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Re: Docket No O30868-TL and 038689-TL CI 

Dear Ms. Bayo: 

Enclosed are copies of an exhibit dfered by Ms. Sandra Padron at the 
hearings held in Miami on Thursday: October 30, 2003 

Please indicate the time and date d receipt on the enclosed duplicate of 
this letter and return it to our office. 

Sincerely, 

Charles Interim Public J m  ounsel 
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Sandra Padron's 
hearing statement 

Florida PSC Oct 30,2003 Miami rate 
about Quality of Service 4 

During so much of these service hearings, we hear about what 
people can or can't afford. What I wish to cover is not widely 
discussed, and that is "SERVICE QUALITY" that will be 
relaxed or erased from the Florida PSC review and I am not 
comfortable with that, 'as neither should the consumer. 

Companies never want to pay employees. I would like to 
believe that the OSS process was fair and that the review of 
complaints for breach of contracts between BellSouth and 
other CLEC's (companies that buy lines from Bellsouth) were 
professionally and ethically done. Unfortunately, this did 
occur. From reviewing emails between the Florida PSC 
employees and Commissioners, Peggy Arvanitas and I have 
received a shock to our moral conscience. Many rules were 
broken and violations overlooked for companies that found 
favors- prior to elections. I 

That in itself is another story. I was a 10 year call center 
employee that was employed by BellSouth during the initial 
monitoring for the first $80  MILLION cramming fine 
imposed on BellSouth in 1992. The monitoring ended towards 
the end of 1997. Once that occurred PROFITS became the 
policy for BellSouth. As the top salesperson making almost $ 
50,000NEAR in a Spanish speaking call center handling all 
NINE states of BellSouth Customers. While employed at 
Bellsouth, five of us protested and wrote'a signed formal 
complaint to the company, the FCC, and FPSC who did 
nothing but fire almost all of us. Additionally, I personally 
protested with formal Certified Mailed Complaint to the 
Florida PSC, as well as, the Florida AG. You could not even 
investigate without 3 certified letters with evidence from the 
PSC and the Florida AG's office under Butterworth ..... 



I have brought the investigation and evidence with me today, 
and I believe the consumer should be made aware of what has 
been going on for over 4 years, because my investigation and 
the other current employees from 1999 were never opened on a 
docket. Neither Jack Shreve nor Charlie Beck of the Office of 
Public Counsel were told by the Florida PSC that an 
investigation was under way, although postponed from formal 
review. The non-docketed investigation did not start until one 
year later and until I sent my third certified mail of evidence to 
both the AG and Fla PSC. The investigation was completed 
and the document was given to BellSouth who proceeded to 
black out most of the document, before publishing the 
document. 

Why do I bring this up? In 1992 Bellsouth had this same 
problem that resulted in and & $ 8 0  million dollar fine. The 
Call Center here in Florida handles 9 States. Only Florida 
Spanish speaking customers receive a SPANISH truth and 
billing statement, and bilk. The other eight states receive 
everything in ENGLISH. ... a language they don’t speak NOR 
READ. 

It is sad 10 years of service by a top selling salesperson and 
trainer would be terminated for standing up for consumers 
and then watch as the Florida PSC and the AG office since 
1999 did nothing for consumers in this area, and this is still 
going. 

The BellSouth state filed tariff of the call center script was 
changed to mention the unlimited local calling for $11.70 at 
the end of a five minute script which I have with me today for 
JACK SHREVE AND CHARLIE BECK. Since the PUBLIC 
SERVICE COMMISSION HAS NOT BEEN LOOKING OUT 
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FOR THE PUBLIC’S INTEREST I AM INVITING OUR 
CONGRESSMAN TO INVESTIGATE THIS MATTER. + 

By the way, I would like to add that I have an email dated 
,October of 2000, where the PSC investigator, Hollenstein, that 
he had to give the Cramming Report to the Commissioners to 
review .... Comnmissioner Baez, were you not a Commissioner in 
2000? , 

Sandra Padron 
10 year ex Bellsouth employee and trainer 
1-305-305-5223 
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OFFICE OF THE ATTORNEY GENJ3RAL 

THE CAPITOL 

TALLAHASSEE, FLORIDA 32399-1 050 
CHARLIE CRIST 
A ltonaey Geir era1 
Stale of Florida 
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October 22, 2 0 0 3  

Ms. Sandra L. Padron 
Post Office B o x  140812 
Coral Gables, Florida 33114-0812 

D e a r  Ms. Padron: 

The enclosed materials a re  being fu rn i shed  in response to your 
public records request. 

s inc ere ly , 

General Counsel 

PRGI lm 

Enclosures 

AN AFFiFWATIVE ACTIONEOUAL OPPORTUNITY EMPLOYER 
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CHARLIE CRlST 

State of Florida 
, Attorney General 
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October 9 ,  

Ms. Sandra' 

OFFICE OF THE ATTORNEY GENERAL 

THE CAPITOL 

TALLAHASSEE, FLORIDA 32399-1 050 

2003 

L. Padron 
Post Office B o x  140812 
C o r a l  Gables, Florida 33114-0812 

Dear Ms. Padron: 

The enclosed materials are being furnished in response to your 
public records request. 

The bank account number on one document has been redacted as 
provided by s .  119.07(3) (dd), F.S. 

Sincerely, 

Pa-. 
Pa cia R .  Gleason 

, 

General Counsel 

Enclosures 

0 . 
AN AFFIRMATIVE ACTIONEQUAL OPPORTUNIN EMPLOYER 



FRUM : FtX t10. : 

Carl Vinson 

From: 
Sent: 
To: 
Subject: 

Jerry Hallenstein 
Wednesday, October 09,2002 9 2 4  AM 
Lisa Harvey; Carl Vinson; John Duffey 
BellSouth Sales 

just b o t  a c a l l  from a Jerry Lockwood (1 talked to him a year ago or sa) with the Attorney 
General's Office. 
sales practices. AFparently, Mr. Callava still believes BellSouth's sales practices are 
unethical. ~ r .  Lockwood asked f o r  a copy of our report and Mx. Callava's or ig ina l  
complaint letter. I told him that I would mail h i m  a copy of both today.  I also told h i m  
that: w e  are currently performing a follow-up audit on Ee11South's sales. He informed me 
that: they (Atty Gen) have had an open docket far awhile in resazds to BellSouth sa le s  
practices- He wanted to see i f  this would fit i n  to what they are doing. Carl, f might be 
t a l k i n g  about two different Gockets, but 1 know t h a t  BellSouth provided us with a letter 
stating t h s t ' t h e  Atty General's h v t s t i g a t l o n  was c losed.  I believe I even noted i t  in the 
report. I didn't follow-up with Nr. L J ~ C ~ W Q O ~ ,  but we can. 

He recent ly  received a call frm Mr. Callava regarding BellSouth's 
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FROM : 

Carl Vinson 
Wednesday, September 03,2003 10.48 AM 

From: 
Sent: To: Carl-Yinson - 
Subject: '-- 6/24/02 e m a i h t  would not print aut (reconstructed by cut n paste) 

t \-1 

From: 
Sent: 
To: 
Subject: 

t 

Carl Vinson 
Wednesday, September 03,2003 10.48 AM 
Carl-Yinson - 

'-- 6/24/02 e m a i h t  would not print aut (reconstructed by cut n paste) 
\-1 

From: Jerry Hallenstein 

TO: Sandra Padmn 
CC: Carl Vinson 
Subject: RE: 305-759-7657 Henry ? ! d e l 0  (BSLLSOUTK) 6:40pm 06/21/02 

1 Sent: Mbn 6/24/02 10:11 AM 

~f Jer ry  

1 hope you had a wonderful father's day.  

1 



UNITED STATES DISTRICT COURT 
SOUTHERN DISTRICT OF FLORIDA 

MIAMI DIVISION 

CASE NO.:00-3489-CIV-KING/O’S~L~V~~ 

SANDRA L. PADRON, 

1 
1 

P l a i n t i f f ,  

. vs. 

BELLSO7JTLT TELECOMMUNICATIONS, 1 
INC.,.a fareign corporation authorized to 

1 do business in Florida, 
1 Defendant. 1 

) 

. -  

UNSWORN DECWlRATION (PURSUANT TO 2 8  U.S.C. 1746) OF JEXRY 
HALLENSTBIN, SENIOR W A G E M E N T  A,V,UYST WITH 

THE FLORIDA PUBLIC SERVICE COMMISSION 

1. My name is Jer ry  M. HalleEstein and I am c u r r e n t l y  
employed as a Government Analyst IT with t he  Florida Public Service 
C o m m i s s i o n .  1 am o v a  the  age of eighteen and s u i  j u r i s . .  

2 .  I am a united S t a t e s  citizen and resident of Tallahassee, 
Florida 

i 

* 3 + The Florida P u b l i c  Service Commission (“Commission“) is 
a political subdivision or department of t h e  S t a t e  of Florida and 
is organized under the laws of the The 
COmmiEsion is located at C a p i t a l  Circle O f f i c e  Center, 2540  Shumard 
G a l ;  Boulevard Tallahassee, FL 3 2 3 9 9 - 0 8 5 0 .  

S t a t e  of F l o r i d a .  

4 ,  I have attached hereto and made a part hereof a t r u e  and 
correct COPY of the Bureau of Regulatory Review‘s investigatory 
a u d i t  report entitled BellSouth Telecommunications, IDC. S a l e s  
~ ~ t h ~ d s  a d  practices (“Investigative Report”) I which sets forth 
the faciual findings resulting from an investigation made by the 
Conlmission staff pursuant  to authority granted by law. The purpose 
of the Commission’s audit was to investigate ar?d ass2ss the 
allegztions of unethical sa l e s  practices a g a i n s t  BellSouth raised 
in t w o  complaint letters received by the cormissicn’s Division O f  
Consumer Affairs 1 9 9 9 .  



FROM : ' Fas NO. 

. .  

I 

5. The Comiss i cn  performed ar. in-depth analysis and 
thorough investigation into B e l l S o - d t h ' s  sales practices and o€ the 
allegations raised by the complaint l e t t e r s .  

. 

i 6.' The Investigative Report  'is an official public record 
t h a t  has beea f i l e d  with the Commission's Division of Regulatory 
Oversight. 

7 .  As a Government Analyst I1 with the Public Service 
Commission and t he  individual who personally investigated this 
matter, I made findings of fact  arsd prepared t h e  Investigative 
Report, .I: am authorized to certify that  the Investigative Report 
attached hereto is a true and correct copy o f  the  Investigative 
Report and an o f f i c i a l  puSlic record of the S t a t e  of Florida, 

true 
I declare under the penalty of perjury that the foregoing is 
and correct. 

- 

Executed t h i s  day of December, - 2001. 

4 

Jerry Hallenstein 
Government Analyst 11 

FLORIDA PUBLIC SERVICE COMMISSIQN 
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Sandra -- 

From: 
Sent: 
TO: 
S u bje ct: 

Sand fa [a rizt o kat-921 @hot m a i l  .co m] 
Thursday, October 02, 2003 1t35 PM 
'gotchababybell@aol.com' 
FW: Ed Callava 

1 m p qrta n ce : High 

I ---_- Original Message----- 
From: Sandra [mailto:ariztokat-92l@hotmil.com~ 
Sent: Thursday, December 12, 2002 12:07 AM 
To: The Baboon 
Subject: Re: 
Importance: High 

I am not upset with you. I am upset at the fact that the NEWSPAPER or the NEWS is afraid 
of.BELLSOUTH. 
rolling". Then everything else w i l l  fall i n t o  place. I f  it wasn't true then why did the 
PSC investigate, why were almost all the individuals of the company involved in the 
company fired or "let go". They have no guts. 1 will write the EDITOR and let him know 
that he is handing 3ELLSOUTH long distance on a s i lver  platter. 

The fact is t h a t  I told her I had evidence. They just need to get the "bal l  

Just to let you know, I do not blame you and I am frustrated with the i n j u s t i c e  of it all. ' 

, _  

,Have a good evening....I will write the HERALD--definitely, not that it would-do much 
+good ,  but a t  l e a s t  I w i l l  voice how I feel. 

Take care, 
4 

Sandra 
c---- Original Message ----- 
From: "The Baboon" <thebaboon@hotmail.com 
To: C a r i z t o k a t  921@hotmil.com> 
Sent: Wednesday, December 11, 2002 11:41 PM 

> 
> Yes, I f i g u r e d  that you wouldn't e x a c t l y  be pleased when Ms. Garcia 
related the contents of our conversation w i t h  you. 
> 
> Let's go over some facts. T r y  to follow with me and know that I a m  
> your 
friend. Please  read. 
> 
> Being your friend doesn't mean that I GIVE UP my life insurance policy 
> for 
you. 
> 
> We signed a document that I wrote. I hand-delivered it to management 
> and 
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sat down a g a i n  to take c a l l s .  3 and 1 / 2  years have passed. PSC hasn't done any th ing .  
Florida AG hasn't done anyth ing .  Many people t h a t  l eave  the PSC become lobbyists f o r  
B e l l S o u t h .  
> 
> You were f i r e d  for a stupid mistake. O t h e r s  t h a t  have done much, much 
worse are s t i l l  working. Some have even Seen promoted. What you did was, in my opin ion ,  
n o t  a good enough r e a s o n  tomfire someone over. But, that's my opin ion .  S t i l l ,  you left 
yourself open and they jumped at it. Millie miscalculated h e r  FMLA hours. She's gone. She 
gave them a reason. Kel ly  was fired €or s a l e s .  Sales that were WORSE t h a n  mine. She said 
she'd let them have it! She's out and hasn't done a damn t h i n g  about it. Jackie's on IB, 
a l l  messed-up, nefves shot to hell. 
> 
> I'm s t + l l  here. Because I have to. I haven't chapged. I wrote t h e  
> o r i g i n a l  
complaint. I took the heat. I spoke with t h e i r  attorneys 4 times. Alone. I l ived  days and 
months when no one would even look at me straight in t h e  face. They checked me out SO well 
that a proctologist couldn't have done a better job .  I survived,, I'm still here. Still 
making 42K a year. 3ECAUSE I WILL NOT G I V E  THEMA REASON. Which is why I rea l ly  WORRY 
them. 
> 
> I know they've h u r t  you and yours. 1 know you probably don't have a 
> chance 
in hell i n  t h e  courts. Because every time t h e y  look  t o  re-open the case, t h e y  check the 
reason why you were f i red and realize that the  company had the r i g h t  t o  f i r e  you. They 
don't look at why it was done during t h a t  time. They don't s t o p  to consider that it was 
retaliation f o r  whistle-blowing, which it was. 
? 
> Now Bea wants to do a n  "INVESTIGATION" on B e l l  and wants t o  write an 
article on B e l l ,  .using ME and my documents, which a r e  my LIFE INSURANCE pol icy ,  as the 

, 

- .  centerpiece of h e r  article, as the only s o l i d  p i e c e  of credible d a t a  f o r  her ar t ic le ,  and 
.'it is to be done NOW. N o t  when I choose, but when she chooses .  
,:'> 
"> Bell denies t h e  allegations. No one else INSIDE backs me up and 
> there's 
r e a l l y  no case because I, the holder of the information,  have not  been legally "harmed." 
Let's move forward 1-2 years later. I get f i red.  Now I have nothing because I've given it 
all up. Now what do I do? 
> 
> P u t  your se l f  i n  my place. How many 42K jobs are out there at this 
> time. 
I'm working e-commerce, off the desk, and being left alone. No official ENTITY, not  t h e  
PSC, not the S t a t e  AG, is opening an investigation i n t o  Bell. Bea is going to put me on 
the f r o n t  page. What do you t h i n k  is going t o  come of it? 
> 
> Spero Canton, their front PR man is going to s t a t e  that, "as with any 
large enterprise, there are always going to be a s m a l l  number of unethical employees. .. 
t h a t  Bellsouth does not tolerate... that any employees caught ... up to and-including 
termination.. . t h a t  we are sorry t h a t  M r .  Callava feels that way... if he were t o  follow 
current procedures that are in place and SNITCH to us who these reps are. . ."  
> 
> YOU get the picture. They fire a few guys. They get replaced by a few 

, more. Nothing happens. Not a damn thing. 
' >  

> The day someone OFFICIAL subpoenas me and my da ta  (duces tecum), I'll 
> be 
t h e r e .  U n t i l  then ,  I keep quiet and continue to be left a lone ,  t a k i n g  e-commerce orders. 
They>were going to fire me in a month or two, then this position that had p r e v i o u s l y  been 
denied me was given to me. They go t  smart. Real ly  q u i c k .  I ' m  glad.  Because t h e y  don't want 
to read what I ' m  holding. I was going to hit t h e  a i r  waves on Spanish am rad io  and create 
a website jus t  t o  tell my s t o r y ,  as w e l l  as go to court .  But don't forget I paid my dues 
g a t h e r i n g  this da ta .  
> 
> As I ' v e  said b e f o r e ,  I ' m  here f o r  you. Put me on the-stand and I'll 
> tell 
the t r u t h .  1 won't lie f o r  you, or f o r  anyone, for that matter, b u t  the truth w i l l  he lp  

- 
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you. Hace anyone else put me on the stand ox depose me and the same thing holds t r u e .  1'11 
t e l l  the t r u t h ,  n o t h i n g  but. But, Ed,  is n o t  currently conducting an investigation or 
w r i t i n g  an a r t i c l e  on B e l l ,  B e a  is. And Bea doesn't have Jack. 

> This is where w e  stand today. I feel f o r  you and wish that I could 
> 

> make it 
ok again. I can't. And I'm solry because I know you're an honest and e th i ca l  person. 

I 

> 
> Ed 
> 
> 
> 
> 

. .  
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----- Original' Message ----- 
From: < I  baboon@bellsouth.net> 
To: "Sandra Padron" m<ariztokat 92 1 @,hotmail .corn> 
Sent: Saturday, May 18,2002 8 5 2  AM 
Subject: Re: BellSouth 

> Hi, Sandra. Everything you mentioned is correct, except that Hugo Leyva 
did not leave the Company. He's in jail for drug offenses. I" awqe of all 
that's going on, esxcept, of course, of any investigations that may be 
taking place by government agencies. Although I do believe that the person ' 

handling the PSC complaint did try to do an unbiased investigatioq I also 
believe that many parts of said investigation to the original complaint were 
somewhat stonewalled or not pursued well enough for the facts to come out. 
Additionally, if we had not been Bellsouth employees, would the reply to our 
document have taken 2 years to reach us? Would it have had blacked-out 
parts? I think not. Since I've realized that the PSC is either unable or 
unwilling to take any concrete action. to prevent the everyday occurrences of 
lying, misrepresentation, unethical behavior that I'm so familiar with every 
morning when I open up to take calls, I've been very carefilly compiling 
every instance of fraud for quite some time now and keeping a hard copy. One 
day, a courtroom will have access to these records, as well as to the 
hundreds of others that I kept before ourcomplaint was ever sent out. 
Perhaps it won't make a difference. We'll see. Anyways, thanks for the 
update, I may stop by to see you at your job, if it's ok with you, on - 

Thursday after Memorial Day.. 
> Would like to talk to you about a couple of things in person. Later. 

t 

. 

~ 

. .  
. .  . 

> 
Ed 

>>  
> > From: "Sandra Padron" <ariztokat 921@,hotmail.com> 
>>Date: 2002/05/17 Fri PM 01:Ol:IS EDT 
> > To: 1 baboon@,bellsouth.net 
> > Subject: BellSouth 
>> 
=HiEd, 
>>  
> > It has been a long time since I emailed you. I think this may be of 
> > interest to you. E there is anything else y ~ u  would like to add let me 
> > know. 

not 
> 
told 

that 

> Someone from Multi came to my ofice at Team Metro and advised me that 

only, Kelly was fired for her sales but Rosa Dim, as well. She also 

> me that things were a lot worse than before the PSC audit. She said 



> > email & internet were taken away, and that no one can print a 
transaction or 
> > order. That cheating was more rampant than ever. That people who did 
not 
> > offedsell the optional services were being b-formed left and right. 
That 
> our mutual friend "Hilda Geer" was transferred from her position as 

, General 
> > Manager for Florida-----I wonder why? We both have a pretty good 
indication 
> > of why. Well, I gave the PSC's telephone number (Jerry Hallenstein) to 
her 
>, > to forward to Rosa Dim. She told me that Mr. Cellular Hugo L e v a  left 
> > Bellsouth and that Ariel Cal was promoted to management in 41 1. I find 
this 
> 5 quite interesting since I know that these two people are guilty of 
> > "cheating" and I had referred them to my ex-supervisor--Domingo. Why am 

> > telling you all this? Well I forwarded the information to the PSC Carl 
> > Vinson & Jerry fillenstein and they found it interesting that the 

. _  printing 
> > had ceased as well as all other changes. They are interested as we11 
because 
> > BST is also being investigated for R.I.C.O. violations by the Attorney 
> > General, Bob Butterworth. They contacted me on a coference call and 

r 

8 

are 
> > looking into reinvestigating BellSouth. They are interested in speaking 
> > with anyone who is not BellSOuth friendly, in management that may have 
1 eft 
> > the company so that they can question them as well. I still feel 

> > that they abuse their employees, as well as, lie and cheat at any 
> > opportunity they get. It is  MY, that I find these things out through 
> > people that are still employed by BellSouth, whom I worked with 
previously 
> > and they volunteer all this information---and the people I work with are 
> > witnesses to the autrocities of BellSouth. I am letting you know 
because 
> > They (the PSC) may be contacting you again on these issues. I also 
advised 
> > them that on "the did not order forms" many of the individuals, in fact 

I - strongly -- - - - - 

I 

a 
> > great portion of them had not received any disciplinary action, 
wbat soever. 

> They will be looking into this as well. I thought I should let you know 
so 



> > that if you know of anyone (ex-management) who is willing to talk to the 
PSC 
> > -- to let me know 'so that I can pass it on to the PSC. 

> > Don't be a stranger, Have a great weekend. 

> > Best Regards, 

>> 

>> \ 

>> 
>> 
>> 
>> 
>> 
.> > Send and receive Hotmail on your mobile device: http://mobile.msn.com 



From: Lisa Harvey 
Sent: Tuesday, December 11 , 2001 356 PM 
To: Walter D’Haeseteer; Dan Hoppe; Bill Lowe; Beth Salak 
Cc: Sally Simmons; Cad Vinson; Jeny Hallenstein 
Subject: Subpoena of Jerry Hallenstein 

FYI 

I 

Jerry received a subpoena today to testify in a civil trial regarding a former employee of BellSouth 

BellSouth existing employees filed a complaint with the Commission in 1999. Jeny investigated , 
the complaint and published a fomal audit report in May 2001, titled BellSouth 
Telecommunications, lnc., Sales Methods and Practices. The complaint alleged among other 
things, unethical sales practices. Six of 16 allegations were partially substantiated in Jeny’s 
report. 

‘ who is swing the company for wrongful termination. The former employee along with other 

. 

Legal (Martha, Beth, David and Harold) is currently discussing what course of adion to take on 
the subpoena. The trial is scheduled for December 17th. 



From: Beth  Keating 

Sent: Tuesday, December 11, 2001 5:18 PM 

To: Lee Fordham 

. Cc: Andrea Cowart 

I w i l l  be o u t  tomorrow morning again  with Casey, so I 
' J e r r y  Hallenstein has been served with a sup poena to 
in Miami on Monday regarding a c i v i l  case. I believe 

cal led  due to a management report  he did a f e w  months 

need your help. 

appear in court 
he is being 

back. I 'don't 

see any reason for him to appear--the repor t  says what it says. 

called the attorney's o f f i c e  and left a message, but haven't heard back 
from him. 

I've 

Would you p l e a s e  call h i m  a g a i n  f o r  me in t h e  morning and try to t a l k  

him out of it? 
dra f t  Motion to Quash? Several reasons: 1. distance and they only 
sent h i m  $42 to cover expenses;  2.  there's also appa ren t ly  a f e d e r a l l y  

recognized (and r e c e n t l y  state recognized as well) p r o t e c t i o n  for 
staffers involved in an-audit/investigation process. 

you in and she was going to check with Mary D. tomorrow to see if we 
have somi examples of Motions to Quash in Appeals' f i l e s .  

If you can't, c o u l d  you possibly help by starting a 

Martha can f i l l  

I'll leave t h e  Subpoena and'the applicable federal rule on your chair. 

. Andrea, if perchance Lee isn't in tomorrow, please forward t h i s  to 
F e l i c i a .  Perhaps she can l end  a hand. Thanks. 



. .  
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From: C a r l  Vinson  

Sent: Thursday, May 17, 2001 4 :59  PM 

To: Sally Simmons; R i c k  Moses 

Cc: Lisa Harvey 

Subject: EW: PPR 7 & 8 Additional document request 
I 

Guys- by coincidence, I just g o t  this email today that is a response 
from Bell to KPMG about  DOE. Speaking for myself (and maybe Lisa too) ~ 

about all I know about DOE is what the email says below. 

I hope the attachment will contain some more substantial i n f o  on DOE. 
It is a r epor t  prepared by Price Waterhouse-Coopers f o r  BellSouth that 
compares DOE to SONGS, in the context of dtedning whether Ga/F1 (DOE 
states) test results would be valid fok states that use SONGS. .  

----- Original Message----- 
From: Beth.G.Craig@bridge.bellsouth.com 
[mailto:Beth.G.Craig@bridge.bellsouth.com] 

Sent: Thursday, May 17, 2001 1:28 PM 
To: jntabgoba@kpmg.com 
Cc: cvinson@psc.state.fl.us; cwolverton@kpmg.com; dwirsching@kpmg.com; 
ebroussa@psc.state.fl.us; Michele.Gantt@bellsouth.com; 

lsharvey@psc.state.fl.us; madderly@kpmg.com; marybethkeane@kpmg.com; 
mweeks@kpmg.com; nredchuk@kpmq.com; wlincoln@kpmq.com 
Subject:  RE: PPR 7 L 8 Additional document r e q u e s t  

J u l i e t ,  

DOE is the application used  to generate service orders in Florida, 
Georgia, 
North Carolina and South Carolina (former Southern Bell states). 
The SONGS application is used to generate service orders in Alabama, 

Louisiana, 
Mississippi, Kentucky and Tennessee (former South Central Bell s t a t e s ) .  

Only the DOE application is used to genera te  service orders f o r  the 
BellSouth 
Florida OSS Test. 

CDIA documentation Bellsouth provided to KPMG via CDs  i n  September 2000 

i 
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contains process documents used  by LCSC to genera te  service orders in 
DOE and 

SONGS. 

information KPMG may find t h e  following documents especially useful: 
While each process document contains the relevant DOE and SONGS 

-~ 

Doc Name: DOE F l o w s  Doc Number: W6-DFLW-0001 

Doc Name: E l e c t r o n i c  Interface System Flow Doc Number: 

' JA- E1 S F- 0 0 0 1 

The LCSC training documentation provided to KPMG in September 2000 

includes DOE 
and SONGS. 

The attached document provides additional information regarding DOE and 

SONGS 

comparability. 

Please contact me if you have any questions. 

-?;- - -  Thanks 

Beth Craig  

Office: 404 927-7390 
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erbire Commi~s’iorr 
May 3,2001 

, 

Ms. Sandra Padron 
P.O. Box 140812 
Cord Gables, FL 33 1 14-08 12 

Dear Ms. Padron: 

Please find enclosed a copy of the Bureau of Regulatory Review’s audit report entitled 
BellSouth Telecommunications, Inc. Sales methods and Practices. The purpose of the 
Commission's review was to investigate and assess the allegations raised in both of the complaint 
letters received by the CoII1Tnission’s Division of Consumer AffBirs in 1999. 

I Staffperfomed ;tn in depth analysis of Bellsouth’s sales practices including the allegations 
raised in the letters. The report presents s t d f s  recommended improvements to further ensure the 
fair beatrnent of BellSouth’s customers. As you will note, BellSouth has requested confidential 
treatment of various passages of the report in accordance with Chapter 25-22.006(3) Florida 
Administrative Code. These passages are blacked out in the final report. 

We sincerely hope that t h i s  report addresses your concerns. 

L 

f 

Sincerely, 

Lisa Harvey 
Chief, Bureau of Regulatory Review 

cc: Bev DeMello, Director, Division of Consumer Mairs 
Carl Vinson 
Jerry Hallenstein 

I 
I 

CAPITAL CIRCLE OFFICE CENTER -9,540 SHUMARD OAK BOULEVAIU) .TALLAHASSEE, FL 32399-0850 
An AfIirmativc ActiodEqual Opportunity Employer - 

PSC Website: bttp://Fsww.floridapsc.com Internet E-mail: cootact~psc.state.f.us 
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UPiITED STATES DISTRICT COURT 
SOUTHERII DISTRICT OF FLORlDA 

Miami Division 

CASE NO. 1 00-3 489-CIV-KING/07SULLIVAN 

SANDRA L. PADROX, ) 

1 
Plaintiff, 1 

1 -  
vs. 1 

1 
BELLSOUTH TELECOhlMUIUICATIOSS, ) 
INC., a foreign corporation authorized to do ) 
business in FIorida, 1 

1 
Defendant. ) 

1 

PLAINTIFF’S SUiM3L4RY JUDGMENT EXHIBITS 

1. Exhibit 1 - Formal Complaint of Illegal and Unethical Activities Occurring at the 
BellSouth Corporation, Consumer Services, Milti-Lingual Marketing Department in Miami, 
F 1 or i d a (‘ ’ C om pl aint”) ; 

2. Exhibit 2 - Criminal. Case Stipulation; 

3. Exhibit 3 - Record of Disciplinary Action; 

4. Exhibit 4 - Job Description - Director, p. 2; 

5. Exhibit 5 - Answer to Interrogatory # 7 of Defendant’s Response to Plaintiffs 
Second Set of Interrogatories; 

6. Exhibit 6 - Proprietary Information Pertaining to Data and Mechanized Systems; 

7 .  Exhibit 7 - Records of Sales Representatives Not Terminated for Improper 
Accessing of Accounts Without a Valid Business Reason; 

S. Exhibit 8 -Records of Employees Geer Terminated for “Improper Access of Account 
Without a Valid Business Reason; 

Dated this 14Lh day of November, 2001. 

5 
J 
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R e s a l l y  Submitted, 

Mi A. Capua 
F1 Bar No.: 0065500 
LORENZO & CAPUA 
Courthouse Plaza - 1 l I h  Floor 
28 West Flagler Street 
Miami, FL 33 130 
paulccrp@gate. net 
Tel.: (305) 374-65 18 
Fax.: (305) 373-56 13 
Attorneys for MS. PADRON 

WE HEREBY CERTIFY that a true and correct copy of the foregoing has 
on this 1 jh day of November, 200 1 upon: 

James R. Glenister, Esquire 
Mark F. McIntosh, Esquire 
1100 Peachtree Street ' 

Atlanta, Georgia 30309 
* Suite 1400 

been mailed 



Print - Close Window 

From: Gotchababybell@aol.com 

Date: Wed, 29 Oct 2003 23:17:37 EST 

Subjtct: OSS meeeting I sent you this ... Oct 2000 
. To: slp-921@yahoo.com 

f 

Plain Text Attachment 

From: Cindy Miller . 

Sent: Monday, October 02, 2000 3:15 PM 
To: PA1 - Managers; Mary Bane 
Cc: Demetria Watts; PA1 - Telecom; Bev DeMello; Davld Dowds; Lisa 
Harvey; Diana Caldwell; Carl Vinson; Paul Stallcup; Catherine B e d e l l ;  
B e t h  Keating; Walter D'Haeseleer; Sally S i m o n s ;  Tim Vaccaro; Kathy 
L e w i s  
Subjec t :  FCC Meeting on Sec. 271 matters 

The FCC meeting in Orlando l a s t  Friday was an  extremely u s e f u l  meeting, 
in my view. When BellSouth re-files their Sec.  271 application in 
Flor ida ,  w e  w i l l  have a b e t t e r  idea of what areas are most important  in 

had prepared  succinct presentations highlighting t h e  most pivotal 
issues. (Lisa Harvey also he lped  organized the meeting). Dorothy Atwood, 
Chief of t h e  Common Carrier Bureau, led the meeting. Anu Seam of t he  
Dept. of J u s t i c e  was present. Kathy Forrdba,  Jessica Rosenworcel (who is 
the Bel lSouth  region c o n t a c t ) ,  Daniel Shiman, Rich Lerner (who did the 
CALLS order)  and Jennifer McKey w e r e  o t h e r  lead staffers. They handed 
out a one-pager regarding t h e  key FCC documents and contacts on the 271 
process- I will send it around. 

, . _  

-, t h e  FCC's view. The FCC had s e n t  their key people on the i s s u e s - a n d  they . 

Dorothy said t h e  goals of the meet ings  (this was their 6th t r i p  to 
provide the info) are: 

(1) Demystify t h e  FCC process -- to t e l l  states what they look f o r  in 
the Sec. 271 process.  

( 2 )  Help create a better record in the state proceedings -- They need 
t o  r e l y  on "defeEence" t o  state proceedings. They will need to be on 
the phone a l o t  with t h e  s t a t e  PSC staff; "otherwise, gaming of the 
process by the I L E C s  and CLECs occurs." They want a complete state order -- 
w i t h  findings of fact and conclusions of l a w .  Then, on day 20 of  t h e  
a p p l i c a t i o n  being f i l e d  with t h e  FCC, states have the opportunity to 
f u r t h e r  expand t h e i r  points. 
occurred a f t e r  the state proceeding t h a t  has been successful, the state 
might want to f i l e  that. 

For example, i f  t h e r e  i s  something t h a t  has 

T h e r e  were staff f r o m  the Tennessee, North Carolina, Georgia, 
Louisiana, Florida, S o u t h  Carolina, and Alabama Commissions. I t h i n k  there were 
o n l y  two Commissioners present -- one from Georgia and one from 
Louisiana. 

They discussed the 14 point c h e c k l i s t ,  the timeframe (Day 20 - 
http://us.f4O9.mail .yahoo,com/ym/ShowLetter?box=Xnbox&Msg~cl=~'770 - 5339040-1 3 88 .. . 1 O/29/2003 



' opportunity for Can"mnts; Day 35 - Dept- of J u s t i c e  evaluation; Day 45 - Reply 
Comments. 
as very useful and commended the p r e s e n t a t i o n  (Vicky Gordon Kaufhman 
had speaEheaded the e f f o r t .  
CLECs,  facilities-based CLECs ,  and pla t form CLECs .  

They described t h e i r  meeting the p r e v i o u s  day with the CLECs . 

The presentation had separate points by data 
I 

They mentioned that they r e l y  heavily on the states because they hold 
no hearings or evidentiary fact-finding. 

I asked)about any ex parte problems with our f o l k s  t a l k i n g  to them. 
Theyqsaid that if they c o n t a c t  us ( a s  opposed to us contacting them), we 
have no obligation to file an ex parte letter. 
that if they need to l rre ly t l  on the information we provide, it must be 
in the record .  

However, they mentioned 

The CLECs want'some collaborative process with BellSouth -- a place to 
go work out issues ... some business-to-business forum. 
that BellSouth might be supportive. 
"collaboratives" with mixed results. Ver izon  sets up a meeting once a month 
about t r y i n g  to improve wholesale performance, especially DSL 
provisioning. 
is important. 
a regional b a s i s .  

The FCC thought 
N e w  York and Texas had such 

The FCC said that state invovlement in encouraging such a process 
They s a i d  it's also p o s s i b l e  to have a collaborative on 

What t hey  especially look for in the state proceedings are: 
resolving factual disputes (because t h e  FCC does not hold hearings);  ( 2 )  data I 

validation; (3) data reconciliation; ( 4 )  thLrd party testing. They 
said t h e r e  are three o p t i o n s  f o r  data  validation -- the state does it 
(NY); company-to-company (Texas) ; (3) t h i r d  party testers. 

(1) 

- 
I 

They will great E e l y  on state r a t e  proceediangs and they do n o t  do a "de 
novo" review. They mentioned the impact of the Eighth  Circuit decision 
on TELRIC pricing. Since they  obtained a s tay  of the decision, "TELRIC 
is still in effect, so states should  s t i l l  comply w i t h  TELRIC and FCC 
rules," according t o  Jennifer McKey. 

OSS and pricing a r e  the two biggest issues in the Sec. 271 proceedings. 
If these look ou t -o f -k i l t e r  in a f i l i n g ,  the FCC staff warn that the 
application will have a difficult time. Competitors will say it should 
be denied. They mentioned how the $ vary -- loop conditioning in Texas 
is only $25, b u t  $1000 elsewhere. 
troversial issues. 

Loops axe one of the most con 

T h e  concept of regional applications was discussed. On the one hand, 
Dorothy Atwood said that she thinks that the regional concept i s  good 
(i.e., a s t a t e  relying on another state's testing). However, she also 
looks for an independent evaluation i n  each state, w i t h  an appropriate 

OSS, they would need a simple validation that t h e  same system is 
involve, She also mentioned that since line sharing is a new unbundled 
network element (UNE), another state's test that d o e s n ' t  include line sharing 
could not be relied on. In New York and Texas, they didn't evaluate 
line sharing because it was not y e t  in effect. 
in the Mass. application. 

' 

L s t a t e  fact-finding. She said that if a state re l ies  on another  states' 

But they will be doing so 

A clear theme from the s t a f f e r s  was "call them!" if we have questions. 

They mentioned major new r u l e s  a r e  on: collocation, line sharing, dark  
fiber, and loop make-up information. I pointed out that it's d i f f i c u l t  

http ://us. f4 09. m ai I. y ah 00. c o d y  m/ShowL etter? box+ box&MsgId=9770-5 3 3 9040-1 3 8g.. . 1 O/29/2OO3 
b 



f o r  states to keep up w i t h  all the orders  they are issuing, especially 
when they issue , F u r t h e r  Notices of Proposed Rulemaking and the status 
of the matters are in such f l u x .  

They would like for BellSouth and t h e  s t a t e  commissions to do a 
performance plan and urged state PSCs to encourage it. 
the p u b l i c  interest i n q u i r y  and would t r i g g e r  some form of p e n a l t i e s  if 
performance standards were not met post-271 approval .  

T h i s  would be p a r t  of 

. 

i htt p ://us. f4 09. m ai 1. y ah 00. c o d y  m/S h OWL e tt e r ? b ox=h b ox&M sgI d=9 7 7 0-5 3 3 904 0-1 3 8 8..  . 1 0/29/2OO3 
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From: Carl Vinson 
Sent: Monday, February 07,2000 11:55 AM 
To: Richard Bel!ak 
Cc: Beth Keating; Catherine Bedell; David Smith; Jeny Hallenstein; Lisa 
Harvey 
Su bjed: Atty-dient privilege and Deason vs. BellSouth 

We are in the beginning stages of an audit of cramming at BellSouth which stems from an 
anonymous letter rec'd by the Chmn. The letter, though long, simply alleges indirectly that 

, BellSouth has placed onerous "sales quotas" on customer svc employees who formerly were not 
required to sell services. The claim is that this creates an incentive to cram, especially if you are 
not well-versed in sales techniques, etc. 

I 

We asked for several pieces of info to feel out the magnitude of the alleged problem. In the 
response, we find that BST has recently instituted new anti-cramming controls and that the new 
controls may have led to the detection and termination of a sizeable # of cramming employees. 1 
think the situation is serious enough to warrant an investigation (especially given the similar 
"priors" on their corporate record) even though it may be that BST has detected and resolved the 
problem. 

Here is where you come in: BellSouth withheld from their response to our doc request, an 
investigation tn'ggered by the anon letter, that was --you guessed it- REQUESTED BY THE 
LEGAL DEPT. Which causes me to ask where did the case of Deason vs. BellSouth leave US on 
the subject of atty-client privilege in a frighteningly similar situation? What would we do to cite it 
and use it in this audit? 

We would of course like very much to see this investigation and need help getting it. Any 
suggestions? 



----- Origindl Message- - - - - 
From: Jerry Hallenstein [ mailto:JHallenr@PSC. STATE. FL.US] 
Sent: Wednesday, September 06, ZOO0 12:16 PM 
To: Padron, Sandra (Team Metro) 
Subject: 

Sandra, 
I just want t o  tsuch base wi th  you. My trip t o  Miami a couple of  weeks ago 
was cancelled due to ihe threat of The hurricane. Unfortunately, we couldn't 
get everybody together again until this week. I'm headed to  Miami today and 
will be there through Friday. 

One of the obstacles I'm running into here a t  the Commission is the lack of 
or loose legal rules in place that govern deceptive sales or marketing 
practices. I n  other words, i t 's  safe to say that what BellSouth is doing is 
ethically wrong, but finding them in violation of a Commission rule OF any 
other IQw is a difficult task. That's where the lawyers come into play. We 

. _  

I 

might be recornmonding some new rvtts. 
4 

Also, 1 recently received another complaint from a BellSouth customer in 
regards to the Complete Choice plan. Without getting into the details, t h e  
customer is  saying that BellSouth is using deceptivo admrtising (Le., 
newspaper ads) t o  sell the plan. I'll be addressing this complaint with 
Betlsouth while I'm in Miami as well. I will give you a call next week to 
give you and update and t o  let you know haw the trip went. My need your help 
again as weil. Thanks again for your patience and cooperation. The deeper I 
get into this the longer the process takes. 

Jerry 



I 

1 0 Addressee's Address 
2. 0 Restrlctsd Dellverv 

crrdto PU. 

permll. 
0 AHoch &te lorm la b e  Iron1 01 rhs mailpkca, ot on Lha W if .plcm d o a  nd 

m 
n 
I 

6. SlgnflurgfAddressee or Agenf) I' t; * .  

I J H & p s u l Y  . .  1 
dS Form 38fi,  December 1994 10~~-8-02a Domestlc Return Recelpt 

I 

I! 
I 

I 

I 
I 



U S  Postal Senrice Delivery Confirmation Receipt 
rQ Pwtaga and Delivery QM" f&s rmnt be pald Wre maillna. m 

-- 
I 

1 

f 



Sandra L Fad" 
4926 SW 6th ST 
M l a m i F 1 . 3 3 1 3 4  
(305) 444-0686 

To Whom I t  May Coace~: 

I need to a d d  your 0€f3- that the campany h s  k w d  a leopbole in *e-- 

mandata that your of3ce and ?&at of the Attorney Geaeral's. Tbep QW forcing 

Their employees to sell "6ompIete Cboka" t o  d customen whether s b q  peed 

I t  or not, They are bacomxtly advb3n.g their customers that the 'complete 

Choice" sedce is the best and less expenshe service ava33able. I worked for 

%Usoath for &e years and 1 can attest that th is  is not so. They are misleading 

the customers advbing them of thh, Then they reward the employees who  sell 

The lloosf t o  the customem with VCRs, TVs, bicycles, arad trips..... wands Uke 

I 

mmethhg that happened p&auslp---d-Lt it- 

t 

t 



By the compahy and their m e r  was to h€re attorneys to ponnd 't18 wlfh 

Questloas back and forth to t q  to chazqe our wording around. They 

Used a s m d  m M d e  that 1 made to flm me, because I wa% one of the 

. -.. . . I -  -on& that signed the letter. Many employees feel this way h t  have not acted .. . - - 

I have attached docameatation that I was able to sneak out of the company that 

Confirms what f have mentioned. Alsa, I have attached a copy of the letter 

W e  sent to management. 

Sandta L Padron 
.. 

. ~ _ _  
-a¶ 

CC The M i d  Herald 
.- Channel 7 N e w s  

. _ -  

I 



to me well knonn, and who, aftcr being duly swom and deposed, upon hidher persord 
knowledge, states: 

2. I first learned of this person or-company through I (example - telephone, mail, newspaper ad) 

(Please attach the advertisedcnt, mailing piece or other documents received) 

3.  Clearly a id  in detail, please state your complaint below and on the back of this page. 

Describe events in the order in which they occurred, including the dates, times, and names of 

@JW*CL\ i?A4wr teAa. 

individuals you dealt with. Include in this section a description of the goods, products or services 

you purchased or rented or for which you were solicited, and describe in as much detail as 

possible any statements or representations made to you.regarding the goods or services. If 

misrepresentations were made to you, p l e s e  state them as specificallv as you can. You may 
t 

attach additional pages if necessary. 



- -  

t: 

2 



. -  

I 

to ir, the form of 4. 1 have paid $ 
I 

( n m s  of person or compmy) 

(check, money order, cash, etc. I'PUIPORTA4NT: You 
must attach copies of front and back of chech, or any receipts showing prootof payment, 
if you are seeking a refund.) 

5.  I have received a full or p ~ . i d  refund in t5e amount of $ from I 

(the company, your credit card company, etc. ?!case attach 

copies of these items.) 

6. In order to resolve this complaint, I would like (example - a refund, cancellation of the 

7. I have attached the following documents in support of my complaint (please refer to the I 

Iristructia-fi-SEiset-to 2niuie you have enclosed-all necessary dochnents): 

3 
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REDACTED 
(Your Signature) 

(Social Security Number) 

STATE OF 

' COWNTYOF 
.i. 

1. ' L.C'  . . " $ *  ~ 

-p*. - ?#: ;r-L 

, *  

My commission expires: 

(Print, type or stamp commissioned name 
of Notary Public) 

Personally known or 
Produced identjfication 

- -. _ .  - - - -_- ..- --- - 

4 

Notary Public 

Type of identification produced: 

4 



NEW CONNECT SCRIPT 

. me puede dar su numero de r -  OPENING, Bellsouth SrlSra. -..- -- - 
telefono inchyendo el area code, o esta llamando para 
ordenar un nueva servicio telefonico? + 

- NAME 

ADDRESS 

LISTING 

Me puede dar su nombre? Gracias. 

Me puede dar su nueva direccion? Gracias. 

Su nuevo servicio telefonico lo podemos publicar de gratis 
en el directorio local de telefono, como le gustaria que 
apareciera su nombre? 

**NOTE: Use keyword spelllng for verification if 
I - 

necessary. 

- _  
# 

. _  
. . -  

- If no listing is desired then: 

Nosotros tenemos dos t i p s  de servicios que le podems 
ofrecer I 

El primer servicio es el semi-privado. Este servicio le 
cuesta .80 centavos al mes y'su nombre solo aparecera 
para el us0 de nuestras operadoras de informacion. 

Y 
, .  

El segundo, nuestto servicio privado, le cuesta $1.75 ai 
mes. Este servicio lo excluye de aparecer en las guias 
telefonicas. Nuestras operadora no podran ofrecer ningun 
tipo de informacion sobre su numero de telefono. 
Cual de fos dos servicios usted prefiere? 

*'NOTE: BNA disclosure if appropriate. 

- SS# Mientras tom0 datos para campietar su otden, voy a 
necesitar hacerle unas preguntas acerca del us0 que usted 
le va a dar a su telefono. Ha tenido servicio telefonb 
anteriormente con nosotros'? (Si es necesario pregunten 
cual fue el numero de telefono). 



CALLING CARD 

. .  .&-',.. . :.. - . 
- L '_, -. ,r . . . 

.. - 

9 0 0/9 76 

* LPIC/PIC 

SrlSra. 
llamada BellsouthGlobal Card que no le cuesta nada 
adicional al mes y le permite hacer Ilamadas de 
larga distancia marcando A -800-BELLSOUTH desde 
cualquier lugar d 8  el mundo. Es muy importante pader 
hacer llamadas cuando se encuentra de viaje. Cuantas 

me gustaria envisrle una tarjeta nueva 

quiere que le envie'? 

Bellsouth ofreca tambien un bloqueo gratis a las lineas 900 
& 976, quiere que le agrege ese bloqueo a su sewicio 
t el efonico? 
(IF YES, advise customer:) , 

Si desea cancelar el bloqueo en un futuro, nos tiene que 
enviar una carta para confirmar Su peticion. 

Oebido a la cumpetencia que exkte en estos momentos, 
usted necesita seleccionar ahora una mmpania para hacer 
IIamadas al area local extendida. Esas son llamadas 
hechas fuera de su area code, pero en su vecindad. Que 

. compania le gustaria utilizar para esas Ilamadas? Si lo 
desea, le puedo leer la lista de las companias que ofrecen 
servicio en el area. 
**NOTE: Si el cliente selecciona a Bellsouth, busque el 
guion de Area Plus. 

Que mmpania de larga distancia le gustaria seleccionar 
oara poder hacer !!amadas fuera de el area de donde usted 

CREDIT INFO. Para quien trabaja usted en estos momentos? 
Cual es el numero de telefono de su trabajo? 

Tiene algun otro numero telefonico donde pudieramos 
contactaiio? 
Cual es el nombre y el telefono de la persona o cmpania 
que le cobra la renta?(en cas0 de que fuera necesario) 
"NOTE: Populate average toll usage (AVT) from 

information obtained eadller. 

DEPOSlT Va a necesitar un deposito de $ para poder 
conectar su telefono. 
El deposito lo puede pagar personalmente en 
Asegurese de llevar con usted cualquier identificacion que 
tenga foto porque va a tener que mostrarla cuando pague el 

. 

deposita., 

i 
1 



Me puede dar su numero de seguro social? Nos autorira a ’ 
que podamos ofrecer su numero de seguro social a la 
compania d0 Iarga distancia que usted seleccione para su 
uso? 

**NOTE: Perform credit check, while waiting for Equifax 
to process the information, begin fact finding. J 

CFE Cuantas personas van estat utilirando su servicio 
QUESTIONS t e I efoni co? 

Usted tiene una computadora or un fax? 
Time una idea d e  cuanto se va a gastar aproximadamente 
al mes en llamadas de larga distancia? 
Aproximadamente cuanto se gasta usted al mes con su 
servicia de telefono celulaf? 
Va a necesitar ahora ordenar mas de una linea de te!efono? 

MVT RECIPE Basado en la informacion que nos ha dado, el plan que 
mejor le conviene y que mas le.rea,miends es uno que 
tenemos Ilamado Seleccion Completa, el mal le inciuye . 

Hamadas sin limites locales y en que ademas tiene la cpcion 
de seleccionar alrededor de 20. servicios opcionales que le 
induye el identificador de Ilamadas, la Ilamada en espera, la 
Ilamada en confereticia, y la devolucion de llamadas. Yo le . 
puedo ofrecsr este servicio completo con el. plan de - 

mantenimiento incluido y el cargo obligatorio de  la FCC par 
solo $33.45 al me..?. Que le pare&? Se lo ordeno ahora, 

- 

verdad? 

**NOTE: (Customize services based on CFE 
recommendations) 

If customer accepts, go to the next step. If 
customer does not accept, try to overcome 
objections first then offer IFR and I M R  
Negotiate individual services including 
Flexible Call Forwarding and Memory Call, 
See “Overcoming Objections” for more 
infomation. 

BEN & PAPER SrlSra: debe tomar nota de Ia informacion que 
le voy a ofrscer en este momento, tiene lapir y papel a 
mano? 



El plan de mantenimiento le cubre la reparxion de 
/as tomas interiores y del atambrado telefonia. Los 
teminos y Ias condiciones de el plan swan detallados en 
su primer recibo. El pagdde su primera cuenta telefonica 
nos indicara que lo ha aceptado en la forma que se le 
explico , 

Como informacion, tambien ofrecsmos un servicio de 
llamadas sin limites por $ y un servicio limitado 
por s 
si se pasa de esa cantidad, se le cobrara . I O  centavos 
por cada llamada adicional, Estos dos planes no le 
incluyen ningun tipo de servicio opcional. 

el cual Is permite hacer 30 ltamadas al mes, 

. .  

MEMORY CALL Otro gran beneficio que puede obtener con el plan de 
seleccion completa, es que puede tener el servicio nuestro 
de memoria por un mes de gratis y pagar solamerite $4.45 
despues. Le gustaria tratarlo a ver que le pare-? 

DESCRlB€ svcs 

"NOTE: If yes, go to the next step. If no, 
' see 0verct"ng Objections" for more 

La casilla del servicjo de Memory Call le recibira los 
mensajes cuando ustgd no contest0 el telefono. Los 
servicios que activan el Memory Call estan incluidos 
en el plan de Selexion Completa y son 10s siguientes: 

Call forwarding don't answer envia las lamadas a su 
buzon de memoria cuando la llamada no es contestada. 

Call forwarding busy tine envia las itamadas a su 
buzon de memoria cuando la tinea telefonica esta 
ocupada. 
The message waiting indicator le india a traves de un 
tono diferente que tiene mensajes en la casilla de 

~ memoria. 
Hay algunas a s a s  que time que saber para poder activar 
el servicio de memoria. Primer0 el numero que tiene que 

. El lfamar para tener a m s o  al sewicio 8s 
mensaje que va escuchar le va a indimr paso a paso 
como activar su servicio personal. Su codigo tempsral y su 
buzon de memoria va a ser su nuevo numero de telefono. 

informatfon. 
I . _  

c 



DlREC TOR Y 
4 

INSTALLATlON - FEES.. 

DUE DATE 

Quiere que su cuenta mensud se le envie a la misma 
direccion donde se va a conectar el sewicio o a una 
diferente? 

Se le va a enviar a vuelta de  curreo tas guias telefonicas 
complementarias que tardaran de 10 a 12 dias despues que 
su telefono ya este conedado. 

Su cargo por la coneccion del telefono sera de 
$- (Explique la tarifa adecuada y la upcion de 
pagarlo en plazos) 

Su sarvicio de telefono se lo podemos instalar el dia 
En cas0 de que tuvieramos que Ilamarlo referent8 a esta 
orden, a que numero le pudieramos dejar un mensaje? 

. 

"NOPE: Negotiate access to premises if necessary and 
and make sure that the contact number is not 
a beeper. W the customer does not have a CBR 
then enter approprlate NPA and 111-1111 (EX.) 

I 305-1 11-1 4 1  ls 
"NOTE: Do not ovemide suggested due date RNS 

gives on orders that require a field visif;. 

SUMMARY Vamos a repasar lo que hemos hablado anteriomente. 
Recuerde que Io r.4nico oecasafio para su secvicio 
telefonico basica 3s la linea.residenciai y el cargo 

es requerido para ssrvicid basico, - 

"NOTE: Review with the customer: listing, address, 

- - _ - _  obl_ia@orio de-la FCC, - - todo lo demas es opcional y no 

billing date, monthly charge 

When Compiete Choice is ordered: 
Su pago mensual va a ser de $ 
selection completa de 10s servicios que le mencione 
anteriormente. La linea residential y 10s servicios 
opuonales se pueden adquirir tambien individualmente. Le 
enviare a vueita de c~rreos una lista con todos 10s servicios 
que estan disponibles bajo est8 plan. Ustad puede anadir 
cualquier setvicio que desee a est8 plan sin tener que 
pagar nada adicional a traves de nuestro sistema 
automatico de Rightouch. €1 numero a llamar es M00-826- 
6290. Se le va a enviar a vuelta de correo un codigo de 
acceso personal en su primera cuenta para que pueda usar 
esle servicio automatico Con Righ:ou& ademas de 

, eso le incluye la 



Gary R. Davis 
2345 Captain Drive 
Deltona, FL 32738 

August 13,1998 

Ms. Cindy White 
- Senior Director ' 
8 elf South Telecommunicatiork 

I .  902 West University Avenue, Suite 201 
Gainesville, Florida 32601 . 

Dear Ms. White: 

As you are aware, 1 first contacted you by letter on October 2, 1996 regarding 
wrongdoing in my work center, including the improper billing of customers and 
falsification of iecords. A copy of that correspondence is enclosed herewith for your 
reference. - At the time of that correspondence, I advised you that my decision to come 
forward about these matters was a matter of both personal ethics and my belief in and 
adherence to Bell South's Code of Conduct fqr my 30 years of employment -with the 
company. For better or worse, as stated in that Code, I believe "our first responsibility 
is to the people who count on us for their telecommunications needs ... we will deal with 

. our customers straightfowardly and honestly ... when we err, we will make things right." 
I also placed my belief in the Code's ethical standard that "each of us expects to be 
heard and we in tum pledge to listen ... we will speak out when we see ethical lapses." 

. 

:;, 
1.; 

- - -  .= 

Slnce October 2, 1996, almost two years has passed and the problems remain 
unresolved. As you know, Corporate Ethics in Atlanta became aware of the situation 
and eventually an internal audit was performed in February, March and April, 1998. 
That audit resulted in a feedback meeting on April 6, 1998, which was attended by 
you, myself, James Moore, Harold Logsdon, Gerald Bourland and Max Ughtsey. You 
personally requested at that meeting that I contact you again before 1 considered 
bringing in, as you put it, 'Yhe big guns.' To that end, I am again contacting you and 
requesting your assistance in rectifying these problems and the continuing and 
mounting harassment 1 have been faced with since contacting you. 

I 

As you know, as a result of my speaking out, my first level supervisor was 
repiaced. However, this action only resulted in his being placed in another local work 
center and being given another crew to supervise. As a result of this change, he has 
seen fit to engage in an ongoing and escalating vendetta directed towards me (the 
employee who spoke out when he saw an ethical lapse). i have been contacted by 
severaI other employees who have informed me this supervisor has specificaliy 



named me as the cam2 of his relocation, has singled out crew members and told them 
that they must not speak or associate with me or they would be sorry, and made 
numerous inappropriate and derrogatory comments about me. The direct result of this 
has been the creation of a very hostile working environment. A recent incident 
involved the displaying at the work center of a dead cat whose head had been 
'smashed, followed by an anonymous voice mail message to me regarding the cat. 

, 

I 

'I have been told by other employees that the second level supervisor is aware 
of the cat incident and that he has been conducting his own investigation. It seems as 
though that "pledge to listen" has gone by the wayside, as I have not been personally 
contacted regarding any of these problems. ' 

To this day, the original problems that I brought to your attention still exist and 
remain unresolved. In additionlo those problems, as noted above, 1 am continually 

'.subjected to harassment for my attempt to preserve Bell South's image and correct a 
problem the public, as yet, is unaware of, The Code of Conduct provides that %eil 

. 

South's reputation was built on the honesty of hundreds of thousands of people over 
the years, and we recognize that we can diminish that reputation in dne single instant." 
I am not attempting to diminish that reputation, rather 1 am attempting to bring forward 
and have resolved problems that could seriously affect the Company's reputation and 
credibility. -To. that end, I again request your assistance in resolving these problems in 
a manner that not only benefits the company, but does not subject me to further 
harassment because of my honesty and integrity. 

. .  . 
- '  

¶ 

If you wish to discuss this further, you.may contact me by voice mail (780-291 8, 
mail box HO4-691-2473). . The 'mail box number is also my pager number. 1 can also 
be reached in the evening at home (904-789-5826). Any assistance you can render 

' in resolving these issues would be greatly appreciated. 

Sincerely , 

Gary R. Davis 

Enclosure 
cc: F. Duane Ackerman 

Charles Coe 
Jerry Guthrie 
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a deposit is required by comp&y policy, representatives often 'lowered ._ >.>-.Y or . -I+ ?-..'--,- .. - .- . , :::, ' ., :*- : :: . :: . 

I . d .  : . -?. . . I . - . . L  
. .I 

. .  
.: . . - _  

- - . ?-* 4 . - .  1 _ . .  , ... *.-.-:... waived the deposit as long as the call generates sales.?. . . ... 
, * :  -I . . t i  , . - I  . .-- . . . .. 

.. I 
. . . , . . : . 4 .  . ..*. - .  - . :  - .  . *  . . -  - # .  _ I  . 

recommendatiori per the credit . . -. . .  bureau to . .  . 

ewideProsecution . .  . .  . and SouthemBell (nowBellSouth ? . 

in this agreement were issues-raised in F'PSC Docket NO. . .  ' 



. The settlement agreement lists specific key operational and procedural changes that were 
to t&e place as part of the Review Program. Included were chkies  to the . I -  company's ..... sales and * .  
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i999, b0;gh:> M~~i,.~.2000,'  BeLISoa:.' on .?$: . 

~ average, gated .or di;lezed approximately - --.: 
~ 173,000 customer c a b  'a month to sdes. 
~ representatives. Exhibit 1 depicts 'the- 
~ percentage of gatedldiverted calls to the total 

~ number of calls received by BellSouth's 
l sales cintkrs over the' same period' On 

average,'34 percent, orjust'over a third of _. . 

being ! r*'n- . * '  

. the total c d s  handled by BellSouth sales are .. 
' ... 
*. * 

I "the ' result '':*'bf 'sek~ice. . calls 
mted/di;erted. 'BellSouth states it did not 

.... * . 
. . . . .  . .  
~ * -  ,. *. 

. *  
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~ f i e l -  relehse fi.0111 initid training, new representatilw are placed in ai1 incubator group for 
. -  
.-. - _ -  .I :-. experienced representative, but they are cont&uousIy monitored and tutored by an assised 

a period of four weeks. Over tllis period. the representatiyes take on the same responsibilities as an . 
. . ~. 
I - .  
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9 Violence on m y  company property, either inside 01- outside company 
b u i I d in g s . 

. .. . .  . 
. -  - -. . . '  .-.. . . _.- - .  - -  





custoiiier cbntact. This concern is discussed in the Bureau of Regulatoiy ReJ-iew 's response 10 
Allegation 1 in Chapter 6. - . .  . . . 

.. ~ . -  - -  - . 
q .  

.-.. 
I _  
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d e s s  an ethical or gross * . 

management; . . -  - f o r .  investigation.. 
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In a NoTrember 1999 BellSouth letter to the Conmission in respdnsc to this 'review, &e 

* . I  



company pro\-ided 01-er 12,000 indiillidual semice and sales representative monthly rzport card 
. I _  

. results, coyering the period of January . .  1999 - c  though July 2000. . . - . . . .  1 !  - - - -  
. . r . _  . _  -... : : .. . - .- .( - .I.- > ..-.. . . - . -  . - .  . .. - . _-. . ~ . .  . _  . .. 

- _ -  

. . I- , I  -. ... 
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. .. 1. . . . ::.*.-*.! Cuiiclilron - (IJ/llrtit is.Iinppeiiirrg?) - *  . . . . :  ...... 
. . .  . _._ :.;. -.-.’;. BellSouth sclls‘.r;;~n~io.p!ional services that  are not required for basic service., One  such'^:%-.^^::*^ . .  c(~.*- *. - . 

f- senice  is Bells 0uth-s ~ ~ ~ p ~ ~ ~ ~ ~ ~ ~ ~ ~ i ~ ~ ’ p l ~ ~ ~ : ~ ~ ~ ~ ~ l ~  .includes Over 20 callkg featu.r& at om price. “’ - ~ - ~ ~ ~ ~ ~ ~ ~ ~ ~ - . ~ . , ~ - ~ - ~ *  . I .  L-. 

>:..fy.-’.< --<.- ,., . 
* . .  .. ~ 

According tq the complainants;~~ellSouth representatives were ‘told to “offer the Complete Choice 
plan on every call, and offer it aggressively, overconhg customers’ objections in order to sell it.” 
The complainants alleged that cheating by representatives commenced in order to meet sales I 

objectives. Hence, the Complete Choice plan was frequently added to a customer’s line without their 
‘authorization, 

I It , .  - 

During 1999, the number of Complete Choice sales was a separate component of both the 
sales and service representatives’ report cards. The service representatives were expected to sell 
fiom 30 to 50 Complete Choice plans per month, whereas sales representatives were expected to sell 
about 150 per month. Not only would each Complete Choice sale earn a credit toward meeting the 
monthly goal, but each sale would also e m  dollar credits toward meeting the representative’s Total 
Revenue component of their report cards. On an individual product basis, the Complete Choice phi  
was assigned the greatest revenue credit amount at $90. For jneeting or exceeding the saIes 

.I - objectives, the representatives can e m  various prizes . -  and cashawards ranging from televisioqs to 
; ,’ muaI  trips for top sales performers. In contrast, f d u r e  to meet the sales objectives could result . ’  in ‘ 

- .  

. .  . -  disciplinary action. 

Although Complete Choice is no longer a separate component of the sales and senice 
representatives’ report cards for the year 2000, representatives are still trained to proceed directly 
to recommend BellSouth’s Complete Choice plan to the customer and are fixher trained to 
overcome objections when the customer voices concems or does not agree to t h e  sale. For example, 
in BeUSouth’s’training manual Selling Products and Services, 24 pages are dedicated to-teaching 

- -. ieDresehtative*s on how to view objectionsas:opportunities.- Some < . * . .  excerpts , are: -. .. : . . .- . :. . ., . . ~ ’ .  . - - .  
b -  

-. . 

1 

I 

. .  

. .  

- -  

. -  41 - -ANALYSIS OF comi~m ALLEGATIONS 
I 

c . ,+ 



-.... . -&- -  

I -  

, %  
. I  

- * . -. . . -  - _.._ ..A. .. 
, .  ... 
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For anyxew order oi-chanze to an e~istin~.orael.thatresults in the addition of a service, ‘such 

as Complete Choice, a verification letler is automatically trigge;ed by BellSouth’s Ctzstomer ’ 

Instructional Delivery System. The customer verificction ietter confirms the new order or change 
to an existing order, such as the addition of Complete Choice. The verification letter presents a chart 
depicting the quantity, description of service, and monthly rates for the new services ordered. 
Depending upon the particular services sold, the letter may include hstructions and other 
infonnation, such as how to use the MemoryCall service. 

a 

I 

In addition to the verification letter, per the FCC’s “Truth-in-BilIing Requirements,” the 
customers monthly bill also provides a description and list of charges for each service rendered. This 
requirement also helps to protect t he  consumer against unethical sales. 

Other recent controXs implemented by BellSouth to deter this type of fraudulent sale are 
implementation of the Did Not Order form and increasing the number of “charge back” days from 
60 to 120. A sale will be charged back or removed from the offending representative’s sales record 
and not counted for purposes of attainkg sales objectives if a customer cancels an unauthorized or 

. 
I 

unwanted service within 120 days of the original order. . .  

Although numerous controls e-xist to reduce the risk of unethical sales, BellSouth could 
fuxther reduce the risk by reevaluating and setting sales objectives based on what can be reasonably 
achieved by the company’s sales and service representatives. 

Con clrrsion - (Raconini en ded Action) 
.. . . . . . . 

I BellSouth has implemented recent controls since the filing of the complaint that have 
increased the ability to detect and deter fraudulent sales. Such controls include implementation of 
the Did Not Order form and increasing thz number of chargeback days fiom 60 to 120 days. 
However, to M e r  reduce the risk of unethical sales, and as previously recommended, the company 
would benefit fiom performing periodic assessments of the dollar level set for sales targets in light 
of service and sales representatives success in meeting the targets. The sales targets could then be 
adjusted accordingly. 
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- ~ / / g p r i u n  5: Mernoi -yCdl  is added io  a customer’s line wi thout  the message .\i-aiting indicator 
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Tansfel. the customer back to a sen-ice reprcsentatke rather than promptiy handling the custoiiier-s 
1 - .  . . .  p ra b I em. - . *  

I *  :. - .  
- .  

.. . I .  
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* . A5a.B ellSou~rs'a~tomattdrall~_e:syste.~ia~~ustbmer.will be routed to-either.a.service ;or, >~7<+$5*$:i!.? ..' ~. . .-..d . .. . C .  
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a*,* -.-, 
. ..--.- ..LI.-: c aes'representative depending on the"cGstorner3 s&ctiij'ri;.fro&&rSiuof Ehoices. For example, ;:-:.;: .-: - : I .- 

- t  ,. I - . .  
ifa customer calls to question a bill, they would be directedto press 'b2t1 on the telephone for b'bikg I .  I: .. .. : . + . ,  

&$ires." In turn, the custonier would be rbuted to a service representatik Similarly, thec&tonkr 
- 3  , 

- .  
. - - 

- -  would be routed to a sales representative by pressing ''4" for ''new service orders." .However, on 
1' - ' I. * avenge, over one-third of customer calls to BellSouth's service centers are gated to BellSouth's 

- *  ;-- -.- :. J$>;ii. . : ''sales ~ 
cente;. . The . _  sales representative isexpected to fist  resolve the customer's service problem . , . , . and . ,,',::.a ' i Y' , -*.'.': - ' -: . 

+. -7:: fie6 bridge to a sales presentation of other avaiIable BeUSouthproducts or services.' Therefore, the 1 :, -'- . :. 
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.*.- . a L ' .  &g . to all employees &d managers. The iraining should specificdy include~c&& on ethic4 
' tr&ent of customers. Upon cohpletion of the training, each employee ahd manager should be 

. . 

;.- !-&@red to'reyiew the complete ethics policy and be required'to sign . . .  an updated ..... , r  ethics . . . .  . . . . . .  statement i .: to ' . 
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. Curidirio~z - (Wzat  is hlippeniiig?) 
In 1993 and 1999, reyrssentatives were held accountable for meeting a monthly A~7erage' 
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Repr2se~tat ives  chnn'ge a dwelling tha t  is already entered into BellSouth's 
database with. its own location to an additional Line for the purpose of . . . .-  
qeneratine'ndditiond rwenue t o ~ w r d s  the high sales'quota. * :  * .  - * . . -,y .. 





fro111 implementing coiitrols to illonitor and fui-ther reduce the risk of new orders b e h g  intentionally, 
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,Mer reviewing BsllSoutli's sales 1i:ethods and practices, the Coiixiiission's Bureau of 
iiegdatoi-y Review assessed the company-s controls and policies as they relate to each objective 

. 'ideniified in Chapter I ,  Section 1.1. Bclonr are rlie Bureau's conclusions as they pertain each * 

a objective. 

7- a BeRDSouUh*s SaEes CyR3z"z.a~ s n d  F L ? & ~ x ~ ~ s  off Operations 

As part of BeiISouth's preparation for local competition, the company structured its customer 
senice organization to emphasize sales of vertical services (e.g., caIl forward and caller ID) and 
nonregulated products and services (e.g., celluIar and Internet services). To do this, BellSouth split 
the organization into two  separate operations, customer sales and customer service. Customer sales 
is responsible for generating revenue though sales of all basic network (POTS) and vertical services 
as weU as nonregulated products and service. Customer services is primarily responsibIe for 
resolving service-related inquiries from existing customers, such as bill inquiries and making 
payment arrangements. 

I 

. I  

! :  . .  Representatives h sales are evaluated on different criteria and are expected to meet higher 
inontJily sales objectives. The sales objectives are stated in monthly revenue dollars and are 
achieved by each representative though the sale of BellSouth's products and services. To meet the 
monthly sales objectives, the representatives earn assigned dollar credits for the sale of BeellSouth's 
individual products or services and package of services. For exaniple, the sale of BellSouth's 
Complete Choice plan earns the representative S90 of revenue credit toward meeting the 
representatives' monthly sales objectives. 

Given the current incentives, the Bureau is concerned with the dollar level set for sales 
objectives. The Bureau examined over 8,000 representatives' appraisd forms to determine how' - 
successful representatives are in M 

January 1999 tllroug 

To encourage sales, BellSouth offers its sales and service representatives incentives ranbfi,a 
fiom gift certificates to vacation trips for top sales performers who meet or exceed sales objectives. 
On the other hand, representatives are subject to disciplinary action for failing to meet their 
objectives. While th i s  incentive program could have the unintended effect of encouraging improper 

57 CONCLUSIONS 







The Complete Choice plan indudes basic service plus 30 calling feaiures for about S30 a 
liiontli. When answering a sales call. representatives are trained to proceed directIy to recoinmend 
the Dlan. -The customer-is put into a position to make a decision before thekepresentative d?scl~szs. . .- . . 
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. .  











safes quotas are comparzble to thzi of other companies, telecommunications or 
0th erwise. 

. 

BellSouth hss received no complaints rzyarding the unfair treatment of 
customers relating to its business mzrketing practices. In an environment in which 
BellSouth is held to higher standards than its competitors, BellSouth must  be 
aggressive in selling its products and services in order to retain its customers. 
Additionally, as long as BellSouth cmtinues to have the appropriate controls in place to 
deter deceptive marketing practices, the  Bureau of Regulatory Review should not be 
concerned with the sales quotas placed on represen'tatives. 

BellSouth works very hard to put customers first and provide service in the most 
eficient manner. BellSJuth treats its customers and its employees fairly and ethically 
and finds no evidence in t he  report to the  contray. BellSouth believes the Bureau of, 
Regulatory Review's conclusion regarding sales quotas are not substantiated by facts. 
Furthemore, BellSouth believes that the Bureau of Regulatory Review has overstepped 
its jurisdiction on this matter. - 

. Atlegation 4: Optional services including BellSouth's Complete Choice plan is 
frequently added to the cusfomefs line even after the customer declined the offer. 

A k g , - f k m  5: Memory Call is added to a customer's line without fhe message 
waiting indicator tone that would alert the customer that something has been added io 
their line without proper authorization. . - I -  - . _ _ -  . . . .  

- -  

BellSouth bas implemented many controls to ensure customers are fully aware of 
their purchase. What is in evidencz, but not included in the  Bureau of Regulatory 
Review's discussion, is that BellSouth has also maintained these extensive controls to 
deter, detect, and discipline unethical behavior since 1992. These controls are the 
counter balance to any inclination to act inappropriately. It should also be noted that, 
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The Bureau of Regulatory k v i e w  concludes that this allegation is supported by 
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2. Bureau of Recyktory Review Suggested Action: include an element in the State 
and Regional Observation Teams monitoring checklists to specifically observe whether 
representatives are disclosing basic service options prior to offering any other calling .. 

' 

, T  . I  - ;_ , - .. . 



. .  
’ -  I 

- 3 .  

. BeIIScuth’s Action: BellSouth will incorporate a course on the  ethical treatment of ’  - ’ - - _. ..r . 
- I . .  I - .  . customers into its 2001 customer czrs trzining. 

8. Euresu  of R q u l a t o n j  Review Suggested Action: Include an element in the State 
and Regional monitoring team’s checklist to observe the accuracy of deposit 
calcu!ations and note the basis for any deposit waiver. 

BeKouth’s Action: BellSouth will incorporate its current Deposit Policy Gu 
- the  State observing team’s checklist. 

de ines in 

9. Bureau of Regulatory Review Suggested Action: Re-evaluate the practicality of 
the  call matrix used by customer service and Sales representatives to delineate and 
prioritize the various types of incoming customer calls. 

Ee!lSouth’s Action: The Call Matrix is continually reviewed. 

?Q. Bureau of Regulatory Review Suggested Action: Separately track the number 
of customer callbacks denoting a new service order that was not processed or lost by 
EiellSouth. 

BeEt South’s ,Action: BellSouth believes there are adequate controls in place. 

- 7.3: Compliance with FPSC Rules 
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10. Written reminders from BellSouth's State President - Florida that BellSouth 
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T-900 Wireless E-Mail Pre-Sale Order Form 

’Color Codes: 
Classic Black - BLK 

i Razberi Ice - RED 
Mystic Blue - BLU 
Aqua Ice - CLf? Turn completed form in to Coach upon order issuance. 

Shipping Handling - 
$9.95 regular, 

$14.95 expedited 
Activation - $20.00 





Be proud tc bs Cincjiliar!! 
Reach your wireless objective and win! HQ will award the following prizes for February wireless sales: 

8 net wireless sales 4 net wireless sales 4 a long-sleeved Cingular t-shirt! 
10 net wireless sales 5 net wireless sales --> a Cingular knapsack! 
12 net wireless sales 

Service - Sell And Win ... 

6 net wireless sales -> a Cingular golf shirt! 

\ 0- 
7, SAVE Packages (Area Plus with Complete Choice, Complete Choice, Area ?Ius), Messaging (BVM, 

MemoryCalJ, W W M B )  and Mainienance (EhilP, Inside Wire) and win BravoPoints! Receive 2 Bravo 
points for each package save, and 1 Bravo point for every Messaging and Maintenance save. The 

Remember, you must enter your RETN in the memo section of the  account along with the 
appropriate Save code for the  product saved. The codes are as follows: 

gk 

w \ > *  

maximum number of points that can be earned in a month is 25 for sales, 40 for service. ,e 
' 

Me m oryC al I: 
.- - - SVMC SVB+------ 5@! Complete Choice: svcc 

Area Plus with Complete Choice: SVCA Ma in t ena nce: SVWW 0, p .6h 4 
SVAP 8VM, WWMB: - 

-~ *. Area Plus: 

Continue to earn 5 Bravo points for every FastAccess sale, and another5 Bravo points for 
every FastAccess install! Let's get all ou r  customers on the Autobahn of the hformation Superhighway!!! 
Also, the top 2 reps in net FastAccess installs (2 sales, 2 service) for January - March combined will win a $300 

. Circuit City Gift  Certificate! HQ will award gift certificates after final install reports are calculated from START, est. 
:first week of May. 

Area Plus Sales = Wal-Mark CiFt Cards! 

Sell lots of Area Plus packages (Area Plus and Area Plus with Complete Choice) and win! Sales reps sell 4 Area 
Plus packages in a day and score a $5 Wal-Mart gift card! Service, sell 3 Area Plus packages in a single day 
and you'll win a $5 Wal-Mart gift card! Results obtained from the daily report in START by state staff. 

Revised - January 30"', 200 1 
Louise Sanchez 
F1 Sfate Staff 
- r \ :  ?Ln 0 I O ?  

r 
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TAKE ADVANTAGE OF TH 
"EXCELLENT" PROMO W 

ARE HAVING!! 

OME ALIVE! 



ADDITIONAL $5 FOR EVERY INSTALL, SALES CREDIT $1 301 WOW!! 

2 ,  $200 FOR ACHIEVING ONLY $42,200 NET REVENUE, TRIPLE WOWIII 

6,  $50 FOR SELLING 12+ MB 
WILL B€ PAID VIA 

7, $25 FOR SELLING 120+ BVM AMERiCQN M P R E S S  
CARD E!!! 

8, $25 FOR SELLING 17+ gwC€LLUEAWSwg 

BONUS: $1 @4> GC OF Y O U R  CHOICE FOR ONLY SELLING 
$39500 WITH AND RPLN OF $21 5 



: I 

I- 

Be tops in net , 

revenue each day 

-. . ,. What a way to kick off a New m 
. -,? . . 7 .; 

Year! 
. 1  -->.* ' . .I, l i \ : ;  

,j';,' .,. ,BeginningTuesday, .:*, I 

-.: )jthrough Saturday, January 6th, be 

'' .* Blockbuster gift card! 

I _  I 

. * I  L. 

January 2nd, 

#I- in , .  net revenue and win a $20 
- 

. ; .. 
<. ., ~ ," , 

. There.'wilI be one winner per day per 
- 1  - .  centeztop wireless sales will be used as 

. ' ':a tieb&aker if needed, 



* _  . .I --. . - :. . I , .  . 

SURPRISE BLITZ!!! HOT!! HOT!! 
_ .  

TODAY, 1/2/00 THE REP WITH 
L THE HIGHEST “TOTAL 

REVENUE” WILL WIN 2 TICKETS 
. AT- $125-EACH TICKET FOR 
TOMORROW’S NATIONAL 
CHAMPIONSHIP FOOTBALL 
GAME AT THE PRO PLAYER 
STADIUM!!! GAME IS AT 8PM 

WHAT ARE YOU WAITING FOR!!! 



LISTEN UP RXEEEEEEEEAL GOOD!!! 
IN ADDITION TO ALL THE $$$$ WE 
ARE GIVING AWAY THIS 
P.ONTH...\VE HAVE 2 c4SKY BOX” 
TICKETS TO GIYE AJVAY!!! 

, 

_--  _--- I_ 

TICKETS TO SEE MEAT VS. 
WARRIORS, FOR MONDAY’S (118) 
EVENING GAME!!! 

EVERY CALL! !-! 

I 
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T-900 Wireless E-Mail Pre-Sale Order Form f i '  

ZUSTOMER 
#OF. IIBY/N& COLOR CODE*OF SPANISH TOLL DATE 

PAGERS #OF CODE" ADDL OPTION FREE OR ORDER 

'Color Codes: 
Classic Black - BLK 
Razberry Ice - RED 
Mystic Blue - BLU 
Aqua Ice - ClR 

f 

Turn completed form in to Coach cpon order issuance. 

Shipping Handling - 
$9.95 regular, 

$14.95 expedited 
Activation - $20.00 



THIS IS A FOFLMAL COMPLAINT OF ILLEGAL AND 
UNETHICAL ACTIVITIES OCCURRING AT THE 

~ 5 k..L7t~; 5 4,. BELLS0 UTH C 0 RP ORATION, CONSUMER’ $E RVIC ES, 
y%-k, ,pr:--+ - r ,~ jr~~~~-: -RIULTI-L~GUAL MLARKETING.DEPARTMENT.,IN 

FLORIDA, BEING FILED BY PERSONS“ -. - - .  

CURRENTLY EMPLOYED BY THE COMPANY IN THE 
CAPACITY AND TITLE OF SERVICE 
REPFWSENTATIVES WITHIN SAID DEPARTMENT. 

A COPY OF THIS DOCUMENT HAS BEEN PROVIDED TO 
THE COIWMUNICATIONS WOFKERS OF AMERICA. 
UNION (CWA), THE FEDERAL COMMUNICATIONS 
COMMISSION (FCC), THE FLORIDA PUBLIC SERVICE 
COMMISSION (PSC), AND TO MANAGEMENT AT 

- -  I .  BELLSOUTH.. 
.E 

I When I, Edgardo F. Callava, started to work for Southern Bell 
(now Bellsouth) on November 9th, 1992, I was told, over and over 
again, that the one thing that I would find to be for certain was that, 
during my employment, things would change. Monthly, weekly, 
sometimes even daily changes, would occur at a very fast pace. I 
was told that the ability to adapt to said changes was an integral 
part of my position. 
Alongside with change, the other Company “buzzwords’’ that 
were making the rounds and *being given center-stage at the time 
were jntegr ity? ethics, and need s-based 
customers. 
For some time, under the watchful eye of the Attorney General’s 
Office, to violate the Company’s Code of Ethics in any way would 
have quickly cost any employee his or her position, with little 
recourse, were the charges substantiated. And this was good for 
the customer, for very seldom did local charges for services or 

lling as it applied to our 



If you’re establishing new service in a geographical area where 
Bellsouth offers its services, where else do you turn to for local 
service? Sure, there are quite a few smaller companies that also 

:-$-- ::.;~~~~slpr;dvide:.the same*%rvice, but ‘usually they cater to those that-are 
unwilling or unable to-pay the initial deposit required in many 
cases by Bellsouth, or are ex-Bellsouth customers that owe, the 
Company money and find it easier to go with another company, 
even if it means paying higher, oftentimes-much higher rates for 
the same services, and, additionally, making do without access to 

So, for various reasons, the Company decided to split up the 
Spanish group into two entities: Sales and Service. Sales would , 

handle, essentially, transfers of service fkom one location to 
another (when you move) and calls for new service, while Service. 

theory, that’s the way it would work. 
Representatives who expressed an interest in going to Sales took 
a sales aptitude test to determine our qualifications and not 

by the Company, in essence, that we were qualified to go to Sales. 
It MUST be noted that NO mention whatsoever was EVER made 

Sales or keep one’s job. That came later. 
Everything seemed to go well and progress smoothly for a few 
months after that, Sales handling sales calls and Service doing 
everything else. Around that time, the Attorney General’s ofice 
stopped monitoring our calls and practices and very many 
time-consuming and mostly annoying disclosures (that had to be 
stated to the customer verbatim) were done away with. 
“Packaging” (the bundling of services for one flat rate) was about 
to enter the equation. 
Most residential customers at the time had perhaps one or two 
features on their residential lines, such as call waiting or call 

. 

long-distance calls. . .  

- , . t. would be responsible for nearly everything eke. Or, at least in .. 

? 

I everyone who took the exam passed. Those of us that did were told 

.= - .ni- . ==a=-- 111 regardstoasales ~ ---- --r, q-uota- fh-a.t-h-ady t-6 b2e- met. 5- -&&er to remain in 

. return. A customer with three or four of these features installed on 

I 

i 
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-: . 



features not originally authorized by the customer, appear on the 
monthly bills (this is known as “cramming”). 
During that period and for approximately eighteen months 

“Spanish Service” side of the house, handled both service orders 
and sales orders. We were pretty much what came tu be known as 
“Universal” representatives, which basically meant that we 
handled just about every call that came our way, whether it was a 
servicehepair situation or a revenue-producing opportunity. 
We had been trained with the customer’s needs as our primary 
concem, and great importance was given to customer satisfaction. 
The position’s title to this day remains “Service Representative.” 
Quality control positions doubled and then quadrupled, and time ’ 

was made to train us, and train us well, in how to serve OUT 
customers, and great emphasis was given to “‘going the extra mile” 
in keeping said customers satisfied with our services. Looking 
back, I now realize that the Company did this truly out of fear 
arising .from the unknown “competition” that was going to diminish 
its customer base. I say this because once they looked around and 
saw no real threat, customer service took a backstage to plain old 
greed for more profits. For a while there, they were running scared 
and, ,ironically, the customer benefited. 
Let’s stop for a minute to point out that although the Company is in 
business to generate profits in a constantly-changing arena, which 
is the telecommunications industry, it is nonetheless a 
highly-regulated utility providing one of the most basic of services 
to its customers: local telephone service. It is not an industry where 
haggling, discounts, or shady deals are expected. It IS, in every 
sense of the word, a MONOPOLY, although they would have you 
believe that competition, with the resulting loss of market-share 
and profits, is always just around the corner. A publicly-regulated 
utility should and must be held to a higher standard of ethics and 
accountability simply because of the fact that it has a “captive 
audience? 

1 P ., I. i i7“ thereafter, those of us that ,worked inwhat was k n o w  as the - - - -. ,J 

_ -  _ -  * 
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his or her line was considered a money-maker. I was, I believe, 
assisting the training department off and on, at that time. 
Oneday, a group of us were gathered for a brainstorming $mion  

services.-m4xdd soon be open to us, and suggestions were analyzed. . - - . * e  

as to how we could best market this highly-profitable “packaging,” 
which, according to the Company, at that time, could NOT be 
referred to as “packaging,” although everyone knew that’s what it 
was. I soon realized that semantics plays a key role in how we 
market our services. 
This may be difficult to understand and accept for most people, as 
it was for me. It was packaging, but it wasn’t. Either it is, or it 
isn’t, I say.*To me, and please do excuse’my non-progressive 
thinking, if it walks like a duck, has feathers and webbed feet, and 
makes quacking sounds, then it’s a DUCK. By the way, tbis “is 
but isn’t’’ description was really confbsing to our customers who 
correctly called it “packaging,” thereby forcing us, the reps, by 
direct order from the Company, to explain that,it was a “group” of 
services. 
For some time, our using the word “package” would have cost us 
our jobs in a heartbeat. 
It-was dWg*i%e-o€these brainstorming sessions that I came up 
with the concept of the “Complete Telephone Service” (translated 
from Spanish). I thought up of several “groups” of services that 
could be offered to our customers, based upon the customer’s 
NEEDS, and offered in direct relation to the answers provided by 
the customers during a brief fact-findinglinformation-gathering 
series of questions that the customer could be asked. Depending . 

upon the responses given, one could then offer a specific c‘group’’ 
of services that would BENEFIT the customer, save him or her 
money, AND generate greater revenue for the Company. This 

4 

._ . * 

wh& “we were informed that the “packaging”: *or: bundIing-of!:+: ~ ~ ~ ~ . , ,  5 ,. 
. T-:. 

concept, which 
transformed by 
Choice.” . 

I worked on for many, many weeks, eventually was 
the Company into what is now called “Complete 



and offer it aggressively, overcoming customers’ objections in 
order to sell it. 
Needs-based selling had:e&ed the sales arena. 
Sales: quotaslobj ectives -were put in place, and then raised. .They. : T., ;;-‘ 

- ?. ? 2 . -  ,,?5 :&? 
;i 

I-. - - . - . :~ : J . b:.. 

were raised again on numerous occasions during those times. 
MOST representatives were NOT able to meet the objectives set 
by the Company. That did not dissuade the Company or get them to 
wonder why a good 80% of their representatives that had just a few 
months earlier QUALIFIED to be in the Sales department were 
NOT meeting the sales quotas. They responded in typical Bellsouth 
fashion: They again raised the objectives. 
Needs-based selling exited the picture COMPLETELY. Talk 
about ethics became a thing of the past, unless you count-the form 
that all representatives must every year sign on the dotted line. 
That’s-the one that states that one will adhere to the Company’s 
Code of Ethics. Representatives were told to “meet the numbers” 
ANY WAY or FIND ANOTHER JOB. Cheating commenced. 
People that would otherwise not have succumbed to unethical sales 
procedures, did so, in order to keep food on their tables and a roof 
over their children’s heads. 
Complaints started to be heard, both from customers and 
representatives. The reps were told that itwould be “looked into” 
and the customers were quieted with adjustments and credits on 
their bills. The louder we complained of by-now widespread 
cheating, the louder the Company stated that cheating would not be 
tolerated, but absolutely NOTHING was ever done. NOT ONCE. 
We complained some more. The Company’s response was to 
establish an in-house ombudsman’s complaint and “ethics” line. 
Those who called and were actually brave enough to divulge their 
identities, were told that the matter would be investigated. I do not 
h o w  what action, if any, ever came of these “investigations,” but I 
DO KNOW that it didn’t make a dent in what was going on around 

I 
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us on a daily basis.. - .  



My idea, which kxpanded upon greatly, gave way to a "Complete 
Telephone Service" video, training materials for it (in both English 
and Spanish), and numerous train-the-trainer..l-zind, training sessions. ; :I"-'ri:l #' L d L  , ~ 

E<~?;Fx..-L _-Please understand that .when: I envisioned thW<oi-lcept, it was to be -L .; , '%:.,A. 

-'*>$p.. .- . pb- $ 'sold based upon the customer's NEEDS, to benefit:the"c&omer, 
as well as the Company. In many cases, the customer is MSJCH 
better off buying ONLY those services that will actually be used. 
This was intended only for those customers exhibiting a NEED for 
this plan. If the plan includes eighteen services for, say, $28.00, but 
the customer ONLY uses three of them, then what good does it do 
to pay extra for the other services, even if the savings is only a 
couple of dollars. In those cases, that savings belongs in the 
customer's pocket. There is absolutely NO JUSTIFICATION 
whatsoever in paying for something that you just don't use. That 
would be a disservice to our customers. And. remember that weme . 

ALL customers. 
Pretty soon, the Complete. Telephone Service was selling like a 
cold drink on a hot day at the stadium and the Company was 

- 
. _  

1 

I extremely pleased. So were we, the representatives who sold it. We 
were looking good in the limelight, the Company was making more 
money than ever for its stockholders, our positions were assured, 

money. The celebration didn't last long, though. 
Once the Company's version of my Complete Telephone Service 
was available, two things happened. The first was that the 
Complete Telephone Service, which was, in reality, several 
different plans catering to specific customers' needs at a decently 
discounted rate, became "Complete Choice" which included nearly 
ALL the Company's offerings (about 18 services) for one flat rate. 
Which is not bad, provided you have a need for most of these 
services. Now, the Company still kept the Complete Telephone 
Service, but it no longer marketed it. We were to no longer offer 
THAT, based upon the customers' needs. Then the second thing 
happened: We now had to offer Complete Choice on every call, 

--AND the custo-mer -was *getting somethkg Lworthwhile for the ----.---"<--- 1 - 



Two things I DO know for sure, because we were there five, six, 
sometimes even seven days a week, taking calls during those long 
months 6f.forced overtime: The Company AGAIN raised the , :+-x~-4a;:;g. 

, - ,>? ~ i ~ ~ . : ~ ~ ~ ~ i - ~ ~ ~ i q ~ ~ t a s  and we1 must either meet them br be out the ~ door,.,ad the 4 ++cji--<?? $-. ,~ 

ethical violations and cheating increased, Things progressed to the 
point where several reps would complain about the same people 
doing the same illegal things to the same Assistant Managers. Yet 
NOTHING was done. This Company may very well fne a rep for 
abusing a customer on the fust offense, but it sure won’t do a thing 
if you cheat to meet your sales, JUST AS LONG AS THE 
NUMBERS THEY DEMAND ARE THERE ON THE SALES 
BOARD. Don’t tell of how you do it and the Company’certainly , 

*Y+,.-: ;., a - b - .  
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won’t ask. 
The pressure to sell, sell, sell and sell some more became so 
intense that many older employees left, took early retirement, 
transferred to other departments or changed their attitudes in order 
to get promoted, just to be off the desk. 
A large number of employees were told to “get it together’’ and 
meet the figures at ANY cost, or be reprimanded formally. Once 
the Company starts that “paper trail” on anyone, where they bury 
you with negative entries on your record, you’re as good as out the 
doOr, 
It was then announced that the Service department (fiom where we 
had all originally come) had several openings and since those of us 
that comprised the Sales department were mostly persons having 
several years with the Company (and thus, “high” on the seniority 
list), we could transfer back to Service. Many did, afraid for their 
jobs. These were mostly valuable employees, very knowledgeable, 
but who were NOT meeting their “sales.” Nearly all had one thing 
in common: They would not cheat to meet the Company’s 
objectives. 
A note must be made at this point to explain that NOT ALL 
persons holding the title of Sales Rep engaged in illegal sales 
techniques. Many did not. Many did so in “gray” areas that I will 
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explain in greater detail later. There were also a few “superstars” 
that actually met and continue to meet the Company’s objectives, 
and ethically at that, although?there seem to be less of the “older” 

, reps meeting these objectives at present-. These, however, were a - , .: 

handful. Before we blame those that did engagelin-illegal 
practices, understand that anyone paying off a mortgage and having 
a couple of kids to feed, will most likely think twice before 
complaining about something so rampant, especially when the 
benefits of doing so will be absolutely zero, the complaints will fall 
upon deaf ears, and most probably, they will be targeted as 
malcontents and draw further negative attention to themselves. 
Prompted by the success of Complete Choice, even though most 
employees were not meeting the artificially-high quotas set, the 
Company then went on a hiring spree. Very many new reps were 
hired. These reps were told, from the FRST DAY, that the - 

imporkint thing was to SELL, and the more the better. They were 
also told to sell ethically, but I’m sure they were told that only a 
couple of times. The concept of SELLING and meeting the 
numbers was hammered into their training. They also did not 
benefit from the training provided to the rest of us at a time when 
the Company actually cared about the customer, as they did not 
join a group that had earlier existed where almost any rep could 
have been a role model in terms of correct and ethical customer 
service. 
So, now we arrive at the present. We have over 70% ‘‘new” people 
that have lcss than 18 months of service with the Company. The 
Company now offers Internet services, telephone equipment, 
pagers and cellular telephones. The sales quotas are higher than 
ever. Very many reps are still not meeting them. There are now 
quotas for Internet services, telephone equipment, cellular 
telephones, Complete Choice, Memorycall voicemail service, and 
additional lines, as well as other objectives that the Company 
requires, such as how long you spend on a call, how long it takes 
for you to finish an order CORRECTLY after the customer has 

., .;2<..i - - ,  
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hung up, and whether you mentioned AL,L of the current 
promotions to EVERY customer, EVEN THE ONES THAT 

--q+.-.&:TO.LD YOUTHEYDID NOTWANTANYTHING~~EXTRA 
‘T:&TqHE TIME YOU ASKED THEM FOR-PERMESSION TO _- 

-. .- 
r . - -;:’*‘ ..~ 

OFFER-.ADDITIONAL SERVICES OR FEATURES,Tliec ’”: Sr 

Company states that the rep must attempt to overcome the 
customers’ objections and continue reciting the offerings. 
NOW, IS‘THIS ANY WAY TO RUN A 

MONOPOLY NEARLY EVERYWHEW IT DOES 
BUSINESS? 

1 

1 

GOVERNMENT-REGULATED UTILITY THAT €€AS A 

Think you’ve read enough? The worst is yet to come. 
Before I begin describing what is specifically going on RIGHT ‘ 

NOW, at this very moment, as you are reading this, that ishALL 
WRONG with Bellsouth, in Miami, Spanish Sales, let me give.you 
a little background as to who we are and how we know the things 
we say are true. 
I, Edgardo F e  Callava, have been with the Company since Nov. 9th, 

these 6 and 1/2 years with the Company, I’ve been involved in 
many “projects”. I’ve been singled out by the Company a &  . for awards 
and recognitionon many occasions. Aside fiom my duties as a 

. _  

1 

- 

1 

, 1 1992, holding the same title of Service Representative. Throughout 

_L - - L  - _--_ Ai_& L - - - =  

service representative, I’ve assisted management very many times 
as trainer, translator, and spokesperson at numerous meetings for 
Spanish Sales, within and outside the State. Also, I have on 
numerous instances, served the Company in the role of Relieving 
Assistant Manager, when Assistant Managers were engaged in 
other duties. I say this so the reader will note that this document is 

THE JOBS OF PERSONS WHO A m  INCOMPETENTS OR 
WHO A m  IN THE PROCESS OF BEING FIRED. 
We, whose signatures at the end of this document attest to its 
veracity, have over 70 years of combined experience working 
for the Company. 

NOT A FEEBLE, LAST-DITCH EFFORT TO SALVAGE 

C 
3 



We, who have signed this document, have been told by the 
Company, at least up until a year-and-a-half ago, that we were 
valued employees, an’dlthe Company has demonstrated that by - a g- .. -. 

, ;? ;&:p -. 
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: *-:: t +:,using: =owifespectlv&fid.. numerous talents to. act as Relieving’ i’!:::: ?.. 

Assistant Managers, -PGii? 6ther reps, and having us participate in 
c- .-.-. 
-b. 7 % .  

..-w 

numerous projects that they considered important. 
Furthermore, we don’t harbor the childish illusion that anything is 
going to change. Bellsouth has VERY deep pockets and if we read 
them right, more than likely nothing will ever come of this effort to 
tell the truth. Some of us may lose our jobs. We understand and 
accept that outcome. However, before that happens, we have a 
RIGHT to state these facts, which are COMPLETELY TRUE, 
and which, by the way, have not been exaggerated one iota. There 
is no need to make things up, the truths we state are evident once 

and families. 
We will not cheat to meet-a quota. Any quota. And we will not 
become unwilling and silent partners to the unethical 

and every day in our current environment. 

. .  

.1 
. - one is alerted to them. We are also customers, as are our friends 

I treatment of customers which we are witnessing almost each 

..__? - - -  L -  

Now here’s what’s -*-going on at Bellsouth: 

When a representative needs additional time to complete and/or 
correct an order, so that everything will work as it should, or to 
correct an error on an order, many times he is told that it can’t be 
done at that time. The order is then issued with errors, with the 
hope that it will be later corrected. Since there is no time to do so, 
the order will be corrected when the customer calls back, upset of 
course. This however, does not apply when the rep is requesting 
time to follow-up on or contact a lead that may result in a cellular 
telephone sale. I’ve never heard of the request being refused for 
that. 
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Training is, for the most part, inadequate, arriving rather late (our 
customers are often the ones to tell us about our current 
promotions), arriving too soon (what goodk I.& t-C I being trained on 
something that actuallx t a k q  effect six months c?;,.. f <..* later?), or 
non-existent. It was, & all fairness, not alwqys-this way. : At one 
time, we were very well-trained. 
Since the Company split the group of service reps into Sales and 
Service, tcjvo separate entities, there exists a matrix that the rep is 
supposed to adhere to. This, according to the Company, is done in 
order to more efficiently handle the calls. In reality, misdirected 
calls, or calls handled by a rep that does not have the answer 
(remember all those “new” people and the problems with training), 
are summarily transferred elsewhere. Oftentimes, when the call 9 ’ 

reaches its destination, it gets transferred still again, so that the 
customer is, at times, waiting fur a very long time before he, by 
chance almost, hits upon someone who can assist him and wants to. 
If the person that can assist him and knows how to do so is in Sales 
and that call is not going to generate revenue that is beneficial 
towards his sales quota, the call again goes somewhere else. 
Service reps are “supposed” to follow it ccmatrix’’ outlining what 
calls to handle, but failure to adhere to it, or loosely doing so, 
results in no negative impact whatsoever. Particularly if you’re 
meeting the Company’s sales objectives. Poor customer. Since in 
Sales, selling something, anything, takes precedence, it gets to the 
point where sometimes the same calls “make the rounds” of the 
Company’s vast network of departments until either the customer, 
totally fed-up by now, requests a supervisor, or by chance lands 
someone that can actually help him and takes pity on him. And, as 
far as requesting a supervisor, in many cases, the supervisor will 
have to seek out a more knowIedgeable rep to solve the problem, 
for lack of technical knowledge. Of course, because of this, calls 
that appear to lead to a “sale” are handled quickly, while those that 
don’t produce revenue are summarily transferred with little 
hesitation. 

I 



Additionally, even those of us that may want to help a customer 
have long since forgotten how to technically do so, since training in 
the-handing .- ... .,e* and resolution of “service” calls is not provided- > - _ _  - og,an .: ---.vk. 1 

. .. !:- ;; :.;.x: :’:~ on-goingbasis I 

.I, 
and we have not had that kind of training . . . .~ for years,-:!: .I --* + , - ,, . -_ 

-.*-t,-. 

. ..,. Some 0fus;perhaps many, truly may want to help, but we just -:$z<:;:, -d ~ ._-. . 

don’t know how anymore. We can’t place the customer on hold to 
go in search of an answer since that could be interpreted a’ “gross 
customer abuse” if we take too long. And, considering the 
technical know-how in our Unit, it could take a long time. 
To fbrther complicate matters, oftentimes we, the reps, are gated to 
other departments without being told. “Gated” simply means that 
we handle the calls that come in to that departrnent as if we worked 
in it. If I’m gated to Service and I work ‘in Sales and you don’t tell 
me, then many of the calls that come in are going to get transferred 
back to Service since I’m not supposed to handle them. It may be a 
while before I realize what’s happening. Also, we’re assuming that 
I CARE, because, you see, it does NOT help my sales to handle 
Service calls, since they produce NO revenue tqwards my quotas. 
When I don’t meet said quotas and am reprimanded formally, no 
one then remembers how many times I was gated to Service or for 
how long, or whether I helped my customers. 

-- ~ ---Camptete-Choice- i s  added-to tlie custdmer’s line,’with or without 
Memorycall, even after the customer was offered the service and 
declined. When the customer receives the fust bill (which could be 
up to six weeks later), he calls back, oftentimes, irate, and tells the 
rep handling the call that it was offered, rejected, and doesn’t 
understand why it is on the line. By the way, when in the past, and 
more so currently, a rep and hisher supervisor is confkonted with 
any of these allegations of malfeasancdmisfeasance (adding 
services to a line without approval or “forgetting” to remove 
services from the line at the customer’s request), no action 
whatsoever is (or has ever been) taken. The service(s) is removed, 
the customer is offered an apology and sometimes a credit to the 
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bill, and the case is closed. This happens even when the same reps 
are implicated in the same occurrences. 

--c 
I Lest the reader think that-theseare - .. ._ . isolated instances and not 

. -.,_ *. 
-. - . -  > .::-:. . . .represen~ati~e:of.what’s going @n at Bellsouth, please note that. -,5$:::k-u ,L +.++ .: -, 

Complete Choice was addedrto:me of-MY PERSONAL LINES at 
! my residence WITHOUT M Y  HAVING EVER CONTACTED 4 

THE COMPANY AS A CUSTOMER AND WITHOUT MY 
EVER, EmRHAVING REQUESTED IT FROM ANYONE. ’ 

h’fact, it was done in such a blatant way that the person who did it 
did not even bother to read the part in my account which states that 
I work for the Company. 
Furthermore, past experience shows that for every customer who 
actually takes the time to read his bill details andor call in for an ‘ 

adjustment, there are many who just don’t bother or who just give 
up after waiting too long throughout the process of being 
transferred fiom one place to another. 
Memorycall is added to the line without the message waiting 
indicator so as not to alert the customer that something is amiss and 
not create a call-back where the customer then asks what the tone 
is. This is especially prevalent with the Spanish-speaking only 
Regional customers (outside of Florida). 

r= ---.=I -5 _i Representatives change a-dwelling that is already entered into our 
database with its own cLIocatio~99 to an additional line (in addresses 
where the main or large home has been subdivided into several 
separate apartments or efficiencies), for the purpose of generating 
additional, extra revenue towards the high sales quotas. This 
creates a danger with E911 in the sense that the arrival of critical 
help (fire/rescue/police) doesn’t know exactly where to go to 
provide assistance (they have to knock on the ‘‘main” door) in 
properties with several apartments or ‘crooms.” Additionally, 
further adding insult to injury, the customer is moreover penalized 
by an increase in the FCC-mandated access charge, which just 
happens to be more for an additional line than for a main line 
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($6.07 versus $3.50). Now isn’t that convenient for the Company? 
No wonder we were explicitly told to do this. Yes, told, 
Telephone equipment andor cellular telephones, .sometimes two 

G&z-;+.vat r T  a time, are sent to customers .who- did not requk@them. There is 
- * : - a ;  

inquiring about a product or service, as opposed to actually 
authorizing and consenting to a purchase. When the ,customer calls 
back, the rep handling the call is told that at no time did the 
customer authorize that the equipment be sent. They just wanted 
information or it was offered (the Company pushes, and rewards, 
cellular sales tremendously and above all eke). Or else the rep 
“forgot” to explain that although there is a return policy, the 
customer is still responsible for shipping charges of ‘$9.95. And, ’ 

yes, there is always the defense that many customers say yes (no 
doubt influenced by high-pressure sales tactics) and then change 
their minds. These things happen. What troubles me is that very 
many customers, more so than two years ago, are saying the same 
thing: That they unequivocally told the rep that they wanted just to 
think about it, not have it sent. 
Again, it is quite easy to dismiss the aforementioned by stating that 
customers often say yes during an initial contact and then change 
their -minds-aftenvards;-but-if this- is the case,--the -instances where 
customers have had a change of heart has multiplied twenty-fold, 
most notably within the past year or so.. 
Of these, the incidence of customers who only wanted two or three 
features but got Complete Choice instead, is pretty high. Keep in 
mind that someone wanting only call waiting, three-way calling, 
and caller id .  may only realize a savings of $3.00 by not going 
with Complete Choice, but that’s still $3.00 too much if the 
customer doesn’t use the other services included within the plan. 
Reps seem to have rather widely-varying deposit policies, 
ultimately influenced greatly by the kind of revenue that the order 
will generate, and whether it is an additional fine. Additional lines 
are coveted by reps since the revenue they generate is added to the 
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revenue generated from main lines, but the additional line itself is 
not counted for revenue-per-access-line computations (also knob 
as RPLN). Where a deposit is required per Company policy, often . -.,?, A 

- .  c- ,,,-.- rb  ‘ 
1- , y.,;;;;. ..I .; . .-. ;yl-”ri_i~he.~~d~p~sit  is loyered or not requested, as long as. the order is: x 

# 

“juicy”. This is especially easy -to do considering the fact that reps ~-~+ .;<-,& .: t - 5 ~  ., -.is-,- - 9. .  

can override a credit recommendation per the credit bureau and 
also since said bureau is often “down” or inaccessible. 
Customers who, during the first few moments of a contact for new 
service (or even a transfer of service), express that all they want is 
a “basic” (read, low revenue) line, or to leave everything “as-is” 
and have few or no features on the line, may find that the address 
does not “appear’’ on our system, which is frequently 4cd0wn;” that 
the landlord (in order to verify said “wrong” address) is 
inaccessible; that the deposit required for new service is rather 
high; that there-is a final bill (unrelated) at the address that requires 
contact andor verification with the landlord (again, inaccessible at 
the particular time) andor will require verification with our Credit 
Verification Group (mostly inaccessible due to very extended 
periods of waiting on the line); that documents providing proof of 
previous residence and identification will need to be faxed to the 
Credit Verification Group (also known as CVG); etc. All of these 
-4‘complications’~ would have -most likely “disappeared,” or the rep 
would have made an extra eflort to actually assist the customer, if 
only the order had been a 4 6 g ~ ~ d n  one. 
Sometimes, these orders for “basic” lines simply “disappear” fkom 
out database system, never to be found again. This is due to the 
fact that when it came time for the rep taking the order to either 
“generate” (gen) or 4ch~ ld”  the order, said rep simply clicked on the 
“cancel” button. There is, by the way, no way to track an order 
once it has been canceled. Nothing remains. Not a trace. When 
the customer calls back days later to advise that they tried to pay 
the deposit but the order was not found, it has to be taken anew, 
even though the customer had the correct Quick Service (QS) 
telephone number assigned to the specific address and is 
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Company will, of course, tell you that it is not up to the rep to 
decide whether a specific customer will be able to work a feature. 
They would say that the rep would be, unfairly generalizing. The 
Company would be wrong if they said $hat and I h o w  because for I * ,  < L I . I  “LL 

that nearly 90% of my calls were from these same customers for 
nearly one year. There was once a time when ihis same Company 
“empowered” us, the service reps, to make decisions of this kind. 
Just like you don’t pressure an elderly caller into buying services 
they neither understand or can afford, you also don’t ccload’’ 
someone’s line with features just because they’re very much more 
worried about being able to secure service although they may not 
have a valid social security number, which, by the way, is not 
required to set up service. 
Furthermore, this specific “group’’ of Regional customers spend 
more money, per capita, than other groups, in order to call their 
native countries, so the monthly total for the bill tends to be so high 
that, since they have extra difficulty deciphering the bill (which I 
would like to unequivocally state is even diffiicult for those of us 

at  work a t  Be tand, espec idly the Saanish 
translation ava ), they don’t understand and 

Ilsouth to unders 
ilahle in Florida only 

- - =- -cannot differentiate between bcai charges as opposed to toll calls. 
Compound that with the fact that, in many cases, they have no 
fiame of reference with which to compare what local service costs, 
since they’ve never had it before. 

57 ’ T *  a very long time, I was “gated” “primary”*Regibnal. That means 
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So, in conclusion, I think you now have a good idea of how your 
local telephone company works. Of course, they’d rather you didn’t 
know. It’s very easy to receive one’s bill, look at the amount past 
due, and then just mail out the check. I recommend that you read 
your bill. You wouldn’t pay charges on a regular credit card that 
you hadn’t signed for, so apply the same principle to your 
telephone bill. It may be a utility, but make no mistake about the 
fact that they are out to make money and make more money than 



employees, myself included. That includes those of us who are in 
our mid-thirties to early fifties, each with about six or more years ‘ 

- _ .  ofexperience. We are the ones who are at the top of the wage 
?. * ,I.,< . ?=: r. $y; : ::- skaleiithe ones who cost the’ most money in- health- benefk&bkhe 

Coampany ’since our dependents are also covered, the ~nes-~&j:C’~~*, .”-Y.-Y 

+ !  
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have had to use the benefits package provided because of 
job-created health issues, and the ones who have the most difficulty 
adapting io the Company’s new style of selling which is not based 
,upon selling in accordance with customers’ needs. I used to 
believe that it was a by-product of all the other things that are being 
done wrong within the Company, but it seems that I was mistaken. 
At Bellsouth, nothing is leR to chance. 
CcOlder9’ employees now account for about 30% of Spanish Sales’ 
(and that is an estimate). The rest, that were replaced by those that . 

came onboard about a year ago, were, along with those of us who 
stuck it out, threatened mercilessly and almost daily during one 
specific period that lasted nearly a. year. As a result, when the 
Company posted openings back to Spanish Service (which is where 
we had all originalfy come from before the split), many transferred 
back since they were told that this was to be their last chance at job 
security if they weren’t making their “sales.” Others transferred to 

----oth-er*-dep artments I‘ S ome - quit i - Some are now Assistant- Managers. 
About 7 in 10 employees in our office have been with the 
Company eighteen months or less. They were not hired or trained 
with a cL~erviceS’ mindset and don’t have a concept of what a public 
utility’s function is, other than selling, any way it takes, without 
concern for the customers’ needs. That is in direct conflict with 
how the older employees were originally trained by one and the 
same company. 
The noise level has increased in our offices to the point that it is 
not only completely unprofessional, but also makes conversations 
with our customers very difficult at times. A horn is blom,.and 
quite loudly, every time someone sells a cellular telephone. Sadly 
enough, there are no homs blown for correct selling techniques 
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sometimes able ti3 tell you exactly what features were ordered and 
how much the total cost per month quoted, by the initial rep was. 
In short, you could tell-that. the order had been taken by someone, 

Complete choice is coni3taritlY misrepresented as a Class of 
Service, which it is not. In South Florida, there are only two kinds 
of lines, the unlimited local calling plan (1FR) and the message 
rate plan (IMR). The Complete Choice may include the lFR, but is 
not a basic class of service. It is a plan that includes the 1FR. 
The wording and phrases used by some reps misleads the customer 
into believing that unless they take the Complete Choice, they will 
be limited to 30 local calls per month, paying additionally for calls 
over the 30, which is a description of the’ 1MR. 
However, no group of customers is habitually taken advantage of 
more than our Regional customers. These are the 
Spanish-speaking only customers of Bellsouth that reside in states 
other than Florida (specifically in the other 8 states that the 
Company does business in and whose calls the department where I 
am employed handles: Alabama, Georgia, Kentucky, Louisiana, 
Mississippi, North Carolina, South Carolina, and Tennessee). 
For many of these particular customers, installing local telephone 
service with Bellsouth is their very%rst-expeXence%ver with a 
telecommunications company. They have little if any assistance in 
verifying what’s printed on their bills as Bellsouth does & provide 
for a bill in Spanish outside of Florida (they’ve told us that it would 
take major programming and expense to do so, which leaves some 
of us baffled). Many of these customers are semi-illiterate in their 
native tongue and their lines are thus %aded” with everything 
imaginable, that is, with numerous plans andor features that they 
neither have any use for andor are literally unable to use. 
Memorycall is an excellent example of this. Why would you 
purchase something on your line, an answering service of all 
things, that you didn’t know how to program and whose recorded. 
prompts you couldn’t follow because they are in English? The 

~ ,-. then-disapp&Bd. ~ ~ ~ ~ + ‘ P ~ ~ < ~ ~ Y ’ ,  >, J.>>;:..;- .L;:<> 4 ,  .-.. ~ , .- ..,a .. , I 1 . . - _ _ I ,  G .. . r -  , :-,!/2’<ijG;;f: i:: :: 
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God, and I do ask for His pardon. Now, they’lI probably get their 
best public relations people to work on a rebuttal that will sound ‘ 

. ; ,k> I .  very convincing. They’ll categorically deny these facts which we 
~.-z~G$G , .  ,, have stated and attribute it all:$o: amvery “fewl%mployees that . .  are .-‘.. 

and singled out for a slow, but sure process of termination and 
another very few Assistant Managers will be reprimanded. These 
scapegoats will serve to soften your reaction to this document and 
lead you to believe that everything is fine. 
-Nothing could be more distanced fiom the truth. The Company has 
no intention of changing the way it does business and although 
they pay plenty of lip service to caring about their employees and, 
valuing their customers, it’s just that: lip service. What concerns’ 
them tremendously is whether or not they’ll have a replay of last 
year, when I do believe they made more money than .ever in the. 
history of the Company, since divestiture. It also concerns them 
how closely regulatory agencies will monitor their modus 
operandi. We are talking about a Company that makes so much 

point to the customers, depending upon how well they did the 
previous year. 
-The’-unethical activity has i t s  roots in the Corporate Culture 
prevalent at Bellsouth during these times: Raise the bar 
(objectives) and have the reps meet or exceed them, then raise it 
still again. HOW it is done, they do not care about. They may 
shout at the top of their lungs that illegal activities will not be 
tolerated but nothing is done. 
Lately, though, there are signs that the Company is becoming 
somewhat worried as to what such widespread complaints of illegal 
doings may lead to. More “~bserving’’ is apparent. Observing is 
when “someone” listens in on contacts to determine whether the 
rep is doing his job correctly. Usually, if it’s fiom in-house, the 
observer is much more concerned in whether several disclosures 
were stated and in whether the rep tried his very best at selling 
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I money that they have to refund excess profits beyond a certain 
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more features and services, than in whether the customer received 
what he really needed and has a use for. I 

I 
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This is .qnel’:company that CANNOT police itself. 

Managers for the roles they play in this scenario of pure and simple!!t:!’-’’y ‘ . x -  
greed. They are simply the envoys ox messengers that upper 
management utilizes to promote, enforce and perpetuate their 

. mistaken agenda. Most of them, at least here in Spanish Sales, 
were reps themselves just a short while back and they do and can 
relate to what I’m talking about. They, just like the-average rep, are 
fighting for their jobs on a daily basis, buried under by an endless 
stream of useless forms that the Company requires that they keep, 
on a daily, weekly, monthly, quarterly, and yearly basis. It is rather 
surprising that a. Company so meticulous about record-keeping hsis 
never concerned itself with or done a real study .as to why there are - 

so many dissatisfied employees and customers. 
The Assistant Managers (known as A M ’ s )  have no time, for the 
most part, to help assist in the development of correct and legal ’ 

sales techniques, techniques that they, themselves, were never 
really trained on. Their days are replete with completing forms and 
still more forms, at the whim of upper management, and attending 
seemingly--ineffective---%nd useless meetings-where they are called 
upon to explain, and oftentimes not-so-softly threatened in regards 
to, the reasons why their people are not all meeting all of the 
Company’s quotas. 
They will be the fust to tell you that it’s all a “numbers game.” 
Meet the sales and you’re rewarded. Don’t tell how you did it and 
you won’t be asked. It’s interesting in a very seriously sad sort of 
way to watch how no one ever questions how the goals are 
reached. Everyone in a position of authority seems infinitely more 
interested in promoting the latest sales blitz, with its accompanying 
prizes and bonuses for the top reps, full of fanfare and loud music. 

. .  
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And, no, not everyone cheats. There are many, both old and new 
employees alike, that do their jobs ethically. I wonder how many 
of them are meeting all of the Company’s objectives... 

. %:There is no doubt -in-my mind that there are many within the 
Company, in positions of authoritjf, that agree’with these words and 
wished that they’d had the courage, or lack of cornrnon sense 
(depending on your viewpoint) to state them fust. Unfortunately, 
they remained mute, ignoring it all, waiting for someone to take the 
first step. 
There were quite a few other reps who read this document and 
whole-heartedly, even enthusiastically, agreed with its contents 
without reservation. Their signatures do not appear on the last page 
because they wished to remain anonymous for fear of reprisals by 
the Company. 
It is my sincere belief that the Company is an entity of such 
gargantuan proportions that parts of it have no idea as to how other 

isbed, parts actually obtain the results, or care how it IS acconagl 
This is partly why oftentimes we may be holding 40 calls and some 
reps may still be found during that time decorating the office for 
whatever holiday/seasonal event is upcoming. This may also hold a 
clue as to the reasons why the Company promotes certain reps into 
management positions. Ironically, iTn some cases,-tlie-reps promoted 
were those that were not meeting the same sales quotas demanded 
by the Company. Of course, once they are promoted, they are then 
given the unpleasant chore of either “developing” their ex-peers to 
accomplish what they themselves couldn’t, or building, very 
gradually, a case where they can fire them for non-performance of 
these mostly unattainable goals. 
I would like to state that this document describes the environment 
that we’ve worked in during the past 6 and 1/2 years. It was not 
always this way. Others may view it differently. That remains to 
be seen. 
I have noticed what appears to be a trend towards a directed and 
systematic effort by the Company to rid itself of the “older” 
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based upon what ‘the customer actually needs. Very loud music 
may be heard throughout different areas at all times. Many of the 

-’ . ~ ~ ~ ~ ~ . ~ ~ ~ : . : a u t h ~ r i z e d  by management as. a ccmofivating fact&$? with, the 
., .G-; Az;::,older reps have complained about t h i s  and have been-.told that it 

.. * . . ! . 1  , - . 

..~,E3pe- df%m&ing it a CChnll, place to work in. These reps-:B&e thgn - 2  - 

had to continue telling their customers that they can’t hear them, or 
have forced themselves to move their positions to quieter 
surroundings, when available. 
Many older reps have had to go out on benefits leave due to 
job-related headaches or stress caused by the noise and constant 
pressure to sell more and more each time the quotas are raised, 
which has been often. They have been told that if any of these 
factors present a problem, they have “choices,” meaning that they 
should seek employment elsewhere. 
In closing, I would like to say that it is a given that the Company 
must make money and it does so on a grand scale every year. That, 
must however, be viewed alongside the equally important 
responsibility that is, or should be, inherent with the status of a 
monopoly, which it has remained all along for all practical 
purposes, notwithstanding the visions of the competition that, 
according to the Company, awaits in every dark comer, readying 
itself to compete for its share of the market and thus drastically- 
reduce Bellsouth’s profits. As st publicly-regulated utility, its 
responsibility to the public at large is to provide telephone service 
to its customers. This, it is not doing fairly or ethically, at least 
in Spanish Sales. We emphasize that we cannot comment upon or 
pretend to know what goes on in other Units. We do know what is 
happening in ours, though. 
Little importance, if any, is given to ethical selling and there is 
every indication that the Company is again headed in the direction 
of another settlement not unlike what happened before with the 
Service Plan and Maintenance Agreement (Davis Case). I think the 
Company knows this and is taking a calculated risk. They very well 
know that if they are caught and wrongdoing is actually proved, 
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they can again plead their case and refund, say, eighty million, of 
say, two-hundred million made on questionable sales techniques. 
The net profits generated by that sort of calculated risk make it one 

. i worth:iaking even. after .one. considers the penalties. - Those:fi@esi 
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example. 
One important note must be made here: Pleading ignorance as 
a defense *of what’s going on cannot possibly be a factor in this 
case. The Company can tell how many times a rep used the 
restroom in the past twelve months and how long each visit lasted. 
With such resources available, why hasn’t it paid any attention to 
the obvious signs and complaints of unethical activities that are 
occurring and that have been reported in the past, most notably 
within the last eighteen months? 
Still, if our workplace has become such a fever-pitch sales 
environment where customers who call us for service must heed a 
“caveat emptor,” or “buyer beware” when they place a-simple call 
to their local telephone company, then perhaps the time has come 
to re-assess our titles as Service Representatives and change it to 
another, more fitting one. It kind of makes you wonder where J.D. 
Powers gets their information when their surveys show Bellsouth to 

- be ranked tops in cGstomer satisfaction. We all get-a big kick out of 
those yearly surveys. They are surely not canvassing our customers 
in Spanish Sales. 
And, yes, the Company is going to take the position that it never 
told anyone to cheat, and they’re right. They are responsible for 
creating and fostering an environment where it was made possible; 
they are responsible for turning the other way when they received a 
multitude of complaints from many sources; they are responsible 
for not having listened to the reps and the customers complain that 
many things are not being done as they should be; but they never, 
ever told anyone to cheat. 
That, they did not do. 
They d id everything bu t that. 



We, whose names. and signatures appear directly below, attest that 
all the statements in this document are facts. We know because as 
of the signing of this document, we were;s$ill employed in the 

, 

positionaf Service Representative with Eellsouth.. . - .  , I  I 

Edgardo F. Callava 

Raquel Rivero 

Jlka Figueras 

Jackie Torres 

Sandra Padron 

Millie Alfonso 

I 

Service Representatives 
Spanish Sales and Marketing 
BeIlsouth Cbnslimer Se-rvices- 

Miami, Florida 
I -  

Dated: 


