hv f a c s u  

provide the follo winu w m  
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u )  If  the i n  ' te ~ n p  tion extends bevond 7 dav S ,  i n t e r i g  

w r i t t e n  regarts c ontainina t h e  i n f  ormation r e a i r  ed bv su bsection . .  

d a w  beuinninq 7 days from the s t a r t  of the interryption, 

a tb follovina 

the aeocrraphic =ea affectedy, 

actual restoration date and t b e :  

a outaaw wd 
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pmlls 2 3 - 2 4 . 4 7 6  Baport of rnterruptiona. 

U I  Each I X C  sh a l l  r e m r t  to the Di VlSlOn of CO" u n i c a t i m s  * I .  

etinu the criteria d e s a b c d  &I subsccuon MI within 90 minutes 

ission is closed *en We 90 U t e  renortinq 

C shall yeport me i n t e r r Q Q ~ ~  90  minutes of tha I *  

iss bus inesn In its b i t i a l  rewrt.  tha 

co-7t sha" vide the  followinu ingovation: -- .. 
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( 3 )  Each IX C shall submit to the Division of Communicationq 

within 30 d a w  af  tcr the  d a t e  of restoration of all s erv ice a f i  nal 

w r i t t e n  rermrt Dro vidinq the followinq information: 

(a1 me date and time of the i n t e u t i o n ;  

ea affecteqt 

Id1 actrial restoration date and time: 

er of blocked calls: 

- -  
I 
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Commer, t s : 

Item 1 of Rule 25-4.023 s t a t e s  t h a t  t h e  D i v i s i o n  of 
Communications s h a l l  be notified w i t h i n  9 0  m i n u t e s  of t h e  
beginning of an interruption i n  service. A t  this time we a re  
reporting majar service interruptions as we become aware of t h e n  
t h r o u g h  t h e  Abnormals system - t h i s  can be from 4 h o u r s  a f t e r  t h e  
beginning of t h e  interruption to sometime t h e  next day. 

We advise the PSC contact :  
(a1 t h e  date and time of the interruption 
(b) t h e  geographic area - -  city, s t r e e t  address if given 
( c )  estimated r e s to ra l  time 
(d) customer reports  at t h e  time of t h e  initial report  
(e) description of outage - cable cut, co i s o l a t i o n ,  etc. 

This is usually done orally, if t h e  notice is t h e  initial report .  
If all we receive is t h e  final repor t ,  a l e t t e r  or fax is sent. 

A follow-up letter is sent  if t h e  notice is given orally or by . '  

fax as soon as a final report  is received. This can be t h e  day 
a f t e r  t h e  service interruption is restored or a week l a t e r  - -  I 
have had to call t h e  WMC and t he  NRC to have final reports input. 
One problem we have with getting t h e  final report is an 
investigation being done on CO outages. This has, on a couple of 
occasions, put off a final report to t he  FPSC for over a month. 

-- -. 

Item 2 should not be a problem f o r  service interruptions 
extending beyond 7 days. I can follow-up with phone calls if a 
i n t e r i m  report  is not sent by the NRC or WMC. 

Item 3 ~ A t  this time, except on a couple of occasions, w e  are 
submittk'ng a final letter to t h e  FPSC within 30 days after 
restoration of the service. This l e t t e r  includes: 
(a )  date and time of interruption 
(b) geographic area affected - city, street address if available 
(c) description of damage i ncu r red  - cable cut, co outage, etc. 
( d )  actual restoration date and time 
( e )  name of affected central office - when available 
( f )  number of customer reports received 
(g) number of pairs involved in cable cuts 
( h )  description of the cause of outage - includes, if available, 

who c u t  cable, etc. 
(i) description of corrective action taken - when available 
Cj) type of equipment or facility failure involved with t h e  

outage 
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We do n o t  usual:y include: 
( a )  t h e  switch manufacturer, s w i t c h  T.ode:,/tyFe, ar,aiag or 

d i g i t a l ,  e t c .  
( b )  number o f  working acc9ss lines affected - but t h i s  ~ o t i l d  T,Z: 

be a problem in most cases  
( c )  description of problems experience by t h e  affected c u s t z m e r s  

- unless noted  on abnormal t h a t  it is SDT, NDTAT, etc. it 1 s  
assumed to be completely o u t  of service 

(d)  steps t a k e n  to prevent  recurrence of t h e  outage - on some co 
problems when software is involved, it is stated t h a t  t h e  
software is replaced 
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@ BELLSOUTH 

B s l l S h  T ~ l ~ ~ c o m m u n i ~ o n r ,  Inc. 
Suite 4.00 404 222-1201 
150 South Monroe Saest 
Tallahassee. Flonda 3 2 3 1  

Far 904 222-8640 Nan- H. Sim 
Oirector - Regulatoq Reiabons 

January 18, 1996 

Mr. Walter D'Haeseleer, Director 
D i v i s i o n  of Communications 
Florida Public Service Commission 
2 4 5 0  Shumard Oak Blvd. 
Tallahassee, Florida 32399-0850 

Dear Mr. D'Haeseleer: 

This letter is in response to your memorandum dated November 14, 
1995, requesting information regarding BellSouth's petition to 
initiate rulemaking f o r  changes to t h e  FPSC's service rules. 
Commission granted t h e  petition and Docket No. 950778-TL was 
established. Listed below are the  responses to t h e  specific data 
requested: 

The- - 

1. In F l o r i d a ,  i n  the  pas t  5 years, has your company attempted to 
measure customer s a t i s f a c t i o n  by collecting customers' opinions 
and views on whether or not customers are receiving a 
sati 
desc 
coll 

sfactory qual 
ription of t h  
ect t h i s  i n f o  

ity of se 
.e methodo 
rmation i 

mice? I f  yes, p l e a s e  prov 
l ogy  employed i n  each campa 
ncluding:  Yes. 

i d e  
ign  

a 
to 

A.  The entity(ies) responsible for overseeing the performance of the 
study : 

BellSouth's Corporate Measurements Group 

.-. 
B. Enti ty( ' ies )  responsible for directly gathering the data: 

E l r i c k  L Lavidge, Inc. ( A n  independent marketing research firm) 

C. Objective(s) of the study: 

To obtain t h e  customers' level of satisfaction w i t h  the  overall 
s e r v i c e  received as well as the l e v e l  of satisfaction with the 
various service attributes ( "drivers") associated w i t h  the del ivery  
of the  service. 

D. The t i m e  period t h a t  the study covered: 

These studies are ongoing. 
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E. The group of customers st 
study : 

idied as defined at the outset of the 

Consumer 
Small Business 

F, The customer profiles of study respondents: 

Consumer - Residential customers 
Small Business - Business customers w i t h  1 to 6 business lines. 

G. Specifically how the customers were chosen ( i f  a random sample was 
used, the exact method by which it was defined) and why you believe 
t h a t  this was an appropriate way to measure: 

.. A- 

Consumer Customer Satisfaction surveys are based in p a r t  on recent 
customer service contacts and in part on a general sample of 
customers who may or may no t  have had a recent contact. A d a i l y ,  
random sample is drawn from customer billing records (General 
Universe.survey), customer-initiated service orders (Provisioning 
survey),  from customer-initiated billing contacts (Billing Inquiry 
survey), and from MTAS trouble reports (Repair survey). 

The Small Business Measurement Plan sample is drawn from MTAS 
trouble reports (Repair), customer-initiated service orders 
(Provisioning), customer-initiated billing contacts (Billing 
Inquiry), and the general Small Business data base. 

A Small Business Account is defined in the Business Revenue 
Information System (ERIS) as a Customer Location Account Code 
(CLAC) ..which has 4 Small Business indicator of The accounts 
are updated on a monthly basis. 
level via a feed from the Customer Record Information System 
(CRIS). A stratified sample by CLAC of customer service contacts 
with in  the last three months is then selected on the 21st of each 
month for 1 )  Repair; 2 )  Provisioning; 3 )  Billing Inquiry; and 4 )  
Other, which includes customers who have had no service contacts 
w i t h i n  t h e  last three months and customers who have had a c t i v i t y  
other than repair,  provisioning, and billing inquiry w i t h i n  the 
l a s t  three months. 

" S . ' '  
A c t i v i t y  is identified a t  the CLAC 

BellSouth's sampling methods provide for a statistically v a l i d  
sample to be drawn that represents all of our consumer and small 
business customers and through these surveys, allows us to track 
t h e i r  opinions over time. 
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H. The method of data collection: 

All Consumer and S m a l l  Business surveys are conducted by t e l e p h o n e  
interview. 

L. The evaluations of the study's accuracy: 

Based on the sample size,  the customer base, and the results  of the 
surveys, the precision, or confidence intervals, fo r  the 1995 
survey results are calculated to be as follows (at a 95% confidence 
level) : 

Consumer + / -1 .7% 
Small Business +/-1 3% 

BellSouth c o n s i d e r s  the customer survey developed for its use as .. I 
p r o p r i e t a r y  and confidential information. This includes the 
detailed process for how our customers are selected to be 
interviewed. The information contained i n  t h e  survey could be used 
by BellSouth's competitors in competition f o r  the same customers. 
In addition, the  survey was developed by BellSouth and its 
c o n t r a c t o r  fo r  both service and marketing information, and the 
methods, procedures and development strategies are confidential 
and proprietary. 

Items I, J and K w i l l  be available f o r  review by t h e  FPSC staff at 
BellSouth's offices in Tallahassee. 

- 

2 . Which quality of service rules (Rules 25-4 . 066 through 
2 s - 4 . 0 8 0 ,  F .A .C . )  does your company recommend modifying or 
deleting? Provide reasons fot your recommendations. 

See BeflSouth proposed Rule Revisions attached. 
. .. 

3 .  Does your company recommend incorporating customer 
satisfaction surveys into the quality of service rules? Which 
rules would need to be changed, supplemented, or deleted? 
Provide reasons for your recommendations. If customer 
satisfaction surveys were so incorporated, who do you 
recommend conduct the surveys - FPSC, LEC, others? 

Yes, BellSouth recommends that the  FPSC utilize its overal l  
customer satisfaction measurement f o r  Consumer (residence) and 
Small Business (1 -6  lines) combined. 
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BellSouth has historical data that can be used to benchmark 
its performance. Results can be provided on a monthly or 
quarterly basis. The Company's processes provide a h i g h  level 
of statistical validity and reliability through sophisticated 
sampling techniques and control processes. 

BellSouth currently contracts with an outside firm to 
administer the customer satisfaction interviews. BellSouth 
monitors the interviewing process and vendor operations to 
ensure quality and c o s t  efficiency. It a l so  conducts per iodic  
reviews of the measurement plan to ensure conformance to plan 
design and objectives. The FPSC and its staff could, a t  any 
time, audit  or monitor t h e  process 

Should you have any questions concerning t h i s  matter, please 
contact me at 222-1201.  

Relations Relations 

I/ Attachment 

* I. - .. 
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@ BELLSOUTH 

May 2 4 ,  1996 

Mr. Walter D'Haeseleer, Director 
Division of Communications 
Florida Public Service Commission 
2 5 4 0  Shumard Oak Blvd, 
Tallahassee, Florida 32399-0850 

Dear Mr. D'Haeseleer: 

In 
i n t  
950 

your memorandum dated Apri 
.crested parties respond to 
778-TL. This letter is in 

1 9, 
the 
res 

199 
I sec 
pons 

6 you requested all 
ond data request in Docket 
e to that  memorandum* 

BellSouth has advised the Commission that the customers of the 
telecommunications provider are in t h e  best position to determine- - .  

if they are being provided satisfactory service. BellSouth f o r  
several decades has employed a customer survey process to 
determine whether or not a customer is satisfied with the service 
and products being provided. 
strategies are developed by BellSouth as a result of our  customers 
responses to detailed questions being asked. 

Product deployment and service 

Competition in the local exchange market in Florida has begun. 
BellSouth recommends that all rules and objectives be rescinded as 
competition developss in each exchange. BellSouth also recommends 
that  a sunset provision for the rules be instituted and the rules 
be repealed a t  the end of the three year period from the date of 
t h e  Legislative mandate implementing competition. 

BellSouth has provided i t s  specific-coments to the data request 
on the at'ta.ched document. Should you have any questions concerning 
t h i s  matter please contact me or Wayne Tubaugh at 2 2 4 - 5 1 2 8 .  
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BELLSOUTH'S RESPONSE TO THE FPSC SECOND DATA REQUEST IN DOCKET NO. 
950778-TLt REVIEW OF FPSC QUALITY OF SERVICE STANDARDS 

Item I. 

From all parties: 

Post-workshop comments- please address your company's 
recommendations.for any quality of service issue presented or 
discussed at the workshop, whether it be incorporating customer 
satisfaction surveys into t h e  quality of service rules,  whether it 
be recommending modifications to the quality of service rules,  and 
so on. Where your company recommends rule changes, please r e p l y  
with specific, type and strike language f o r  each rule. 
call Mary Anne Helton at 904 /413-6096  to obtain a d i s k  of the 
current rules. 

You may 

- - -  
Response : 

BellSouth recommends that the Commission institute a sunset 
provision of the rules for determining satisfactory service. The 
repeal of the rules would take place three years from the date of 
the Legislative mandate of local exchange competition. Consumers 
of telecommunications services w i l l  determine which carrier is 
providing the most satisfactory service in a competitive market 
place by choosing the provider that they prefer. 
need for regulatory oversight to attempt to determine whether or 
no t  a company is meeting customer expectations. In the interim, 
as full competition is determined to exist in each exchange or 
metropolitan serving area, service standards f o r  those identified 
exchanges should be rescinded. 

There will be no 

BellSouth:.'~ecommends that the Commission immediately institute a 
plan to utilize BellSouth's customer surveys to determine whether 
customerg are receiving satisfactory service. BellSouth has f o r  
decades surveyed its customers to determine if they are satisfied 
with BellSouth's products and service. 
information from its customers to determine product deployment and 
service strategies. The survey itself is a highly confidential 
and proprietary process, however, BellSouth would agree f o r  the 
FPSC staff to review the survey to determine that it does in f a c t  
contain the representations BellSouth has made to the staff, upon 
the execution of a confidential and proprietary agreement. 

BellSouth uses the 



Docker No. 991378-TL 
J. Lichcr Exhibit No. 2 
Page 78 of 1 1 1  

BellSouth/2nd Data Request 
Attachment Page 2 

I n  the survey process, BellSouth's customers are asked to respond 
to questions regarding; Business and Repair Office access, 
Appointment, Repair completion, Installation performance, and many 
other areas of the business. Those questions correspond d i r e c t l y  
to the performance measures of the quarterly quality of service 
standards, however, the customer becomes the judge of whether or 
not satisfactory service is being provided. 

I f  a local exchange company does not have a customer survey 
process, the Commission would continue to apply the c u r r e n t  
standards. 

BellSouth recommends that the Commission accept the results of the 
statewide survey that reflects whether its customers are satisfied 
with BellSouth's service performance. Should the staff have a 
need for mare detail concerning a specific area or exchange, 

information available. If the Commission is hesitant to 
rescind a l l  of the current service standards and accept the 
determination of the customer, BellSouth suggests that the 
standards cont inue  to be tracked f o r  a twelve month period. 
The Commission would continue t o  perform service evaluations and 
report deficiencies to the company so that corrective measures 
could be implemented. After the twelve month period, as any 
reservations concerning the survey process are resolved, the 
reporting of those standards would cease. 
period, the determination of satisfactory service would be based 
upon the customer survey and not the reporting of service results. 
In other words, the tracking of service according to the current 
standards would be a transitional mechanism, not an ultimate 
indication of the quality of service customers are receiving. 
A l s o ,  BellSouth would continue to determine if a customer's 
service is interrupted and rebate the customer i n  accordance with 
e x i s t i n g ' k l e s .  

BellSouth would cooperate with the staff in making that -- 
c 

During this time 
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Item If. A: 

BellSouth data response, dated January 18, 1996,  recommended 
that its customer satisfaction survey replace the c u r r e n t  
measurments associated with Rules 25-4.066, 25-4 .070 ,  25-4.073 and 
2 5 - 4 . 0 7 7 0 ,  At the workshop, BellSouth stated that o t h e r  rules 
might be replaced or changed by the  use of the survey. 
BellSouth - please identify those rules and your reasms f o r  their 
modification. 

For 

Response: 

BellSouth's rep ly  dated January 18, 1996, itemized the proposed 
changes to each of the FPSC Rules in Part V, Chapter 25. No 
additional revisions are proposed at this time. 

A -  

Item I L  B. 
L 

Please provide a l l  survey questions t h a t  your company believes 
could be posed to its Florida customers where the responses could 
be reported to the FPSC without the protection of confidentiality. 

Response: 

As stated in BellSouth's January 18, 1996, response, item L, 
BellSouth considers the customer survey developed for its use as 
proprietary and confidential information. The information 
contained in the survey could be used by BellSouth's competitors 
in competition for the'same customers. In addition, the surveys 
were developed by BellSouth and its contractors f o r  both marketing 
and service information and the methods, procedures and 
developqeqt strategies are confidential. 

The only survey questions that BellSouth believes could be 
reported to the FPSC without the protec t ion  of confidentiality are 
the overall customer satisfaction questions from t h e i r  Consumer 
and Small Business customer surveys. 
considered to be competitively sensitive and proprietary. 

. . P  .. 

All other questions are 

The overall customer satisfaction questions are as follows: 

Consumer: The Consumer result is a composite of four different 
surveys (the f irs t  three are based on recent customer service 
contacts: Provisioning, Repair, Billing Inquiry, and General 
Universe(non-recent contact). 
general format for the overall question for each of these four 
surveys : 

The following question is the 
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I ’ d  l i k e  to get your opinion of the service you received from 
BellSouth. In answering these questions, please think about that 
service, then using a scale of 1 to 10 where 1 is poor and 10 is 
excellent, tell me how you would rate the qual i ty  of the service 
you received. Of course you can use any number between 1 and 10. 

Provisioning survey: Overall, from the time your  order was placed 
until it was completed, how would you rate the quality of the  
service you received from SellSouth? 

Billing survey: Overall, how would you rate the way BellSouth 
handled your call as well as your bill? 

Repair survey: Overall, from the time the trouble was reported 
until right now, how would you rate the quality of the service y-~u. 
received from BellSouth? 

General Universe: First, please think about a l l  the services 
BellSouth has provided you during the past 12 months. 
a scale of 1 to 10 where 1 is poor and 10 is excellent, tell me 
how you would rate the quality of the service you received from 
BellSouth? 

Then u s i n g  

Small Business: Please think about ALL aspects of the services 
BellSouth as provided to your company since the beginning of 
[insert month which is 3 months previous to current sample month, 
no t  inclusive]. 

Using a scale from 1 to 100, with 1 meaning you are completely 
dissatisfied and a 100 meaning you couldn’t be happier, how, 
satisfied..are you overall with BellSouth? 

Item IX. C. 
. - *  
.. 

Please make a comprehensive proposal on how the FPSC might proceed 
if survey questions were allowed t o  replace the  current 
measurements specified i n  question 1I.A. 
decision has been reached. 

Note that no such 
Please be specific about how the: 
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1. Company could demonstrate t h a t  an appropriate quality of 
service was being maintained both company-wide and in 
specific locations; 

Response : 

The survey results are based upon statistically valid samples that 
are randomly selected from both urban and rural areas. No service 
areas are either -intentionally or systematically excluded from the 
customer sample selection process. Therefore, BellSouth proposes 
to report overall customer satisfaction as a percent of customers 
whose responses indicate that they are satisfied with the quality 
of service they received from BellSouth. These results would come 
from the existing surveys that BellSouth uses internally to manage 
the business. These results are also used t o  report service - 
quality to other PSC's and the FCC. 
sampling and administration of these surveys is included in 
BellSouth's January 18, 1996 response to Mr. Walter D' 
Haeseleer's November 1 4 ,  1935 data request regarding Docket 

More detail about the - -  

950778-TL. 

2.  Commission could verify that an appropriate quality of 
service was being maintained; 

Response: 

The Commission could verify that an appropriate quality of service 
was being maintained by reviewing in detail the  customer 
satisfaction survey results obtained by BellSouth. 
BellSouth considers the survey results and data to be proprietary 
and competitively sensitive, the Commission would be welcome to 
review tirfs..data a t  BellSouth's offices and v i s i t  the BellSouth 
Research Center located in Nashville, Tennessee, fo r  the  purpose 
of monitoring the  interviewing process to assure themselves of the 
statistical va l id i ty  and accuracy of the customer satisfaction 
measurement process. 

While 
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3 .  Company would proceed if it found t h a t  an inappropriate 
q u a l i t y  of service was being provided. 

Response: 

BellSouth would proceed exact ly  as it does today. As in the past ,  
BellSouth will continue to strive to improve the quality of its 
service. While BellSouth proposes that a l l  of the e x i s t i n g  
internal measurement rules be eliminated as FPSC Service 
Standards, BellSouth will continue to monitor the  technical and 
engineering results it tracks. 

BellSouth tracks and monitors technical  and engineering data in 
order to f ind  ways of improving customer service. In the growing 
competitive marketplace, it is v i t a l  that BellSouth continue to be 
aware of its performance in these areas. If it found that an -L .  

inappropriate quality of service was being provided, it would, -hs . . 

it does now, develop service improvement plans to address the 
problem. 

BellSouth is totally committed to and firmly believes in 
its customer satisfaction survey processes and their associated 
results. 
satisfaction, but also on the  drivers of customer satisfaction and 
loyalty, are an effective way to monitor service quality. 
BellSouth believes that the  customer surveys do measure the 
quality of service accurately. 

These surveys which focus not only on overall customer 

. I  . .  . .  
* . . .  
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4 .  Company's proposals account f o r  a deterioration in 
customer service quality, where customers may not 
immediately feel negat ive  consequences and therefore 
where a customer survey would f a i l  to measure the quality 
of service accurately. 

Response: 

With a focus on recent service contact experiences, the existing 
sutveys provide a viable  method for determining changes in the 
quality of the service delivery processes, and most importantly, 
from the customer's perspective. Feedback from customers would 
quickly  reflect any deterioration in service and BellSouth will 
respond to improve it. 
what their customers believe it to be. As a provider of service 
in a business which is becoming increasingly competitive, 
BellSouth has no motivation t o  provide less than excellent - 
service. BellSouth believes the most appropriate gauge f o r  
determining service quality is the customer's own perception.  

The true quality o f  BellSouth's service is 

-. - 

A l s o ,  the Commission has a complaint process where the customers 
do no t  hesitate  to advise the Conunission when they believe t h a t  
they have a problem with their local service provider. 

5. Commission could treat LEC's c o n s i s t e n t l y  given t h a t  LEC's use 
different surveys and different survey questions to assess 
service quality . 
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Response: 

BellSouth believes t h a t  LEC's can use different surveys and 
different survey questions to assess service quality and still 
allow the Commission to treat LEC's consistently. This can be 
accomplished by reviewing historical data f o r  each company and 
setting minimum service performance targets for each company, 
based on each LEC's survey methodology. All sample based 
measurements, which these surveys are, have a confidence level, 
expressed as a range, i n e n  +/-1%. When targets are set, the 
confidence level for each LEC's survey should be considered when 
setting minimum service levels. Before any changes to the survey 
methodology are made, trials of the new methodology shuld be 
conducted to determine the impact and develop correlation factors 
that could be used to adjust targets .  

The Commission can validate each LEC's survey process to determine 
if it is an appropriate process by which the customer determine-s.. 
satisfactory service. 



January 22, 1999 

Mr. Phil Tmbelhom 
Bureau of Service Evaluation 
Florida Public Serv ia  Commission 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 

RE: Answer Time Rule 

Dear Mr. Phil Tnrbelhorn, 

Per your request at the December 11, 1998 meeting, BellSouth is providing its comments - - . . 

regarding the Commission’s current answer time a l e  (Rule 254.073). The answer time 
rule sets forth criteria to determine the quality of service to subscribers by measuring and 
placing certain requirements on the company (e.g., 95% of all calls answered by a live 
attendant in 5 5  seconds or less). BellSouth believes that revisions to this rule are required 
for several reasons. This requirement has existed for years while the telecommunications 
industry, technology and the manner in which service is rendered have all changed 
substantially since the time that this rule was originally written. 

Revisions to Chapter 364 and the Telecommunications Act of 1996 have also prompted 
changes in the way that service is provided to customers. As a result of movement into a 
competitive environment and emerging technology, BellSouth’s service offerings have 
become more competitive and increasingly complex. While customers should benefit from 
new seMces and more choices, more often than not, customers have additional questions 
and conems. The incr- in customer awareness not only increases the number of calls 
into BellSouth’s business office, but requires additional customer contact time due to the 
complexity of the services and options available to the customer. The increase in volume 
of d s  into BellSoutli’s business office, along with the complexity and varyin! service 
offerings, require that the current answer time rule be revised to reflect mote specifically 
what satisfies the customer in this new environment. 

In an effort to better serve our customers, BellSouth’s Florida’s Business office provides 
service Monday through Saturday 6AM to 12PM including holidays. In addition to our 
extended hours, BellSouth’s automated interactive answering system provides an up fiont 
option to the customer to immediately speak with a live attendant. In 1998, approximately 
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13,I% of totd calls to the business office opted to speak to a live attendant Specifically, 
the verbatim reads: 

“Thank you for choosing BellSouth. To route your cat1 correctly, press “1 ”  now 
on your touchtone phone. Para espaiid, marque el “2” ahora. I f  you do not have 
a touchatone phone, please stay on the line for a representative”. (Pause - 6 
seconds) “Your call will now be connected with a representative”. (5  seconds) 

Once the customer initiates interaction, the system will take the customer through all the 
available options. At this point, tack of interaction for a period of 6 seconds will switch 
the caller to a live attendant. 

If the customer elects to route his call by pressing ’‘ I”,  BellSouth has provided customers 
with its Rightouch option which is available to the Customer 24 hours a day, 7 days a 
week. Rightouch provides the Customer with the option to make changes to existing 
service, make payment arrangements, provide bill balance, obtain duplicate copy of the 
bill, order directories, listen to produdservice idomation, suspend and restore service, 
and disconnect service totally on an automated basis. In March 1998, BellSouth’s 
Rightouch usage was 10.3% of its total calls.’ However, as a result of moving the 
Rightouch option from being the last option in the automated interactive answering 
system to being the first option adable ,  immediately d e r  the customer opts to interact 
with the system, the number of BellSouth customers in Florida opting to use hghtouch 
increased to an all time high of 19.8% of total calls in May, 1998. This improvement was 
sustained in June, with 19.2% and throughout the rain and hurricane season in August, 
with 18.2% of total customer calls opting to interact with Rightouch. In a recent market 
research study conducted on BellSouth’s Rightouch service, users of the system appeared 
satisfied and spoke favorably on the systems 24 hour availability, the systems ability to 
provide a means of making payment arrangements, and the systems friendly voice 

- - 

BellSouth betieves that in the current environment; Florida customers would be better 
served by’iules that focus more directly upon what Florida customers want regarding their 
service and desires. Specifically, the appropriate standard for customer satisfaction should 
be the custom” opinions and views on whether their problems and concerns are 
properly handled by thekmpany in a satisfactory manner, Overall customer satisfaction 
measures the entire customer experience, As a result, BellSouth, for the third year in a 
row, recently received the J D Power & Associates award for being the #1 local telephone 
company in the nation, in providing Customer Service to residential customers. 

5 

I 

As discussed above, BellSouth believes that changes in the telecommunications industry, 
technology and the mmet in which senrice is provided have all changed substantially 
since the time that the current Answer Time rule was written. Thus, BellSouth believes 
that certain revisions are rquired to the current rule. While BellSouth is not proposing 

2 
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specific criteria at this time, BellSouth does believe that customer satisfaction should be 
weighed heavily in determining the appropriate role for answer time in Florida. 

If you have any hrther questions, please do not hesitate to call. 

Yours truly, n 

Director - Regulatory Relations 

. . .  -. . 

3 



December 3 ,  1999 

Ms. Blanca Bay0 
Director, Division of Records and Reporting 
Florida Public Service Commission 
2540 Shumard Oak Blvd. 
Tallahassee, Florida 32399 

Re: Docket No. 991473 - Review and Revision ofRuies 244.066 - 25-4.081, and 25- 
24.049, Florida Administrative Code 

Dear Ms. Bayo, 

- The Commission is considering the revision of service quality rules for local 
I I 

teiecommhcations providers. The Commission held a workshop on Friday, November 5, 
1999 to discuss modifications to the existing rulm and receive input fiom the industry. 
The Commission is seeking Post-Workshop comment3 &om the parties as a r d t  of the 
referenced workshop. BellSouth offm the following prehhry comments. BellSouth 
reserves the right to amend these comments at any futufe demaldng workshop or upon 
reviewing any comments that might be Eited by other parties. 

. 

BellSouth believes it is time to reevaluate the Florida Public Service Cosnxnission's 
(FPSC) Rules and O b j d v u  regardmg provision of service to its customers in Florida. 
Changes should be made that better rdect our customer's determination of satisfactory 
Service. The current des Md objectives, which are a multitude of arbitrary numerical 
measures, were developed during the late 1960's and d y  1970's. At that time, local 
exchange, long distame service, public phone seMce, etc. were momply services, and 
cuatbtnm, the co"isaion, and BellSouth perceived that four typos of swiccs were 
provida& POTS (plain old telephone &a), small business, large business (PBX), and 
s p e d  mvicu. Mditiody, BdSouth served a customer base of less than two million 
a c c e ~  b during tbt timc period. While the current m e a "  may have been 
appropriate in that environment, we do not believe they are appropriate in today's 
customer driven, ipcteased competitive marketplace. 

Due to rapid technological advancu in the industry, mstomers now have a wider choice 
of " i c e  and ScNice providen. Service is no longer focused on j u t  POTS; service 
revolves around POTS plus add-onrr such as Csllor ID, Call waitin& Voice Messaging, 
Access to the Internet, Alarm Service, etc. Customers have on-line access, via the 
internet, to view their bills; place orden, and find out i n f o d o n  about products 24 hours 
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a day In addition to enhancements to our RightTouch option, which allows a customer to 
complete transactions such 8s the ordering of additional sercices and billing inquiries 
without ever talking to a live attendant, we now offer announcements that alert customers 
as to the length of wait in reaching a live attendant. 

Such significant changes in the telecommunications industry including technology changes, 
competitive inroads, increased customer awareness and the broad range of services 
offered, have taken place at an ever-increasing pace shct the divestiture of AT&T. The 
changes actually began prior to divestiture with the deregulation of inside wire. At the 
same time, competition for long distance service brought forth laws that segmented the 
market into interstate and intrastate services. In addition, Public Phone Service (pay 
phone) competition was authorized. In 1995 and 1996, local exchange competition 
became law at the State and Federal level, resp&veIy. 

BellSouth now sewes mort than six million access lines in Florida. For years as a FPSC 
mandate and now as a competitive matter, BeilSouth must keep its cost of service to its 
customers as low as possible. BellSouth has accomplished this goal with technological 
innovation, systems enhancements, and development of employee skill levels through 
training. Thus, BellSouth stela to modify or eliminate some of the current FPSC d e s  to 
more accurately reflect these changing market conditions. 

- -  
L 

In an effort to move forward on ScNice quality rules, the FPSC opend Docket No. 
99 1473-TP. As mentioned above, the st& held a workshop to discuss modihtions tu 
the existing rules and receive input from the industry. Various ideas were generated and 
discussed by the parti~ipants regarding h c e  quality rules, including the usc of a 
scorecard, service guaranteu, and whether d e s  should apply equally to ILECs and 
ALECs. 

The staff generated discussion on tho idea of a scorecard, which would compare a set of 
mini" standt~d~ 
believes that scorecards would be a gad idea Basically, providers of basic local 
telecomunidorw service (ILECs and U C s )  would be evaiuated on a set of minimal 
standqcb (k., monthly, qurrterfy, e&.), on an periodic basis. BellSouth does not 
n w  belime that tba standds llllclA on the scorecard need to be in the form of a 
Corn" rule. For exunplq ifa company provides sczyicc below one of the mini" 
standarch by the CodsSion, thy would not be in violation of a Commission d e .  A 
Compmy'r @rm" on the scorecard would speak for itsdf. BellSouth believes a 
scorecard would provide c o t "  M ovcNiew of the basic local providers available in 
their Stryice tenitov: In addition, a scorecard approach would dow the consumet to 
evaluate for itselfwhat is most important to them and choose a carrier based on the 
amenities that a provider off- and the type and quality of ScNice provided. One 
question raised at the staf€workshop vas whether the scorecard would be selfreprtcd or 
performed by the Commission, Ifa limited number of providen are to be evaluated on 
each 3corecard, BellSouth bolievu it would be appropriate for the Commission to perfom 
that evaluation. Additionally, BellSouth bctieva that a scorecard would SatisfL the 

basic ld telecommunications providers. BellSouth generally 
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Commission's abligation under Chapter 364.025 I (Competitive providers of local senice, 
impiementation of c o n s u m  information program required) and 364 0252 (Expansion of 
consumer dormation programs; customer assistance; rulemaking authority) Florida 
Statute that provides for consumer dormation programs. 

BellSouth does not believe that data transmission speeds should be used as a standard of 
service quality for a POTS lint that is evaluated by the Commission. The public switched 
network was built for the transmission of voice, not data. The public switched network 
has improved sufficiently over time to accommodate the transmission of analog data. 
Although BellSouth offers tariffed services that guarantee a specific data transmission in 
speeds, to mandate a minimum transmission speed for data on a POTS line would involve 
an attempt to standardize many factors nationwide, an attempt which would be 
prohibitively expensive and unrealistic. BeUSouth does not object to specific standards 
for did tone volume, noise and other transmission parameters being included in the mfes; 
however, BellSouth believes that these types of standards should be applied to d 
providers of the service. 

The Office of Public Counsel (OPC) addressed the idea of Installation Service Guarantees 
at the staff workshop. The OPC suggested Commission mles should provide built in 
incentives to provide good service. The OPC stated the ScrVice Guarantee would enhance - 
the company's image and concern for good strvice, provide the company an incentive for 
a company to provide good service, and would be good for the customer. Automatic 
customer credits would be provided when the company fails to install new service in 
compliance with the Commission des and the company is responsible for the miss. 
Pursuant to Section A2.17 of the General Subscriber Service T d  BellSouth currently 
provides a Commitment Guaranta Program that provides a credit to residence and 
business customers should BeliSouth M to m a t  its commitment in wnnection with 
installation or repair of &ce provided over BellSouth Wtics. BellSouth believes the 
Commitment Guaranta Program aurmtly in place is sufficient to satisfy the concerns of 
the OPC. In firct, with the infb of competition, the o f f a g  of a com"ent seMce 
guarantee is becoming more commonplace. 

Unlesq+modifia.tions to the current d c e  des  recognize the competitive market, 
BellSouth bdievea tbtt d c e  qurlity rules should apply equally to ILECs and ALECs. 
BellSouth bclicves that any new senice meawes  should reflect the changing environment, 
and fbr inenrsad competition in the business &et and in certain geographic 
afe;~s in F?* BdlSouth bdievu that there should be some type of periodic rtvicw of 
the da to "a the d e t  Md to appropriately modiqr the ruts on a going forward 
basis. For i"ce,Wief&om the Commission rules would be warranted in a geographic 
area that has local competition. without this type of approach, BellSouth believes all 
companies should be subject to the Commission's service quality des. 

The majority of the discussion at the staEworkshop centered on consume protection. 
BellSouth betieves the Commission's focus regding service qwlity rules is to protect the 
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public’s interest. To accomplish d e s  that provide consumer protection, BellSouth 
believes the rules should be refocused into three major areas: 

Public Safety - should apply to dl local exchange companies (large and small) 
Serves to protect the consumer, and assists the company. 
Public Policy - should apply to all local exchange companies (large and small). 
Encompasses broad pubhc policy issues such as “slamming” and “cramming” 
and billing issues. This is designed to combat fiaud and deception. 
Surrogate for Competition - A select few mwurcs, more concise and easy 
to measure (no room for interpretation). Where there is competition, the 
market should be the driver and the customer should “vote” through their 
choices. Move to market driven d e s  geographically. 

Based on the aforementioned comments, BellSouth seeks to mod@ or eliminate some of 
the current FPSC rules to more accurately reflect the new telecommunications 
environment. While specific modifications are shown in legidativt format in Attachment 
A, the following provides an ovenicw and part of the rationale for the rule change 
request. 

25-4.066 (5) Availability of Service 
- 

L c 

This rule should be modified to reflect the increasc in competitive alternatives for 
customers, businesses, and property owners. Currently, BellSouth is obligated to 
anticipate service demand, and provide Wties in advance of demand. The rule should be 
changed to exempt BellSouth firom this obligation where a competitive Service provider is 
already in place or has a contract with a business or p r o m  owner to provide service. Lf 
the de is riot moditied, BellSouth could find itselfwithout the cwtomers necessaq to 
recover ita investment and underutilized plant and equipment. Additionally, the changes 
being proposed provide for a betta “ent of BellSouth’s p e r f o m  in m d g  
both customer r q u d  and company OW scryict dates. The customer wants what he 
wants, when he wants it. 

. . -  
25=4.07(1 Crutomer Trouble Reporb 
254.0770 Customer Appointment8 

The mjority of BdlSouth customem beliwe that )ev problem they are experiencing with 
their ScNicc sbould be reprited as quickly m possible. Our custom bdieve that a noisy 
trouble condition is & importMt u being out of scryicc compietely. They believe that 
repair of a sccond line is aa important a~ the repair of their primsry Service. For these 
reasons, we are proping the following changa to the existing FPSC des .  

a. Combine Schedules 11A and 118 (2514.070). Measwe on a statewide basis by 
using a new measurement d a d  BS Average Elapsed Tome of Completion for all 
trouble reports. We propose that the restoration of ScNicc shall be cleared within 
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an avenge of 27 hours measured on a monthly basis. Rebates for service outage 
over 24 hours would continue. In addition, the measurement of same day restord 
reported, as a part of 1 l a  should be eliminated since it has never been considered a 
rule. BellSouth will be giving up forty five hours for one category and adding only 
three hours in the other categov. 

b. Eliminate Schedule 17 - 25-4.0770-- Repair Appointments Met 

c. Eliminate Schedule 18 -- 25-4.0770 - Service Order Appointments Met 

d. Eliminate Schedule 1 IC - 2S4.070 -Report Ratel100 Access Lines 

e. Combine existing Schedule 2 measurements of % service orders compfeted within 
3 days, within 30 days, and within 60 days with one new measurement. BellSouth 
suggest that the Company be held accountable for the completion of 90?h of the 
customer rquedcompany offered service requests in a month measured at the 
state level. The ILECs shall offer ~ M c e  intervals of five ciays or less to their 
customers for installation of d c e .  BellSouth will continue to report to the 
Commission its inability to honor requests for SerYict due to the lack of facilities 
and to not@ the customer of the reason for any delay and keep the customer 
informed of the status of the request. 

- * 

25-4.072 - Transmission Requirements 

4.072(3) - Schedule 19 - This rule should be modified to exempt BellSouth &om 
providing a test number where the block of n u m b  belongs to another carrier. The 
FPSC contends that BST should make one number in each 10,OOO number group available 
when that number goup belongs to another provide such as a cellular, paging, IXC, an 
ALEC. 

25.4.073 - Answering The 

4.073 (1) (a) or (b) - Emeqncy Senrices - Schedule 13 
4.073 (1)-(c) or (d) - Diraaory Assistance - Schedule 14 

4.073( 1) (c) or (d) - B u s b a  mce - Schedule 16 
4.073(1) (c) ot (d) - Regrir S ~ C U  - Schedule 15 

m -  

Our proposal 4 s  for the ctimination of the 95/15 measuremFt in its entirety. Our 
systems consistently meet these criteria This measurement was appropriate when 
automatd systems were in their infhncy. However, current technology rnakes it possible 
to eliminate blocking at the b n t  end ofthe process on a consistent basis. 
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Next, we propose that the time spent by the customer in the integrated voice response 
system (IVR) not be measured at all provided the customer is given an announcement that 
offers both the RightTouch option and the “0” option within the main menu of the IVR 
FQ$tTouch allows a customer to complete transactions such as the ordering of additional 
services and bil.hg inquiries without ever talking to a live attendant. At any time in the 
IVR, the customer can “opt out” by not takmg the appropriate action, Le., “pressing S ” ,  
etc., and the call wll be routed to the queue for answer by a live operator. 
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Once the customer reaches the queue, whether by selecting the “0” option, opting out or 
depressing the appropriate key, an announcement will be provided stating the expected 
wait time before a live attendant wdl answer. At this point the customer can make a 
decision. They can choose to wait or they can call at a more convenient time. We 
propose that for a customer who elects to interact with the rvR, no measurement for the 
time spent in queue should be required. 

The success or failure of this change can be gauged by benchmarking against the rate of 
customer complaints directly related to business office acccss. The benchmark would be 
the number of complaints filed with the Florida Public Service Cokssion regarding 
access to the residential business office. Although we have not established a specific 

consumer complaint process is reasonable and we plan to review it in more detail. 
For the subscribers calling the residentid business office that elect not to interact with the 
system (non-players), we propose that at least eightpfive (85%) percent of a l l  calls should 
be transferred by the system to a live attendant prepared to give immediate assistance 
within fifty-five ( 5 5 )  seconds fiiom the time the IVR answers the call to the time a live 
attendant answers. 

o. 
L - .  method to perform such a measurement at this the,  BellSouth believea the FPSC’s _ .  

As with the Residence B h  OBce we propose the elimirration of the 9511 5 
measurement since existing technology ensures that blockage is avoided. We have 
consistently met this “errt, thedore, callers to 61 1 do not Cxperimcc blockage in 
accessipg the IVR, Further, we propose to parallel the busin- office proposal by not 
mcgsurtnetktimeintbsIVR. * 

As withthsbusinewoffice nrR, callers to 61 1 will be automatically transfetred to the 
queue o m  a saiedion is made or within 30 seconds of opting out or refSing to “play.” 
Once the Caller is plrcsd in queue, our proposal calls for an average speed of m e r  of 60 
seconds, by a live attmdant. 

The repair IVR o f f i  six choices beginning with the option to report a rtsidence 
telephone out of sciyict and including options for bill and d c c  order inquiries. This 
proposal recognizes the level of urgerrcy associated with complete or partial outage3 of 
telephone SCNica and provides a high level of Service for customen reporting such 
outages. 
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Small Buginus - Busincsg O f i c e  and ReDait 

Based on the new competitive environment, we propose removing Small Business 
SaledSeMce and repair from the “Business Office” defmtion for answer time. BellSouth 
proposes to treat Small Business the same as Complex Business and let the customer 
select a provider from the choices avdable in the market. 

Based on the FPSC’s report to the Legislature, 265 ALEC’s have been approved to 
provide local service in Florida as of July 1999. While the FPSC staff surveyed all 265 
ALECs, only 18 1 responses were rcceivcd. Of the responses received, 79 ALECs are 
operational and providing facility based Seruice, resale service or both. The report states 
that the total number of business access lines served by the 79 ALECs is 432,409, whch 
represents 1 1.9%’of the total business lines in Florida and over $68 million in retail 
revenue. 

in January and February of 1999 alone, competitors have received $7 million in revenue 
&om the Florida Small Business Market. AT&T/TCG/TCI, Sprint, MCI Worldcom, e. 
SpUdACSI and IC1 are collectively providing Service in Miami, Fort Laudexdale, Orlando, 

Pompano, Hollywood, and Halhd.de. These competitors and others art expanding to all 
major metropolitan areas in Florida and are moving into smaller cities w i t h  BellSouth’s 
sewing arc8 daily. 

- Jacksonville, Panama City, Pmsacola, Boca Raton, West Palm Beach, Deerfield, - -  

BellSouth Small Business ScrVices has changed the way it operates to respond to our 
customer’s communication needs through wend system enhancements. Ln 1994, a new 
Call Management system was irwtalled to provide more enhanced caIl routing and tracking 
data. We have Internet web pages in both En@& and Spanish, so customen can 
communicafc with LW on-line. C u s t o m  can view their bas and find out information 
about products 24 hairs a day. 

We believe the testing and reporting for the Small Business sector is obsolete in the new 
envkopncnt. In addition to the dectrotric e n h ~ m a t s  in the marketplace, the 
introd;rction of amgetition  ha^ churg~d the approach companies use to m e  customers 
and chm@ tba aqecbtiow customen have of their ScNicc providers. The ability for 
Florida S a d  BU&” to choose their provider puts greater preszRlre on BellSouth to 
respond quiddy and efktiveiy to their individual n d .  If not, regardless of the Answer 
Time mu, the Cusfomct will choose M altcmate telecommunidorw provider. 

25-4.080 Weighted Memunmcnt of Quality of Sentice 
a *  

BellSouth propam that the wei@ed to determine the quality of Service 
should be e-d. This particular de wu developed to d e t e r ”  a p d M  
mechanism for the sclvice evaluation p r o a s .  B d l S d  does not see the need for this 
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rule to continue. Senice results should reflect the objective levels set forth for each rule 
and not an adjusted 75 point accumulated figure. 

25-4.033 Definitions (38) uOuf-of-Service’’ (00s) 

BeliSouth suggests that the definition of the 00s condition reflect the meaning of 00s. 
The commission staff maintains that when a customer reports the inability to make or 
receive calls, the trouble report should be statused 00s. However, the remainder of the 
definition reflects additional criteria that may exempt a report &om OOS, e.g., temporary 
office conditions, denial of service, ctc. The only way to accurately reflect if such a 
condition exists is to test the customer’s fkcility andor dispatch to determine if the sencice 
is affected or not. 

254.0345 Demarcation Point 

Subparts (2) and (3) should be the same. The original purpose in placing the demarcation 
point within twenty five fta of the registered FCC device was for technicians to see the 
lights, buttons, switches, and buzzers when repairing a multi-line system with a modem or 
other physical equipment. Multi-line business customers today have an equipment closet 
for communications equipment and f d t i e s .  The inside wire and CPE busincsscs art very- -- . 
competitive businesses in today’s te1emn”mdons market place, and a single 
demarcation point inside or on the customer’s premises is  the appropriate point. 

- 

24-4.036 Design and Construction of mt 

This rule should be updated and reflect the appropriate dates for the current NESC 
publications. 

25.4.067 Extension of FacWu 

This rule must be changed so that cost causers pay more of their equitable share than is 
currently provided for. Bdlsouth bdieva that one year of annual revenue is the 
appropdate amount for considdon in the provision of Service where an individual or 
small-&mp of individuals is requesting Scryice and the forecast for the general demand for 
seMce dom not deet such g d  d-d for thfa or more y m .  Additionally, the 
payment ovlartimt for such charges should be reduced to three years. 

25-4.088 (091) In8talhtioa of Undtrfround Distribution System Within 1 
Subdivision - 
BellSouth believes that M LEC should be able to recover the cost difference it incuts 
when burying distribution fbilith when aerial facilities may be appropriate. This 
consideration is provided for other utilitiu regulrrted by the Commission and is 
discriminat ory ifnot applied milady. 
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In summary, -BST believes the WSC should revise, eliminate, or rducc the current 
service quaiity rules to r d t c t  the changes that have occurred in the telecommunications 
industry over the years. A competitive environment, which requires less need for 
regulation, has emerged in the telecommunications industry. Bellsouth believes that 
subscribers should benefit from competition through their choice of service packages 
provided by various providers that may be offered for different combinations of service 
quality and price. BellSouth's proposed service quality rules are an effort to better reflect 
the telecommunications marketplace that has evolved. 

If'you have any questions or need additional information please do not hesitate to call. 

Yours very truly, n 

Director - Regdatory Relations 

Cc: Rick Moses 
Martha Carter Brown 
Parties of Record 
Nancy White 

-- 
I 
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(38) 'Out of Service." The inability, as reported by the customer, to complete 
either incoming or outgoing calls over the subscriber's line and Is tested bv a 
mechanized sWem tesultinrl in an ooen or resistance fault indicatina an out of 
service condition or found out of service bv a technician. 'out of Service" shall 
not include: 

(a) Service difficulties such as slow dial tone, circuits busy, or other network 

(b) Interruptions caused by a negligent or willful act of the subscriber; and 

(c) Situations in which a company suspends or teminatbs service because of 
nonpayment of bills, unlawful or improper use of facilities or sewice, or 

or switching capacity shortages; 

any other reason set forth in approved tariffs or Commission rules. 
r- 

2540185 Periodic Repom. 

December 3. '1999 BellSouth Oraft Rule Revisions FPSC Docket No. 991473-TP 
I I 

Attachment A 

c 

Each local exchange telecommunications company shall file with the 
Commission's Division of Telecommunications the information required by 
Commission Form PSCXMU 28 (3/96), which is incorporated into this rule by 
reference. Fonn PSCICMU 28, entitled "Engineering Oata Requirements," may 
be obtained from the Co"ission'8 Division of Telecommunications. 
(1 ) The information required by schedules 2, 3, 4, 8, 1 1, 13,44, 15, 16 and 20 of 
Form PSCICMU 28 shall be reported on a quarterly basis by the large LECs and 
semiannually by the mall LECs and shall be filed on or before the end of the 
month following the reporting period. 

(3) The information rsquimd by Schedule 19 of Form PSC/CMU 28 shall be 
reported 011 a mi-1 h i s  and shall be filed on of before the end of the 
monthlollawing the s"d and fourth quarters. .- 
254.023 
(2) In addition, a copy of all Florida service interruption reports made to the 
Federal Communications Commission in accordam with the provisions of Part 
63of Chapter 1 of Title 47; Code of Federal Regulations; Notification of Common 
Carriers of Service Disruptions (Effective Apnl 12, 1996) shall be immediately 

1 
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(3) Each telecommunications company shall maintain on file in the libraw or on 
the internet a , available for public inspection upon 
request, a copy of 3 
e, its general exchange tariff, and its schedule of 
intrastate toll rates. Each Iibraw's internet access Point has 
accessto W a copy of Chapter 2 5 4  of the Florida 
Public Service Commission Rules and Regulations throuah the Commission's 
website .a 

254.03415 Customer Pmdses Equipment and Inside Wlm. 
(1 ) Definitions: For purposes of this chapter, thedefinition to the following terms 

I .  -= . .  

. .  

. 

2 
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2. Sing19 Llne/Multi Customer Building and Multiline Svstems/Sinqle or ~ ~ l t ~  
Customer Buildinq- Within the customef s premises at a point easily accessed 
by the customer. 

(314 Temporary Accommodations Subscriber Premises with Inadequate 
Grounding (e. g., some mobile homes, trailers, houseboats, construction 
modules) - On a permanent stake, pole, or structure with a suitable safety 
ground. 
(c) "Complex Equipment Wire" The premises wiring owned by the local 
exchange company which may be used as station wiring and to connect off- 
premises extensions and is beyond the normal demarcation points. 
(d) "Inside Wire" All wire or cable other than complex equipment wire located on 
the customets side of the demarcation point. 
(e) "Customer Premises" The discrete real property owned, leased, or controlled 
by a customer for the customer's own business or residential purposes. 
(2) The provision and maintenance of CPE and inside wire, but not wmplex 
equipment wire, is deregulated for intrastate purposes. 
(3) Network facilities up to and including the demarcation point are part of the - - -  . . . 

telephone network, provided and maintained by the telecommunications 
company under tariff. 
(4) CPE Network Responsibility. No CPE may harm the network by introducing 
signals that interfere or affect other subscribers or network operations. 

254.036 Design and ConstNction of Plant. 
(1 ) The plant and facilities of the utility shall be designed, constructed, installed, 
maintained and operated in BccoTdBcIcB with provisions of the 19W- Edition Of 
the National Electrical Safety Code (ANSI C2-1993), except that Rule3SOG of 
the safety code shall be effedive for cable installed on or after January 1 , 1996, 
and the National Eledrical Code (NFPA 70-1 993), pertaining to the construction 
of telecommunicatiom facilities. 
(2) CQmpliance with these codes and accepted good practice is necessary to 
insure; m far as " b t y  possible continuity of service, uniformity in the 
quality d mica furnished and tho safety of persons and P~OPW. 

I 

2 5 4 0 1 0 T d ~ ~ ~  dl-~du; Dlnctof~ &8htUtG@ 
(5) Diredory assistame operpton shall maintain records of all telephone 
numbers (except Ibr norr-pubiished telephone numbers) in the area for which 
they have the respnsibility of fumishing service. Directory assistance records 
must 
also contain listings for "Poison Information Cater" and the local telephone , 

number, where the area sewed by the diredory assistance operator has lax1 
calling to a Poison Information Center. H no local telephorre number exists, then 
the toll-free telephone number of a Poison Information Center shall be listed. All 

3 
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new or changed listings shall be provided to directory assistance operators 
within 48 hours after connection of service, excluding Saturdays, Sundays and 
holidays for customers of the ILEC. 

254.066 Availability of Service 

(1 ) Each telecommunicatiqns company shall provide central ofice equipment 
and outside plant facilities designed and engineered in accordance with realistic 
anticipated customer demands for basic telephone service within its certificated 
area in accordance with its filed tariffs or orders of the Commission, subject to its 
ability to secure and provide, for reasonable expense, suitable facilities and 
rights for constnrction and maintenance of such facilities. Where a comnetitive , 

service provider is alreadv in dace or has a contract with a business or Drooe-- 
owner to Provide service in an exchange. the ILEC shall be exemt. 

Saturdav, Sundav or holidavs. Each lLEC shall be held accountable for the 
comdetion of at least 90 ~8 rant of the customer reauested or c"anv offered 
service dates at a state level in a calander month. exceot where a delay is 
caused bv the customer, 

(21 t q  The I 

Whenever, for any reason, the service installation cannot be made at 
the time requested by the applicant or within the prescribed interval, the 
applicant shall be notified promptly of the delay and the reason therefor. 
the customer is notified be fore the oriainal due date of a delav and a new due 

4 
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date is neaomted, acceotable to the  customer, the orialnal sewlce reauest shall 
not be considered missed. 

c4,ca) Where facility additions are required to make service available, the 
applicant shall be further advised as to the circumstances and conditions under 
which service will be provided and as soon as practicable an estimated date 
when service will be fumished. With respect to applications aged over SIX 

months all service dates that result in a further delay due to the company's 
inability to meet the original estimated date of service shall be identified in the 
appropriate section of the report of held applications filed with the Commission 
which shall include an explanation of the reasons therefor. 

254.067 Extension of Facilities - Contributions in Aid of Construction. 
( 1 ) Each telecommunications company shall make reasonable extensions to 

its lines and service and shall include in its tariffs filed with the Commission a 
statement of its standard extension policy setting forth the terms and conditions 
under which its facilities will be extended to sew8 applicants for service within its 
certificated area. 

(2) This iine extension policy shall have uniform application and shall provide 
the proportion of construction expense to be bme by the utility in serving the- .- 

the annual exhange 1 . . ' immediate applicant shall be not less t h a d W 4 m e s  
revenue of the appliants. 

(3) If the cost which the servicing utility must bear under subsection (2) 
above (or as provided in its tariff) equals or exceeds the estimated cost of the 
proposed extension, the utility shall m s t r u d  it Without cost to the subscribers 
initially served. If the estimated cost of the proposed extension e x c ~ d s  the 
amount which the utility is required to bear, the exmss cost may be distributed 
equitably among all subscriben initially served by the extension. However, no 
portion of construction shall be assessed to the applicant for the provision of 
new plant where the new plant parallels and reinforces existing plants or is 
constructed on or along any public road or highway and is to be used to sew8 
subscribers in g m l  except in thw instances where the applicant requests 
that facilities be mstnrded by other than the normal swing method. The 
company$ tariffs shall provide that such excess may be paid in cash in a lump 
sum or as a rurrctwgo over a period ~f three -years or sum lesser perid as 1 
the sub#rsbW and company may mutually agree upon. 

(4) Um extmiocr tariffs shall also a t a i n  provisions designed to require 
that all "ibcKd sewed by a line extension during the first mres five years I 
after it i8 caWu$ed ahall pay their pro rata share of tho costs assignable to 
them. 

(5) No company shalt be required to extend facilities for new service unless 
the right-of-way necessary for the construction of line extensions is provided by 
the applicant or group of applicants. VVhefe pole t W a d " t S  may be made in 
lieu of new construction costs, the company may charge the subscriber the 
expense or rental charges for such attachments, provided that the applicant may 
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elect to pay excsss construction costs as though the sew!- were provrded 
without the use of attachments. 

(6 )  Except as provided filed tariffs, the ownership of all facllitres 
constructed as herein provided shall be vested in the telecommuntcations 
company and no portion of the expense assessed against the applicant shall be 
refundable by the company. 

(7)  Nothing in this rule shall be construed as prohibiting any utility from 
establishing an extension policy more favorable to customers as long as no 
undue discrimination is practiced between customers under the same or 
substantially the same circumstances and conditions. 

(8) In the event that a company and applicant are unable to agree in regard 
to an extension, either party may appeal to the Commission for a review. 
Specific Auihonty 350.127(2), 364.10 FS. 
Law Implemented 364.025, 364.03, 364.07, 364.08, 364.75 FS. 
History-Revised 12-7-68, Amended 3-31-76, Formerly 254.67, Amended 3-10- 
96. 

2514.068 Gradm of Sewice. 
Specific Authonfy 364.20 FS. 
Law Impiemented 364.03, 364.15 FS. 
History-Revised 12-1-68, Amended 3-31-76, Fa"riy 254.68, Repealed 3 4  0- 
96. 

- 
L- 

254,069 Maintenance of Plant and Equipment. 
Each telecommunications company shall adopt and pursue a maintenance 

program aimed at achieving efficient operation of its system so as to permit the 
rendering of safe, adequate, and continuous service at all times. 

254.010 Customw Ttoublo Reports. 
(1) Each telecommunicatim8 company shall make all reasonable efforts to 

minimize the extent and duration of trouble conditions that disrupt or affect 

24 hours Mer being reported to the cumparry, an appropriate adjustment or 
refund shall be made to the subscriber automatically, pufsuant to Rule 25-4.1 I O  

6 
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(Customer Brlling). Service interruption time wilt be computed on a continuous 
basis, Sundays and holidays included. Also, if the  company finds that it is the 
customets responsibility to correct the troubie, it must F)Bkfy-BF attempt to notify 
the customer 

(b_l@ if S S e p h Q n e  company, the 
service shall be restored without undue delay, and clarification made wlth the 
subscriber to verify that service is restored and in satisfactory working condition. 

(2) Sundays and Holidays: 
(a) Except for emergency service providers, such as the military, medial, 

police, and fire, companies are not required to provide normal repair service on 
Sundays. Where any repair action involves a Sunday or holiday, that period 
shall be excepted when computing service objectives, but not refunds for 00s 
conditions. 

(b) All trouble rewrts 3 ccurring on a holiday not 
contiguous to Sunday will be treated as in paragraph (2)(a) of this rule. Fw 

(3) Service Objectives: Measurina the statewide averaae elaosed time of 

. .  

m a 3  
average of 27 hours measued on a monthlv basis. If a wmDanv fails to me@- 
this obiectjve. the wmDanv shall Provide an emlanation with its Periodic rewrt 
to the Commission. 

(a) Ail trouble remrts will be r e D a D  

(4) Priority shall be given to service interruptions which afbct public health 
and safety that are reported to and v e M d  by the company and Such Sewice 

. I .  

a & g & e t s  of this rule shall not apply to subsequent 
customer reports (not to be confused with repeat trouble r e ~ f l s ) ,  9mWenW 
situations, sua 8s unavoidable caSUalti9s where at least 10 percent of an 
exchange is out of service. 
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celc;u Reporting Criteria: Each company shall fiiperrodicaily report data as 
specified in Rule 254,0185, Pefiodic Reports. 

I I 
254.071 Adequacy of Service. 
(1 ) Each telecommunications company shall provide switching equipment, 

trunking, and associated facilities within its operating territory for the handling of 
local and toll traffic, designed and engineered on the basis of realistic forecasts 
of growth so that during the average busy season busy hour at least 97 percent 
of all calls offered to any tnrnk group (toll connecting, inter-office, extended area 
service) shall not encounter an all-trunk busy condition. 

(2) Telephone calls to valid numbers should encounter a ring-back tone, line 
busy signal, or-non-working number intercept facility (operator or recording) after 
completion of dialing. The call completion standards established for such calls 
by category of call is as follows: 

(a) Intra-office Calls - 95 percent, 
(b) Inter-ofYics Calls - 95 percent, 
(c) Extended Area Calls - 95 percent, and 

(3) All telephone calls to invalid telephone numbers shall encounter an 
operator or suitable recorded intercept facility, preferably a recording other than 
the non-working number recording used for valid number calls. 

(4) Intercept senrice shall be as outlined in Rule 254.074. 
(5) A line busy signal (60 impulse per minute tone) shall not be used for any 

signaling purpose except to denote that a subscriber's line, other valid terminal, 
centrex or PBX trunks, or equipment where the quantity is c"lled by the 
customer is in use. 

- (d) Intra-LATA OD0 Calls - 95 percent. - - 

254072 T " T M d m  Raqulmmnta. 
(1 ) Telecommunidm8 companies shall fumish and maintain the necessary 

plant, equipment, and facilitim to provide modem, adequate, sufficient, and 
efficient transmission of cawm,"atiorrs betwen c u s t o " y  in their service 
areas. ~ 

issim volumo and d istortion levels are to be D rovid4 
- 2 2  P rformance 

' The maximum loss abpctive of inter-toll trunks shall be 
at levelr that adhere to ANSVIEE 

consistent with thip requirements of the nationwide switching plan and overatl 
transmission losses within each trunk group Mil not vary more than plus or 
minus two db. 

(2) Aceurate dependable milliwatt supplies shall be made a part of each 
central office. Additionally, for those central offices having an instailed line 
capacity af 1,OOO lines or more, the buffered acc8ss on a minimum three line 
rotary group basis shall be a part of the milliwatt supply. 

. .  

. .  Ch8raden8tlC3. 

8 



Docket No. 991378-TL 
J. Lacher Exhibit No. 2 
Page 105 of  111 

(3) Eachcentral office shall be equipped with a minimum of one termlnatlon 
whicb shall trip ringing and terminate the line on a balanced basis so that end to 
end noise measurements may be made. However. the ILEC should be exempt 
from grovidna a milliwatt test number where the block of numbers belonqs to 
another carrier. 

2514.073 Answering Time. 
(1 ) Each telephone utility shall provide equipment designed and engineered 

ofl the basis of realistic forecasts of growth, and shall make all reasonable 
effoRs to provide adequate personnel so as to meet the following service criteria 
under normal operating conditions: 

(a) If emergency services for the LEC's total serving area is currently 
answered by th.e 91 1 system, at least ninety (90%) percent of the calls offered to 
the LEC provided operator shall be answered within thirty (30) seconds after 
zero only is dialed. 

(b) If emergency services for the LEC's total serving area is not currently 
answered by the 91 1 system, at least ninety (90%) percent of all the calls offered 
shall be answered within 20 seconds after zero only is dialed. 

h - I -  en a company utilizes a menu driven, 
automated interactive answering system (referred to as the system);-alleaa 

t e  initial recorded message presented 
by the system to the customer shall *dent@ the company and the 
general options available to the customer. The option of transferting to a live 
attendant shall be included in the initial message. Fw subscr ibets ca llina thg 
residential business office eled im not to interad with the svstm, at least 
eiahtv-five (85%) "t of a It calls shall be transfewred bv the svstem to a 

seconds from tfw time t)M svstem a nswers the cal I to the time a 
attendant a". a 

. . .  

callinn the resident 

customer elects a menu option to be connected to a live attendant. At any 
time during fie call, the customer shall be bansferred t0 h e  assistance if the 

9 



customerr- fails to interact with the system for a time period of ten (10) 
seconds following any prompt. For the Purposes of this section, interaction 
means responding to a customer prompt offered by the  system by keying 
(pressing) a number or character of a Dual-Tone Multiple-Frequency (DTMF) 
keypad associated with a telephone. 

- &)*me initial messacle m s h a l l  not contain promotional 
or merchandising material, 4 

(e)&) The terms "answered" as used in subparagraphs (a) and (b) above 
shall be construed to mean more than an acknowledgment that the customer is 
waiting on the line. It shall mean that the operator, service representative, or 
automated system is ready to render assistance andlor accept the information 
necessary to process the call. With respect to C"Llr_)A residential business o f f 1 6  [ 
services where the company practice provides that such calls are directed to an 
operator position, an additional twenty (20) seconds will be allowed to extend the 
call excluding the time required for the customer to provide sufficient information 
to the operator in order to process the call. In those instances where the call 
cannot be extended within the allotted interval, the calling party is to be given 
the option of placing the call again or providing a number by which a company 
representative will return the call within ten (AO) minutes or at a time mutually 

valid I (2) Answering time studies using adual data or any &&et+&+ 
substitute for adual data shall be mado to the extent a d  frequency necessary to 
determine compliance with this rule. 

convenient to the parties. 1 .  

fUblhb 3unmary reWhSs whers 800 licable, of such studies shall be 
filed with the Commission promptly after the end of each calmdar quarter. 

(3) All telephone companies are expected to answer their main published 
telephorn number on a twmty-four (24) trout a day basis. Such answering may 
be handled by a spdal operator at the toll center of diredory amistance facility 
when the company offices are closed. Where after hours calls are not handled 
as described above, at least the first published business ofiice number will be 
equipped with a telephone answering device whidl will mtity callers after the 
normal working hours of the hours of operation for that business ofiice. Where 
recording devices are used, the message shall include tha telep-e number 
assigned to handle urgent or 8m0fgWlCy C a b  when the business Office is 
closed. 

10 



254074 Intercept service. I 
(1) Intercept service shall be engineered to provide a 90 percent completion 

for changed numbers (with the exception of the 30 day period immediately 
foltowing an inter-ofice transfer with directory) and for vacant or non-working 

(2) Subscriber lines which are temporarily disconnected for nonpayment of 

(3) All private branch exch&Systems, whether 
provided by the company or customer and which are equipped for direct in- 
dialing and installed after the effective date of these ruies, shall meet the service 
requirements outlined herein prior to the assignment of a number block by the 
telephone company. 

(4) With the exception of numbers that are changed coincident with the 
issuance of a new directory, intercept service shall be provided by each 
telephone company in accordance with the following: 

(a) Intercept service shall be provided for non-working and changed numbers 
until assigned, re-assigned, or no longer listed in the directory. 

(b) Any Idigit number (or other number serving a public safety or athq-_. 
emergency agency) Wm replaced by the universal emergency number "911" 
shall be intercepted by either a telecommunications company assistant or a 
public safety agency operator or special recorded announcement for at least one 
year or until the next diredory issue. Also, intercept service for the universal 
emergency telephone number "911" shall be provided in central offices where 
the number is inoperable. The intercept service may be automated with a 
message indicating the "91 1" emergency number is inoperable in that area and 
to consult the direday for the appropriate emergency number or if a directory is 
not available to dial operator for assistance. 
S m  Authon'ty 350.127(2) FS. 
Law Implemented 364,0f, 364.03, 364.051 FS. 
HiHopNew 12-1-68, Amenddd 3-37-76, F o m d y  25-4.74, Amended 3-10-96. 

numbers controlled bv the \LEG. 

bills shall be placed on intercept 

I 
I 

. - '  

-. 
284.078 b d m  &ChUVQ@ m C 8 .  

SpeemC Authon'ty 384.20 FS. 
Law / m p k m n W  364. 16, 364.20 FS. 
HistatpRbvbed f2-f-68, Amended 3-37-76, Fonnedy 25-4.75, Repealed 3-70- 
96. 

9 -  

264.0751 DInCt Di8-a Oi8Ifw SOrViCO. 

SpecrisC Aufhonty 350. t27(2) FS. 
Law implemented 364.03 FS. 
Uistoty-New 3-31-76, Formerly 25-4.751, Amsnded &24-W, Repealed 3-10-96. 

11 



254076- Pay Telephone Service Provided By Local Exchange 
COm93tliO8- 
Specific Authority 350.127(2) FS. 
~a w Implemented 364.03 FS. 
Histofy-#w 12-1-68, Amended 3-31-76, 3-6-78, Formerly 25-4.76, Amended f - 
5-87, 4-14-92, 72-21-92, 2-3-93, 10-10-94, 12-27-94, Repealed 2-7-99. 

254077 Metering and Recording Equipment, 
(1) Where mechanical or electronic means are used for registering or 

recording information which will affed a subscriber's bill, such equipment shall 
be in good mechanical and eledrical condition, shall be accurately read, and 
shall be inspected daily to insure that it is functioning properly. Where message 
rate service (MRS) or any type of optional calling that involves customer billing 
other than by a flatrate method is used, the metering or measuring device used 
to record call data shall be accurate 95 percent of the time. 

(2) Every telephone meter and recording device shall be tested prior to its 
installation, either by the manufacturer, the compariy, or an approved 
organization equipped for testing. 

(3) Metering and timing equipment shall be maintained so that the acarra9- - .  

of company billing operations enjoys a high confidena level from their 
customers. After allowance for a one-second variation, timing accuracy shall be 
not less than 97 percent. 
Specific Authority 350.127(2) FS. 
Law impiemented 364.0 I (#), 364.03, 364.05 1, 364.19 FS. 
History-New 12-1-68, Amended 3-37-76, Formerly 256.77, Amended 6-24-90, 
3- 7 0-96. 

12 
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Specrlsc Authonty 350. f27(2) FS. 
Law Implemented 364.025, 364.03( 7), 364. I9  FS. 
History-New 7- 13-82, Fomtty 254.770, Amended 3- f0-96. 

2H.078 E“cy Operation. 
(i)”*€m talept” utility -11 make n3€1W€Jbl9 provisions to meet 

emergendm resulting ftom failure of lighting or power service, sudden and 
pmlmgd incteaserr in traffic, s tms,  etc., and shall instruct employees as to 
p r o c m d u ~  to he follaured in the event of emergency in order to prevent or 
mitigate intmptiy or impairment of telephone service. 

(2) It is essential that all centfal offices have adequate provision for 
emergency power. All new central offices, central off ia~ replacements andlor 
major additions placed on order after the efiedive date of these rules shall be 
designed to meet the following objectives: 

(a) Central offices with installed emergency pwar generating equipment will 
have a minimum of threw (3) hours central office battefy capacity at busy season 
busy hour load. 

13 
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(b) Centf-al offices without installed emergency power generating equipment 
shall have-a minimum central office battery capacity of five (5) hours busy 
season load. Facilities will be available so that a partable generator can be 
readily connected. Portable generators will be provided, as a minimum, on the 
basis of one (I) per three (3) unequipped offices and garaged so that a unit may 
be delivered ta an affected office on short notice and with minimum travel time. 
Specific Authority 364.20 FS. 
Law Implemented 364.0 1 (4), 364.025, 364.03 FS. 
History-Revised 12-1-88, Amended 3-37-76, Formerly 254.78 .  

254.079 HearingISpeech Impaid  Persons. 
(1) The telephone directory published by ea& local exchange telephone 

company (LEC) shall: 
(a) list, with other emergency numbers at the beginning of the directory, 

Telecommunications Devices for the Deaf (TDO) numbers for emergency 
services, which shall be denoted by the universal symbol for the hearing/spe& 
impaired, Le., a picture of an ear with a slash across it; 

(b) tist the company's business office TOO number, which shall also be 
denoted by said universal symbol, for communicating with hearing/speed-r_ - 
impaired persons; 

(c) at the option of and without charge to TDD users, have a special notation 
by each TDO us&$ number indicating TDD or TDD plus voice capability; 

(d) at the option of and without charge to hearingspeech impaired 
customers, not list the number of any hearinglspeech impaired customer who 
requests that it not be published. 

(2) Each LEC shall provide directory and operator assistance to TDO users. 
The numbers for these w i c e s  shall be listed in the front of the diredory and 
denoted by the universal symbol. 

(3) Each LEC shall compile informational literature about the services it 
makes available to hSaring/qmch impaired persons and shall maintain this 
literature for public inspodoil in the company's business Mice. Each company 
shall send this l i t e "  at no charge to anyone requesting it and shall include 
thisliterature or a summy of it, once a year, in the company's informational 
mailinqd. 

(4) Intmtate toll "go r a t a  for TOO users shall be evening rates for 
daytim alk and night Mas for evening and night calls. These discounts shall 
be dbmd by all i n b m x ~  Carriers and LECS. 

(5) Each LEC ShrpII, pursuant to tariff, provide specialized customer premises 
equipment (CPE):for lease or sale, to hearinglspeecfl impaired persons, This 
specialized CPE bail be priced to cover fully allocated costs without M u s i ~ n  af 
a rate of retum on investmmt component. Each company shall provide at least 
one type of each of the following categofie8 of w a l i z e d  WE: 

. 

(a) audible ring signalen; 
(b) visual ring signsly's; 
(c) TDDs; 

i4 



(d) volume control handsets. 
Specific Authority 350.127(2) FS. 
Law lmplemenfed 364.07 (4), 364.02, 364.025, 364.03, 364.04 FS. 
History-New 45-88, Amended 6-3-90. 

254.080 Weighted Measurement of Quality of service. 

Specltcc Authonty 350.127(2) FS. 
Law lmplemented 364.0 1, 364.0 f (4), 364.03, 364.035, 364.036, 364.386 FS. 
History-New 6-2-93. 

-- -- 

2S4.081 Emsrgemy 911 ACCIII~ 
(1) Access to emergency 911 servicei, shall be provided by the local 

exchange company to basic local exchange ampany subscribers. 
(2) By July 1, 1997, acc~m to 911 services shall be maintained for the 

duration of any temporary disconnection for norr-paymmt of a subscriWs local 
residential servica, except that small local exchange companies as defined by 
Section 364.052( 1 ), Florida Statutes, shall have until July 1, 1998, to comply. 

2s-4.088 AppliclMlity. 

(1 ) ”@OM of tslapttma distribution lines applied for after the effective date 
of 
strucbnrwstni I I#W rssiderrtial subdivision, or to new multiple-ocarpancy 
build!- *ahdl h mado undagrwnd; untess an aerial altmat ive is mora 
f8-h. Utility may not be required to provide an underground 
distribution sy8tq in those i n s t ”  wbm the applicant has elected to install 

the difference in cost and what it would have cost to o lace am ‘a1 facilities. 

A l l  bb made by the utility in accordam with the 
provisions in these rules. 

rules, and rmeswy to fumish permanent telephm service to all 

I 
an overhead e l d c  distribution system. The W C  should be ab le to recovq 

. . .  

15 
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OVERALL FINDINGS 

Call process time does a habe 3 jieuficmt Lmpact on the level of customer 
jarisfaction among any segments of 8dISouth cuxomets (rating of 9 or 10 on a 1 0 -  
point scale). 

Call process time does appear 10 fiect  repau customers who clam difficulty 
regardless of time in queue. 

Call process time does apf appear to affect customers calling the business office who 
claim difficulty until time in queue is more than 120 seconds. 

Of the customers who express difficutp several teasom were given including: 

- Reps not being knowlcdgtabtdgiving wrong dormation 
- Problem was not ttsolvedtook toQ long to be resolved 
- Put on hold for a long timehot being able to get through 

a. 

All BellSouth customer segments ut more likely to exptess difficulty when two oi 
mort attempts are made to reach the call center. 

. . 

[n general, call process time does not appear to significantly affect abandon rates: 

- "A" repair customers tend to abandon after 75 seconds 
- Small Business(B&C customers tend to abandon within the first 20 

seconds or between 61 and 75 seconds 
- Consumer repair customers tend to abandon between 21 and 60 seconds 
- Consumer business office customen are more likely to abandon the call 

withln the first 20 seconds or after 60 seconds 

c 
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.- Small 
- I  Business/ 

Total Coasumcr BSsC 

-- BACKGROUND AND OBJECTIVES 

BBS 
(.A) 

Bellsouth is continually loohng !o improve the senrce  it provtdes to both business and 
consumer customers. Part of  thls servlce includes the handling of c d l s  into rhe\r tepau 
centers and business offices. 

BellSouth contracted with Elnck & Lavtdge to conduct research to dersmlne the polnt at 
which c u s t m "  percetvt they are having difficulty when calling mto the reparr center or 
business office. Spcctfically, BellSouth would like to know how long a customer can 
hold/be in the queue before they perceive that they arc having difficulty gerttng through. 
.Additionally, the study was designed to determine if overall satisfaction wch BellSouth's 
handling of calls is influenced by the call process time. 

METHODOLOGY 

herviews were conducted with BellSouth consumer, small business and complex_ 
business customers bewccn March 7 and April 3 ,  1996. BellSouth representatives faxed; 
on a daiIy basis, sample information from customers who contacted the business office or 
repair center. Sample data included date and time of call to BellSouth, call process time 
(time in queue), customer name and phone number. 

. . 

Elrick and Lavidge contacted these customers w i h n  48 hours of their cail to ask 
questions regarding their experience with the BellSouth office. In order to accurately 
interpret the results of the study, an attempt was made to complete 50% of the intcwiws 
with customers who had been in the queue for 60 seconds or less ud 50% o f  the 
interviews with customers who had been in the queue for more than 60 seconds. 

.A total of t.383 interviews was completed as follows: 

I I I .- -- 203 203 1 Bus. Office - Answered in 0- 60 seconds I 
LUL I BUS. umcc 9 nnswercu in u i ~CLULIW I 

I - 
I 1 -- 

Total 1,383 

AHORNW WORK PRCCUCP 
PRIVILEGED AND CONF IDENTlA 

PAlVA fElPROPRIETARY 
CONTAINS PRIVATE ANOlOR PROPRIETARY INFORMATION 

WE BELL SOU^ COMPANIES WCEPT 
PURSUANT TO A W R l n E N  AGR€EMENT 
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Total Repair 
Consumer Business Office 

Top TWO Box Satisfaction by Cail Process Time 

63% 
72% 

Satisfactron with [he way BellSouth handled the call is high among those N h o  have cai1e-j 
into [he repair center or business office. Top two box scores (ratlng of 9 or 10 o n  a 10- 
point scale) range from 5 WO for “A” repair customers fo 72% for Consumer buiness  
office customers. The call process time does not have a sigmficant impact on the level o f  
satisfaction among any segments of BellSouth customers. 

- .  

Sa t i l  hctioa 

Customer Segment Di mc u I ty 4 

88s (A) Repair 14% 
Consumer Repair \ 4vo 

Small BusinessfBdrC Repair 11% 

Total Repair 13% 
Consumer Business Office It% 

h 

Oh Access Difficulty by Call Process Time 

As w t h  abandon rate, the percentage of customen who express difficulty when calling 
BeilSouth is similar across all customer segments and is relatively low. Call process time 
dots not appear to affect the percentage of repait customen who claim dificulty but does 
seem to have an affect on business uflce customers who art in the queue for more than 
120 seconds. Access difficulty for BellSouth segments are as follows: 

- 

. .  
Reasons for Oifticulty 

While all 8cllSouth customers express similar reasons for having difftculty kbhen c3lllng 
into the repair center or business office. differences do occur bcnveen business mi 
Consumer segments. Business C U S ~ O ~ C T S ,  both Small Busincss/B&C and ‘‘.V I f ~ t f  

problems wth reps not being knowledgeable or giving wrong in/armatron as w11 3s 

being pirt on hold or not being u61e to get through. C O M ~ ~ C K ,  on the other hand, relate 
most of their difficult), to being pur on hold for u long lime or nor betng able t o ,  W 
dvoirgh 10 [he (if ice .4dditioaally, repair consumers arc more likely to mcntrun [tu[ f h + a r  
problem w s  not reso l \d  or rook 100 long 10 be resolved. 

’ - * W E Y  WORK PROOU 
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Oat Two or more 
Customer Segment A tte m p t Attempu 

Small BusintsuB&C Repatr 4% 2 0% 

Consumer Repair 9% 290’0 

Consumer Business Office 7 a/* 2-05 

BBS (A)  Repair \ I %  29”o 

Total Repair 7% 39*’0 

I 

Across d1 BellSouth customer segmenrs. m e  ccmincy cxisu:  [he mote attempts J 

; w o m t r  has to make to the repar center or  h ” s s  dt‘fice. the more iikely thev u e  :a 
tvpress having difficulty. customers who had access difficult): are E, r d i o w  

.ibandoa 
h t a  

C usto met Segmcn t 

.. Small BusincsdWkC Repair 1 3% 
86s (A) Repair \ 0% 
Consumer Repair I I O/O 

.. 

Total Repair I7,O’a 

Consumer Business 0 f f i i  e I 6’4 

&Most Frequent 
Abaadoa Point 

<?O; 6 1-75 seconds 
>75 seconds 

2 1-60 seconds 
Yci A 

C20: >60 seconds 

Abandon Rate by Call Process Time 

-4s shown in the chart below, abandon rates range from tO% to l6O’0. [n general. call- 
process time does not appear to srgruficantly affect customers’ abandon rates. “A” repair 
customers tend to abandon the cal l  after 75 seconds on hold, whereas Consumer repair 
customers tend to abandon the call between 21 and 60 seconds. Small BusintsvB&C 
repair customers arc likely to abandon within 20 seconds or between 61 and 75 seconds. 
Finally, consumer business offtct customers art more likely to abandon the call w h l n  
the first 20 seconds or after 60 seconds. Abandon rates and the most frequent abandon 
points for BellSouth segments arc as fotlows: 

4 

AnORNEY WORK PRODUC‘ 
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Top TWO BOX Satisfaction by Ca l l  Process Time 

T ~ I S  graph indicates how customers' o w a l l  satist'actlori wth BeIISouh's handling o f  
their call I S  intluenced by the call process m e .  The graph illustrates customers' top ~ V O  

box satisfaction scores (a  9 or 10 rating on a 10-potnt scale) wth the way BellSourh 
handled their call versus the time tn queue. 

Access Oifficulty by Call Process Time 

This graph illustrates the percent of customers who indicate that they had difficulty ivhen 
they called into the BellSouth business office or repair center. Again. (his graph will help 
identify the time in queue at which customers feel that they have difficulty with their call. 
The base for this graph is those who did nor abandon their call and completed the 
interview with E&L. [ t  is imponant to remember that the time in queue may not be the 
reason for difficulty, as the graph titled Reasons for Diffwuity will show. 

- 
Reasons for Oifiiculty 

Customers who expressed difficulty when calling into the BellSouth business office or 
repair center were asked about the difficulty they experienced. This graph illustrates the 
primary difficulties mentioned by these customers. 

% Access Difficulty by Number of Attempb 

This graph shows the percent of customers who expressed difficulty when calling into the 
BeliSouth business office or repair center by the number of attempts made. 

Abandon Rate by Call Process Time 

This graph indicates the percent of BellSourh customers who abandoned the c 

.. .. 
ihde tn 

- I  

the queue. The abandon rate has been illustrated at vanous time tntcxds in order to help 
identify at what point. if any, customers may be more likely to abandon their call. The 
base for this graph includes customers who Jbandoned their call plus those that stayed on 
the line and were assisted by a BellSouth representative. 

n 7 0 R N € Y  WORK PRODUC 
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SMALL BUSIN€SS/B&C REPAIR CUSTOMERS 

Top Two Box Satisfaction by Call Process Time 

Oberall. Small BusinesuB&C repalr customers' satlst'actlon wrth hotv BellSouth handled 
x i r  call does not differ across the call  process times. [n total, about nco-hrds (6j0/0) of  
( h e x  customers give Bellsouth a SatlSfaCtlOn rating of 9 or 10 (on 3 IO-poLnt scale) for 
the way their call was handled. Wtuk customers with a call process time of 0 to 20 
seconds have the highest satisfaction rating (86%), no significanr drfierences occur in 
customers' satisfaction ratings as the time in queue mcreascs. 

O h  Access Difficulty by Call Process Time 

The maloncy of Small Business/B&C repair customers indicate that they did not have 
difficulty when calling the BellSouth repair center. Overall, only one In ten ( 1  1%) of  
these customers state that they had a problem accessing the centet. Again, the call 
process time does not appear 10 be a driving factor in determining difficulty. The highest 
percentage of  customers indicattng that they had difficulty (21%) appears at call process 
times between 91 and 120 seconds. 

I 

Reasons for Oifflculty 

Of the few Small BusinesyB&C repair customers who indicate that they had difficulty. 
about one-fifth (21%) say the rep wprn't knowledgeable or gave them rhe wrong 
rnformution. In addition, customers had problems being pur on hold for a long m e  
( 1 6%) and had dificufty reaching or getting through to rhe repuir center ( 16%). 

'10 Access Difficulty by Number of Attempts 

Small Businesfl&C customtfi who have to make more than one call are more likely to 
express that they had difficulty when calling the BellSouth repair center. Only 4% of 
customers who made one attempt say that they had difficulty. compared to 30% of 
customers who made wo or more attempts. 

Abandon Rate by Call Process Tima 

Abandoning calls due to the call process time (time in queue) does not appear to be J 

stgnificant problem for the majoricy of customers in this group. Thirteen percent ( 13'/0) 
of  Small BusrncsdB&C repair customers abandon their call before a Be.lSouth 
representative can assist them. The highest abandon rates tend to occu at the v e P  
k g i n n i n y  d f  the call. between 0 and 20 seconds (24%), or between 61 and 75 seconds 
I : 1 " 'r))  

c 

ATTORNEY WORK PRODUC7 
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Top TWO Box Satisfaction by Call Process Time 

OL,erall. Consumer repar customers '  jatisr'action with how BellSouth hmdled their 
does not differ across the call process times. Two-tiurds (67%) of these cutomers g l \ e  

handled. Satisfaction ratings remam consistent, wth nu srgnlficoni differences occumnq 
in customers' satisfaction ratings a the time in queue increases. 

Bellsouth a satisfaction rating o f 9  or Io  (on a Io-point scale) for the way their call - %;is 

% Access Oifiiculty by Call Process Time 

The majority of  Consumer repair customers indicate that they did nor have drfficuin 
when calling the BellSouth repair center. Only 14% of these customers state that they 
had difficulty when calling the repair center. In general, call process time does not appear 
eo be a driving factor in causing difficulty among h s  segment. There is some indication, 
however, that customers with a call process time of 46 to 60 seconds may be more likely 
to say they have had ditficulty calling BeitSouth. 8ecause the sample size in this group is 
small (only 5 ) .  caution IS suggested in interpreting these results, L 

c 

Reasons for Difficulty 

Of the Few repair customen who indicate that they had difficulty, most say that it was due 
to being put on hold for a long time (29%), because their problem wds not resolwd 
( 16%). that BellSouth rook roo h g  to fi the problem (1 3%). 

'10 Access Difkulty by Number of Attempts 

As with business customers, Consumer repair customen who have to m a c  more than 
one call arc more likely to express that they had difficulty when 
repair center. Only 9% of customers who made one ancmpt 
compared to 29% of customers yho made two or more attempts. . .  

calling the BellSouth 
expressed difficulp. 

Abandon Rate by Call Process Time 
c 

Overail, 11% of Consumer repair customers abandon their call before a BellSouth 
representative can assist them. Abandon rates for these customers, however, arc highe.;[ 
b e t w t n  21 and 60 seconds. I f  Consumer repair customers arc still on hold dher 64) 
seconds, fewer art likely to abandon the call. 
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Reasons For Difficulty 
Consumer - Repair 

(Base: Those who had difficulty = 55)  

it on hold for a long time 
i 

oblem not resolved/Didn't do what 
hey promised to do 

bok too long to resolve/Fix problem 

fficult to reachlCouldn't get through 

ad*to make more than one call to 
3et service/Problem resolved 

?p wasn't knowledgeable/Gave me 
vrong information 

Ade 

m't 

operators/Reps 

like automatic systemlprefer 
io speak to a person 

-ansferred too many times 

29% (16155) 

r 
r 
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yo Access Difficulty by Number of Attempts 

Consumer - Repair 

100% 

0% 

b (Base: Total Respondents = 401) 

2 9% 
(28197) 

ATTORNEY WORK PRODUCT 
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Abandon Rate by Call Process Time 

Consumer - Repair 
'Base: 4 Total Sample Provided = 1761; Overall Abandon Rate is I1  % = 198/1761) 

100% 

50% 

0 O/O 

5% 
(6111 138) 

0-20 

4 5% 
(30167) 

I 

36% 
(2918 1 ) 

47% 
(24151) 

10% 
( 1 31 1 26 ) 

19% 
(1 1/58) 14% 

(9165) 
12% 

(21i175) 

21-30 31-45 46-60 61-75 76-90 91-120 121+ 

Call Process Time (Seconds) 
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Top TWO BOX Satisfaction by Call Process Time 

Ot  erall, r e p a r  customers’ satist‘actlon w t h  how BellSouth handled ;hex <ai\ does not 
. M e r  across the call process times. Almost N o - h r d s  i63%) ot‘ these Customers give 
BellSouth a sacisfactron racing of 9 or IO (on a lo-pomt scale) for the l k a ?  :heir cal! was 
handled. Satrsfaction ratings remain consistent. wth no srgnrficanr cliferences occumng 
tn customers’ satisfactlon ratings as the time in queue “ x e s .  

Oh Access Difficulty by Call Process Time 

The majority of repair customers indicate that they did not have difficulry ibhen calling 
the BeIlSouth repair center. Slightly more than one in ten ( I  3%) of these customers state 
that they had difficulty when calling into the repar center. Call process time does not 
appear to be a driving factor in determining difficulty when analyzing repair customers in 
total. 

Reasons for Oifiiculty 

Of all repair customers who indicate that they had difficulty, the most tiequent resons 
were: pur on hold for a long lime (20%), the rep w a n  ‘t lorowledgeable ( 1  ;O/O), it was 
diflculr to reach or couidn ‘t get through ( 1  3%) QL the problem war not resolved ( I ~ O / O ) .  

Access Difficulty by Number of Attampts 

Repair customers w h o  have to make more than one call are more likely to express that 
(hey had difficulty when calling the BellSouth repar center. Only 7% of customers who 
made one artempt expressed difficulty, compared to 19% of customers tkho made TWO 
attempts and 46% of customers who made three or more attempts. 

Abandon Rata by Call Process Time . -  

When looking at repair customers in total, abandonmg calls due to rhe sa11 process time 
docs not appear as a significant problem. In total, I Z?/a of dl repair customers abmdon 
their call &fore a Bcl!South representative can  ASSIS them. .\bandon rates us conujtent 
across all intervals of  call process time. 

AnORNEY WORK PRODUCT 
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Top Two Box Satisfaction by Call Process Time 
Total - Repair 

(Base: Total 

100% 

50% 

t 

Respondents = 978; Overall Satisfaction is 63% = 6171978) 
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(1 73/286) 

62 YO 
60% 58% 

(6711 11 ) (631 109) 
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(77i108) 

7 5% 
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62 '/o 
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Reasons For Difficulty 
Total - Repair 

(Base: Those who had difficulty = 123) 

t on hold for a long time 
1 

p wasn't knowledgeable/Gave me 
'rong information 

'ficult to reach/Couldn't get through 

Dblem not resolved/Didn't do what 
3ey promised to do 

bok too long to resolve/Fix problem 

ansferred too many times 

id to make more than one call to 
jet ServicelProblem resolved 

Don't like automatic system/Prefer 
to speak to a person 

dde operators/Reps 

ATVRNEY WORK PRODUCT 
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4% (51123) 
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$4, Access Difficulty by Number of Attempts 

Total - Repair 

100% 
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CONSUM-ER BUSINESS OFFICE CUSTOMERS 

Top TWO Box Satisfaction by Call Process Time 

O w r d l ,  Consumer business office customers' ms fac r lon  u;lrh hoiv BeltSouth handled 
their  call does not differ across the call process times. .?ilmost rhree-quaners (72%) of  
these customers give BellSouth a satisfaction rating of 9 or 10 (on 3 IO-point scale) for 
the way their call was handled. Satisfaction ratings remain consistent. t v i th  no significant 
dlflerences occumng in customers' satisfactton ratings as the time in queue increases. 

Access Oifliculty by Call Process Time 

n e  majority af Consumer Business office customers indicate that they did not have 
difficulty when calling into the BellSouth rcpatr center (only 12% had difficulty). Call 
process time does not appear to affect whether or not these customers express difficulty 
until a customer has been in queue for 121 seconds or more. However, at that point. 
almost one-quarter (23%) express that the], had dificulty when calling the BellSouth 
business office. - 

I 

Reasons for Difficulty 

Of the few Consumer business ofice customers who indicate that they had dificulty, 
most say that their difficulty was due to being pur on holdfor u Zong lime (35%) and that 
i t  was dificuft to r e d  or couldn 't ger though  to the business office ( 19%). 

O h  Access Oifnculty by Number of Attempts 

.As witfi all other customen, Consumer business office customers who have to make more 
than one call are more Likely to express that they had difficulty. Only 7% of customers 
who made one affcmpt expressed difftculty, compared to 27% of customers who made 
two of  more attempts. 

. .  
Abaridon Rata by Call Process Time 

Consistent With the findings fiom other customer segments, abandoning calls due to the 
call proccis time does not appear to be ?I significant problem for the majority of 
customers in this group. Sixteen percent (16%) of Consumer business ofice customers 
dnndon their call befow a BellSouth rcpresentatitc can assist them. .\bandon rates are 
highest at the very beginning of the call, between 0 md 20 seconds t24°/~L or above 60 

I- o :  
3 a: 0 
E $ 
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seconds. 
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Top Two Box Satisfaction by Call Process Time 

Consumer - Business Office 
(Base: Total 

100% 

50% 

0 O/O 
I. 

Respondents = 405; Overall Satisfaction is 72% = 290/405) 

7 3% 81% 76Yo 
(1  7i2 1 ) (791104) 

I 

69% 
( 3 1 /4 5) 

- - _ -  

(28138) 
68% 

( 19128) 

78% 
72% (29137) 

(18125) 6 5 Y o  

(691 10 7) 
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Yo Access Difficulty by Call Process Time 
Consumer - Business Office 

(Base: Total Respondents = 405; Overall Difficulty is 12% = 48/405) 

100% 

5 O '/o 

0°/* 

2 3% 
(25/107) 
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Consumer - Business Office 
(Base: Those who had difficulty = 48) 

rt on hold for a long time 
b 

ff icult to reach/Couldn't get through 

2p wasn't knowledgea ble/Gave me 
vrong information 

oblem not resolved/Didn't do what 
hey promised to do 

m't like automatic systemlPrefer 
.o speak to a person 

ad to make more than one call to 
3et service/Problem resolved 

3ok too long to resolvelf ix problem 

ude operatorslReps 
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Yo Access Difficulty by Number of Attempts 

Consumer - Business Office. 
(Base: Total Respondents = 405) 

100% 

50% 

0% 

2 7% 
(26195) 
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Top Two Box Satisfaction by Call Process Time 

Ch erall, “A“ repair customers‘ sarisfaction w h  how 8ellSouth handled therr call does 
not differ across the call process times. One-half 5 WO) of .b.\’i repair customers give 
a d l s o u t h  a satisfactron rating of 9 or 10 (on 3 10-point scale) for rhe way h e i r  call  U ~ S  

handled. w h d e  sampie sizes are Small, no significant diferences occuf in customers‘ 
satisfaction ratings as the time in queue Increases. 

Access Oiff~culty by Call Process Time 

The majority o.f “A” repair customers indicate that they did not have difficulty rchen 
calling the BellSouth repair center. [n total, only i4’10 of  “A” repair customers state [hac 
they had difficulty when they called into the BcIISouth repair center. While sample sizes 
are small, call process time does not appear to be a driving factor in determirung 
difficulty . 

Reasons for Difficulty L -  

As with Small Busintss/B&C customen, “A” customers who had difficulty say it was 
due to the rep not being knowiedgeuble or givrng h e m  the wrong informution (16%). 
These customers also express difficulty because they were tramfirred mo many rimes 
( 16%). Fewer “A” repair customen say that h e y  were put OR hold for a long lime ( ~O’O) 

or hod di’cuhy reaching or getting through to BellSouth ( 12%). 

‘10 Access Oifffculty by Number of Attempb 

“X* repair customers who have to make mote than one call are more likely to express that 
they had difficulty when calling the BellSouth repair center. Only 1 1 O/O of customers who 
made one attempt expressed difficulty, compared to 20% of customers who m3de w o  
attempts and 45% of customers who made thee or more attempts. 

Abandon Rate by Call Process Time 

- .  - .  

Abandoning calls due to the call process does not appear to be a significant problem far 
8 BS ”A” repair customers. Overall, one in ten ( 1  0%) “A’* repair customers abandon [heir 
call before a BellSouth representative cart assist them. After 75 scconds,\n the queue. 
however. more than 27.5% of customers do abandon the call. , 

: 
0 e; 
3 L. 
Q L?’  

p 
c c k  

U O  
20’ 

I 2  



v) 
v
) 
a 0 
0
 

CrJ 
I
.
 

(b
 

t) 
1 

.
 

c13 
Q

 
a, 

a> >
 

c 0
 

m
m

 
.
 I 
n
 
0
 

a 
i) 

w
 

cn x 0 
m

 0
 

I 
Q

 
0
 

I- 

F
 

s 0 to 
s 0 

Q
) 

cn 
0
 

0
 

7
 

m 
m

 
W

 



Docket No. 991 378-TL 
J. Lacher Exhibit No. 3 
Page 29 of42 

yo Access Difficulty by Call Process ~ i m e  
BBS (A) - Repair 

(Base: Total Respondents = 177; Overall Difficulty is 14% = 25/177) 

100% 

50% 
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0 O/O 0% 
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BBS (A) - Repair 
(Base: Those who had difficulty = 25) 

I 
:ep wasn't knowledgeablelGave :he 
wrong information b 

'ransferred too many times 

Iifficult to reach/Couldn't get through 

'oQk too long to resolve/Fix problem 
a 

Voblem not resolved/Didn't do what 
they promised to do 

-here was not one central number 
to call 

Ion't like automatic system/Prefer 
to speak to a person 

'ut on hold for a long time 
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PRIVILEGED AND CONFIDENTIAL 

12% (3125) 

4% (1/25) 

4% (1J25) 
r 

r 



I J
 

0
 

0
 

7
 

0
 

CT) 
0
 + m

 



Docket No. 991 378-TL 
J. Lacher Exhibit No. 3 . -  

Page 32 of 42 

Abandon Rate by Call Process Time 

BBS (A) - Repair 
(Base: Total Sample Provided = 718; Overall Abandon Rate is 10% = 71/71 81 
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TJ 50% 
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0% 

36% 
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Top Two Box Satisfaction by Call Process Time 
Small Business/B&C - Repair 

(Base: Total Respondents = 400; Overall Satisfaction is 65% = 258/400) , 

100% 

50% 

oo/o 1 

.68% 
(52177) 60% 

(SQJ84) 

67% 
(24136) 

70% 
(30143) 
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60y0 

(48180) 
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yo Access Difficulty by Call Process Time 

Small Business/B&C - Repair 
(Base: Total Respondents = 400; Overall Difficulty is I lY0 = 43/400) 9 

100% 

50% 

1 21% 
(8139) 

0% L 



Reasons For Difficulty 
Small Business/B&C - Repair 
(Base: Those who had difficulty = 43) 

p wasn't knowledgeablelGave me 
wong information b 

it on hold for a long time 

ff icult to reachlcouldn't get through 

oblem not resolvedlDidn't do what 
hey promised to do 
3d to make more than one call to 
3et service/Problem resolved 

m't like automatic systemlprefer 
10 speak to a person 

*ansferred too many times 

3ok too long to resolvelFix problem 

ude operatorslReps 
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Yo Access Difficulty by Number of Attempts 

Small Business/B&C - Repair 
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i (Base: Total Respondents = 400) 
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Abandon Rate by Call Process Time 

Small Business/B&C - Repair 
(Base: Total Sample Provided = 1527; Overall Abandon Rate is 13% = 20011 527) 
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APPENDIX 

CERnFlCATlON STATEMENT 

0 QU€STlONNAIRE 

. .  .. 
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CERTIFICATION STATEMENT 

Project Name: Access Indicator Study 

Standards 

-* 

0 bjectivity 

Use of This Research 

nus rgeycd is k dwr SO& ad exclusive propncury use of ow ckeau ad thctr agco~. Any use of 
thu d UI d w ‘ a h g ,  pc”tIon, or pubhcaty should be rewewad by Elnck and hwdge pnor to 
such us. 

Subrmncd by 
.- 

W endi R. Williamson 
Elnck and Lawdge, Inc 
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QUESTIONNAIRE 
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Elnck and Lavidge, hc 
I990 Lakeside Pafkway 
T h r d  Floor 
Tucker, h r g a  30084 

Project ~ 3 9 - 9 4 8 8  
March 1996 
Q0305 doc 

BELLSOUTH ACCESS "HCATOR 
QUESTIONNAIRE 

(ASK TO SPEAK TO CONTACX N A M Z  ON SAMPLE1 

Available t 
[SCHEDULE CALLBACW C Not avadabit 2 

Hello, this is with Etrick and Lavidge, a national marketing research 6nn. We 
are c a h g  on behalf of BellSouth to tdk with people who d e d  the Bciisouth [BUSWSS 
OFRCE/REPICIR CENTER] within the p a s  week. BellSouth would like to provide YOU 

with the best Service possible SO w t  would like to ask YOU a few questions about the call 
you made on [INSERT DAY OF W E W .  -- 

(CONnruUE1 Continue ....... 1 

[ r m " m u t m A n l  i. R~w.... . .  3 
[SCEEDULE CALLBACK) C Not convenient time. 2 

1 On a scale of 1 to 10 where 1 m e u ~  "Poor" and 10 m u  "Excellent," overall, 
how satisfied were you with the way BdSouth hded your call? 

Don't 
Poor Excellent Know 

t 2 3 4 5 6 7 8 9 10 It 
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4 How many cdl  attempts did vou i nake  before you got through to the office' 

5 Were you transferred 10 another representative at any u n e  d u m g  the call3 

Y C S  

[S€CIPTOQ.q No 

6. How many times were you transfend? 

N C O R D  EXACT A M O W  

7 When you c a U d  into the BellSouth [BUSINESS OF"ICUREPAKR CENTER], how 
long were you on hold before a representative answered the call? [ENTER 
MMUTES AND SECOPCDS] 

8. W a  the amount of time you were on hold satisfactory' 

Yta 1 
NO 2 

Thank you for your cooperation! 

.- 

I 
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