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Sandra Padron’s Florida PSC Oct 30, 2003 Miami rate
hearing statement about Quality of Service

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.

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 $
50,000/'YEAR 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.....

vvvvvvv



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 & $ 80 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 bills. 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



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....Commissioner 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 GENERAL

THE CAPITOL

TALLAHASSEE, FLORIDA 32399-1050

CHARLIE CRIST
Attorney General
State of Florida

!

October 22, 2003

Ms. Sandra L. Padron

Post Office Box 140812

Coral Gables, Florida 33114-0812
Dear Ms. Padron:

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

Sincerely,

PaE%?%I;/;T-Gleason

General Counsel
PRG/1lm

Enclosures

AN AFFIRMATIVE ACTION/EQUAL OPPORTUNITY EMPLOYER



' m OFFICE OF THE ATTORNEY GENERAL

f o THE CAPITOL

TALLAHASSEE, FLORIDA 32399-1050

CHARLIE CRIST
Attorney General
State of Florida

iy

October 9, 2003

Ms. Sandra L. Padron
Post Office Box 140812
Coral Gables, Florida 33114-0812

Dear Ms. Padron:

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

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

Sincerely,

PaEchia R. Gleason

General Counsel
PRG/1m

Enclosures

AN AFFIRMATIVE ACTION/EQUAL OPPORTUNITY EMPLOYER



FrROM FAN HO. Jul., 25 2002 @1:34AM P33

Carl Vinson

From: Jerry Hallenstein

Sent: Wednesday, October 09, 2002 9:24 AM
To: Lisa Harvey: Carl Vinsen; John Duffey
Subject: BellSouth Sales

Just bot a call from a Jerry Lockwood (I talked to him a year ago or so) with the Attorney
General's Office. He recently received a call from Mr. Callava regarding BellSouth's
sales practices. Apparently, Mr. Callava still believes BellSouth's sales practices are
unethical. Mr. lockwood asked for a copy of our report and Mr. Callava's original
complaint letter. I told him that I would mail him a copy of both tecday. I also told him
that we are currently performing a follow-up audit on EellSouth's saleg. He informed me
that they (Atty Gemn) have had an cpen docket for awhile in regards to BellSouth sales
practices. He wanted to ece if this would fit in to what they are doing. Carl, I might be
talking about two different dockets, but I know that BellSouth provided us with a letter
stating that ‘the Atty General's investigation was closed. I believe I even noted it in the
report. I didn't follow-up with Mr. Lockweod, but we can.
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FROM : :
FAx NO. Jul. 25 2002 B1:31AM P2

oo

Carl Vinson
ER R
From: Carl Vinson |
Sent: Wednesday, September 03, 2003 10.48 AM
To: _ Carl.Vinson__
Subject: : * 6/24/02 email that would not print out (reconstructed by cut n paste)
) \h__,_-/

From: Jerry Hallenstein
. Sent: Men 6/24/02 10:11 AM
To: Sandra Padron

CC: Carl Vinsen .
Subject: RE: 305-758-7657 Henry Andelo (BELLSOUTH) 6:40pm 06/21/02

Sandra,
Thanks for the input. Hope all is well. uvust wanl Lo leb you hitw that we avs leghing

inte FellSouth's sales activities, ] will look into BellSouth's outbound sales force as
well, an area not covered in the 2001"EUJIit. “keep'fie postea and 1-11 GLuEInn e e g
Tieed further™ inpot. ™ —

- thx,
Jerry

----- Original Message-----
From: Sandra [mailto:ariztokat_S2le@hotmail.com]
Oent: Friday, June 21, 20NN2 7-Nn4 PM
To: Jerry Hallenstein -
Cubioot 308=TBE#=7ART Henry Andeln (RETLSOUTH) 6:40pm 06/21/92

Hi Jerry .
I hope you had a wonderful father's day.

T am welllug Lu advise Lhal I reccaved, ab wer 'uallca id 2 ¢

moiomnrkntlng Croup oytbound Dnlgu- I wng notrhomc I UéuiathSii; E::Tnszfisgffhls

calls were attempted. w:r_len they finally reached me, The Bellsouth Ré re; th' e iere

2; gf 3%1 pg;giei th;E if I war intererted I would ne longer have anyPn1o:21a§:;3§ciSked
ieraes” -- would receive fr i "y i

e¢allaxr adwiced that if I tonk the gimigzii gﬁiZi:eAy EogizeanﬁgﬁIcgzi?thls be donazt The

all I would pay « monlh was $ 30.00 for wy phone bill. I ddviseé I was no: irun ond thoe

She stated that she was going to do that change for me. I =again advised thaitirszgeiét

é;tt;*ihgdn ihzlbz-— -&:T_Td T memmdeys wall Lee ¢ (tsmathing) 4 etk cla Eedd Q
sClose Lthe Ca u¢wa¢dfu5 dun’L answer aad the Call feorwazrding busy line, n;; M
waiting, one or all of which work with their voicemail service. ‘ s seys

Taking this centact into consideraticn i 3
‘ . ) ratien..... they are misleading (still ]
by misreprecenting the Complete Choice as a "Claee of Servicea_ Fur%hzgigr czitomer base
:;oo m;cqu;t;;g ;?o prleéhmf the Complete Thrice-(-whirh & mAyYe +han & 20N i:) ;sy ai:
e cost of the line----they fail to mention the ¥FCC ~harges o ne
; 1 ¥ cha
he cost of Il rges, and the charges for the

Please leok into this for me and advise Carl Vi
d i inson---1 hate to bother i t
cannot believe they have the gall Lo couliuue doing what "the five® Etazzg thh Ehls but I
complaint letter of 12839. Boour
If yrn nasd any nthar derails you can email me or call me at (205) 4B80-1700 x249

Sandra L Padron



FROM

FRX ND. @ Jul. 25 2002 91:33AM

. va.

UNITED STATES DISTRICT COURT
SOUTHERN DISTRICT OF FLORIDA
MIAMI DIVISION

: | CASE NO.:00-3489-CIV-KING/O’ SULLIVAN

SANDRA L. PADRON,

Plaintiff,

BELLSOUTH TELECOMMUNICATIONS,
INC.,. a foreign corporation authorized to
do buginess in Florida,

Defendant.

UNSWORN DECLARATION (PURSUANT TO 28 U.S.C. 1746) OF JERRY
HALLENSTEIN, SENIOR MANAGEMENT ANALYST WITH
THE FLORIDA PUBLIC SERVICE COMMISSION

1. My name is Jerry M. Hallenstein and I am currently
employed as a Government Analyst II with the Florida Public Service
Commission. I am over the age of eighteen and sui juris..

2. I am a United States citizen and resident of Tallahassee,
Florida.

3. The Florida Public Service Commission (“Commission”) is
a political subdivision or department of the State of Florida and
is organized under the laws of the State of Florida. The
Commission is located at Capital Circle Office Center, 2540 Shumard
Cak Boulevard Tallahassee, FL 32398-0850.

4, I have attached hereto and made a part hereof a true and
correct copy of the Bureau of Regulatory Review's investigatory
audit report entitled BellSouth Telecommunications, Inc. Sales
Methods and Practices (“Investigative Report”), which sets forth
the factual findings resulting from an investigation made by the
Conmission staff pursuant to authority granted by law. The purpose
of the Commission’s audit was to investigate and assess the
allegations of unethical sales practices against BellSouth raised

in two complaint letters received by the Commissicn’s Division of -

Consumey Affairs in 1899,

P2
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te

FAN ND. Jul. 25 2@E32 a1:34AM

5. The Commissicn performed an in-depth analysis and
thorough investigation into BeilSouth’s sales practices and of the
allegationg raised by the complaint letters.

. 6. The Investigative Report is an official public record
that has been filed with the Commission’s Division of Regulatory
Oversight.

7. As a Government Analyst II with the Public Service
Commission and the individual who personally investigated this
matter, I made findings of fact and prepared the Investigative
Report, I am authorized to certify that the Investigative Report
attached hereto is a true and correct copy of the Investigative
Report and an official publi¢ record of the State of Florida.

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

Executed this day of December, 2001.

Jerry Hallenstein
Government Analyst II

FLORIDA PUBLIC SERVICE COMMISSION

P4



Sandra

From: Sandra [ariztokat_821@hotmail.com]
Sent: Thursday, October 02, 2003 11:35 PM ‘
To: ‘gotchababybell@aol.com’
Subject: FW: Ed Callava
Importance: High
!
————— Original Message-----

From: Sandra [mailto:ariztokat_921@hotmail.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. The fact is that I told her I had evidence. They just need to get the "ball
rolling". Then everything else will fall into place. If 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. I will write the EDITOR and let him know
that he is handing BELLSOUTH long distance on a silver platter. o

Just to let you know, I do not blame you and I am frustrated with the injustice of it all.

Have a good evening....I will write the HERALD--definitely, not that it would.do much
"good, but at least I will voice how I feel.

Take care,

Sandra

----- Original Message ---~--

From: "The Baboon" <thebabcon@hotmail.com>
To: <ariztokat_921@hotmail.com>

Sent: Wednesday, December 11, 2002 11:41 PM

VVVVVVVY

> Yes, I figured that you wouldn't exactly be pleased when Ms. Garcia
related the contents of our conversation with you.

>

> Let's go over some facts. Try to follow with me and know that I am
> 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



sat down again to take calls. 3 and 1/2 years have passed. PSC hasn't done anything.
Florida AG hasn't done anything. Many people that leave the PSC become lobbyists for
BellScuth.

> +

> You were fired for a stupid mistake. Others that have done much, much

worse are still working. Some have even been promoted. What you did was, in my opinion,
not a good encugh reason to-fire someone over. But, that's my opinion. Still, you left
yourself open and they jumped at it. Millie miscalculated her FMLA hours. She's gone. She
gave them a reason. Kelly was fired for sales. Sales that were WORSE than mine. She said
she'd let them have it! She's out and hasn't done a damn thing about it. Jackie's on IB,
all messed-up, nerves shot to hell.

>

> 1I'm st?ll here. Because I have to. I haven't changed. I wrote the

> original

complaint. I took the heat. I spoke with their attorneys 4 times. Alone. I lived days and
months when no one would even look at me straight in the 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. BECAUSE I WILL NOT GIVE THEM A REASON. Which is why I really WORRY
them.

>

> I know they've hurt you and yours. I know you probably don't have a

> chance .

in hell in the courts. Because every time they lock to re-open the case, they check the
reason why you were fired and realize that the company had the right to fire you. They
don't loock at why it was done during that time. They don't stop to consider that it was
retaliation for whistle-blowing, which it was. :
>

> Now Bea wants to do an "INVESTIGATION" on Bell and wants to write an

article on Bell, using ME and my documents, which are my LIFE INSURANCE policy, as the

_centerpiece of her article, as the only solid piece of credible data for her article, and
.it is to be done NOW. Not when I choose, but when she chooses.
a . : -

> Bell denies the allegations. No one else INSIDE backs me up and

> there's ‘ .

really no case because I, the holder of the information, have not been legally "harmed."_
Let's move forward 1-2 years later. I get fired. Now I have nothing because I've given it
all up. Now what do I do? o ’ .

>

> Put yourself in 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 the
PSC, not the State AG, is opening an investigation into Bell. Bea is going to put me on
the front page. What do you think is going to come of it?

>

> Spero Canton, their front PR man is going to state that, "as with any

large enterprise, there are always going to be a small number of unethical employees...
that Bellsouth does not tolerate... that any employees caught... up to and including
termination... that we are sorry that Mr. Callava feels that way... if he were to 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 subpcenas me and my data {duces tecum), I'll

> be

there. Until then, I keep quiet and continue to be left alcne, taking e-commerce orders.
They were going to fire me in a month or two, then this position that had previously been
denied me was given to me., They got smart. Really quick. I'm glad. Because they don't want
to read what I'm holding. I was going to hit the air waves on Spanish am radic and create
a website just to tell my story, as well as go to court. But don't forget I paid my dues
gathering this data.

>

> As I've said before, I'm here for you. Put me on the stand and I'll

> tell

the truth. I won't lie for you, or for anyone, for that matter, but the truth will help

2
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you. Have anyone else put me on the stand or depose me and the same thing holds true. I'll

tell the truth, nothing but. But, Ed, is not currently conducting an investigation or
writing an article on Bell, Bea is. And Bea doesn't have Jack.

>

> This is where we stand today. I feel for you and wish that I could
> make it

ok again. I can't. And I'm sorry because I know you're an honest and ethical person.
>

> Ed

vVVVvVy



----- Original Message -----

From: <lbaboon(@bellsouth.net>

To: "Sandra Padron” <ariztokat_921(@hotmail.com>
Sent: Saturday, May 18, 2002 8:52 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'm aware 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 investigation, 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 carefully 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 our complaint 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.

>

>Ed

>>

>> From: "Sandra Padron" <ariztokat_921@hotmail.com>

> > Date: 2002/05/17 Fri PM 01:01:15 EDT

>> To: 1baboon@bellsouth.net

> > Subject: BellSouth

>>

>>Hi Ed,

>>

>> It has been a long time since I emailed you. I think this may be of

>> interest to you. If there is anything else you would like to add let me

> > know.

> > Someone from Multi came to my office at Team Metro and advised me that
not

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

told

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

that




> > 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

> > offer/sell 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 Diaz. She told me that Mr. Cellular Hugo Leyva left
> > Bellsouth and that Ariel Cal was promoted to management in 411. I find
this

> > 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
I

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

> > had ceased as well as all other changes. They are interested as well
because

>> BST is also being investigated for R1.C.O. violations by the Attorney
> > General, Bob Butterworth. They contacted me on a coference call and
are ,

> > looking into reinvestigating BellSOuth. They are interested in speaking
> > with anyone who is not BellSOuth friendly, in management that may have
left

> > the company so that they can questxon them as well. I still feel

strongly - - - -

> > that they abuse their employees as well as, lie and cheat at any

> > opportunity they get. It is funny, 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
a

> > great portion of them had not received any disciplinary action,
whatsoever.

>> They will be looking into this as well. Ithought I should let you know
sO



LY

> > 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,

>> :

>>

>>

>>

>>

Ay

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

>>
>>
>
>



From: Lisa Harvey

Sent: Tuesday, December 11, 2001 3:56 PM

To: Walter D'Haeseleer; Dan Hoppe; Bill Lowe; Beth Salak
Cc: Sally Simmons; Carl Vinson; Jerry Hallenstein
Subject: Subpoena of Jerry Hallenstein

FYl

Jerry received a subpoena today to testify in a civil trial regarding a former employee of BellSouth
who is sueing the company for wrongful termination. The former employee along with other
BellSouth existing employees filed a complaint with the Commission in 1999. Jerry investigated
the complaint and published a formal audit report in May 2001, titled BellSouth
Telecommunications, Inc., Sales Methods and Practices. The complaint alleged among other
things, unethical sales practices. Six of 16 allegations were partially substantiated in Jerry's
report.

Legal (Martha, Beth, David and Harold) is currently discussing what course of action 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 will be out tomorrow morning again with Casey, so I need your help.
'Jerry Hallensteln has been served with a sup poena to appear in court
in Miami on Monday regarding a civil case, I believe he is being
called due to a management report he did a few months back. I don’t
see any reason for him to appear--the report says what it says. I've
called the attorney's office and left a message, but haven't heard back

from him.

Would you please call him again for me in the morning and try to talk
him out of it? If you can't, could you possibly help by starting a
draft Motion to Quash? Several reasons: 1. distance and they only
sent him $42 to cover expenses; 2. there's also apparently a federally
recognized (and recently state recognized as well) protection for
staffers involved in an audit/investigation process. Martha can fill
you in and she was going to check with Mary D. tomorrow to see if we

have someé examples of Motions to Quash in Appeals' files.
I'1l leave the Subpoena and the applicable federal rule on your chair.

Andrea, if perchance Lee isn't in tomorrow, please forward this to

Felicia. Perhaps she can lend a hand. Thanks.

DN PR SEL S
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From: Carl Vinson

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

To: Sally Simmons; Rick Moses

Cc: Lisa Harvey

Subject:‘FW: PPR 7 & 8 Additional document request

Guys- by coincidence, I just got 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 info on DOE.
It is a report prepared by Price Waterhouse-Coopers for BellSouth that
compares DOE to SONGS, in the context of dtermining whether Ga/Fl (DOE
states) test results would be valid for states that use SONGS.

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@kpmg.com; wlincoln@kpmg.com
Subject: RE: PPR 7 & 8 Additional document request

Juliet,

DOE is the application used to generate service orders in Florida,
Georgia,

North Caroclina 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 states).
Only the DCE application is used to generate service orders for the
BellSouth

Florida 0SS Test.

CDIA documentation BellSouth provided to KPMG via CDs in September 2000



-

-

contains process documents used by LCSC to generate service orders in
DOE and ‘

SONGS. While each process document contains the relevant DOE and SONGS
information KPMG may find the following documents especially useful:
Doc Name: DOE Flows Doc Number: U6-DFLW-0001

Doc Name: Electronic Interface System Flow Doc Number:
JA-EISF-0001 |

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.

) Thapks

Beth Craig
Office: 404 927-739¢ .



STATE OF FLORIDA

DivISION OF REGULATORY OVERSIGHT
DANIEL M. HOPPE, DIRECTOR
(850)413-6480

Commissioners:

E. LEON JACOBS, JR., CHAIRMAN
J. TERRY DEASON

LiLA A. JABER

BRAULIO L. BAEZ

MICHAEL A.PALECKI

Public Serbice Commission

May 3, 2001

Ms. Sandra Padron
P.O. Box 140812
Coral Gables, FL 33114-0812

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 Commission’s Division of Consumer Affairs in 1999.

Staff performed an in depth analysis of BellSouth’s sales practices including the allegations
raised in the letters. The report presents staff’s recommended improvements to further ensure the
fair treatment 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 this report addresses your concemns.

Sincerely, -
L .

¥ =3 (/z\’/ G e '

Lisa Harvey ~

Chief, Bureau of Regulatory Review

LSH/IMH/bjm

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

CAPITAL CIRCLE OFFICE CENTER #2540 SHUMARD OAK BOULEVARD * TALLAHASSEE, FL 32399-0850
An Aflirmative Action/Equal Opportunity Employer
PSC Website: http://www.floridapsc.com " Internet E-mail: contact@psc.state.fl.us



©©pv . UNITED STATES DISTRICT COURT

SOUTHERN DISTRICT OF FLORIDA
Miami Division

CASE NO.: 00-3489-CIV-KING/O’SULLIVAN

SANDRA L. PADRON,
Plaintiff,
Vs.

BELLSOUTH TELECOMMUNICATIONS,
INC., a foreign corporation authorized to do
business in Florida, it s
COFDENTIAL

Defendant.

PLAINTIFF’S SUMMARY JUDGMENT EXHIBITS

I. Exhibit 1 — Formal Complaint of Illegal and Unethical Activities Occurring at the
BellSouth Corporation, Consumer Services, Multi-Lingual Marketing Department in Miami,
Florida (“Complaint”); : .

o

. Exhibit 2 — Criminal Case Stipulation;

Exhibit 3 — Record of Disciplinary Action;

L

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

5. Exhibit 5 — Answer to Interrogatory # 7 of Defendant’s Response to Plaintiff’s
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;

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

Dated this 14™ day of November, 2001.



Respéctiully Submitted, '

By: ﬂj Aﬂ
Palil A. Capua !
Fl Bar No.: 0068500
LORENZO & CAPUA
Courthouse Plaza - 11"
28 West Flagler Street
Miami, FL 33130
paulcap@gate.net
Tel.: (305) 374-6518
Fax.: (305) 373-5613
Attorneys for MS. PADRON

Floor

WE HEREBY CERTIFY that a true and correct copy of the foregoing has been mailed
on this 15™ day of November, 2001 upon:

James R. Glenister, Esquire
Mark F. McIntosh, Esquire
1100 Peachtree Street
Suite 1400

Atlanta, Georgia 30309

By M

Paul A. Capufl
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From: Gotchababybell@aol.com
Date: Wed, 29 Oct 2003 23:17:37 EST
Subject: 0SS meeeting I sent you this...Oct 2000
To: slp_921@yahoo.com

Plain Text Attachment

From: Cindy Miller

Sent: Monday, October 02, 2000 3:15 PM

To: PAI - Managers; Mary Bane

Cc: Demetria Watts; PRI - Telecom; Bev DeMello; David Dowds; Lisa
Harvey; Diana Caldwell:; Carl Vinson; Paul Stallcup; Catherine Bedell;
Beth Keating; Walter D'Haeseleer; Sally Simmons; Tim Vaccaro:; Kathy
Lewis

Subject: FCC Meeting on Sec. 271 matters

The FCC meeting in Orlando last Friday was an extremely useful meeting,
in my view. When BellSouth re-files their Sec. 271 application in
Florida, we will have a better idea of what areas are most important in
the FCC's view. The FCC had sent their key people on the issues and they
had prepared succinct presentations highlighting the most pivotal

issues. (Lisa Harvey also helped organized the meeting). Dorothy Atwood,
Chief of the Common Carrier Bureau, led the meeting. Anu Seam of the
Dept. of Justice was present. Kathy Forroba, Jessica Rosenworcel (who is
the BellSouth region contact), Daniel Shiman, Rich Lerner (who did the
CALLS order) and Jennifer McKey were other lead staffers. They handed
out a one-pager regarding the key FCC documents and contacts on the 271
process. I will send it around.

Dorothy said the gocals of the meetings (this was their 6th trip to
provide the info)} are:

(1) Demystify the FCC process -- to tell states what they look for in
the Sec. 271 process. -

(2) Help create a better record in the state proceedings -- They need

to rely on "deference" to state proceedings. They will need to be on

the phone alot with the state PSC staff; "otherwise, gaming of the

process by the ILECs and CLECs occurs.” They want a complete state order --
with findings of fact and conclusions cf law. Then, on day 20 of the
application being filed with the FCC, states have the opportunity to

further expand their points. For example, if there is something that has
occurred after the state proceeding that has been successful, the state
might want to file that.

There were staff from the Tennessee, North Carolina, Georgia,

Louisiana, Florida, South Carolina, and Alabama Commissions. I think there were
only two Commissioners present —-- one from Georgia and one from

Louisiana.

They discussed the 14 point checklist, the timeframe (Day 20 -
http://us.f409.mail.yahoo.com/ym/ShowLetter?box=Inbox&Msgld=9770_5339040_1388... 10/29/2003



opportunity for comments; Day 35 - Dept. of Justice evaluation; Day 45 - Reply
Comments. They described their meeting the previous day with the CLECs

as very useful and ccmmended the presentation (Vicky Gordon Kaufhman

had spearheaded the effort. The presentation had separate points by data
CLECs, facilities-based CLECs, and platform CLECs.

They mentioned that they rely heavily on the states because they hold
no hearings or evidentiary fact-finding.

I asked. about any ex parte problems with our folks talking teo them.

They.said that if they contact us (as opposed to us contacting them), we

have no obligation to file an ex parte letter. However, they mentioned

that if they need to "rely" on the information we provide, it must be .
‘ in the record.

The CLECs want 'some collaborative process with BellSouth -- a place to

go work ocut issues... some business-to-business forum. The FCC thought

that BellSouth might be supportive. New York and Texas had such
"collaboratives™ with mixed results. Verizon sets up a meeting once a month
about trying to improve wholesale performance, especially DSL

provisioning. The FCC said that state invovlement in encouraglng such a process
is important. They said it's also possible to have a collaborative on

a regional basis.

What they especially look for in the state prcceedings are: (1) :
resolving factual disputes (because the FCC does not hold hearings); (2) data .
validation; (3) data reconciliation; (4) third party testing. They

said there are three options for data validation -- the state does it

(NY); company-to~company (Texas); (3) third party testers. i ) -

iz

They will great rely on state rate proceedings and they do not do a "de
novo" review. They mentioned the impact of the Eighth Circuit decision
on TELRIC pricing. Since they obtained a stay of the decision, "TELRIC
is still in effect, so states should still comply with TELRIC and FCC
rules, " according to Jennifer McKey.

0SS and pricing are the two biggest issues in the Sec. 271 proceedings.
If these look out-of-kilter in a filing, the FCC staff warn that the
application will have a difficult time. Competiteors will say it should
be denied. They mentioned how the $ vary -- loop conditioning in Texas
is only $25, but $1000 elsewhere. Loops are one of the most con
troversial issues.

The concept of regional applications was discussed. On the one hand,
Dorothy Atwood said that she thinks that the regional concept is good
(i.e., a state relying on another state's testing). However, she also
looks for an independent evaluation in each state, with an appropriate

'- state fact-finding. She said that if a state relies on another states'

’ 0SS, they would need a simple validation that the same system is
involve. She also mentioned that since line sharing is a new unbundled
network element (UNE), another state's test that doesn't include line sharing
could not be relied on. In New York and Texas, they didn't evaluate
line sharing because it was not yet in effect. But they will be doing so
in the Mass. application. :

A clear theme from the staffers was "call them!"™ if we have questions.

They mentioned major new rules are on: collocation, line sharing, dark
fiber, and loop make-up information. I pointed out that it's difficult

. http://us.f409.mail.yahoo.com/ym/ShowLetter?box=Inbox&Msgld=9770_5339040_1388... 10/29/2003



for states to keep up with all the orders they are issuing, especially
when they issue Further Notices of Proposed Rulemaking and the status

of the matters are in such flux.

They would like for BellSouth and the state commissions to do a
performance plan and urged state PSCs to encourage it. This would be part of
the public interest inquiry and would trigger some form of penalties if
performance standards were not met post-271 approval.

http://us.f409.mai}.yahoo.com/ym/ShbwLetter?box=Inbox&MsgId=9770_5339040_1388... 10/29/2003



From: Carl Vinson

Sent: Monday, February 07, 2000 11:55 AM

To: Richard Bellak

Cc: Beth Keating; Catherine Bedell, David Smith; Jerry Hallenstein, Lisa
Harvey

Subject: Atty-client 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. '

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 temmination of a sizeable # of cramming empioyees. |
think the situation is serious enough to warrant an investigation (especially given the similar
"oriors” 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 triggered 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?



From: Jerry Hallenstein [ mailto:JHallens@PSC. STATE.FL.US]
Sent: Wednesday, September 06, 2000 12:16 PM

To: Padron, Sandra (Team Metro)

Subject:

Sandra,

I just want to touch base with you. My trip to Miami a couple of weeks ago
was cancelled due to the 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 at the Commission is the lack of
or loose legal rules in place that govern deceptive sales or marketing
practices. In ofher-‘words, it's safe to say that what BellSouth is doing is
ethically wrong, but finding them in viclation of a Commission rule or any

~ other law is a difficult task. That's where the lawyers come into play. We
might be recommending some new rules.

Also, I recently received another complaint from a BellSouth customer in
regards to the Complete Choice plan. Without getting into the details, the
customer is saying that BellSouth is using deceptive advertising (i.e.,
newspaper ads) to sell the plan. I'll be addressing this complaint with
BellSouth while I'm in Miami as well. I will give you a call next week to

give you and update and to let you know how the trip went. My need your help
again as well. Thanks again for your patience and cooperation. The deeper I
get into this the longer the process takes.

Jerry
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Sandra L Padron
4926 SW 6 ST
Miami F1. 33134
(305) 444-0686

September 24%, 1999 . . ...

Florida Public Service Commission

Consumer Service Affairs

2540 Shumad Oak Blvd

Tallahassee, F1. 32399-0867

Re: Bellscuth Telecommunications Inec.

To Whom It May Concern:

I am writing to your office to make you aware of unethical business practices by
Bellsouth. Approximately five to six years ago the company was involved in a
Masjor class action sue which involved the Attorney General, Robert Butterworth,
The company was guiity of putting “optional services” on the customer’s lines
without the customer’s knowledge. Employees were given monetary prizes and

triju, bikes, televisions, and other items for their sales. This is part of what they

did several years ago that resulted in the class action sue against Bellsouth.

I need to advise your offize that the company hes found a locphole in the
mandate that your office and that of the Attorney General’s. They are forcing
Their employees to sell “Complete Choice™ to all customers whether they :;eed
It or not. They are incorrectly advising their .customers that the “complete
Cholice” service is the best and less expensive service available. I worked for
Béallsouth for nine years and I can attest that this is not so. They are misleading
the customers advising them of this. Then they reward the employees who sell
The most to the customers with VCRs, TVs, bicycles, and trips.....sounds like

something that happened previously---doesn’t it.

Several of us wrote a letter to management complaining about unethical bekavior



sl
W

By the company and their answer was to hire attorneys to pound us with
Questions back and forth to try to change cur wording arounnd. They
Used a small mistake that ] made to fire me, because | was one of the

...ones that signed the letter. Many employees feel this way but have not acted

for fear of looging their jobs.
L

I bave attached documentation that I was able to sneak out of the company that
Confirms what 1 have mentioned. Also, ] have attached a copy of the letter

We sent to management.

Sincerely,

Sandra L Padron

CC The Miami Herald
Chmnel 7 News

- 4



AFFIDAVIT

 BEFORE ME. the undersigned authority. this day personally appeared:

NAMEMAMs B Saindea = Paclion e
' Print or 1ype name
4

ADDRESS 221 “FA.RcL Lorccch
0 o) %mlo(«%\ D 23140 pae of Bint qz:u}(o?_

TELEPHONE - Home (3¢ 5 ) A4+ 0l%6 Work () /\ﬁ[ 4

to me well known, and who, after being duly sworn and deposed, upon his/her personal
~ knowledge, states:

1. Thave a complaint against &\\Squtln Telff_@rnm U7e hl?’-”_g‘
(person/ company name, address, and telephone)

o DW M9 Au_-Hami FL 3312L (305) 2608LH

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

“@fwo\na\ 2MN-0or ienCe

(Please attach the adveniserr?ent, mailing piece or other documents received)

3. Clearly and 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
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
misrépresentations were made to you, please state them as_specifically as you can. You may

attach additional pages if necessary.
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“Instruction Sheet td ensure you have enclosed all necessary dochments):

-
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4. Thave paid § to in the form of
(name of person or company) -

{check, money order, cash, etc. IMPORTANT: You
must attach copies of {ront and back of checks, or any receipts showing proof of payment,
if you are secking a refund.)

5. Thave received a full or partial refund in the amount of § from

(the company, your credit card company, etc. Please attach

coptes of these items.)

6. Inorder to resolve this complaint, I would like (éxample - a refund, cancellation of the

contract, etc. /‘P)J[[S ‘H’] QOL!C(QQ ')D C’})@?’\Qé_’ @rd G reAv? Q)-
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7. 1 have attached the following documents in support of my complaint (please refer to the
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{Your Signature)

REDACTED

(Social Security Number)

SWORN TO AND SUBSCRIBED BEFORE ME this day of

. 199

STATE OF

"% COUNTY OF

My commission expires: .‘

Notary Public

(Print, type or stamp commissioned name
of Notary Public)
Personally known or
Produced identification

Type of identification produced:




OPENING

NEW CONNECT SCRIPT

Bellsouth Sr/Sra. ~~ =" " me puede dar su numero de
telefono incluyendo el area code, o esta llamando para
ordenar un nuevo servicio telefonico?

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 spelling for verification if
necessary.

’

- If no listing is desired then:

Nosotrcs tenemos dos tipos de servicios que le podemos
ofrecer ' .

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

y

E!l segundo, nuestro servicio privado, le cuesta $1.75 al
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 los des servicios usted prefiere?

**NOTE: BNA disclosurs if appropriate.

Mientras tomo datos para completar su orden, voy a
necesitar hacerle unas preguntas acerca del uso que usted
le va a dar a su telefono. Ha tenido servicio telefonico
anteriormente con nosotros? (Si es necesario pregunten
cual fue el numero de telefono).



CALLING CARD

900/976

' LPIC/PIC

CREDIT INFO.

DEPOSIT

SriSra. _ Me gustaria enviarle una tarjeta nueva
llamada Bellsouth Global Card que no le cuesta nada
adicional al mes y le permite hacer llamadas de

larga distancia marcando 1-800-BELLSOUTH desde
cualquier lugar de el mundo. Es muy importante poder
hacer llamadas cuando se encuentra de vigje. Cuantas
quiere que le envia? ‘

Bellsouth ofrece tambien un bloqueo gratis a las lineas 900
& 976, quiere que le agrege ese bloqueo a su servicio
telefonico?

(IF YES, advise customer:)

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

Debido a la competencia que existe en estos momentos,
usted necesita seleccionar ahora una compania para hacer
llamadas al area local extendida. Esas son llamadas
hechas fuera de su area code, pero en su vecindad. Que

. compania le gustaria utilizar para esas llamadas? Silo

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 compania de larga distancia le gustaria seleccionar
para poder hacer llamadas fuera de el area de donde usted
vive y al extranjero?

Para quien trabaja usted en estcs momentos?

Cual es el numero de telefono de su trabajo?

Tiene algun otro numero telefonico donde pudieramos

contactario? .

Cual es el nombre y el telefono de la persona o compania

que le cobra la renta?(en caso de que fuera necesario)

**NOTE: Populate average toll usage (AVT) from
information obtained earlier.

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 qu
tenga foto porque va a tener que mostrarla cuando pague el
deposito.



CFE
QUESTIONS

MVT RECIPE

PEN & PAPER

-

Me puede dar su numero de seguro social? Nos autoriza a
que podamos ofrecer su numero de seguro social a la
compania de larga distancia que usted seleccione para su
uso?

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

Cuantas personas van estar utilizando su servicio
telefonico?

Usted tiene una computadora or un fax?

Tiene una idea de cuanto se va a gastar aproximadamente
al mes en llamadas de larga distancia?

Aproximadamente cuanto se gasta usted al mes con su
servicio de telefono celular?

Va a necesitar ahora ordenar mas de una linea de telefona?

Basado en la informacion que nos ha dado, el plan que
mejor le conviene ¥ que mas le recomiendo es uno que
tenemos llamado Seleccion Completa, el cual le incluye
Hamadas sin limites locales y en que ademas tiene la cpcion
de seleccionar alrededor de 20. servicios opcionales que le
incluye el identificador de llamadas, |a llamada en espera, la
llamada en conferencia, y la devolucion de llamadas. Yo le
puedo ofrecer este servicio completo con el plan de
mantenimiento incluido y el cargo obligateric de la FCC por
solo $33.45 al mez. Que le parece? Se la 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 1FR and 1MR.
Negotiate individual services including
Flexible Call Ferwarding and Memory Call.
See “Overcoming Objections” for more
information.

Sr/Sra: debe tomar nota de la informacion que
le voy a ofrecer en este momento, tiene lapiz y papel a
mano?



MEMORY CALL

DESCRIBE SVCS

E! plan de mantenimiento le cubre |a reparacion de

las tomas interiores y del alambrado telefonico. Los
terminos y las condiciones de el plan seran detallados en
su primer recibo. El pago de su primera cuenta telefonica
nos indicara que lo ha aceptado en {a forma que se le
explico . :

Como informacion, tambien ofrecemos un servicio de
llamadas sin limites por § y un servicio limitado
por $ el cual le permite hacer 30 llamadas al mes,
si se pasa de esa cantidad, se le cobrara .10 centavos
por cada llamada adicional. Estos dos planes nole
incluyen ningun tipo de servicio opcional.

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 solamente $4.45

despues. Ls gustaria tratario a ver que le parece?

“*NOTE: If yes, go to the next step. If no,
‘ see Overcoming Objections” for more -
information.

La casilla del sarvicio de Memory Call le recibira los

mensajes cuando usted no conteste el telefono. Los

servicios que activan el Memory Call estan incluidos

en el plan de Selezcion Completa y son los siguientes:

o Cail forwarding don’t answer envia las llamadas a su
buzon de memoria cuando la llamada no es contestada.

o Call forwarding busy line envia las llamadas a su
buzon de memoria cuando la linea telefonica esta

ocupada. .

The message waiting indicator le indica a traves de un
tono diferente que tiene mensajes en la casilla de
memoria.

Hay algunas cosas que tiene que saber para poder activar
el servicio de memoria. Primero el numero que tiene que
llamar para tener acceso al servicio es . El
mensaje que va a escuchar le va a indicar paso a paso
como activar su servicio personal. Su codigo temparal y su
buzon de memoria va a ser su nuevo numero de telefono.




BILLING

DIRECTORY

INSTALLATION

FEES.

DUE DATE

SUMMARY

Quiere que su cuenta mensual se le envie a ia misma
direccion donde se va a conectar el servicio o a una
diferents?

Se le va a enviar a vuelta de correo las guias telefonicas
complementarias que tardaran de 10 a 12 dias despues que
su telefono ya este conectado.

Su cargo por la coneccion del telefono sera de
3 (Explique la tarifa adecuada y Ia opcion de
pagario en plazos)

Su servicio de telefono se lo podemos instalar el dia .
En caso de que tuvieramos que llamarlo referente a esta
orden, a que numero le pudieramos dejar un mensaje?

“*NOTE: Negotiate access to premises if necessary and
and make sure that the contact number is not
a beeper. If the customer does not have a C3R
then enter appropriate NPA and 111-1111 (EX.)

C 0 305-111-1111,

**NOTE: Do not override suggested due date RNS
gives on orders that require a field visit.

Vames a repasar lo que hemos hablado anteriormente.

Recuerde que lo unico necesario para su servicio

telefonico basice 2s la linea residencial y el cargo

obligatorio de la FCC, todo lo demas es opcional y ne

es requerido para servicio basico, ™ -

**NOTE: Review with the customer: listing, address,
billing date, monthly charge

When Complete Choice is ordered:

Su pago mensual va a ser de $ , €s0 le incluye la
seleccion completa de los servicios que le mencione
anteriormente. La linea residencial y los servicios
opcionales se pueden adquirir tambien individualmente. Le
enviare a vueita de correos una lista con todos los servicios
que estan disponibles bajo este plan. Usted puede anadir
cualquier servicio que desee a este plan sin tener que
pagar nada adicional a traves de nuestro sistema
automatico de Rightouch. El numero a llamar es 1-800-826-
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!ouch ademas de



Gary R. Davis
2345 Captain Drive
Deltona, FL 32738

August 13, 1998

Ms. Cindy White

" Senior Director -

Bell South Telecommunications

/902 West University Avenue, Suite 201
Gainesville, Florida 32601

Dear Ms. White:

As you are aware, | first contacted you by letter on October 2, 1996 regarding
wrongdoing in my work center, including the improper billing of customers and
falsification of records. A copy of that correspondence is enclased herewith for your
reference. " At the time of that correspondence, | 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, | believe “our first responsibility
is to the people who count on us for their telecommunications needs...we will deal with
. our customers straightforwardly and honestly...when we err, we will make things right.”

{ also placed my belief in the Code’s ethical standard that “each of us expects to be
heard and we in turn pledge to listen...we will speak out when we see ethical lapses.”

Since October 2, 1996, almost two years has passed and the problems remain
unresolved. As you know, Comorate Ethics in Atlanta became aware of the situation
and eventually an internal audit was performed in February, March and Aprii, 1898.
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 Lightsey. You
personally requested at that meeting that | contact you again before | considered
bringing in, as you put it, “the big guns.” To that end, | am again contacting you and
requesting your assistance in rectifying these problems and the continuing and
mounting harassment | have been faced with since contacting you.

As you know, as a result of my speaking out, my first level supervisor was
replaced. However, this action only resulted in his being placed in another local work
center and being given another crew ta 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). | have been contacted by
several other employees who have informed me this supervisor has specifically



named me as the cause of his relocation, has singled out crew members and toid them
that they must not speak or associate with me or they would be sorry, and made ,
numerous inappropriate and derrogatary 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.

| 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 | have not been personally
cortacted regarding any of these problems.

To this day, the original problems that | brought to your attention still exist and
remain unresolved. In addition to those problems, as noted above, | 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 “Belt
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 one single instant.”
| am not attempting to diminish that reputation, rather | am attempting to bring forward
and have resolved problems that could seriously affect the Company's reputation and
credibility. To.that end, | 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 (780-2918,
mail box #904-691-2473).. The mail box number is also my pager number. | 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,
>
Y R Do
\
Gary R. Davis
Enclosure
cC: F. Duane Ackerman
Charles Coe

Jerry Guthrie
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1.0 Execuiive Summary

“ain
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Objectives
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Gmpetitive SérviceS of the Florida Publi¢ Service

SemiaIb, 3

= 'In November 1999, the Division of

= CoEnmissioq (FPSC or the Commission) reqﬁé&ted that the Bureau of Regulatory Review (the - ,

: :B“u) investigate and " assess, the “salés methods and practices applied by BellSouth

Telecommunications, Iné. (BellSouth or the compary). The review was triggered by two employee
by the Commission's Division of Consumer Affairs in June and November

-

i

~ A,

v
02

Both letters,

... Bc one of which was anonymous, were written by BellSouth employees and

primarily allege that BellSouth customer sefvice and sales representatives were resorting to unethical

: 1@%Ecﬁyiﬁes in order to meet their individual sales quotas. The complainants alleged that overly-

“Paggressive BellSouth sales quotas created the incentive to cram services and pro dugfso:ﬁcu stomers’. . .
gulatory Review was able to identify 16 specific allegationsassociated with -

%,

“tze. .
e
g
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e objectives of this review.
v o et . D ot ats it
R A PR R R g -
-Document BellSouth’s various sales ¢

phone charges (cramming of calling features). ’

S, bl -

s current sales methods and practices comply with

HE g e tper, g
R
termine w.

.

TErs e TR e e e e e T ETe s e
. Given these objectives, the scope of the review focused upon BellSouth’s customer service -
and sales representatives within the company’s Consumer Services organization. These groups of

;eﬁlpléyees are the primary point of ¢ontact for handling almost any residential customer request or
Pinquiry. As the primary point of contact, these positions play a key role in the sale of BellSouth’s
' products and services. Within each of these groups, the Bureau of Regulatory Review focused on . °
X eXamining past and present sales practices, procedures, and intemal controls in effect from 1997 to” - E
= date. This review period matches the time frame of the allegations raised in the complaint letters.




1.3 Meihodclogy
To mvestwrlte the alleoanons contained in the complamt letters the Bureau of Recrulalory
'R 01 ﬁe mtervlews with key management employees and each ‘of the BellSouth
employees who signe u'_ev&riﬁen complaint filed with the Commission. 'Information recardma-
.. BellSouth’s business oiieratrons was also gathered through responses to the Bureau of Regulatory””
- Review’s document requests, as well as BellSouth s Tesponses to mformatlon requests made by the -

Oﬁ'rce of the Attorney General in its investi ganon of this matter.

.__5?-:

a

o - s(—- e

- The Bureau of Regulatory Revrew also ra.ndomly momtored servrce and sales calls at ’
BeIlSouth ofﬁces "without the customer service or sales representatwe s knowledge. Once the *
analysrs was concluded a draft report was written and provided to the company to verify accuracy

: and to address 1ssues related to the use of potentrally conﬁdenﬁal matena.l mthe report. s

3 ? S, : ; : . : . i
o wr:'_rhrlough the Bureau of Re gulatory Rev1ew mvestlgatron, six out of the complamants' 16 -
i gﬂﬂgggtrgﬁuﬁs&r&e at lﬂeaﬁst Eartlally supstannared. Staﬁ' notes that 1mpr3yed controls mplemented

e th ﬁlmg of the c':é'ﬁiplamts havé 1ﬁcreased the’ com'jiauy S ability %o:‘detect and deter 1mpr0per

'gk" 0-‘41.)"

A f(: s i AT ey S
FEEFa 0 O RN L S i
followmg aetlons to _further ensuretbe

5 The Bureau of Regulatory

P T

s N
; -*""éifgg. fair treatment of customers. »These recommended
g AT -~
AnaIyszs of AIIegatzons.

- Cormmssmn staﬁ' should consu:ler changes to FPSC Ru]e 25—4 107 to browde
'specrﬁc gmdance as to when durmg the inijtial contact mth the customer the
- company is requl.red to disclose baslc service ch01ces. : R

.,' . . ,‘

o = ‘ {Prehmmary mdrcauons are . that Comrmssron staff does not plan to request a rule
. ' ,change} B

S




@ Customer service and sales representatives should disclose basic service options
prior to offermo any other calling plans suchas C omplctc Cholce

' . - A et

P

Include a Representaﬂve Effectweness evaluation cntena in the sale§ representatwe

xr"ep'ort card 10 me_asxifé'ﬂie'quahty of handhng servxcelfe'lléft’éd' cslls‘ SEET

,Investlgate unettuoa.l sales conducted by representatlves and, 1f apphcable' hold'

L
FY
v
[

Prescnbe a number of monthly or quaxterly evaluauve customer contacts to be’

PO R AR e ) R

omtored by superv1s ors to effectxvely asscss each representzhtlve*s erformance

R IR L T T, el x .
‘?.A 4 ! : A’ j{" : -
) o e A 45, Pt SR g .

vide follow-up a:mual eﬂﬁcs'trmmng toall employe;s and | managers. The"tmmin

1et. PRI Yt

hould speclﬁcally mclude a course on. ethical treatment of customers.
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reg10n31 momtorm g teams s checkhst to observe

Re-evaluate the useﬁﬂness and practlcaluy of the call matnx used by customer
. service ‘and sales_ represcntanves to delmeate and pnontlze the vanous types_of _
com;ng c‘qstoqle:,'cans N i

‘ eparstely trac
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- was, not processed or lost by BellSouth
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2.0 Background and Perspective

EellSouth Employees’ ComplaintsLeiiers to FPSC

N

: On June 8 1999 and November 15,1999, the FPSC’s D1v1s:on of Consurner Aﬂ'ajrs recexved
X7 two separate complamt letters from. BellSouth employees. 'I'he June. letter was signed by ﬁve

employees of BellSouth’s Miami-based" multilingual sales group. " The November letter was
anonymous and appears’ to be written by a single author. In both letters, the complamants primarily
f jiza‘ll#ege t_lgat m new service sales, package plans are pushed by the ‘company without giving adequate
:3& Eouc'erof sef)arately ava,llable services. The letters claimed that the presentation package plans (eg. -
i Complete Choice) employ mtennonally misleading techmques" to confuse, rather than to provide -
; mchg;ces to customers. The complainants contend that this type of marketing is institutionalized and
femforced through training, rewards and a corporate cultore that dnves: sales representatives to-

Rz e I T e £ -.'.‘.,s» PR Lt At T

r}gake sales at all costs

i &ég L o R R
_wBelrlSouth s Complete ‘Choice plan 1s msrepresented as a “class of serv1ce The
‘Z_ wordmg and phrases used by some representatlves mlslead the customer mto

*’; Sales objectlve dollar amounts Were ralsed to a pomt where ‘most representatwes 3

% g pet vt - 3 Q- AR :.,(a,. A
B Were not able’ to meet the company's ob_]ecnves ’ ; ¢
s - hew -\;,_ ;.. 2l g '

e .;«

MemoryCall is added to a customer s hne wrthout the message wartmg tone that
" would alert the' customer that somethmg has been added to theu' Ime wrthout proper '

authonzatlon.

. A A

Salesrepresentatlves are "gated" to take semce_calls w1th0ut bemg told




3. No disciplinary action is taken against a representative or histher supervisor when
unauthorized products and scr\'xces are added to a customers line by the

B © representative. : - B

- ? - prowded sufﬁc1ent tlme to do S0 under current mcentwes.
o Serv1ce and sales representanves are supbosed to followﬁa%call routmg matnx © '

i outlining what calls to handle, but faﬂure to adhere to 1t, or loosely domg so, results

g9
'51 Fh e 3y
'

Representanves change a dwelhng that is already entered into BellSo

SYIIanYes th 'S database
%w ith its own locanon to an addmonal liné for the’ purpose of generatmé 'addmonal
b :}\ * R

s e} H"" i »tf‘«!"n A -A\i‘!r"*‘
by 2

IR TG <3 SVL TN Dy L o E
Tevenue 'owards the h.‘lgh sales quota.

- \,»‘ B I

,M‘llUPle pagers a.nd Cellular phones are sent to customers who d1d not request them
m order to mﬂate sales totals of unscrupu]ous representatlves. SRS

',." i >t ‘-d‘d‘ "
f' .4‘. R

New connect semce orders cannot be traced once they are canceled Representatxves T
3 wﬂl cancel an orderthat does not generate salesinstead of generatmg theunproﬂtable SN
L : x

"Southorn’ Bell's  (BellSouth) 1'992'; 2
,Agreement With the Statewide E_’rosecqtor L r-.,,: c

: the Statew1de Prosecutor and the Office of Statew1de Prosecuhon and Southern Bell (nowBe]lSouth
. Inc.).” Among the issues addressed in this agreement were issues raised in FPSC Docket No.

) 900960—TL regarding the company’s sales pro grams and alleged unethical treatment of customers.
* Per the 2 agreement, BellSouth was required to_develop, _unplement, and maintain a “Review .
“oe Program and allow sem1-annual andits to be conducted by an out51de accountmg firm fora three— ,

" year penod béginning on the daie of the settlement.” The audlts were pexformed to assure that "
BellSouth/Southem Bell comphed Wlth the obhgattons and programs set forth in the Rev1ew




- The settlement agreement lists specific key operational and procedural changes that were
7 to take place as part of the Review Program. Included were changes to the company 's sales and
T semce proorams and a new code of ethics. Some of the key chanoes were:

" Sales personnel areto make clear 10 customers that optxonal servxces are niof requlred
‘1o obtam basm telephone service. o L

! idais to be dxscontlnued.

e A R

Development of a self*mslacctwn Program that mcludes mspectmg the level of sales R
53 act1v1t1es of mdmdual employees to 1dent1fy potennal problems - BEFRE

:l 7(1' ' “'H et 2%

: An enhanced mternal audxtmg program that mcludes audrtmg the ‘leYel of sales by '
'md1v1dual employees whose sales maywexceed. reasonable Limits in an effort to

“xrtad .:.(aq.-

mcluded development of a ne‘w Code of Ethics, to be dlstnbuted to all

.:jl The program also mcluded 'rnAndatofgaﬁ%Jmﬁéland "aiﬁmal wntten- -

1 TR

'acknowl

_-,..._-‘,J‘ = b _:‘.“._.‘ ol e

' gf.Both the; Federal Commumcahons Commrssmn (FCC) and r.he FPSC. have devoted

Vraw we P

chonmderable "efforts fo combat crammmg The FCC has no rules that dlrectly address cramrmng,'
: @g_unethrcal sales, activities, or decepnve marketmg practlces, ‘but did issué and order pnnc1ples and 7

'wﬂ»-. .

guldehnes desrgned to make it eas1er for consumers to read and understand ‘their telephone bill. ™

..,..a

?*?:I'Ee"s‘c:'rﬁnnmples and gmdelmes, 1SSUed il Apnl 1999 ) are known as” the’; “T -in-Billing ™
' Regulatrons.

descnptmn must be sufﬁcxently clear in presentanon a.nd specxﬁc enough in content - :

AT n -

S0 that customers can accurately assess that the semces for Wh]Ch t'hey are brlled :

v
&

SNy e L 4.--,— R ‘---..-g,- nRrer =

BACKGROUND AND' PERSPECTIVE



coIr espond to those that they have requested and received, and that the costs assessed
for those services conform to their understandmc of the price charoed

3 AN R That bills contain clear and consplcuous dlsclosure of any mformatlon the consumer
may need to maLe mqumes about, or to contest charges on the bill. - . L

rl.n.—__ St ) . \_‘--4 e

L - In addltton 10 the federal drrectlves the FPSC has adopted vanous rules that were mtended
“to elemate or reduce the level of cramming complaints i in Florida. The rules, incorporated by the
* Commission at the local exchange company level, relate to cramming and include those affecting
v customerrelatlons customer billing, and discontinuance of service (FPSC Rule 25-4.107,25-4.110,

and 25-4.113, Florida Administrative, _code)., The primary, regulation that "would address the o
complamants concern of unetlucal sales activities is addressed in FPSC Rule 25-4 107 Customer » f,;

EaTull -

_ Relatrons. This rule states the condrnons under whrch a Iocal exchange company can place an order o

,\Each cornpany shall-pro %
. reasonable to assist any ‘Customer or apphcant m obtammg telephone
“service adequate to his communication needs.’ At the time of initial 2

PR LN )

- contact, each local exchange teIecommumcauons company sha]]l
" advrse the persﬂop‘applym g for or mqumng about res1denual orsingle_

‘hne busmess service of t.he rate for the least expenswe one pany baslcw &
: loca.l exchange telephone servrce avallable to hrm uhless hc requests ;

e In’ any d1scussxon of enhanced or optlonal services, ‘each serv1ce shall -
s 00 o7 beidentified specifically, and the price of eachserviceshallbegiven.-. . 7.
' Such person shall also be mformed ofthe avaalabrhty of and ratesfor . -

>~k A TR LI

ﬂ, Addrtxona]]y,"as part' of FPSC Rule 25:4:110; each’ local exchange company is requu'ed o™
- provrde customers with an itemized bill in easily understood Vl.anguage. : ,The mle further requlres
: 1temrzed brlls to mclude “charges for customer calhng features, sepa 2




5~
Y Shes

A

ey \;
L
._;Q

- - My v
wr

Sy 453
R e
AT grfmﬂ’.y;g‘,fﬁg-%;.. o

A et

T Ak
LV, 2
Snah

Ty

i

SN 8

-

D
2L




=R.0 Sales Process

S PSRN S I

3 _1 Ccnsumer Serwces Grcup

resp nslble for derlIl° the day—to-day service operations. Consumer Serv1ces has du"ect contact with -

.27 customers via BellSouth’s sales centers; service centers, collection centers, and repalr centers. Sales ‘1,‘ :
=t of BeIlSouth’s products and services are generated by the company s sales and semce centers

_;.,,, St
._‘ F e )

_:' tracts "with three mdependent vendors who conduct outbound telemarkebng “calls on behalf of
BellSouth ‘These outside vendors were not examined within the scope of this review since they were sl .
i not a pnma.ty focus of the  complaint letters.. However, in December 1998, BellSouth's mtemal_ ey

e AR, Wi,

staﬁ' audlted t.he outbound telemarketmg operatlons to ensure ‘that inféfnal controls were ;
TR B ;
‘(' a

Y _:-3.‘1 1 Sales Centers ;. VE Sy H T 5
LT s ﬁ;‘_ ﬂes_of BellSouth's products and services to 1ts Flonda customers are conducted out of ﬁve
W salss centers located nt J acksonvﬂle Orlando, Ft Lauderdale, and two m Mtarm One ofthe M_r_amx
the entire BellSouth nine-"

"v..»' A R A e

“large team, meamng that an’.

[ i P
ég“ reprwes’egtanve closest to the c1ty ‘Where the ¢all ongmates. The Enghsh ‘sales centers have been in- SR
W 450 PR NEE TN . "C S eosoaun LT .

52 € >

msten_ce smce 1988 The multilingual sales center was created in 1993

3

BETEhe 2 Each sales center Iocatlon is managed by a center leader witha team of superv1sors for every
;;""'t § 5, }2_-20 salesﬁrepresentatwes. 3 As of July, 2000 BellSouth employed 648 customer sales
geprg_en&a_hﬂggs averaging abot&t 130 representatwes per sales center. The sales representattve are

“ﬁn&aﬁly“responmble_ for generatmg revenue through sales of all basic network (POTS) and vertrcal
' as well as nonregulated products and semces Among others these' services mclude' :

\

:.'_Pagmg CPE& Semce
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< e

v Mamtenance Plans

CalllngFeature : *"':' s
', —CallForward -




Sales of these services result from incoming calls placed by existing customers and potential
istomers. Via BellScuth's automated calling svstem (Call Screener), a customer’s call will be
routed directlv 1o a sales representative if the customer is placing an order for a new service
connection, adding or deleting calling features, or transferring service. It should be noted that a
version of BellSouth’s Call';Sc,reerier is also available in Spanish to assist Spanish-speaking

= e custODJCI‘S - =2 '!_‘;' s

o " Upon recerpt of a customer call, the sales representatrve is instructed to 1dent1fy the caller’s
o peedsand to maximizé revenue opportinities by tailoring a service recommerdationto the customer. =~
"In most cases, the custorners are presented a recommendatron of a package ‘of services (e. g., .

- “ - [T R [ .

completeChmce) _ : SR PR e e
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S “In addmon to conductmg sales sales representatrves are tramed to handle almost all types
Lof servrce-related calls, such as bill inquiries and disconnects. Often, customers with a service- "~
related problem are “gated” or “diverted” to sales representatives in efforts to distribute the.:"
workload evenly among the service and sales representatwes and to assist BellSouth in meeting L
FPSC answer time requirements. In other words, a customer who calls to report a service problem P ‘
‘might be gated or diverted to a sales representatrve “who would resolve the customer’s need, but L
"would also facilitate the marketmg of additional products and servrces. BellSouth noted that if the -
’Extuatton is Wauanted, calls could be drverted from sales to semces. i : '

'Selected ‘sales representanves were “gated” calls’ for ‘extended penods for up to four hours .
Begmnmgm 2000, the excess service calls are “dtverted” throughout BellSouth‘s entrre sales force ’
. for shorter periods.” However the complamants allege that 'no’ mcenhve exists for’ sales **

R e : © " representatives ' to" ‘handle sérvice “calls "
N effectively. This issue is discussed in the
;2o - . BellSouth Telecommunications . " Bureau of Regulatory Revrew s response to .
- w; Zsfcatsdmlvamd CallstoTah! Sales Calls (June 1999—Ilay 2000) Alleganon 7 lIl Chapter 6 SR e -

: T Over the twelve—month penod June
#1999. through’ May: 2000 " BellSouth,” on
average, gated or d1verted approximately -
173,000 customer calls 4 month to sales.
representatives. Exhibit * 1 depicts ‘the
percentage of gated/dwerted calls to the total
number of calls received by BellSo_uth’
sales centers over the same period. On
average, 34 percent, or just' over a third of _
. the total calls handled by BellSouth sales are -
o “the’ result of service calls being ‘-
Oct Dec Feb Apr gated/di\}erted 'BellSouth states it did not |

Source: BellSouth’s Response to e
> ate calls to sales re resentatrves or t ‘
_ Document Reguests 1-5, 2-10. - %;;9 alls il p ; pl’l : 0

e

"Percent . "', )
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2.1.2 Service Centers
BellSouth’s service centers are primarily responsible for resolving, serwce—related mqumes

from existing customers. Examples include providing billing information, suspending, restoring,
" ordisconnecting serviceyahd making payment arrangements. As previously mentioned, the servme-'-
-.centersarealso held: ar.c.oun.table for lower sales objectives of BellSouth products and ¢ servicesthan?
““salest centers since the cal]s andled by represe'ntatlves present fewersales opporrunmes. -

£

- /

o 3 BellSouth presenﬂy has 13 servxce centers Iocated throu ghout the company s Flonda region.”
) "Two of the Florida service centers (both located in Miami) are spec:lﬁcally des1gnated to handle

mulnlmgual customers for the entire BellSouth nine-state region. Each service center location is
also managed by a’ center leader with-a team" of - supervisors for every 15 to 20 service
_ representatlves. As of July 2000, BellSouth employed 1,231 customer service represéntatives, with " .
the gfeatest concentration of employees located in the Miami service centers. Like the sales centers,
the servxce centers are set up as a-“large team” where an mcommg call will be dtrected to the first

, T
Dl
el

Sl e . ;
‘f:' **"'a Pnor to humg new semce and saIes representanves

’ by an mdependent vendor :
& placement (i.€., Service or sales).- If the applicant is qualified for the job, the final step is an on-site

- mtemew with a BellSouth superv1sor to familiarize the applicant thh the work envn'onment and

. GL""'-' (i BT R S L

e New salesand sefvice representanves receive the s same initial trammg ‘Asaresult of internal ¥
- audlts conducted in 1998 BellSouth recognized the need for more intensive initial training. InJune . .
T 1999 BellSouth mtroduced anewtraining program ‘called the “BEST™ progxam. 'Ehe BEST program

d 1s a seven 1 week computer—mteracnve and role-playmg training program that mcluﬂes apprommately

9 UnderstandmgOthers - : ,' 0 Se]hngWireless S : g
4 Preparing to:Take Calls 7 ° 4 Issuing a Change Order - " .~ .
-/ 4 Selling Products and Semces @ Selling BellSouth.net * f S

: _0 IssmngaNew Order - '; ’ 0 IssumgAdJustments L
0 Negouatmg Payment An'angements 0 IssumgaTmnsfer_Order v




Afier release from initial training. new representatives are placed in an incubator group for

a period of four weeks. Over this period, the representatives take on the same responsibilities as an

= expenenced representative, but they are continuously monitored and tutored by an assigned
~“supervisor. While in the incubator group, the representattves are expected to meet 60 to 70 percent

- ... ofrequired sales quotas..Upon completion of the BEST program, representatives, receive, contmucus

e - training every 30, 60, '90, and 120 days. After: 170 days all. representattves penodtcally recewe
> targeted trammg on new products and semces throughout therr Career. . - :

2% The Bureau of Regulatory Revrew attempted to obtam past trammg matenal however e
BellSouth does not maintain out-of-date training material. According to the company, pnor to
'mplementanon of the BEST; program, representahves received eight weeks of classroom trammg
Tand were then put dxrectly on the job. The company stated that contmuous trammg was not as

structuredasrtrs today o f‘: _

"f‘,-“'}
argets

.....

/ ;,19!},%,531@5 objecgve based upon s selected economlc and busmess assumpnons 'such as access lmc e
e growﬂf défn%éraphcs'. BellSouth s five Flonda sales centers are accountable fo_r meehng 70 ;

TR 3 04Ty

i .- - ercenﬁ?f%l 1o ected sales for the state. The remammg 30 percent 1s expected to be) generated A
P proj =

: center and service center. The revenue goal for each sales and service center is distributed equally
. among t.he representatwes inthe form of monthly sales targets. . Sales and service representatlves are .
A expected 10 ‘achieve or ‘exceed the montlﬂy sales targets thro 0 gh sales of BellSouth’s mdwldual: P
8\‘ 3 v ,ba’: o

P a0y el
7

' products and services..:iinsur

¥ -;.The monthly sale targets are a major component of the sales and semce

monthly ‘report cards” or appraisal forms. These, report {"Cards * work on a ppmt system used to
‘evaluaté performance. - The feport cards vary between the sales and serv1ce ce ap&rs and are changed
elther sermarmually or annually to reﬂect newly targeted products a:nd semces as dlscussed ﬁu'ther

If representattves need assrstance in obtammg then' goals 2 Development Action Plan is
mmated between the representative and their respectrve supervisor., The Development Action Plan’
" ensures that a representatlve first received coachmg in areas that need improvement before any -
: drsc1plmary action is taken.. Faﬂure to achieve a sattsfactory score may lead to dtsc1plmary actton,
DlSClpaneS can’ range from “mformal” drscussmn between the representatrve and hlS or her




=.2.1 Saies Representatives’ Repcert Cards
For the year 2000, a sales representative’s report card is broken down into four primary
mponents or performance measurements, plus two “bonus™ measurements. The four primary
) Components are Total Revenue, Revenues Per Access Line (RPLN), Talk Time, and Adhérence. The
-=r-BLonus measurements are based on“achievement of Internet. and Cellular sales objectwes. :Sales:: :
: representanves are not réquired to meet ﬂ'len' bonus measurements, but can do S0 to’ add points ”co**"

'therr overall evaluaﬂon score. o ")

iy

'|r\

-
* .

P rep re;sentatWes in the form of monthly sales targets. In order to meet their sales targets, BellSouth
.:issxgns a revenue credit amount to each of BellSouth’s individual products and services. . The © =
g reven e SCredit amount is adjusted annually to provide additional incentive to sell targeted products

“and serwces in keeping with BellSouth objectives. For example, in July 1999, the monthly revenue
L Shjective fof a 'sales representatlve was $35,300. If the sales representative were to sell Complete

.(

e‘-:m "“éhorce, cellular, ‘and paging to a new customer, the sales representahve would have beén credited

Sl [ P g

'$35,300 monthly sales Ob_]BCtIVC. -An average of one such sale per hour would allow the

5 $90 for Complete Choice, $78 for cellular, and $78 for paging for a totaI of $246 towards the s

HE “"”“”*“"ﬁ"ﬁ“{:g‘ osli ghtly exceed the’ monthly sales objeetwe of $35 300 o

+4

G % g& To determine how successful sa.les representahves are mmeetmg thelr sales obJectxves, the
ﬁ;ﬁ%‘ﬁ‘}eau of Régﬁlaiory Revww rewewed 4,242 report cards and calculated the percentage of Total »

Mo

ﬁ%— Reventie scores that were  less than satisfactory over two six month periods in 1999 and 2000, The ™" =" ™
Y ébmpany S records for the sample mdrcated that H percent of the scores were less than satrsfactory -

);‘ :,,11;_ :_Nj. :‘ N
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' 5 4-yv3-.-;.'”{, 1' -

"‘@“”f‘eﬁ’f’a BRI R LA :
e ‘In addmon to the Total Revenue ob_] ect1ve another component of the report card is Revenues
“Per Access Lifie (RPLN) ‘The purpose of tracking an RPLN ObjCCthC is to encourage sales
_rerresentatives to maximize the revenue produced through each new primary access line generated. ,
In other words in July 1999,. the representatwe would be expected to sell, on average, $147 worth”
oy of prodpets and semces for every new pnmary access line generated In order to ﬁJlly maxmze e
”"?::f the RﬁLN representatlves are encouraged to offer each customer a wide ment of services available ' s o
: from BellSouth, such as Internet servxces, cellular services, and addrtronal callmg feamres. Prior to .. . O
BellSouth implementing the RPLN objective; sales representaﬁves were ireld accountable for T
meetmg sales ob_)ectwes on an mdrvrdual product bas1s B RRREIRRRRE. SR

-'nv(“
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B ;I’he two remammg components of the report card ate Talk Time and Adherence. The
_ purpgsemof these measurements is to ensure that calls are handled as efficiently as possible. Taik
. .- Time is theaverage timea sales representative stays onthe phone with a customer. Over the past two

and one-halfyea,rs, BellSouth’s monthly Talk Time objective for sales representahves ranged from
" 7.43'to 8.78 minutes. Adherence is the percentage of the work'day a sales representatives is

'expected to be on—lme avaﬂable for customer calls. On average, BellSouth’s monthly adherence ,.'{.-_




year, but the Total Revenue component is the largest. For example, in 2000, Total Revenue
accounted for 50 out of 100 points. - The overail score is used to evaluate performance, with a
maximum of 120 p&ints. Failure to achieve 79.4 percent of the maximum 120 points would 1esu11
in a less than satlsfaetory evaluatlon and may eventually ledd %o disciplinary action.

e SR Tt

Cards~e-,,-_.,. e

: A service representatlves report card also includes four} pnmary components plusa “bonus™

_ 'measurement ‘Three of the four primary components are the same as those used to evaluate’ sales
representatives: Total Revenue Total Talk Time and Adherence. The fourth component is -

Representauve Effectlveness.‘.\.: :

Nelr,

S e o b -
[ '_,‘ _r;‘\ \,-. - ;,

.. The monthly Total Revenue obJectlves set for semce representahves are si gmﬁcantly lower
than those set for sales Trepresentatives, since service representatlves are pnmanly involved in
: resolving service calls. In July 1999, the monthly revenue objective for a servrce representatwe was
$10 718, wlule a sales representatlve s objecuve was $35 300 : . - :

J '= oL H
.«‘,..

:." " 1 ,r ,“_‘ T et N . -‘ s ,_;r : .
A T To determme how successful servzce representauves are m meetmg the1r sales ob_] ectrves the  ~ :‘ ‘
Bureau of Regulatory Rev1ew rewewed 3,990 report cards and calculated the percentage of Total "

: Revenue scores that were less than' satisfactory over the twelve—month penod January through

S L Representatwe Eﬂ'ectlveness is used to measure overall customer satlsfactton and 1s based
on’ customer ‘satisfaction survey. results compiled at the state level _The survey results measure’
“service. qualities such as helpfulness resolution of problerns, a.nd rapport w1th customers. All of
. BellSouth’s Florida service representatives are awarded the same Representative Effectiveness score

. on their monthly report cards. Given the sheer number of BellSouth representatlves mdmdual

: Represeutahve Eﬁ"ec’uveness measurements are unpractlcal . WK

3,

LT g S

'_ "“"‘T:f"i;Th‘éb‘B'nus measurement, Offes Rate is based on efforts made by the servlce representattve

lee a sales representatwe, a service representauve is evaluated based on the four vvelghted
g compouents phis the bonus, with the largest being Total Revenue. Servicereps canearna maximum ~

- score of 120 points 0.. their monthly report cards for exceeding the required sales quotas. Failure
to achieve 82 percent of the maximum 120 points would result in a less than satlsfactory evaluatlon
and may eventually lead to d15¢1p11nary action. . j . e

P .
‘e R

3 3 3 BeﬁlSouth's 1999 Agreement wath CWA
In 1999, BellSouth Flonda Consumer Services' entered into an agreement ‘with tbe
Commumcatlons Workers of America CWA in efforts to provide a better working relauonshlp
betzveen the two_vorgamzatlons. As part of the agreement, BellSout;h ‘removet’l_vd_t(smphnaxy actions




taleen against sales and service representatives from 1998 through May 1999 for failure toattain sales

aoals. The followingspecific actions were taken per the agreement:

4 All 1998 sales and service representdﬁy(;:sf:‘dﬁb;aisals that were less than o _

.7 . .. -satisfactory were rated as insufficient performance (diagnostic). L e T
. R T . MPATIIE LT TSI, L L . C e -

All January through May 1999 sales and service representatives appraisals
-~ that were less than satisfactory were rated as insufficient performance .
(diagnostic). Appraisals would be evaluative for the June through December . |
. 1999 time period. ' ' Co e

. R Ve . !
PPy R N 5o b - T % 3, N LT A S
i

.'fﬂ. et

& Any disciplinary action taken in 1998 and 1999 as a ‘result of less than -
satisfactory evaluations due to sales were removed from appraisals. )

L3 Fr6m Jﬁﬁuaxf'thrbugh‘ March 2000, BellSouth retrained sales, and service ..« -
' representatives on sales techniques. .. T 1.7 i PN P o

3

0~-\‘ ""-3-7,11 ~
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" Appralsals -‘-?-é-‘}‘-i‘m"’ﬁf:'onfﬁéi:al.’f‘iﬁ'Abﬁi 2000.
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35 AR v Bt _ sl n : - «-,‘ i .— - -‘:- . J e N . ..'.‘
: ‘BellSouth compensates both sales and seryice representatives on an hourly wage basis

2 . .

J coup ed with a variety of jréentive programs implemented by BellSouth at the state and corporate

" levels (entire nine-state region). Incentive programs provide awards to individual representatives
for virious recognition programs (i.e., Customer Care launch of new products, being one of top 10 -

fepre X in a day, as well as reaching or exceeding their monthly sales objective).

[t g
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?‘T"’iﬁ . SRS LE Lt e .5.'._ ; "'.'*"."'.‘ P T . ’_",-z-."'h" e s : y._d“ [T
e ATthe STale 1oVl Prizes SHCHES GAS TS ahd mOVIE ticketSdre awarded forepietentatives.

: Thesé prizes ‘are not to exceed a worth $25 per week. The incentive list continuously changesbased -
n feedback from the representatives on what incentives motivate them to strive forthatdayorweek - . .
to promote a BellSouth product. For example, representatives may tire of movie tickets and " o

Aias "
N 2T

 Tecomimend Wal-Mart gift certificates -~~~ o :

~ At the corporate level, monthly contests are conducted to motivate sales. Representatives -

. can earn up to $1,600 annually in the form of credits to an American Express debit card account.

¢ In addition, recognition events are held in various locales to recognize the top Sales, Service, and
E;QQUQQﬁqns performers within the nine state region. vacation trips are awarded to reco gnize top sales

, Pe}'formers within each of BellSouth’s nine states. Year 2000 winners traveled to San Francisco. _

f
-

e - e 4T :.

S «A repréé'éﬁiaﬁire is i;éi eligible to pérﬁéiﬁéie in any coi'pofate ontests 1ftheu' personnel '
records denote an ethical violation. Additionally, all contests are audited for accuracy. .~ L
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2.0 Sales Process Inlernal Conircls ‘

3
e leno b rem e

~ - Yyl A o T *M' ".' Eir :"'=¥‘-"°--.-=.~.— -
S ‘As pa}t of BellSouth 51992 settlement agreement thh the Statei‘iﬁﬁe Prosecutoi: BellSouth

dto develop and implement a new ethics education prografﬂ for all new and existing ~ .5
e:mployees “to.ensure quality and ethmal behavior. The program materials include a verbal =~ ‘
resentation by BellSouth Security enutled Cheat, Steal, Conduct, Fraud, a BellSouth ethics

andbook, A Commitment 1o Our Personal Re.s‘ponszb:hty and a computer CD-ROM interactive .. - -

P T T

course, entltled Ethzcs-Everyone s Responszbzlzzy Several of the top1cs covered in the programé R
= ,*p PR K . ‘w;\)‘ “> .;_,, Jg‘d et v __:._‘ s _“n” : -ﬁlﬁ‘, o’
¥ ,I.% fﬁclude the followmg : - ALK e

0 Equal Oﬁpoft{xhjty
’”*-1 0 Hea.lth and Sa.fety

'x . : RO X
of,the program, | a.ll_ employees ‘are reqmred to mgn a “Personal

SPMnEibﬂi qat.h, Wh;g}g 3Cknojﬁj}9dges BelnggtI;’s CtthS pohcy .The signed copy is updated y
u‘Zi'"“"'““‘"‘d reta’uled as pin“of ¢ ey mar orine] f Beﬂquthjs ethiics poliéy.

‘ifc Tt

: Q‘ Fal”'ify“fﬁ"g":égg’




® Violence on any company property, either inside or outside cornpanv
buildings.

. Through I.he etln cs program, BellSouth also offers several hot lines that emplovees may use
to‘xeport questlona'ble or unetlucal conduct. In response a document request BeHSouth prowaed
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¢ Regional Observauon Team Momtormg

'e'ua.g-.n- P
B ;,:

4 2.1 Eva!uative Momtoring . : L Aad
: " Through “evaluative” monitoring, supervisors penodxcally observe each sa]es and serv1ce o
representahve handlmg calls. Evaluatlve > monitoring has long been the pnma.ty method of customer VIS

'coﬁtact observatxon. However, “unider .the.terms..ofa- Memorandum-of~Agreement wnh the,

—rron 3wy g

pommumcauOns Workers of Amenca (CWA), BeHSouth has been requlred to tum ona spec1a1

sales’ programs, staff noted that Southern Bell (now BeHSouth Inc.) did requ.lre supemsors to
perform a prescribe number of evaluative customer contacts. Staff’s review indicated that at least -

" . six customer contacts per quarter were to be observed if the representative had been rated “above o
satisfactory” at his/her last review, 12 contacts for satlsfactory-rated employee , and 18 for * e




of customer contacts. Eight customer contacts per quarter are to be observed for each Sales
Representatlve and 1’ per quarter for each Service Representatlve

- 2 2— State Observation Team Monitoring e
The seeond t.f'onn of customer contact momtonno is performed by the state observataon team

"-'-l-:;‘_‘_".a\p .y
%= S

Iy overnll semce nnd Sales quahty throu ghout BellSouth’s Florida operatlons. F or example the unit's

b Tt =

trmmng needs or adherence toa pohcy change is assessed through the state team but mdlvrdual

: performance is not noted unless an eth_tca.l or gross abuse vwlatron is detected

S :An exarnple of an etbacal vrolanon would beto add callmg features to a customer s account
“without authorization? . Gross abuse situations include cutting i the citstoruer off, rude’or abusive * .

: .lﬁﬁgﬁglbr Tefusal to escalate the customer call {0 2 manager. In 1999, the state team observed _ ,
i etbaca.l vrolatrons that were drrectly related to incidents of placing unwanted services on customers’ S

-gv,_ R

Sk accounts.y: From ,January through June 2000, a total of a such mmdents had been reported .

Rt _ et
BellSouth"bo longer retams state team observairon results pnor to 1999 Pl

".‘.. ».‘

- éci.'}r‘ -.‘ L3N G R - "
: The state observanon team consrsts of four employees, of wlnch two are bﬂm gual Throu gh
sk the team,"a darly random sample of 15 customer conticts from ‘each : serv1ce and sales center is™

s observed, documented, and analyzed "Salesand service representatxves have 1io means of tellmgthat

s KERTE =0 3 2 2o AR s e

% ﬂley or Yror their centers dre under observatron. Since the observanons occur contmuously ona random
=% o STEP RN ST A8 X e g ® bsawy 40FIREDE . 1TA T - -, Lgaer e

7 ;mg’a‘{s’}gs »eac‘h \yeek and are performed in a Jocation where the observers cannot be seen, representatrves
452 must assume that any call may be under observanon at any trme Each observanon is scored for -
STRRF S ) S LPPa ) At IO

% comphance mthe followmg areas" 7 %
R 75 @ Professionalism . . BN Y Revenue Generatlon v PRI
X .4 Speed to Resolve ERRF : 4 Service Order Accuracy ... .. 0 Ll
;. ® Complete and Accurate Informatlon € Legal/Bthical ~ .~ - ... .
s S . 4, First Call Resolution o . €_Offer of Products and Servrces

¥ ,:‘.a 0 Mlsdrrected Call Handlmg e

..sm:.\.a_-,,,.

In response to a document request, BellSouth provrded the state team s observatlon resuits N

m"i’- f"@k LR R L

it or.various months ‘within 1999 and 2000. The Bureau of Regulatory RewevFWas speclﬁcally' o
e mterested in’ exarmmng the results to determme comphance with FPSC rules ‘governing full
dlsclosure of basrc semce 'I'he company s goal isto be 100 percent in complrance vnth the FPSC.

comphance. This mcluded monthly mémos and enhancements to scripts reminding representatives
, 2 to offer basic’ semce with rates to every new customer, and distribution of disclosure remmder__'_ :
&t stlckers to be placed on “each representatlve s terminal. In August 2000, BST’s state team’.-
= observattonresults showed that representa‘nves unproved comphance with full dlsclosure 98 percent o




customer contact. This concern is discussed in the Bureau of Regulatory Review’s 1esponse to

Allecratlon 1 1n Chapter 6. ' ..

q.2. 3 Reguona! Observatnon Team Momtormg

ns on the sales serv1ce repair and vendor centers throughout the

4,000 monthly remote observatxo
~ BellSouth nine-state region. Each analyst is provided amonthly schedule that includes a computer-

cenerated random sampling of each center throughout the reglon. .- The baseline number of ~
~ observations to be conducted by the analysts is 20 customer contacts per state each month, which
i3 totals 1 080 observahons. The total number of observatmns may mcrease accordmg to call volume

—_:_,. \.”

Lo 'lee the state observatlon team, the puxpose of the reglonal observation team is to observe
¢ overall service and sales quality: Individual performance is not assessed unless an ethical or gross -

« abuse, violation is detected. .-The. regional observation team reported 98 incidents relating to . -

placement of unwanted semces in 1998 29 mmdents in 1 999 and 12 through June 2000 BellSouth

wser G ArYR b
RS AR
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.. Did Not Order form, ‘and ‘submitting it to:
management for 1nvest1gat10n.,

’“’. )
"responmble for resolvmg the complamt, makmg the appropnate credit ad_;ustment, completmg the

wananted, dtsc1p1mary acnon is taken It
should be noted that a separate Dxd Not
Order fonn 1s employed for erroneous -
orders placed by one of the contracted

3 outbotmd telemarketmg sales vendors 3
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I 'ﬁlqumes re\-ealﬁa thaf ome employees beheved that complenon of the fotm Was opnonai. .
Furt}fef, they were reluctanf’ t6"' cb’ﬁlplete thie* forin as it may result in d'ismplmmg ofa fellow co

;&r 3, ‘f‘n‘) ;QE""{

s #chhnges to zm emshng order that results in newly added servmes or pla.ns Included in each
P venﬁcatlon letter isa chart deplctmg the quantlty, descnphon of serv1ce, and monthly rates for the

SRR Ly R e et
~‘ &new semces* ordere

= % - B
1‘&;@., SO ] "\;lrr.f SRR N T a3 A CRE AT A k¢ p#-p_ i
ese gregation of responsxblhty for ﬂns functlou away from the custcmer service and sales

" To focus on any crammmg or unethical sales activities that may have been detected by
BellSouth’s internal processes, the Bureau of Regulatory Review requested a copy of any internal
. audrts or reviews relating to unwanted sales by service or sales representanves. The document

- request covered the period ﬁom January 1996 through January 2000. “In response, BellSouth’




BellSouth emplovees. As part of the investigation, the company’s legal department requested an
internal audit that was completed in September 1999. The company asserts that this investigation
" constitutes attorney-client privileged mfon:uatlon and was, therefore not prov1ded to the Bur cau of

Recrulatoxy Review.

'-'»-.

‘Zé Wxth the excepnon of t.he Blllmg and ColIectrons audlt, each aud1 addressed the adequacy by

of mtemal coutrols over BellSouth’s sales process._ The audrts focused on sales effectiveness and .

.Eih}cal behavior. of Be ellSouth’s sales and servrce representahves. Some keyr recommendzmons no_ted

o VR s R R e e
the audrts were t

S L AN Yt ‘ 21
,'0 Improve mmal and contmuatlon Uauung for sales and servrce representatlves. -
£ . r . ) “ . J . <

«\::;-t} RS

LT = -F—(-u v
L ﬁlt

serv1ce centers rmplemented the BEST training program in .Tanuary 1999, 1mproved and mcreased
" the amount refresher or continuation training provided to sales and service representatives, added
* 33 management employeesto line positions, and created administrative coaches to assist supervisors
w1th administrative and trammg duties. The company stated that 1mplementahon of these changes
1mproved sales and service representatives’ average work time in 1999 by 50 percent and 33 percent,
. respectlvely Add1t1onally, trammg time mcreased ﬁ"om four to ten hours per representatrve per

SALES PROCESS INTERNAL CONTROLS

Vaba X.’Jll- LW

follow Customer PropnetaxyNetwokunformahon (CPN'I) scnpts- fe
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5.0 FPSC Consumer Compliainis

"_'Overview
..'r:i:- RN ‘—‘1-"--- i A ‘iz iy ,..,,/___-e_-_—._-_‘__u .

'ﬂle FPSC D1v151on of Consumer Affau's is'the’ pnmary contacl"for customer complamts _'

LY w’-

loaged wnh the Commission. Upon receiving a customer complaint, e Consumer Affaus . Lt
'""’iﬁ‘\ésentatlve quesuons “the customer to assure that the customier has first contacted the utility. If . - =~ -
S 3., . .

hof, the customer is encouraged to do so. Then, if the utility company does not resolve the complaint
, o the ‘satisfaction of the customer, Con_sumer Aﬂ’aus wﬂl document the consumer complamt -

,.‘ ," - ._‘.‘\r ‘.- -

o fAﬁer complmnts are recewed and logged, the Consumer Affaxrs representanve contacts the T
company to request an investigation and a description of company actions to resolve the complamt. '
“When the case is closed, the Consumer Affairs representatwe makes a determmatlon asto whether

"M met--""" faem vk . “ ey v
ﬁhe ‘compan has commltted an apparent mfracnon. N R

:}1&“5 épparent mﬁachons occur when Lhe facts md:lcate that a unhty has V1olated§£ther an FPS_Q
“rale: cdrﬁﬁi'ﬂjl tariff, ora Company- pohcy (e.g. Tules and tariffs.) If there is no-apparent infraction, e

P&%mplamt is closed and assigned to a general complamt category such as “rules and. tanﬁ's” or’ ,

i Eﬁoﬁl "call featugei’.’ Cqusumer Aﬁ'ans records the number and category., of customer complamts
quged ag §,§§t igch éo‘n'1pany “and’ reports the results monthly to FPSC, CominisSioners and staff o

ﬂ:u-E oug,hi its Complémt Actmty Trackmg System (CATS) These reports help ldentxfy and trend" ;

ﬁmﬂ ey *g*p}bblems'that may requu'e staﬂ' attentlon.

™Y
1
1

:ﬁ':"' r_,l ", FaEg ‘u_' . z -' h--._.E ;'_'._ - ;. e T ’ ;_ 71-' _.! o ',"_.-‘.,‘ o -".-:‘ L ' el T

; .{,@g‘%wgw??f the allegations made against BellSouth in this case, the Bureau of Regulatory
;. :—,aﬁts. AR ¢ Vel £ i TR e - vt - Lo, s . s P [ ] el
‘Review exammed'consumer comp

N, BEERSN"
P R st 2 ,

ConsmnerAi'fmrs uses some 400 Codesto categorize the thousands of complamts recewed annually '
Four codes were selected as those most likely to contain any BellSouth co s '

Si: o O

allegmg unethlcal .saJes actwmes or deceptxve marketmg practlces. The codes are

MY

for the penod Ofthose, the Bureau examined 226 for any. indication of’ unethical sales on behalfof AR e
BellSouth. The Bureau’s analysis revealed that none of the 226 complamts exammed resulted from " e T
1meth1ca1 sales actwmes on BellSouth’s behalf o . St o R




ales were captured in any of these complaint categories used

Affairs, these types of complaints would most likely be
PSC’s intervention. When a customer calls BellSouth
is BellSouth’s policy to credit the customer’s account

Although no cases of unethical s
- ... - bythe FPSC’s Division of Consumer
2% resolved at the company level without the F
" to report an unordered product or service, it
... for the product or service and any related charge
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6 0 Analﬁ:as of campﬂamt Allegatmns '

s Tlus chapter dlscusses and analvzes the spemfic allecratlons,ralsed by the complamants
Pertment to BellSouth's sales methods and practxces Each alle“iatitﬁg 1 Feeparately listed and begins )

o i}mth a condmon that describes the situation’ that mag pe takmg plaeetat%tzompany The standardyisfis” = - .
%}j;"@kplmns *ﬁvliat’ should be happening.. Sfandards aré derived fromq‘e "stmgla% an"?i‘-‘iegﬁlaﬁons '
¥ -% ntmctua.l terms, generally accepted policies, procedures Jand company—estabhshed management
cﬁtena. In addmon, standards may be derived from prudent business practice or compansons with
i gther utthtles. The concluszon descnbes actlons that were done or shoul_d be ‘_done to correct orr :

sa'rl”’Pre 7€ it c \. = r }.-‘.‘3!‘:1‘7 : \‘[;{
g v fag. e o S, ';c,*‘\ ! ; ]

B ordmg ancl phrases used by s some representam{es %mlslead the customer mto
3 behevuag th" ey will be hmlted to 30 ‘alls unless thej' ch"o:)se the’ Cgmplete Chorce
. Lviie R T A .{.ito\s‘ 5‘:"‘?1"""

s lﬁﬂup&i’

xtam areas w1tlnn BellSouth’s semce temtory, customers may choose ﬁom two basm

T WS 200 I oot o DXL T g N, me g o gt 5y

s1dent1al Service telephone plans.. One basic service plan 1s hmlted local callmg, also known ' as

B ) A DIt R

measﬁ?gd ?e%i?e, or IMR¥ The, lMR tanif restncts the caller to 30 calls p?r ‘month” fora monthly

SIS of $7:717 Customers will be billed an additional charge for cach call beyond the limit of 30. " 7" " ",

7 Tk S35 The other opnon, and the most popular of the two, isbasics semce W1th unhm1ted local callmg, also

SRR PR VRS S

;}%é ié'&'&’&“ﬁ“aé" flat 3 rate servxce “or lFR, lFR for rate éroup 12 1s _avarlable fora ﬂat monthly rate of LT

u.~4' e

.un.t
B EYs

S Lﬁ\an alternattve to lFR, BellSouth also, oﬂ'ers an enhanced.calhng plan, Complete cgqlw,

*’wbsclhfmcludes the IFR semce plus 20, calhng features for a monthly rate of $30.: 'I'he Buréau of

PG,
LR AT g v e g - LR PR v ML S o LN PG N
%%s:; ly?;egulai jt:y R%Y}ew’lgeheves’laellSouth presentatwes are cm:rently capxtahzmg on confusron among ¢
g e Xor Sl 5 CAt e et T a2, - e R VLR DR A AU PR Y, et
3.32‘&; customers who do not understand thetr optlons Aﬁer conductmg two half—day momtonng sessxons

£ t‘\*" W3 7T NN
Az of s sales and serv1ee representatwes, the Bureau coneu.rs that some customers confuse BellSouth’

ngmplete Ch01ce plan with the 1FR plan. In other words, Complete Chmce 1s sold ‘ander the -

N4tz SN b e T IS b, s <

; mrsconceptlon that the only a.lternatwe is the less desn-able and restnctlve IMR plan.

_’a.tthe end ofthe call. Through both the Bureau ofRegulatory Review’ smomtormg of customer calls
3 to BellSouth’s sales and’ servrce centers and exatmnatlon of BellSouth's sales scnpts, 1t 1s the

tather than makmg the choice clear to customers.. Below is an example of'an openmg statement to

~P e dw i,

: be used by representatlves in a sales scnpt prov:ded in the anonymous ‘complaint to the Comm1ss1on .

,_,...._,...,....,.__,.__, e

,,,,,,,,,



: The sa]es‘scnpt further mstructs the represerrtatw

e ;r.QElyq after the salé i .P.omp.l‘?.tfgvlithf eales representan
oy for basic sech 1E{V,herem the’script states: ~
: RS ST SR P R R

o
Yok AR Iy

cular scnpt was provr

sahe RN cerer

ded as an attachmen to one of the complamt letters. It is not
. Clear 1f a;nd when tlns script was in use. “This script fails to mentxon requrrement to dlsclose the rate .

for basxc local semce'a's required in Rule 2524.107. Accordmg to BellSouth, the origin of this script
< is pnlcnown and is not an official corporate approved script. All corporate approved scripts comply

i a0 “.J.

- with the Commlssron s rule govenung “full disclosure.” ,
5 ,‘:':-{ Wy «'q.. ‘L»;J . ,.{:3? Jkﬁ;g: ,).J%,_,__&‘:,“M“ ”w.« -'\-':'-r,.{_w,“l ;
v x)

An

SRS & A -f"‘».
SRR AN b R L R S IR

-z ,.m.f‘f* Through,theBureauofReglﬂaiory Remew; s momtonng sessions. of.semce and sales calls’
mBeHSE’ﬁ‘ﬂg* a total of. 16 new Service “Grder’ calls ; Were, observed:"“ln 15-out of the 16 calls )

J-""’q;wa'»»:.trv—. g ..,;.,,:-kn .1 et AR

3 PeHS uth representatlves Sold Complete 'Choice wrth the drsclosu.re of the avallabrhty of ba51c

A ey Wt s 23 " . ...._.' FEALE ) "
service at the end of the call B SIS

s

T
i

the company should d1sclose basic service. However, the Bureau of Regulatory Rewewbeheves that 3
the spirit of the rule is not fulfilled under BellS outh’s current practice. When presentmg BellSouth’
callmg plans it is the opmlon of the Bureau that BellSouth’s representatives should first offerto -
customers BellSouth’s basic service plans IMR and IFR. Ifthe customer chooses lFR, BellSouth
representatlves ‘should then clearly present the Complete Choice package as a further enhancément

Lo the1r servrce. The dec151ons of basxc semce (lFR and lMR) and Complete Choxce should be . ..




In a November 1999 BellSouth letter to the Commission in response to this Teview, the
companv states, “"All BellSouth representatlves are trained and monitored for adherence to the
réquuement to offer the least expensive option priorto attemptmo to sell anytlnnveﬁse l'.,'l:lle Bureau
Afc 1’}} “Leview’s observations'and the above sales scnpt contradlct the: c’lanr?-hml"all optlons . LA

) S b...J,,s,,t‘

efore a declslon is requested.

"’"L"?‘" -

e At a mmm:xum1 whenever a customer calls to ini

" pI'aCthE would be for the representanve to first recommend one of BellSouth’s bas1c local semce
T offerings (.62 1FR and IMR) and immediately dtsclose the price for the' partteular offermg The
,representatwe could tben explam to_the customer that there are other semé”é"packages (e g . . i

Ch01ce) at dlfferent ‘rafes wl:uch ca.n be descnbed if the customer 1s mte ested

{t.—-\ el N -:,:!.:..‘_'-~‘,u‘
| . i H

Py
*',.Uﬂ ]

meumgmtomg process to observe whether representatlves are dJsclosmg bastc serglce options: pnor
[T Lol 3w _”\_.4 " G‘ b. .u 4‘,-‘\

Lioh to offering any other callmg plans, such as Complete Chome.

A LAt

AIIegatzonZ‘ l‘lref)f'*esentatxves are told to meet
L r“‘“.'." :

o forrna]ly repnmanded.

."-s,‘;, A -.-".u-"_Q.

[

i . - ~, - . P . L R Ny Cems A
. . . Can vt
e o ot

gv--.

AIIeoanon 3° Sales objectlve dollar amounts.were r:used toh a pomt where most

: representatwes were not able to me -f‘th—é?dm’ﬁany’s ObjeCﬁVES" S T
TR 5

e, T 'R
'

able for meetmg

Spec1ﬁc "dollar amount sales’ ‘obj ectives” derived from a statewide total dollar sales obJecttve
developed annually by BellSouth Corporation. To meet the projected sales, BellSouth holds sales
“and service representatrves ‘accountable for meeting monthly revenue ObJCCtheS.: The sales and
+ service representatives are expected to achieve or exceed the monthly sales targets th.rough sales of
; BellSouth’s individual products and servicés. Representatives who fail to meet the monthly sales
] targets will first-receive coachmg in areas that need improvement. Representattves who fall to
1mprove performance over a penod of time may be subJect to dlsc1p11na_ry acton :

=

3 " The’ Bureau requested that BellSouth provrde the . percentage of sales and semce ' R
representanves who met their targeted monthly sales objectives since Januaty 1998. In response o

',

,’the company mdrcated that no such analysm is even attempted by the cOmpany Instead the N '




’r

company provided over 12.000 individual service and sales representative monthly report card

ales fe_‘ll,be‘l_or W

results coyering the period of January 19_9_?9 through July 2000
To dctenmne how successﬁjl,representanves are in meenm7 their sales objecuves the Bureau
ated the percenta ge.of i nstances where sales
mdicatex

lﬂ—nlon:\h penod exammed ‘the sample

or re}“ﬁﬁ,"f,%.‘-l.g_ Xer 3 ;000{13__29“ czmjs 13%
the monthly’l'otal'Revenue obJecug,e.r; ggth
percent of the evaluatxons for the sales representatwes rated less than

ul
‘?P % .".‘
‘percent of the ,Total Revenue’ 'evﬁluanons Tor. the semce representatlves rated Jess than
U ey X e

A gk ke

nnlarly,

v RN
sansfactory_;,_SJ

)
s
» AT

L o A i
kg l)i' dgﬁgrgﬁt. The comp
achreved by its sales' in service forces in2000

any"

W LS 200

L BelSouth conténds that <
pports vrts“ﬁtfs_&tggp by pomtmg tho “‘L_he “Oﬁ“cr Rates’f
Oﬁ‘"er Rates  aret based on eﬂ'orts made by the scrvxce representatlve to offer BellSouth’ '
\Cfs and services on each call Durmg 2000 the Oﬂ'er Rates in sales and ‘Service were
"“{'f Ma.rch 2001, the Oﬁ%:fr Rates Were 38, 5
MBS

Suppor
s 2 Wi
u
ot RI7 D oYL O T TSR PN T SR I T AN X R ol
percent, respectwel
b LT £ o

43 percent an
Y WW

AN
it e SR TR TS
im lementat

ewdence to substantlate Allegatron 2. On'the other hand, the Bureau concludes that A]leganon 3is’
supported by facts In light of Allegatlon 3. it is'the Bureau’s opinion at the companV would -
seLe
k-1 : ; b 5 ; ’ %3\ : F
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Hifegarion 4: Cptional services including BellSouth’s Complete Choice plan is frequently
added to the customer’s line even after the customer declined the oifer.

Condition - (What is.happening?) o _
.. =i ~rBéllSouth sells"many:optional services that are not requ

According to the complainants, BellSouth representatives were told to “offer the Complete Choice
plan on every call, and offer it aggressively, overconiing customers’ objections in order to seil it.™
The complainants alleged that cheating by representatives commenced in order to meet sales
objectives. Hence, the Complete Choice plan was frequently added to a customer’s line without their

‘authorization.

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
from 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 earn dollar credits toward meeting the representative’s Total
Revenue component of theirreport cards. On an individual product basis, the Complete Choice plan
was assigned the greatest revenue credit amount at $90. For meeting or exceeding the sales

. - objectives, the representatives can earn various prizes and cash awards ranging from televisions to

. vea

. annual trips for top sales performers. In contrast, failure to meet the sales objectives could result in

" disciplinary action.

Although Complete Choice is no longer a separate component of the sales and service
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 further trained to
overcome objections when the customer voices concerns or does not agree to the sale. For example,
in BellSouth’s training manual Selling Products and Services, 24 pages are dedicated to teaching

- representatives on how to view objections-as opportunities.- Some excerpts are:

S
7

Crs;
5

: , | % ired for basic service.- One suchi#:
~ service is BellSouth's Complefe Ghoice Plartwhich includes over 20 calling features at one price.
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Lihougel tis company policy 10 disciphne o representative sor conducung any fraudulent
sales. company policy also allows for discipline in ti:e case of representatives who fa to meett heir
sales objectives. This may have the unmtended effect of encouraging improper sales activit

Standard - (What should be lmppemna?) . -

For any new order or change to an éxisting.order that results in the addltlon of a service, such
as Complete Choice, a verification letter is automatically triggered by BellSouth’s Customer
Instructional Delivery System. The customer verificztion 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 instructions and other
information, such as how to use the MemoryCall service.

In addition to the verification letter, per the FCC’s “Truth-in-Billing Requirements,” the
customers monthly bill also provides a description and list of charges for each service rendered. Th.lS
requuement also helps to protect the consumer against unethical sales.

Other recent controls 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 attaining sales objectives if a customer cancels an unauthonzed or
unwanted service within 120 days of the original order.

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

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 the number of chargeback days from 60 to 120 days.
However, to further reduce the risk of unethical sales, and as previously recommended, the company
would benefit from 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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Allegaiion3: MemoryCallisadded toacustomer’sline without the message waiting indicator
tone that would alert the customer that somcthmo has been added to the:r hne'
’w:thout proper authorlzatlon. - g

v
e
~ad =

MemoryCal] is BellSouth s voice mmi answ’enno service that prov1des customers “with the .

ablhty}ho reugeye recorded calls W1thout the’ need for an answering machine. Some of the key:
‘Ni;ebatu‘gj:{s p;cluded with the M mo:yCall include message retrieval and delenon from any touch—tone :

phone answenng of multtp]e calls smmltaneous]y, and message storage. “
Q#'- : N

all reqmres customers to purchase at least one Call Forwardmg Semce, ‘such as’

A L, R

_ Snt*Answer or Call Fofwardiﬁg'Busy_Lm“‘“h these” examplesy call_s"are
forﬁ_‘ua_rded to the MemoryCall maﬂbox after a certain number of rmgs or ’yvhenever the cust_omer s,
“ Tine is 'busy (hstomers must call. into their’mailbox to retneve any new: messages or they can

' SN sy - Y . L T P PR E e ¥
: sf pmgb}%se a Message Wattmg Indlcator feature wach aletts customers to new messages via a stutter
Taekre o 2 R ‘11:“\»- 5 N ] : oy :

} dial fone

{; 4 . 3 "‘
v FAL «-.}"' 5’)'”5 Pas *“,-':2‘7}"1"4« oy

S S, e t e TTepre
T A&E.?&gtg, to the dmcgmplamants, in’ ﬁ'orts o m et sales ObjeCtIVCS T pr senta%s‘}ywere

1 cmmmmg MemoryCall onto a customer s account W]thout the message walhng mdlcator feature.

“ R e I

5o Smce 2 CUStomer would not be alerted to the fact that MemoryCall was.added | to the account ‘Without

“&Nﬂ*’WM* PRI 3 T A ST i SR sty r fe T d P e e SIK et K} AL S b oy

e, the fraud would not be detecte except by the customer 5] rewew of their btll 5,
?L’.': E"?% .%l'?& a@?gi}@;“t“ o ‘%‘:“’gﬁm 'u ki %1' ; R 524 5 w b ﬂg,]l{ B
% Standard = (What should be. happemng?)

X ATSTERSE T Gl A W PRI 3 YT s 5 i Y "‘ ¥ A
0 G Foﬂ{' any new hfder or change toan emstmg orderthat resulted m a newly added serwce?sgch
ﬁ" as MemoryCal], a\zenﬁcatlpn letteris automatlcally tnggered by BellSouth’s CustomerInstructtonal B

Dehvery System ‘The customer venﬁcahon letter confiris the new order c or change to'an emstmg
order such as the addition of MemoryCall - The venﬁcatxon letter prowdes a cha.rt dep1ct1ng the .

ﬁ%usa-wve R on L oo, SRR L S e i, D g LU TRE Azt vy
uant:lty, descnptlon of service, “and monthly ra:tes for the T new semces “ordered. Dej endmg upo
AT SR Tl S N R e S s 2 > ows LT B PR S e oM S e W e - -w,,wg; 2 s 9 A
;‘"‘the Articular services sold;the letter - may: include mstrucuons and other mformahon, SCh 48 how <
T F e ta s .,w?;. P R T S R TR ST s;“.;,gsmsvv 7

1% 01 use th’h MemoryCall

Custorgers monthly bill also prov1des a description and list of charges for each semcerendered Thls

o durw q&"‘!\" :

requmtérement is'to’ protect the consumer agamst any unethlcal sales. :

té 120."A'sale Wlll be chargedback or removed from the offeriding representanve s sales record and

¥ ,n..,.-y * .. _-v'< kS

: not counted f'or puxposes of attammg sales ob_]ecttves 1f a customer cancels an unauthorized or ¥, %"

Although numerous controls emst to reduce the nsk of une_th.tcal sales BellSouth_ could




 Conclusion - (Recommended Action)
While the Bureau of Reculatorv Ren : | ort thlsallatlon w1th facts.

lss thelxto,read te detatls of

' }‘\m

oo BellSouth has 1mp1e
reased the ability to detect and deter fraudulent sales. Such controls mclude 1mplementat10n of

g s

:th??%idhﬁa‘,,prder form'and mcreasmg the number of chargeback days “from' 60 to_120 davs.
~ T ““, i S T N LR LY RS - 2t Spmdn oAy et .

However, to further reduce the nsk of unetlucal ‘sales and as Brevious] recommended

ey

g .rud'?;aj"h w’:’,{.xf"";
ated” fo take service calls
i 3o M“,-rr;-z_,‘-‘.l,*),.;, s, ;A,J_«-“ <
G w*ep#“_ A L 0 E
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calls effectlvely

5 (Wh‘” ’Sh"PPe"‘"g?) oy _:-’,*’“ :g.”eias« "ﬁ:‘?f?e*“‘ G
oy | Representatwes employed in BellSouth’s Consuiner Servmes orgamzahon are dlvrded mto
X functlons. “sales and service.' Although the pnmary func’uon of BellSouth’s “service’s,
. o repregeptagye& Is to, handle semce related mqumes such as, queshons ahout bills or paymet}t

o ammgements oﬁen sales’ reprc_sentanves ‘are reqmred to. handle and resolve servrce calls . Service-"i - ;
'""“‘“z'mtelated mquu‘les are: oﬁen:f‘gated” at

or: drverted’,’-'drrectly to a- salesnre_presentahve in “efforts 0%
; :*'dtstnbute the workload d Evenlya a‘ihdﬁg the'sérvice and sales’ representatwes and assist BellSouth n i
meetmg FPSC answer time requtrements Pnor to J anuary 2000, sales representatlves were gated
" calls for extended penods for up | to four hours: Begmrung m 2000 the excess service calls are’ o

drvexted throughout BellSouth’s entire sales force for shorter penods. Accordmg to BellSouth this_

new process no Ionger burdens sales representanves wnh long penods of gatmgwhrch could reduce R

) .‘ £ .-

FRELLA component of a service representatwe s evaluat.to
customer sproblem. This is known as Representative Effectlveness. Sales representatxves are not '
held accountable for Representative Effectiveness, but instead are evaluated on the basis of the1r
')_'sales results. Therefore, less incentive exists to fully satisfy | the customer in resolvmg their semce-_

related i inquiry since these callsare less likely to produce revenues toward meeting sales quotas. For -
example, a customer calling in to make payment arrangements is not likely to prowde aviable sales

o

1 op'portumty for the sa]es representatwe. Therefore the sales representattve may be tempted to _]\lst 3

-i'vt--

<Ep gt




transfer the customer back to a service representative rather than promptly handling the customer’s

problem.

Stmzdard (TWhat shom’d be happening a'-’) N .
..:Via BellSouth’s automated‘callmg systert;:d ugtomer W1ll be routed to eithera sérvice or. S

T 'sales 1epresentat1ve depénding on the Elistomer’s se'Iectlon*from a'mént-of ‘¢hoices. For example,
-ifa customer calls to question a bill, they would be directed to press 2" on the telephone for ‘billing .

7 mqurres. * In turn, the customer would be routed to a service representatrve Slmrla.rly, the customer

. "would be routed to 2 sales representative by pressing *4" for “new service orders.” However, on

 average, over one- Lhu'd of customer calls to BellSouth’s service centers are gated to BellSouth’

_“*’lthen bridge to a sales presentation of othér available BellSouth products or services. Therefore, the
__ representative should be given mcentrve to both fully handle the service problem and to seek to se[l

addmonal products or serwces.

.M_,_ In‘the Bureau s oprmon, allegatlon 6 1s. no longervapphcable smce BellSouth clalms that
dua.l sales representahves are no longer burdened with long penods of bemg gated. Although
of calls they are recelvmg, drvertmg

P .r.t_H a0y

PN
TR

e

3 ’ o : - 7’ f AL 4 £
In ‘the Bureau s opunon, alleganon 7. was substantlated by facts. BellSouth would benefrt \T"

i ﬁfgm includlBTg a Representatrve Effectlveness evaluauon cntena in the sales represeﬁfziui/e rej)ort Ry

hrapira ity “nae,- FTRR RN e Y0 s «Ta“?.c:. 2

‘? 21 d to measure the qualrty of handlmg semce—related calls. :

;“""‘L""representaﬁvé e
B

Accordmg to the written complamts ﬁled wrth the Comrmssron in .Tune 1999, 10 drscrphnary
: actlon is taken agzunst a representatwe or their respectlve supervisor if the representatlve is known .
" to have added a product or service to a customer’s account without the customer’s authorization.
_The complamants stated, “when a rep and his/her supervisor are confronted with any allegation of
malfeasance/mlsfeasance (adding services to a line without approval or ‘forgetting’ to remove-

1., services from the line at the customer’s request), no action Whatsoéver is taken. The service(s) is -
removed, the customer is oﬂ'ered an apology and somen.mes a credrt to the bﬂl and the case is L

closed »

.'.r,, o
B AN

o Standard (What shauld be happemng?) ! ’ o
T ~‘._,;‘ - InSeptember 1999, BellSouth mplemented the Dzd Not Order form. The form isto be used

When a customer calls in with a complaint that a preduct or servrce has been ICCClVCd that was not :




the complaint { making the appropriate credit adjustment), completing the Did Not Order form, and
e submmmg it to BeliSouth’s Consumer Services support staff for investigation. The support staff

"+¢" - determines.the identity of the representative who placed the order that led to the complaamt and the -

.- fad; s{'fr'}élfqhmo the order. If warranted, disciplinary action is taken. Throuch -Juzié; OOO a total

e FE D,diiwé,% O_rder fonns have been completecT ind submnied {aﬂa‘e‘Consumer S'
e ' -,7:311 . R KR

“In addition to the D1d Not Order form. d1scnplmary achon is” also taken agamst a,,
e if a supervisor. 'or BellSouth’s state or regional observation teams detect any
impropriety d dunng the observation. Also, if a customer cancels an unauthonzed orunwanted service
;witlu'.n‘ 120 days of the ori gmal order the sale wﬂl be chargedback or rcmoved from the’ offendmg

R LoV s ‘élmr i

L tative 'ﬁéales record and not counted for purposes ‘of attammg "sales o’o_]ectwes..

_(h.-{"uv, SIS » g ,\.. 1o 1 e

representanv

o,
'.cﬂf_—.'
:A_‘ REN ¢

As ﬁntfggg cgn}g\gl{:co pggyent fraudulen{ sa.les BelISputh ould be
o sup accountablé if any of their represer e found 19, be'Ce

. .
wio 'i’ "”\,;‘ "" _“‘ el ‘---5- Vi, {\‘ a.‘,; 5t ""””.»{':

’i
ﬁ,ﬁ ho}.ﬁiéng superviso
év 2K Ny T
255 ymethical sal
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A'S

Con

m-.*‘ a
e n;"BellSouth could furth
& ﬁﬂ oh P e R R A eatitie s o

d A I
5 encourage ﬂ@%a”gmagement by, hﬁlﬁl&g ,,i‘}hPe&‘ESOTS accounta&lﬂel 3‘95 t}}ex{ ﬂ:ﬂpl{oyecs ehaviors At 2

‘fﬁﬁ’}lfmm, P Ipervisor's evaluation Gould include an element for Measuring th'g"ﬁffxﬁbgi"’of :
ﬁﬁ’é‘tﬂ:{g‘al “5a “s*?repoﬁed by the; "observation teams, and the Did Not Order. ¢ form. . Particularly in
mstances where Iore than one representatlve reportmg to the same supervmor 1s_found to have

"mmltted wolatlons, thls Would reduce the possxblhty that the superv1s or encoura g'es or condones :

t[v P,

C'ondttwn (What is happemng’) . : . R
Accordmg to the written compla.mant filed mth the Commssmn in .Tune 1999 “tmmmg is, :

arriving rather late (our customers are often the ones to tell us about
), arnvmg too soon (whai good is bemg trained on somethmg that actuallyf

\ ANALYSIS CF COI\IPLAH)TT
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takes effect six months later?), or non-existent.”™ The complainants further stated that new
, representati\'es did not beneﬁt from ethics training provided to the older representatives.

= tfa,nmg program that includes approxnnately five days of on the _)ob tralmng (1e handhng ralls)

‘Wi th an expenenced representative. Afterrelease from initial training, new representatrves arenlaced
" in a_n incubator group for a period of four weeks. Over this period, the representatives take on the

“same responsrblhtles as an expenenced representative, but they are continuously monitored and
i tutored by an assigned superV1sor Upon cornpletron of the BEST pro gram, representatives receive
" eonnnuous training every 30, 60, 90, and 120 days.- After 120 days, all representatives penodrcally
‘ recerve targeted trammg on new products and services throughout thelr career. _'

: H ()
. . <. P
e e ‘—'--'-t--~- 2 3.--..’. ot . _.-.»\a‘_ I ;-..

j.

o annually, acknowled grng the company s pohcy. The tra.mmg mcludes an ethrcs Iiandbook and a 90
it e CD ROMi mteractwe course where the student hstens to the materlals presented and a answers

'_m-‘ ul;- el

o : que ons by chckm gonthe ri ght responses However, upon | the Bureau® s exammatron ofthe course

“}'J kj‘ o FraC .

r_natemals, the Bureau found no course topics related to the ethical treatment of customers in sales

y N
'n_“).

e
-

" continuous training programs implemented in 1999 may have increased the quality and value of
trarnmg to representatrves since the time the complaint was written. Accordmg to the company,
,p,‘ N dunng the penod prior to the complaint, new representairves recelved elght weeks of classroom

tramrng and 3 were then put drrectly on ‘the JOb “Contintious trauung ‘was not as structured asitis’

L P

todayandalmustnonemstent,rﬂfhe company_staied that representanvesrecerved 135 percent more

it P e B o c‘—ﬂ'?:‘ LT weey - .~

: u'ammg n 1999 than in 1998 and are on the same course for 2000 -»‘_

AV
'.T’ 1-‘ Lta u'..
,wr’—'

trarmng to all employees and managers. The training should specifically include a¢ourse on ethical
treatrnent of customers. Upon coinpletion of the training, each employee and manager should be
reqmred toTeview the complete ethics policy and be requrred to sr gn an updated ethlcs statement to
be retamed in the employee 5 personnel ﬁles. c o - : : ’

. . - H
- )

: Allegation 10. ‘Where a depositis reqmred by compan)’ pohcy, representatwes often lowered -

" or wznved the deposrt as lono as the call generates sales

S

e - In addltlon, all employees are reqmred to recerve ethics trainin g and si gns an ethrcs statement

o w}f; =':-In the Bureau s opuuon, ‘allegation 9.is no longer apphcable since ‘the new mitral'and’ |

v

’ In the Bureau s oprmon, BellSouth would beneﬁt from prov1d1ng follow—up annual ethrcs

-."

'

-




Condition - (What is happening?)
According to the complainants, “Reps seem to have rather widely-varying deposit policies,
ulumately influenced greatly by the kind of revenue the order will generate.” In other words, if'a
' new service: o:derus\e\:pected to produce significant revenues toward meeting the represe tagye S
25l monthly: saleﬁmxger“th,e representatxve might; Jower the deposit.amourit, oraeven'overrzd fe

. A ~rydfoelill

bureau deposit recomm _ndatlon as, an, mcentwe to Jock i in the sale On the contra.ry if the

process. For exa.mple the representanve may suggest a higher deposit for new serv1ce or request N
that the customer prov1de documents showmg 1denuﬁcatlon and proof of remdence. :

Tanff (GSS’I’), which permits BellSouth to requesta dep051t 1f satrsfactory cred1t 1s not estabhshed
- Essentially, the dep051t cntena is related toa customer s ablhty to pay,.

T N Ty L g
Jn‘,,,, By t.‘ —,'\::‘-,..e;,. Sl

.-.Jpon, recexpt ‘of a new service order cmmectlon, rep;esentat
: ,customer s credlt worthmess. 'I'he representatrve first performs a checl(t see 1f the customer has
~ ;,‘,' had prevrous telephone servx_ce W1th BellSouth and if any: record of nonpayment Wlthm BellSouth’

LER BT v ony e X

e nme—state region., “If no prewous service Was found, the representatlve perfon:ns a credxt check cvia: o
'a mechamzed mterface with a cred1t bureau (Equax) Equxfax assigns the customer with a cred1t s

aS gt oyt e AN T4 et

‘;, classand determmes the need 1 for a depos1t. In either case,: .the deposrt amount i is negotlated bétween

BBt G e & e

P ‘*ﬂthe representatlve and the customer “and is based on the customer s credlt lustory and anncrpated

,,_

- VA

e,
)

cred:t record is satlsfactoxy -

N tm;—w»-

C’oncluszon (Recommended Acnon) . Lo
s " The Bureau d1d not find specific Jusnﬁcann for these allegatlons. However, on August 29 N
e ,2000 BellSouth msututed a “credlt wolatton” policy. The pohcy calls for dxsc1p1mary action to be g

g ade

en agamst any:epresentauve, Who,_overndes a gredlt bureau depos1t recommendauon W:thout

iy

. In tbe Bureau of Regulatory Reulew s opuuon, BellSouth could 'further control the deposit, =
negotlatmg process by including a monitoring element i in the Team Initiatives used by the state and . o
regxonal observatlon teams 'Ihe teams could observe for accuracy of deposxt ca.lculauons and note

e "2t




‘Condition - (What is happening?)
In 1998 and 1999, representatives were held accountable for meeting a monthly Averaoe

- Handling Time target. The Average Handling Time is the total tirne the representatwe is on the

.......

phone WJI;ll .aaéustomer plus the time associated with completing a transaction once the Customer has
BHng up For exarnple the average handling time target fora sales representaﬂve‘" m Jan A “:'n'y 2000

vas' 7.8 mm sv ‘:"Zl"he complam’ants allege that additional titne is ofién needed Beyo ] 'tlle*7 8y ‘;‘-’ﬂ,’éf

2 mlnutes to complete or correct an order. C onsequentlv accordmg to the complmnants, the overly Dot

“ENo dxsaplmary actron was ‘takena gainst representatlves failing to meet the target, but representatlves

& *‘Eould earn bonus pomts as part of therr apprmsal process for meetmg the target T e
..-..'l,/-;... gl U 3 .

» “&rié@gdfwh{;le on the telephone with the customer. . The 58.5 is cornpnsed of 15 mmutes per day
“‘ 'df;;;:‘el'és?,_'kéy,‘ﬁfue plus four percent of total overhead time (approxnnately 22. 5 mmutes per

'FPID"_ . ,“ 'u-v AR 4 PN o e N> -1.'

; ﬁxepresentatrve) plus 21 mmutes of acceptable darly devmtton (personal ttme)' In’ 2001 all
L3 Tl;e drﬁ"erencemattubuted .

ey rep'l:espéﬁltz;nves have up tp 73 S mmutes per. day to follow—up on orders.
LR ¢ RS TER T S -~ -".‘t'« '.IT}
410 an increase of 151 mmutes of close key time” .

-._r..fj"l)‘i- '._t _,‘c) i,.l__w;_'

AT Iy, j' RED

3 Sddition t6 the Close key time, as'a result of a 1998 mternal audlt recommendatxon,”'
BellSouth created a “close key bank” plan i in ] 1999, ~ This plan allows a spemﬁed daily’block of . - ..
minutes t'o be used by de51gnated representatlves W1tlnn each serv1ce " and sales ‘center to handle ¥ y

W Sy & £ L Y 4 N TS M LT

'{i ‘orders that. coul,d ot beeompleted durmg md1wdual close key.time.

.,_.Regulatory Rev1ew ‘canriot support these allegations in; terms of the rush to complete orders. f
However, the incentive to rush through orders in order to meet average ha.ndlmg time targets and
sales - quotas may dxscourage representattves from fully utilizing the additional “Close KeyTrme
and “Close Key Bank’ to'seé that a customer’s order is completed m full and efror-free. In the’

i Bureau s oplmon, this mcennve could be. controlled by reassessmg the (dollar level set for _sales

- i : IS :

AR,



Service and sales representatives are supposed to followa call routing matrix
outlining what calls to handle but failure to adhere to it, or loose]v doing so,

results in no negative impact whatsoever. ) o S

Allegation 13:

3o
_;,,-, .a-.-n.«L 4-.';'

, ngyln‘mn_— (! H’hm‘ is 71qppenm¢__7 ),, e : .
“rogwhien answerrno anound customgr ca]ls BellSo‘u’th representatrves aré instric _t_

: . toa call matrix printout. The purposé of the call matriX 1s to assist representatives in handlmg calls '
: Z“more efficiently. A representanve can refer to the call matrix to determine the type ‘of call (e. 8
brllmg inquiry, new service connection) and whether or not to handle the call themself or assign it
to a BellSouth service, sales, or collections’ represeptative. For example per the call matrix, a
service representatrve would be desrgnated as “primary” over a sales representau\re to handle a”*

. customer bxlhng mquu'y Sumlarly, a sales representatwe would be__ des1gnated “pnrna.ry’ to handle _ '

oo, Ry .\__

i anew service order.’ o - . . , ] Swy

-

- .- .
- : i P ST O T e

s o Accordmg to the complzunants ‘the call matnx is often lgnored by both servrce and sales
. representatwes. Incoming calls that are not believed to ‘generate sales are. oﬂen transferred back-and-""
{ forth from service to sales or from one representatwe to another untrl someone is wﬂhng toresolve
“'the customer s problem. The complainants argue that representatrves are Tot dxscrplmed for these S
m15d1rected calls and further do not suﬂ'er any negatlve rmpact on thelr overall performance Ty L

T Bk "

2 .Stgz'm{an{ (What should be Izappemng?) PN
"J‘ e The“c"all xngfatrj'lx should be used asa practrca.l a3d for) representahves
pnontrzmg the vanous types “of incoming ‘customer calls. - Accordmg to the complamants
K representatlves are less hkely to refer to the call matnx and are more hkely 10’ use’ ‘their own best
‘ Judgement as to whether or not to handle the call themselves in order to meet their sales obj ectives.”

:: However, according to BellSouth, the call matrix provides guidance beyond situations such as )

advising sales and service representatrves when and when not to handle certain types of calls (e.g.,

<. denied; service, collection agency mqumes) The company further argues that the call matrix isnot,

i mandatory and h;s "to. be.u used merely as a_guide to ._:gssgt gepresentatlves in hand.lmg calls more’ o

gl ; The Bureau of Revu]atory Revrew contends that the overall usefu]ness of the call matrix is ~ BN
L o suspect because BellSouth diverts ‘incoming calls drrectly to sales representatlves. The sales
:. AN representatrves bemg diverted are instructed to resolve the customer’s problem regardless ofthe call
L type and not transfer the call back to a service representative. Since over a third of custorner ¢alls

“were gated directly to sales in 1999, the overall purpose of the call matrix is Jess effective. In
addrtlon, the Bureau questions the practicality of the call matrix, since BellSouth’s automated call
system is designed to screen and route customer calls directly to either a service or sales
representatrve. s - . L T PL o

S .
R L
2T .

- - , . . v e

S Concluszon (Recommended Acnon) .
- , This allegation, while partlally substantrated, is'no longer apphcable In the Bureau s

- opinion, BellSouth would benefit from re-evaluating the usefulness and practlcalrty of the call matnx

) used by customer service and 'sales reprcsentauves. : R TR
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-!He"(mon 14: Representatives chanoe a dwelling that is already entered into BellSouth® s
database with its own location to an additional line for the purpose of
oeneratmc ‘'additional revenue towards the high sales quota. e T

" tenant contacts BellSouth to place an order for basic service, BellSouth procedures require the
- "“representanve to submit the order as an additional line to the primary resrdence as opposed to. -
¥ estabhshmg the s service as a separate pnma.ry line. The addltronal lme rate is tanﬁ'ed lugher thana '’
T pnr:ha?y line and also prov1des a greater dollar credit toward meetmg the fepresentauves monthly
_sales objectwe._ Also, the additional line sub_lects the tenant to hlgher FCC access rates and may

‘.t‘urther cause delays to E911 response vehlcles since the address on the tenant’s brll is that of the

5'{ %,_‘_“V Standard (Whatshould be happenmg?) i & -'"" g ¥

=5 ‘.:f o Although ﬁllmg the order as an addltlonal lme to the' pnma.ty re51dence re; ts irrhigherrates L

b

the tena.nt and further provrdes a hrgher benefit’ towards meetmg "the representatives® sales L
jectives, BellSouth s procedures comply with FCC orders._ Accordmg to Order No. 99-28,. . =& = .-~

"‘.\-- g R R A N YAIN

E%@l cased on March, 10; 1999 ‘one hne per house wﬂl recewe pnmary—hne rates » 'I‘he order further ;

;‘:m

P hc notes"ﬂrgt”f“]iECs G rmplement thrs deﬁmtlon based on ‘their service records o Any other

h

K--—
i e Tesidential line is consrdered nonprimary or addltronal ‘and, therefore; sub_]ect to ‘the higher rate.
$i% Mﬁﬁg@' ;L,z Jr 1-‘ LR ‘moL e ERR Y Lo o B 5r}v TRt R L T e .
kS T iy " - ’ o . AN

2 ’ﬁﬁ: F s

Cancluswn | (Recommended Actmn)

et

-In the Bureau’s ‘Opinion; this allegatlon is ot supported by facts Smce BellSouth’s
procedures for handhng multi-tenant dwelhngs 1s based on | the FCC order, the handlmg _of th1$ )

ST ‘.g- - ;-—»’-;.. Ry W, " ol e o lt "t

X: Sl tuahon appears o be appropnate

‘o

N Mulhple pagers aud cellular phones'are semt to customers ‘Who dld not request i

ST

‘ them in order to mﬂate sales totals of unscrupulous representatives.’

£

monthly ObJeCtIVCS for sales of pagers to customers. Representatlves are stlll held accountable for
_rneehng monthly objectives for sales of cellular phones to customers. Semce representatwes are
N expected to sell about five cellular phones per 1,000 calls handled. ~Sales representatives are
"‘expected to sell about 1 6 cellularphones per 1, OOO calls handled To meet these obj ectwes and those |

i}hones (in some cases mulhple umts) to customers who did not request them. If the customer did
uot authonze 1.he sale or retumed the extra  pagers and cellular phones the representatlve would not

..,'_K..,. cem 47, L . .

: ANALYSIS OF COMPLA]NT ALLEG. ATIONS E



Standard - ( IWhat should be huppening?)
In 1999. BellSouth implemented a chargeback policy for pagers and cellular phones. In this-
thorized pagers or cellular phones would lose .. .

2fs

-j'case the offénding representanve who sent the unau
* credit toward attaining their sales ob_]ectn es.. ,A sale'

......

record up,to l'70 days ﬁom theoncmal order dat € ) ‘
S o R - TEggreeiEn TR '

ln addmon, nnplementat:on of BellSouth’s Did Not Order form funher dlscouraoes
cernznt of unauthonzed orders. Through ‘the Did Not Order form, the oﬂendma representatlve

+ 1 1dent1ﬁed loses cred1t for the sale and is sub_;ect to dlsc1plma.ry act1on. - o

an be charvedback toa representzmve s sales

R N T EL B wite o

i s;:wg&' , R : However, it'appears that -
*@"@ d BellSouth has implemented adequate controls to deter fraudulent sales of telephone equipment(i.e.,
- pagers and cellular phones) Presently, the Bureau beheves no ﬁn‘ther actlon is needed. T

11,5.5_,_ ekt -
ﬂ

" A pare -

semce orders cannot be traced once they are canceled
% ’*’f- ARepresentag&es 1y}‘:dl cancel an order that does not generate sales mstead of -
generatmg}the nnproﬁtable order or holdmg 1t for deposxt. : T ;o
d.e

b ._‘Jv

S Canion (What s happening?) & = S L R
B rAccprdxng to the complamants representatlves often canceled new service orders for those
fe’bustom_ers}who request only basic service.. Smce the ‘sale of basic servxce produces lower rev'enues
%d'i._var‘d 'l:’ri\éetxng sales goals (both 'l:otaltRevenue and RPLN), and. new connect service - orders cannot -
: bfe t:raced once they are canceled, representatives are not as motwated to generate orders for basic™
%se_tt'vgrfe < The representatwe may further comphcate the order-talnng process to discourage the
customer from acqmnng basic semce. For example, the representatwe might tell the customer that
3 tl}ggyaddress does not appearrm the system, or the system is down, orthe dep051t for: new service is
j’*‘f?é : high:t I In. egeh mstance, the rep}é"sehtauVe is attemptrng 1o shorfen the ordering process in efforts to
S5 Tamove ontg the 1_1.’3?{19{1,}1 wh;rgh may produce si gnlﬁcant revenues. Upon complenonaof the call, the .
;;“f-}:f;;% representanve w111 simply’ cane_el the order as opposed to holding the order for deposit or generatmg
£ it for | processmg When the customer calls BellSouth back several days later fo chéck on the status =~ ;

of the new servrce connectlon, there is no trace of the ongma] order in BellSouth’s ordenng system M; : b

: (RNS), although the customer had been untxally ass1gned a telephone numﬁer. -

o 3
] .’3«‘,"&. X

‘\(‘.J" !‘ <

g S Standard (Whatshould be happemng?) R : . :
TR BellSouth expects .and requires its representatwes to determme Whether a customer is ..
mterested in adchtmnal ‘products or services on top of basic service. If the customer declines the '
additional offenngs representatlves are reqmred to complete the new: order for basic service.
. However, because the sale of basic service to a customer results in lower revenites towards meetmg
monthly ‘sales ‘goals, the representahve is inclined to discourage or srmply reject this’ type of sale.”™ e
Since BellSouth’s RNS system does not systematically track cancellations of new service orders, PR
1116 Bureau was unable to determme the seventy of this problem. However, BeHSouth would beneﬁt i




from implementing controls to monitor and further reduce the risk of new orders being intentionally,
- canceled. . . o _ : : :
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After reviewing BellSouth's sales methods and practices, the Comumission’s Bureau of
Renuiatow Review assessed the company’s controls and pelicies as they relate to each objective
identified in Chapter ], Section 1.1. Below are the Bureau’s conclusions as they pertain each

objective.

-1 BelSouth's Sales Channcels and Mcethods of Cperations
As part of BellSouth’s preparation for local competition, the company structured its customer
service organization to emphasize sales of vertical services (e.g., call forward and caller ID) and
nonregulated products and services (e.g., cellular 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 through sales of all basic network (POTS) and vertical services
as well as nonregulated products and service. Customer services is pnmanly respons1ble for
resolving service-related inquiries from existing customers, such as bill inquiries and making

payment arrangements.

vy Representatives in sales are evaluated on different criteria and are expected to meet higher
month]y sales objectives. The sales objectives are stated in monthly revenue dollars and are
achieved by each représentative through the sale of BellSouth’s products and services. To meet the
monthly sales objectives, the representatives earn assigned dollar credits for the sale of BellSouth’s
individual products or services and package of services. For example, the sale of BellSouth’s
Complete Choice plan earns the representative $90 of revenue credit toward meeting the

representatives’ monthly sales objectives.

Given the current incentives, the Bureau is concemed with the dollar level set for sales
objectives. The Bureau examined over 8,000 representatives’ appraisal forms to determine how’
successful representatives are in meeting their sales objectives. Results showed that over the period
January 1999 throu0h July 2000. '% fﬂé of BellSouth’s reresentatwes failed to rneet the1r
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7.2 BellSouth’s Policies, Procedures, and Internal Controls

To encourage sales, BellSouth offers its sales and service representatives incentives ranging
from 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 this incentive program could have the unintended effect of encouraging improper

—

57 CONCLUSIONS



sales activitv, BellSouth uses mterr'l controls to detect and deter fraudulent sales. These connols
include: itemized billing, sales verification letters, 1nterm.l audlts and customer SEI‘\AICE and sales:
.momtonng.

5

A

R

L
"'.:

epresentanves Jmplementanon of the

. Tl -,

T
+

':-Des'p1t§ exastm g and recent controls,
Lo g

; * the° followmg actlons to enhance deterrence and detectlon of fraudulent saleS'
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”Reqm_re customer semce and sales representatxves to chsclose basw serv1ce options
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! Prov1de follow-up annual ethics: trammgto all employees andmanagers The trammg.‘. .
'should spemﬁcally include a course on ethlcal treatment of customers ‘
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Re-evaluate the pracucahty of the call matnx us_ed by customer semce and sales




C Rule 25—4 107 ‘the company s marketmg‘
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fg:% pmgﬂces are r} t m technicalﬂwolaponr th the rule.: owever, the Bp{eau notes that the spirit ¢ of the
AP Py SR p ) 13 T s L P A A = Sy A e T LT e
= 1?: regarding. the dlsclo”sur of the cﬁstomer's least cost 0phon is ot fuifiiled under BellSouth’s
1 P e 4T f;*c‘..) R S N o o 0 L U R 8 e e IR T Y Bl ¥
F current practice Agcordmg to rule,: At the tlme of m1t1a1 contact “each local exchange company -
hall ad;nse tlge person appIylng for or mquu'mg about res1dent1al or smgle line business semce of .
. PRSAWI R e 1y A CR U R EEEAAN
;;;%,;u € rate Jf’or 1L‘t‘bﬁe le_ast expensyge ore parly basic local exchange telephone service avzulable to }nm
%d P e s Co bl St A A S ALy ST T D T R LI AL P k)
s unless he’ gequests specxﬁc equlpment or servmes. s BelISouth’s practlcels to dxscl sethe optlon and
o ~54r~-'*n SOV G I3 arates e e R £y o -
e f@baglc }ocal semce ‘at'some time durmg the call BellSouth reprcsentauve are traxped to'ask
'a.-\-'v- ARD TR T Y 7 PN - 0y Fagnity
R for »tthe cgwstomir S dec15101€1‘ai regardmg %the Complete Chome package before descnbm alternatlve
2o xR SRR T A 2 e e M i -t B iy e
chomes such as POTS ﬂat rate or measured rate servxce 4 ;i
Ty e
5

B

5., *} <
%?‘e

ex?.- y el
l':-""?-(‘\""r-t':’ b J " JCR: A .'i« e ‘u. AT T‘i J}Jt{“k"“zg m" .
g The lR’ureaui a eeg m ;’tﬁe company | thaéwthsi rule doei not state speglﬁca]ly when d #ug;mg
b A Py T R L S e T MR B Ry P A -
Sinitial contact with the customer the comipany should d;sclos_e_bas_lc service:: BellSouth asserts

B T d T I A T et gt : :
isin comphance Wlﬂl the rule as long as basic service 1s dlSCIOSCd at some point -

S during customer contact#Although BellSouth may be complym g with the rule, the Bureau believes _
W 1. IS G 1, RPN W o LR T T I Bhak B SRy
s the ¢ company s should customcr is asked to makea d‘ecxslon.‘ “The Spirit *-

e S vt

%4 of the Tule is to gWe

R I Y R R GO

o cons1dered 10 prov1de
y LT

raﬁ‘-’ai"‘f' iy
Fr)

the cilstomef chmces. It is p0551b1e that a rule .chg‘aoge may?need to be
1ﬁ8*gmdance to local exchange compames . el i i R BB

i by
5%,

et

: > :
'_&a’.‘fﬁ‘-“ grﬁrﬁ‘ﬁa-zam R Ol # =
z 7.4 Bel Fair and Ethlcal Treatment of Customers

‘1

b 3 Jrde S v, n.,....i-.

b mees




The Complete Choice plan includes basic service plus 20 calling features for about S30 a
month. When answering a sales call, representatives are trained to proceed directly to recommend
. the plan. The customer-is put into a position to make a decision before the representative discloses
BellSouth s basm_ gerwee options. Hence, the customer < oﬂen selects the Complete Chowspptjon
: r:about $10 8l'a mo:nth

old’ that they can purchase basic, SEI'Y]CC sepamtely fo

BellSouth S dual goals of 1den

Joed . T [N gt 1

There 1s a.n mherent:co{nﬂm em{een
needs and maxm:uzmg Trevenues,

.@’*mnumum, whenever a custocr calls to initiate service, the Bureau beheves a better practlce would .
i be for the representatlve to first recommend one of BellSouth’s basic local service offerings (1.e., .
> 3“‘% IFRand IMR)' and nmnedJately 'disclose the price for the parucular oﬁ'enng The’ representative

‘eould then EXplam 1o the customer that there are other service packages (e.g g Complete Ch01ce) at;

I A

5k dlﬁ'erent rates wh_wh can be descnbed 1f the custom_er is mterested.

x

.\i
)

s

LAY

v

L

N

#

Q .-, r..

Ry o7

K
7-‘:«%:%,,« 53

IR

ru T

SX



Zeay
N -

: y\'.:;’:){ b
PR
bt J_f-" i S0

v 1A

» L .

8.0 COMPANY COM




8.0 COMPANY CTONM ENTS

* .

.
e
wil

" This chapter contams the’coni
,,.z_comments mgmc}uded 1verbattm 31

RTINS L R

3

i

E/
3
L iat

Bd!Sonth Telecommumcmons, Inc.
. 150 Sonth Monroe Strcet .
Roomnﬂ}o e s
T TaDahassce, ﬂonda 37301

¥ .
R AR

S e e ;_:"x:
,frl BE R
w2 SETg el T

-w.\

M?g"' Lrsa Harvey, Chiefi o8

,‘—w._

Bureau of Regulatory Rev:ew

‘Y 348 acs
>

F?londa Publrc Service Comm:ssron

~ iyt

:'“'2540 0 Shumard Oak Boulévard
\ FL 32399-08501

T ? .
. Harvey
e ATV 5 D A S T
A ﬂ!t‘. “ K l 7’-'-
', (u. N bt ean
SR 2 e

25 _n“*—ﬁ?g‘rAttachediplease,frnd BellSouth s detarled response to’ the "Bureau” of -
% Revgqq!atoryb Review’s audit; of BellSouth Telecommunications’; Sales. Methode":g
'}aggwl?r_'aet!ees.‘ _\{Ve'are pleased that the audit concluded that Bell outh IS_
comphance wrth the Commlss:on rules relevant to these methods and

T reie b

PIGE P

o et A.‘_'rk-

\n' ot

We apprecrate‘the hard work and profess:onal codrtesy shown'us by ;

d.’yi::‘ P

your “staff.”~ This was an unusual and difficult audit for your staﬁ to -t T T

undertake._ It required them to not only conduct their normal Jaudit PRI
practrces, but to understand the subtleties and the complexrty of managmg,
'trammg and’ motivating a large work force to be an’ effective ” ethical sales
and marketing unit in a complex and rapidly changrng competltrve market

rn the detalls of our. operatlons on

&




daily basis. The Staff has different background and experience. It is not
T urpnsmg,__therefore that BellSouth and Staff sh0uld view the same. -

B

rxher notes that: “the “audit team: Fia's
recommendat:ops feiated to- possible enhancements _of B

Ta

BellSouth has, therefore,- asked the. senior. leadership team’ of our consumer'

L LGNS & PR

0 rgamzatlon to use both’your ‘recommendations’ and our response as a’

management tool in evaluatmg changes ‘we mlght consrder to- vanous
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Specifi¢ Comments

BellSouth"s Specifc'Comments are structured to address chapters of the audit‘ o

and the subsectlons thereln

f".

“hag’ ier 3 Sales Process

‘Sectlon 3.3, 1: Saleéﬁﬁ!iESentatives’ ReportCards ~~ o

Y., The Bureau of Regulatory | Review reviewed ove 42 report cards for*
he penod January through December 1999 and found that g3 of the scores were’
sss than satisfactory. it should be noted that as stated in Section 3.3.3 of the audit °
eport, during the January to December 1999 time frame, all appraisals were rated .
xnsuﬁ' cient” and therefore the Iess than satnsfactory scores were re-rated :

SR "-’_',\ -,‘,."'~>'. --»,..

- .

ion 3.3.2: Qennce Representatlve Report Cards

£ Sectlon 3 3.

R “Ar

N

SEElma AR R e g L e S

GigeThe E ureau ‘of Regulatory Review revnewed ‘over 3.990 report cards for the "
»enod .January through December 1999 and found that g of the scores were less: -
ian §’5ﬁsfadory It should be noted that as ‘stated in Section 3.3.3 of the audit réport;

ber 1099 time frame, all appraisals were rated | msufF cient™="
than satlsfactory scores were rerated ‘ _ RRA

Iunng y the' January t6 Decem
ind, therefbre, the Iess

]

\llegat:on ,1,“ Bellsouih s Comp!ete Cho;ce plan is mtsrepresented as'a cz'ass of
ervice:i The wording and phrases used by some representatives misléad the customer T

o behewng they Wl// be I:mzted to 30 ca/ls unless they choose the Comp!ete Choxce SR

] ,»_\. -

; _ tory Review concludes that this allegatron is sup"ported by
acts because BellSouth discloses basic local service options and rates attheendofthe "~ . - .
all, rather than at the beginning, In response, BellSouth states that it complies wrth S

.ule 25-4 107 Flonda Admmlstrat:ve Code which prov:des-

el
W .

D« 7 ... At the time of initial contact, each local exchange '
T 7 telecommunications company shall advise the person. i :
2 applying for of inquiring about residential or single line SRR
-~ 3 - business service of the rate for the least expensive one party - ' o
7% . basic local exchange telephone service available to hlm -
- unless he requests specxﬁc eqmpment.or serwces o




The Bureau of Regulatory Review agrees with BellSouth that the rule does not
set a requirement for when during the initial contact with the customer the Company~ :
AT . must disclose basic service. BellSouth adheres to the Commission's disclosure " -
e requirements that includei: quotlng least expensive service (1MR or 1 FR), and advrsmg
sete . 5, OfOPtioNaksevices. As‘agredd: by, the Bureau of Regulatory Réview; BellSOUth'gir:” -
e marketmg practices are fiot, m,vrolatlon of therule. BellSouth’s State Observmg Team

momtors for c:omplrance to the Drsclcsure Gurdellnes In addrt:on there lS no evrdence. oo ;.

SREE o The Bureau of Regulatory Revrew partlcrpated in two half—day monrtonng
.- sessions of Sales and Service Representatives’: The' observations heard were in #igi:
. comphance wrth Commrssnon rules and BellSouth gurdehnes. Customers were rnformed
. “of their” options 1o seléct’a 1MR or 1FR. and representatives disclosed that the - i
S Complete Choice plan included their basic line charge which allows unlimited use of*"”

: serﬁyxce.ﬁ In fact, the Bureau of Regulatory Review admits that in_15 out of the 16 new#
“Sérvice calls that weré observed, BellSouth complred ‘with the Commission rule by, . .
'_dlsclosmg the avallablllty of basrc servrce “albeit at the end of the call?” It is BelISouth’ S -
understandrng that jn the one remammg ‘call, the drsclosure took place at some tlme;- ’
other than at the“end of the call £Therefore; in‘all contacts observed, BellSouth !
_complled wrth Rule 25-4.107, Flonda Admrnlstratlve Code, and the Buréau of &5

_.::‘v* { m 10?"-‘5 'm;'@f’* S
The Bureau of Regulatory Revrew concludes that BellSouth is capltahzmg on &
L« rrfysron among, customers who' do notunderstanq their dptions and that BellSouth's
‘sales technlques make full disclostire about the availability of basic servrce secondary to

. the Companys efforts to sell its _ancillary products and ‘services. . There i |s ‘no ev:dence

g 2254 in'the! report to’ substantrate this” claim The Bureau of Regulatory Rewew makes the o

" obtained from complaint letters and limited observations. As agreed by the Bureau of

- Regulatory Review, BellSouth is not in violation of Rule 25-4.107, Florida Admrmstratrve
Code:~The rule does not specify a certain time during the initial contact with the <3485 s
~ customer when the company should disclose the least expensive service.” The Bureau :
of Regulatory Review's recommendation of requiring the disclosure of basrc local - 3




e -

Bel'South would point out that the current rule requiring disclosure is not applicable to
ALEGCs. In an ever increasing competitive local environment, BellSouth believes that
addrtronal regulatory requrrements placed upon the ILECs would be drscnmlnatory

iz
H-_
ot '!=z

.l.-,

2 v ,:{ he Bureau of Regulatory Revrew also. recommended that.th 3 State Observrng
'T&ﬁ‘}ﬁ‘monrtor‘fer adherence to all drsclosure elements- and mclud'e‘ 'a' € ment to-f-ﬁ
observe whether representatrves are disclosing basic service optrons prlor to offering’.

any other call plans. BellSouth monrtors for complrance with the rule requiring the . .™ W‘ .
offenng of the least expensive servrce ‘as ‘well as for all disclosure statements, and '
publrshes reports on this complrance. 'As discussed above, BellSouth is not requrred to .

d:sclose basrc servrce optrons pnor‘ to offenng any other call plans.-:

kS L,

A ey il 2157,
ErFR SRS T -rr,r:.f{w-ri Ty T e

B g Aﬂegatron 2; Representatrves are told to meet sales quotas in anyway, at any
co_st orbe formally repnmanded : RS : 20, e
; 7 :r‘n"v'r-':-'w",«"‘ TYnt Ld:'«,g ) -f" R "»}"gl”;-.u!?&nr‘r‘ .“_J,J,‘,w“ R T

.".l:-'f“::\'? B e AN B
= Al!egatron 3., Sales objectrves dollar, ‘amounts were rarsed to a pomt _,here most

representatrves were. not able to meet the Company’s objectrves. '4 i

‘:fa’"‘ze 7 a{_ y g S B
ﬁ“""}’.’-’ij k!—? ;-;«X}"':f,cv:- o3 ' Wi;f‘s'a“""i"ﬂ

S The Bureau of Régulatory Revreyv concludes that there is no factual evrdence to -
substantrate Allegatron ‘2 and BelISouth agrees BellSouth would add, ‘however, that if a:
supervrsor Lis jgund to be makmg such a statement and mdrcatrng that unethacal sales:
a’f% accﬁeptablg},\ . BellSouth ‘Wil take” |mmedrate drscrplrnary actlon‘- o e
“ SE e %T:;- f}':.} g

AN ] N4 o S A
¥ ,‘, [ Je1sy (A (..'\,-. . s

s o ln reasponse to the Bureau of Regulatory Revrews review of representatrves 5

report ¢ cards BellSouth once agarn pomts out that any dlscrplmary ‘action and apprarsalﬂ
data for 1993 and 1999_vyere removed. BellSouth also conducted Sales technrques
A g N [ ., : g

A\

rady b

'ilj 5,’\"4’5.- 2

Although the Bureau of

Regglg 9_ry Revrew noted“det‘ ciencies’ in training and referenced AIlegatronﬁ the . «- .
Bureau re ognrzed that the quallty ‘and value of tramrng mcreased in 1999’* the qualrty e

allg’{}alue of training is sufficient, BellSouth |s at'a loss to know how trarnln |2 Tected

‘offer rate as dlscussed below-' - T T e

ey

%% BellSouth uhlrzes the Sales ‘and Service Representatrve report cards to perform
‘analysrs ‘In analyzmg the sales efforts(Offer Rates), itis clear that representatrve s
et_'forts are lacking! BellSouth believes that Item 2 is the root cause of representatives
not achieving expected performance. This is supported by the facts. The Offer Rate
achreved each month during 2000, was a bonus item on appraisals. As a bonus,the ..~ ...
only thing'a representatrve needed to do was offer a product or service to a customer.

Dunng 2000, the Offer Rate in Sales was 43%. and in Service, rt was 19%. Year to date




the Bureau of Regula Gid

sales quotas are compareble to that o

otherwise. - .

=~ Dk

other companies, telecommunications or

BellSouth has received no complaints regarding the unfair treatment of
customers relating to its business marketing 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 continues 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 representatives.

BellSouth works very hard to put customers first and provide service in the most
efficient manner. BellSouth treats its customers and its employees fairly and ethically
and finds no evidence in the report to the contrary. BellSouth believes the Bureau of
Regulatory Review's conclusion regarding sales quotas are not substantiated by facts.
Furthermore, BellSouth believes that the Bureau of Regulatory Review has overstepped

its jurisdiction on this matter.

, Allegation 4: Optional services including BellSouth’s Complete Choice plan is
frequently added to the customer’s line even after the customer declined the offer.

Allegation 5: Memory Call is added to a customer’s line without the message
waiting indicator tone that would alert the customer that something has been added fo

their line without proper authorization. : . L

. BellSouth has implemented many controls to ensure customers are fully aware of
their purchase. What is in evidence, 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,

COMPANY COMMENTS 68 .



contrary to the Bureau's assertion that the increase in the number of charge back days
‘rom 60 to 120 is a recent control, it has been in place since 1997

-' zvyh‘rl;e‘BellSouth may still bé the dominant provider of local service.in, the:market, -

185 Janith, ,Gommlssron S December 2000, report | Com Jeflz‘/on, ipas i ‘;‘

T elecommumcat/onsMarketsm Florida, Fiorida has expenenced tremendousgau;rs AN i
local competmon “BeliSouth “makes every effort to educate its employees regardmg the i

-“appropriate disclosures and makes every effort to ensure its customers are fully. aware o
#of all BeitSouth products and services: In a competrtlve envrronment however some

responsrbllity must be placed on the consumer.” - - L C

et e 50 0 f‘..:' .", - ‘,

:.‘-

' _representat/ves are gated” to take serwce caﬂs wrthout :

B ke

‘ffyé\‘?#‘ BeIISouth would like to clanfy that whsle the BellSouth Consumer Services e
f*orggnnzabon’ is, dlvrded mto two functrons. ‘Sales and Service, there i |s “one pay scale- and R
b one Joﬁ"déscnptlon The report ‘states that sales representatives are evaluated on the™ ™"
basrs of the:r sales results and not held accountable for representatlve effectlveness.

gﬁgureau of Regulatory Rev:ew clarms there is less mcentlve on ‘the part of the salesk

prese_ntatwe to satrsfy the ‘Customer m resolvmg their servnce related lnqwry 'since =
thésé calls are less lrkely to produce revenues toward meeting Sales quotas.. BellSouth
dlsagree*svwlm thrs ‘statement and finds no evidence in the'draft report to substantlate
thts statement Sales Representatlves receive credit toward thelr sales qu0ta when "

selhng to a customer who calls fora servrce related” issue.” - ;-

L\
vk
A
w
b
¥
-

LS »,‘;S;ﬂ’ Service. calls oﬁen offer an opportumty to prov:de customers wnth more :
4_3*r§fogn~_aat,1ﬁon than new order calls._ Utilizing existing customer information; any *:
representatzve can make product recommendatlons. Customers call fora mynad of

i reasons.: -The nature of the call is not an indication as fo whether the customer may or;__ ‘
may not benet‘ t from a product BellSouth offers.. . . s -

......

Tl :...’s.

_;. ,". ._'.,. tae

_Whlle BellSouth sees no facts to substantjate th:s allegatlon in the report
BelISouth has mcluded representatlve effectiveness evaluation criteria in the, Sales
Representatlve report card to measure the quality of handllng semce-related Ca"S in '

Lo

-":’Al!egatlon 38: No d:scrplmary act/on is taken against a represenfatrve or hrs/her

supervrsor when unauthonzed products and serwces are added to a customer’s Ilne by




The Bureau of Regulatory Review concludes that this allegation is supported by
facts on the basis that BellSouth did not have controls in place to provide disciplinary ...
vactlon until implementation of the Did Not Order form. Thrs is completely incorrect.- As -
described in detail in the general comments, BellSouthy hadfadequate controls in place
.. prior to the implementation of the-Did: Not Ordér form= Rtjoita the implementation of theizs w4,
=Did N&tOrdér form, representatives advised their super{zrs U :

j uc’h"‘c'allégfr.om"’ A
customers and the individual _supervisor took appropnate actron" lmplementatron ofthe :

Dld Not Order form merely formalized the process and made it more efficient and easier,,
to track. While BellSouth strongly drsagrees with the Bureau of Regulatory Revrew s )
’conclusron and belreves its controls are appropnate BellSouth will take' under .
advrsement the Bureau of Regulatory Review's oprnron regardrng holding’ supen/rsorS“= _
: Tep tatxves are found to be conductlng unethrcal sales 5 ‘

accountable’rf re resen _

Allegatron 9: Sales and Servrce tra:nrng provrded to new and exrstrng:.. e

'{epresentatrves is rnadequate‘ ; BTN GURGE ,‘T’ﬂ-lff‘f--: ity
‘iwcm‘rra 5 pothpRn o AR e 5 A

Sy o .
R A I poel £omy {eNT e o

34U 3

i £ _Even though ‘the Bureau of Regulatory Revrew states thatf.llegatlon 9is 'no .
Bk 39,992"@‘3 lrgatale BellSouth wrll rmplement through its’ Customer‘Care tralnrng in 2001 a :
@%@‘ cou'rs'e on the‘ethlcal treatment of customers # Bel]South ‘would also like topoint out tha s

iy PersonalkRme'sbonsmrlrty% :
et

‘Allegatron 10  Where 5 deposrt' is req

SREE
,“'} 7 MY
d*ﬁgﬁ‘“oﬂen lowered or v;arved the deposrt as !ong as the caI! generates “sales!

&7, - 1. %
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P ureau of Regulatory Revrew drd‘not ﬁnd cpecn" ic justrﬁcatr
_for these allegatrons the Bure"ai]‘of Regulatory: Revrew recommended that BellSouth 2 £
could further control the deposrt negotiating process by mcludrng a monltonng element

in the team mrtratives u_sed by the state and regronal observatrongeams

":!' " o e

3 ““BellSouth wrll— enhance its proce'du?es in place for the Staté Observing ‘Team: R a
: BellSouth will rncorporate rts current Deposrt Polrcy Guidelines in the State monrtonng

teams checklrst“‘ SR LA -y

‘“"*-;, Al]egatron 12 Representatrves need additional trme to ‘complete and/or correct
. orders, but are not provrded suffi c:/ent time to do so under cun*ent incentives... - -

. ! . g .
3"‘":' "33 B a0 ')l.‘t-l*\ 3 .I,n).




Allegation 13: Service and Sales representatives are supposed to follow a call
routing matrix outlining what calls to handle but fa/lure to adhere to it, or loosely doing
so, results in no? negatlve lmpact whatsoever. - :

re ot
Py

e B cTThe Burgaii of Regulato_ry Rewew conc!udes that BelISouth would b pef tatrom-
re~evaluatmg the usefulnes

and instructs them not to transfer the call back to service. While this is a correct
statement the call matnx is merely a gunde to assrst representatlves in handlmg calls
£ * more eft'crently« S TR A S R pgi S

L TSI SR P -
j\ '3.( J--,;.".:ti\'—-.”',z' "L,‘_‘.., .

g customer calls mappropnately and when the activity is considered arbitrary and-
% regetlt;ve actlon is taken.:: This behavnor may constitute *abuse to the customer” and
e’ e |ng term?}natlon.

.ﬂ SR el : ';,;\' it
Y e v&" ‘ra ( ‘& L HEN S ot
e S Allegat:on 14.; Representatlves change adeellmg that is already entered lnto
x BellSouth s database w:th its own location to an additional line for the’ purpose of
gen%eratmg addrtlonal revenue towards the hrgh sales quota i
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n : Multlple pagers and cellular phones are sent to customers who ,,'t;.

- —— T e b b e e

st them.in order to /nﬂate sales totals of unscrupulous reﬁresentatlves
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S S Al!egatlon 1 6. . t\lew connect serwce orders cannot be traced once they are
canceled Representatives will cancel an order that does not generate sales lnstead of

."-,..,,_5

generatlng the unproﬁtable order or holdmg rt for deposrt ’ NSRS

Ve oo .

by tne' Bureau of Regulatory Rewew While the Bureau of Regutatory Review could not
substantlate thrs a!legatlon wrth facts they d|d suggest an area for |mprovement.




The Bureau of Regulatory Review suggested that BellSouth wouid benefit by
separately trackmg the number of customer callbacks denoting a new service order that
. was,not processed or lost by BellSouth. The suggested recommendation would be T
:.'::—'J“ ;extremelypurdensome to Consumer, Services since it would be a maniua)’ process.

T While lhe;Bureau_of Regulatory Revrew statés that BéjiSouth’s RNS system doesnot .
: ,systematrcally track ‘canceliations of neW sérvice orders, if a customer calls anﬁ h‘as“" 4
their telephone number, the order can be backtracked through the BOCRIS Secunty s
Tracking System.” BellSouth bélieves there are adequate controls in place to detemune

:"_rf new connect service orders are belng rmpropedy canceled and if representatlves are.
'actmg lnappropnately L - N

.-‘q;}ﬂl\"; s

observations dunng 1999 and 2000 and found no complaints of this nature. The™ - .7 -
Observmg Team follows  every ¢ observed call through to completion, including. venfyrng inl

e j: "e"e:r'_i placed on hold Since the Observing Team uses Autoquallty to perform its
AR C obsen}atrons, t_here rs a2:=3 day lapse Therefore, if thé order were not :ssued |t would

B PR ‘j Ryt N .y e e s
SESEEs be found%"

J T +
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7 Chapter 7&Conclusxons
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¥ ‘—-The Bureau of Regulatory Rev:ew states that itis concemed with the dollar level

. set for sales objectives. The Bureau of Regulatory Review has presented ho évidence ™

to determme whether BellSouth's sales objectives are excessive, just right, or not hrgh

[ nough No companson of sales objectives between BellSouth and other companles .
bR = kel

‘:‘;‘5# P (N

telecommunrcabons or otherwrse were performed pou

Sectron 7 2 BellSouth's Polzc:es. Procedures and
lnternal Controls

i

enhance deterence and detecuon of fraudulent sales These acuons are hsted below
wrth BelISouth s response I T R L N :

N B ),4- - - . y o - ’ r

o, Bureau of r2egulatory Rewew Suggested Actxon' Requrre customer Serwce and

e
e Se,

Sales Representatives to dlsclose basic servrce ophons pnor to oﬁenng any callmg RN
: _plans such as Complete Cho&ce - : Cs T : e

“ BeIlSouth 'S Response. BellSouth is in compl:ance Wl’(h Rule 25—4 107 Flonda ‘
. Admmlstra’uve Code No further action is warranted or needed R P
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2. Bureau of Regulatory Review Suggested Action: Include an element in the State
and Regional Observation Teams monitoring checklists to specifically observe whether
representatives are disclosing bas:c serv:ce options prior to offering any other calling .
plans such as Complete Choice, ., s.pf5¥ :

1‘~r""f—;__,." “'L . T LT e N

P
. .,.,-..w.: Sl b L3007 S

BellSouth s Response. BellSouth s State Observmg.]'eam monitors for. compllance~-
"_w1th dlsclosure statements and publlshes reports "The txmmg of the dlsclosure ralsed

"n““; T frf

=5 R 4 "--5\&-\”- bt '.-;.‘ ‘."l' . ?-:‘ - . -‘, ,-‘:‘r,l.'—';-é.‘,:,' ..
: ‘4: iBureau of Regulat :

4. ory Revnéw Suggested Actron lnclude a representatlve IR A
Wt . . PR
ectrveness evaluatlon criteria in ‘the Sales representatlve report card to measure the )

q ot

qu lty of handltng servnce—related calls
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aellSouth’s Response' A representatlve effectlveness evaluatlon cntena has been
,fga included in 2001 appralsals T . 5 A
b
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157‘- Bureau of Regulatory Review Suggested Actlon' |nvest|gate unethlcal sales .
conducted by representatlves and, if applicable, hold superv:sors accountable

bt Tn ye "‘”‘
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BellSouth S Response BellSouth tnvestlgates each allegatlon of unethlcal sales of -
Wthh itis made aware.’ BellSouth w:ll take under advrsement the |ssue of supervxsor

6._ Bureau of Regulatory Revnew Suggested Actuon' Prescnbe a number of monthly )
—_or quarterly evaluative customer contacts to be monitored.by supervrsors to effectlvely

BellSouth s Actnon A specrﬁc number of monltored customer contacts by superv:sors
... of each representatlve was lmplemented in 2001 : -




= i -~ = . - Vo= 3~ o~ I H v DA Sl P - '
7. Eurseu of Regulewery Review Conclusion: Provides iolic..-up gnn

training to all employees and managers. The training should speciiically include a
course on ethical treatment of customers.

o)

y M

BellSouth's Action: BellSouth will incorporate a course on the ethical treatment of
customers into its 2001 customer care training.

8. Bureau of Regulatory Review Suggested Action: Include an element in the State
and Regional monitoring team'’s checklist to observe the accuracy of deposit
calculations and note the basis for any deposit waiver.

RellSouth’s Action: BellSouth will incorporate its current Deposit Policy Guidelines in
the State observing team'’s checklist. :

9. Bureau of Regulatory Review Suggested Action: Re-evaluate the practicality of
the call matrix used by customer service and Sales representatives tc delineate and

prioritize the various types of incoming customer calls.
BellSouth’s Action: The Call Matrix is continually reviewed.

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

BellSouth.

BetlSouth’s Acticn: BellSouth believes there are adequate controls in place.

7.3: Compliance with FPSC Rules

?-vi?w
R
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BellSouth did not relax or discontinue any of its internal controls, comphance _ ,

.- practices, or policies regarding sales market!ng practices subsequent to the expiration.. .. - .
“+'of the Review Program of the1992 Settlement Agreement. BellSouthputinplace’and =~
. : continues to have.in place . numerous: procedures tj_de ect,and prevent improper, sales: g
;wc_onduct and momtor ldent:fy and discipline’ any represep,tat;y&who acts tmproperty

gettSo_uth regularly reviews these procedures to detemnne-whether addt’uonai controls

zare necessary or warranted BeHSouth S, controls mctude

i ;t’“;“) et _:_:x

A2 Y Sk BN by E WO s TEIRRE Gy gt g g} i ke o 5 e
- c'ﬁstomér cancets’aﬁ unauthonzed or unwanted se servnce WIthln 120 days of ..

Yo : : F5t "}'- T L raifanid
1 BellSigut.h S dlsc;Iphnary process = when a comp
o5 BellSouth detects any lmpropnety dlSCllene up to and |nclud|ng :
g representative can result.-t
d ’ﬁ"ﬁ"f}"’ I e T ‘if;f""";r \' n t
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Ethtcs tramlng to atl new representatlves and contmued ethics tra:mng to;
exustlng representatlves to ensure quality ‘and ethlcat behawor. , BellSouth
"also requ;res atl servnce and sales representattves to N{pepcovered Vﬂﬂ"ﬁ th,%‘

. LN atp 4v v

z Personal Responsublhty" package

: - S
e e LR e A
,Several ethtc:s hot lines that employees_may use to report quesbonable or :
: o ,.g: 5

e -Pkat M“

' unethlcal conduct :

ltemlzed bl"S that'are sent monthty to alt customers in Ftonda that cleady
._.dlsclose each semce the customer is recervmg and the cost of each e

u'.

: Notlces that are regu!any sent to allr customers adv:smg them to review
their bills to ensure the bills accurately reﬂect the services they have :

ordered




WhlleBellSouth contmually evaluates; updates'* andl rmplements new propesses

10. Wntten reminders from BeliSouth's State President - Florida that Be!lSouth
expects employees to act in an, ethlcal manner.

-"s.'.';

Estabhshment of a comphance group headed by an of_f cer. )

,,-,-
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L'iffﬁ‘&ober 1999 .the ¥Did ‘Not were mmated to streamllne o5

e 3%

detechon of ‘abuse. Be!lSouth rssues a m_arlagement memo e\_/ery three*
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oy Please-ﬁnd eﬁclosed a c0py
‘.-BelLS'outh T elecommumcattons, Inc. Sales methods and Practices. .

PG VTR, ) g e et
-:-Co%ﬂrgémn ; re\irew was to mvestrgate and assess the allegahons rarsed in both of

Ly E D R A s , i P P

ar letters recelved by the Commrssron s D1v1$1on ‘of Consumer Aﬁ"alrs in 1999 E, "32 e

SRS Staff erformed an m depth analys1s of BellSouth’s sales pracuces mcludmg the alleganons
7 sed m the letters. The report presents staff’s recommended improvements to further ensure the
: faJr Ueahnent of BellSouth’s customers. As you will note, BellSouth has requested confidential ©
Fifeatmient of various passages of the report in ‘accordance with Chapter 25-22. 006(3) Florida , .

& N%}dmlmstrahve Code. .These passages are blacked out in the ﬁnal report.

|

“of the Bureau ‘of Regulatory Rev1ew s'a audlt 'report en’utled
-The purpose- of the -
the complamt o
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_ Smcerely, .
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| Bev ljel\/lello Duector, Drvrsron of Consumer Affaurs
Carl Vmson . . L -
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——= MARCH 15T, 200
?ANTAusz THURSDAY

&_WHY NOT SECURE A smm;e 41ST QUARTER?Y
WE HAVE GREAT Pnamm%mss THIST MO THY
GET READY TO WIN LOTS OF $555 &3URPASS

VQUR SALES QBJEE“WVEST'

951".- '§4,000 TOT. REV. & 1 CELL ... $10
D oOR
2.,’- $3, ooo TOT. REV. & { CELL %5

5’3.1" 15 cm«a ;%5

4. $1,500 C-QRQER.“.,M,.,...,.,m.“35

o5 FOR EACH ADSLI ($130 SALES ¢ cﬂﬁm.‘_{‘%

DO YOU HAVE A CGMPUTER?’
UNLiMlTED INTERNET FOR $12. a5
1F YOU HAVE cCH. DO YOU HAVE A
A CINGULAR CELL? FOR ONLY $4.45

OFF=R WWMB/BVM!

HOW ABOUT CPE?? GREAT
CELLULAR PROMO! & WHY
! NOT PRE SELL T-900'S 727

R



ﬁ T-900 Wireless E-Mail Pre-Sale Order Form
ep Name: Today's date: '
UID: : |
_i.;,~:' . :‘:t ) k‘.‘M’j.-sh;: Bll.u:‘:_§ B .
COLOR

. # OF IIBYN& COLOR CODE*OF SPANISH TOLL DATE
CUSTOMER PAGERS # OF CODE* ADDL OPTION FREE OR ORDER
BILLING TN CUSTOMER NAME ORDERED MONTHS PAGER1 PAGERS Y/N LOCAL ISSUED

F$179.99-"R0 rebate= 29977
*Color Codes:

Classic Black - BLK ) Shipping Handling -
3 Razberry lce - RED | $9.95 regular,

7 Mystic Blue - BLU $14.95 expedited
Aqua ice - CLR Turn completed form in to Coach upon order issuance. Activation - $20.00

[
gt



\ WAYS TO WIN ?GS\.\;&H
- IN FEBRUARY
® 5 WE CONTINUE WITH THE .
)/...;/BRAVO™ POINTS ($$S) IN YOUR ¢ =
AMERICAN EXPRESS CARDI! %P

WIN $200 wHeN youU SELL 342,200 TOT. REV.
"WiIN $150 WHEN YOU SELL 190 & UP CCH OR....
WiIN $100 WHEN YOU SELL 180-189 CCH OR...
wm $50 WHEN YOU SELL ’3?@—179 CCH {/

BONUS: WIN AN ADDITIONAL 84150 iF Yyou SE!.!.
—D $39 000 & RPLN OF 5215 ww‘

XWHN § WHEN YOU SELL 47 + CELLULARS L/A

WIN $50 WHEN YOU SELL 12 + WWMB

AR EREE SR EREREELELEEEELESEEEEESFEETEEEELSEEEESEE XX XY XY

OTHER PRIZES... SELL 10 WWMP & 50 EMP BY
3RD WEEK & WIN 350 WALLMART GIFT CERT.

\\\\"i

Py
«;,_

' b
"FASTACCESS" - $5 FOR EVERY SALE & $5 FOR
A  $/0% 7 pyERY INSTALL o

CINGULAR...WILL BE AWARDING T-SHIRTS,
KNAPSACKS & GOLF SHIRTS...THE MORE
WIRELESS YOU SELL, THE MORE YOU WINY!
SELL AREA PLUS, PROVIDE GREAT CSR SERVICE,
SAVE SERVICES & ALSO WIN BIG 3$3%3%
L i T Rt b << Y
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cingular

WIRELESS

—

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

(

o

| © O
Sales — Sell Service - Sell And Win... N
8 net wireless sales 4 net wireless sales ————> along-sleeved Cingular t-shirt! «
10 net wireless sales 5 net wireless sales ——————= a Cingular knapsack!
12 net wireless sales 6 net wireless sales — a Cingular golf shirt! \
6

i The wireless team will also pay $15 in Bravo points to all reps who meet the high objective (12 sales,

service) and have a minimum of 8 Solutions wireless bonuses in sales, and 4 Solutions wireless |
bonuses in Service (net)! So Celll Seill Ceil!

(A .

SAVE Packages (Area Plus with Complete Choice, Complete Choice, Area Plus), Messaging (BVM,
MemoryCall, WWMB) and Maintenance (EMP, Inside Wire) and win Bravo-Points! Receive 2 Bravo
points for each package save, and 1 Bravo point for every Messaging and Maintenance save. The
maximum number of points that can be earned in a month is 25 for sales, 40 for service.
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:

N—
=10 o D $F |F
Os7{t 2/t 07

Qow

T/ \
Complete Choice: svce MemoryCall: svmc W §
" Area Plus: - SVAP BVM, WWMB: - - SVBY———— /)0, 0 0
Area Plus with Complete Choice:  SVCA Maintenance: Ssyww / A

B el .

e T Bm . é
S-S i S .

L . - LN

b . Is

Continue to earn 5 Bravo points for every FastAccess sale, and another 5 Bravo points for
every FastAccess installl Let's get all our customers on the Autobahn of the Information 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 caiculated from START, est.
‘first week of May.

Nrea Plus Sales = Wal-Mart Gift 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.

i
\
» ) 7 th 7 \\ b
3 Revised - January 307, 2001 i
Louise Sanchez - . y U/ -
Fl State Staff Pt J )
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PROMO”

SOMPLETE CHOICE IS
AN EXTREMELY IMPORTANT
ANCHOR PRODUCT!!! CCH & AREA PLUS
'S EVEN BETTER!! LOTS OF PRODUCTS
DEPEND ON COMPLETE CHOICE TO BE
DISCOUNTED!!! "ADSL" IS ONLY $40,
'PRIVACY DTR" IS ONLY 1 PENNY, ALL
THE COMPONENTS OF "VOICE MAIL" ARE
INCLUDED IN CCH! "INTERNET" IS ONLY
$412.95 WITH CCH!! OFFER IT!! ‘

TAKE ADVANTAGE OF THE/ Z- o

ARE HAVING!

‘OFFERIT

WITH b
ENTHUSIASM! [
' .

"YCOME ALIVE!




_HAPPY NEW &
A__Bt(:INNINb)

$$$$$$$$$$$$$$$ JANUARY REMiNDERS $$$$$$$$$$$$$$$

1. ADSL/FASTACCESS - EARN $5 FOR EVERY "ADSL" SALE AND AN
ADDITIONAL S5 FOR EVERY INSTALL. SALES CREDIT $130. WOW!!

2. S200 FOR ACHIEVING ONLY $42,200 NET REVENUE. TRIPLE WOW!!

3. $150 FOR SELLING 190+ CCH OR AREA +

$100 FOR SELLING 180 - 189 CCH OR AREA + 57

o, 5 FORSELLING 170-179 CCH OR AREA +

-u“—-w—Tinm;% ,'

'x{: _ﬂ;"

6. S50 FOR SELLING 12+ WAMB ALL OF THESE $5%%
WILL BE PAID VIA
7. S25 FOR SELLING 120+ BVM AMERICAN EXPRESS
’ CARD 1}

8. $25 FORSELLING 17+ "CELLULARS"

***************************************************************

porRUS: $ 700 GC OF YOUR CHOICE FOR ONLY SELLING
$39.500 WITH AND RPLN OF $215

BGNUS 52 FOR EVERY WWMB SOLD DALY THRU 1/7/01
ge(.L ; 7\713n7‘ 72 AVOID c_'fmﬁﬁé@/idks" o*’gf;i

6 I
re il a,|5
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Be tops in net
revenue each day
‘& win!.

PRI
What a way to kick off a New
: Year!
BegmnmgTuesday,]anuary 2nd,
through Saturday,january 6th, be
#I in net revenue and win a $20
Blockbuster gift card!

There w1|i be one winner per day per
3 center'top wireless sales will be used as
“a tlebreaker if needed.

Blastoffmto 2001 Sales, and Sell! §
. Cell! Seil! _ g

Fla State Staff
305.260.8183
Msanchez2@bellsouthips.com 12727100

.



- NATIOWL CHAMP!OVSHIP GAME WED,01/03AT8PM!!

,,,,,,

®

SURPRISE BLITZ!!! HOT!! HOT!!

- TODAY, 1/2/00 THE REP WITH

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 §PM!!

WHAT ARE YOU WAITING FOR!!!



& / LISTEN UP REEEEEEEEAL GOOD!!!
IN ADDITION TO ALL THE $33S WE
ARY GIVING AWAY THIS -
MONTH... WE HAVE 2 “SKY BOX”
TICKETS TO GIVE AWAY!!!

REP WITH THE HIGHEST TOTAL
~REVENUE (ADBED TOGETHER) FOR
THURSDAY (1/4), FRIDAY (1/5) AND
SATURDAY (1/6) WINS THE 2
TICKETS TO SEE HEAT VS.
WARRIORS, FOR MONDAY’S (1/8) '

EVENING GAME!!! N,
SKY BOX SUITE TICKETS!! YOU gy
CAN’T GO WRONG!!! OFFERIN 7
- EVERY CALL!!! AN
R
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Give it all you've goft!
$3,000 Total Rev
$220 RPLN and 1 cell

i n"u.

or =
- $4,000 ToTaI%Rev
- $220 RPLNand 1
cell. =

Alba has a surprise in
store for youlll




T-900 Wireless E-Mail Pre-Sale Order Form

Today's date: '

.:‘5:1'"‘- Aqualce Hag!?el ce - M,v!h.c Blya , Lo sBlack

COLOR
) #OF IIBY/N& COLOR CODE*OF SPANISH TOLL DATE
CUSTOMER PAGERS # OF CODE* ADDL OPTION FREE OR ORDER
BILLING TN CUSTOMER NAME ORDERED MONTHS PAGER1 PAGERS Y/N LOCAL ISSUED

FI7999~"F0 rebgte= ® % 77

*Color Codes:
Classic Black - BLK
* Razberry Ice - RED
Mystic Blue - BLU
Aqua ice - CLR

Turn completed form in to Coach upon order issuance.

Shipping Handling -
$9.95 regular,
$14.95 expedited
Activation - $20.00




THIS IS A FORMAL COMPLAINT OF ILLEGAL AND

UNETHICAL ACTIVITIES OCCURRING AT THE

vteni®, BELLSOUTH CORPORATION, CONSUMER SERVICES,

EiENTMULTI-LINGUAL MARKETING DEPARTMENT.IN

3= MIAMI, FLORIDA, BEING FILED BY PERSONS * ™

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

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

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 integrity, ethics, and needs-based selling as it applied to our
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
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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
+wataprovide:the same service, 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
long-distance calls. -
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 from one location to
another (when you move) and calls for new service, while Service:
would be responsible for nearly everything else. Or, at least in
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
everyone who took the exam passed. Those of us that did were told
by the Company, in essence, that we were qualified to go to Sales.
It MUST be noted that NO mention whatsoever was EVER made

777 Minregards to asales quota that had to be met in order to remain in

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 office
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

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

thereafter, those of us that.:worked in.what was known as the - Y,

2 “Spamsh Service” side of the house, handled both sérvice orders

and sales orders. We were pretty much what came to be known as
“Universal” representatives, which basically meant that we
handled just about every call that came our way, whether it was a
service/repair situation or a revenue-producing opportunity.

We had been trained with the customer’s needs as our primary
concern, 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 our
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. 1 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 runmng scared

-and, -ironically; the customer benefited. - . e

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.”



his or her line was considered a money-maker. I was, I believe,
assisting the training department off and on, at that time.
.One:day, a group of us were gathered for a brainstorming session

3 wheré we were informed that the “packaging” or-bundling of .4z .

services. would soon be open to us, and suggestions were analyzeéd ™
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, this “is
but isn’t” description was really confusing 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 during éne of 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-finding/information-gathering
series of questions that the customer could be asked. Depending
upon the responses given, one could then offer a specific “group”
of services that would BENEFIT the customer, save him or her
money, AND generate greater revenue for the Company. This
concept, which I worked on for many, many weeks, eventually was
transformed by the Company into what is now called “Complete
Choice.” - '



and offer it aggressively, overcoming customers’ objections in

order to sell it.
Needs-based selling had.exited the sales arena.

Sales: quotas/objectives were put in place, and then raised.. They ::i v w::

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 Fthics. 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 it would 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
know 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
us on a daily basis..
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My idea, which I-expanded upon greatly, gave way to a “Complete
Telephone Service” video, training materials for it (in both English
and Spanish), and numerous train-the-trainersand, training sessions.

-Please understand that when'1 envisioned this:concept, it was to be -
" sold based upon the customer’s NEEDS, to beriefit the customer,

as well as the Company. In many cases, the customer is MUCH
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 we are
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
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,

R e
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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 of forced overtime: The Company AGAIN raised the ...z
ranc:quotas and we must either meet them or be out the door; and the <isusz o

ethical violations and cheating increased. Things progressed to the +" S

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 fire a rep for
abusing a customer on the first 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 certamly
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 thh negatlve entnes on your record, you” re as good as out the
door.

It was then announced that the Service department (from 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



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, werea . .=

handful. Before we blame those that did éngage'in 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 artificialty-high quotas set, the
Company then went on a hiring spree. Very many new reps were
hired. These reps were told, from the FIRST DAY, that the
important 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 less 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









hung up, and whether you mentioned ALL of the current
promotions to EVERY customer, EVEN THE ONES THAT

..+« FOLD YOU THEY DID NOT WANT ANYTHING.EXTRA
“TATTHE TIME YOU ASKED THEM FOR PERMISSION TO
OFFER ADDITIONAL SERVICES OR FEATURES::The -~
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
GOVERNMENT-REGULATED UTILITY THAT HAS A
MONOPOLY NEARLY EVERYWHERE IT DOES
BUSINESS?

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 is ALL
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. Callava, have been with the Company since Nov. 9th,
1992, holding the same title of Service Representative. Throughout
these 6 and 1/2 years with the Company, I’ve been involved in
many “projects”. I’ve been singled out by the Company for awards
“an r‘ecbgmtloﬁz on many occasions. Aside from my duties as a
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
NOT A FEEBLE, LAST-DITCH EFFORT TO SALVAGE
THE JOBS OF PERSONS WHO ARE INCOMPETENTS OR
WHO ARE 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.



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, and the Company has demonstrated that by o ERR
- wusing our fespective‘and numerous talents to. act as Relieving™+++ - YR
Assistant Managers, train othér reps, and having us participate in REE

numerous projects that they considered important.

Furthermore, we don’t harbor the childish illusion that anythmg 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

.. one is alerted to them. We are also customers, as are our friends
and families.

We will not cheat to meet a quota. Any quota. And we will not
become unwilling and silent partners to the unethical
treatment of customers which we are witnessing almost each
and every day in our current environment.

Now here’s what’s really 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.



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 goog is being trained on
something that actually takes effect six months Jlater?), or e s
non-existent. It was, in all fairness, not always this way.: At one
time, we were very well-trained.

Since the Company split the group of service reps into Sales and
Service, two 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
reaches its destination, it gets transferred still again, so that the
customer is, at times, waiting for 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 a “matrix” 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 knowledgeable 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.
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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 handling and resolution of “service” calls is not provided on an

::on-going basis and we have not had that kind of training for years;=. .
Some of us, perhaps many, truly may want to help, but we just =g~ &

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 as “gross
customer abuse” if we take too long. And, considering the
technical know-how in our Unit, it could take a long time.

To further 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 department 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 1 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 towards 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.

Complete Choice is added to thié customeér’s’ line, with or without
Memorycall, even after the customer was offered the service and
declined. When the customer receives the first 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 his/her supervisor is confronted with
any of these allegations of malfeasance/misfeasance (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.
Lest the reader think that these are isolated instances and not

Complete Choice was added to:one 6f MY PERSONAL LINES at
my residence WITHOUT MY HAVING EVER CONTACTED
THE COMPANY AS A CUSTOMER AND WITHOUT MY
EVER, EVER HAVING REQUESTED IT FROM ANYONE.

In 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 and/or 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 from 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).

Representatives-change a-dwelling that is already entered into our
database with its own “location” 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 “rooms.” 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



($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 and/or cellular telephones, sometimes two
-wEgriirvat a time, are sent to customers who did not request them. There is
“amxra very distinct line separating a request for informationand - -+
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 else). 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-afterwards;-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 i.d. 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 line. 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 known
as RPLN). Where a deposit is required per Company policy, often . ...«
.. the:deposit is lowered or not requested, as long as.the orderis=+  ~smgiis
“juicy”. This is especially easyto do considering the fact that reps i v ey
can override a credit recommendation per the credit bureau and
also since said bureau is often “down” or inaccessible.
Customer's 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 “down;” 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 and/or verification with the landlord (again, inaccessible at
the particular time) and/or 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
—-——=--“complications” would have most likely “disappeared,” or the rep
would have made an extra effort to actually assist the customer, if
only the order had been a “good” one.
Sometimes, these orders for “basic” lines simply “disappear” from
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 “hold” 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 that and I know because for .. ... .o

e g very long time, I was “gated” “primary” Regional. That means

that nearly 90% of my calls were from these same customers for
nearly one year. There was once a time when this 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 “load”
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 difficult for those of us
that work at Bellsouth to understand, especially the Spanish
translation available in Florida only), they don’t understand and

-cannot differentiate between 16¢al charges as opposed to toll calls.

Compound that with the fact that, in many cases, they have no
frame of reference with which to compare what local service costs,
since they’ve never had it before.

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 1n
our mid-thirties to early fifties, each with about six or more years

. of experience. We are the ones who are at the top of the wage
$cale;ithe ones who cost the most money in health benefits to *the
Coitijany Since our dependents are also covered, the ones Who*
have had to use the benefits package provided because of
job-created health issues, and the ones who have the most difficulty
adapting to 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 left to chance.

“QOlder” employees now account for about 30% of Spamsh 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 originally 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

-~—— ~—other departments. Some quit."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 “service” 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 blown, and
quite loudly, every time someone sells a cellular telephone. Sadly
enough, there are no horns blown for correct selling techniques

v - "



sometimes able to 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,

-y 3

© then disappedared. datzidlx RS VLR

Complete choice is constaritly m1srepresented as a C]ass 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 1FR, 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 1IMR.

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 first experience ever with a
telecommunications company. They have little if any assistance in
verifying what’s printed on their bills as Bellsouth does not 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 “loaded” with everything
imaginable, that is, with numerous plans and/or features that they
neither have any use for and/or 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

1 1Ma
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God, and I do ask for His pardon. Now, they’ll probably get their
best public relations people to work on a rebuttal that will sound
very convincing. They’ll categorically deny these facts which we
have stated and attribute it all-to:a. very “few? employees that are

A “responsible for all this unethical activity. A few:Will be selected

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 from 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
money that they have to refund excess profits beyond a certain
point to the customers, depending upon how well they did the
previous year.

The unethical activity has its 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 “observing” is apparent. Observing is
when “someone” listens in on contacts to determine whether the
rep is doing his job correctly. Usually, if it’s from 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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more features and services, than in whether the customer received
what he really needed and has a use for.
This is-one‘company that CANNOT police itself.

=25 I all honésty T don’t have theé heart to blame the Assistarit

Managers for the roles they play in this scenario of pure and simple*: T
greed. They are simply the envoys or 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 has
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 AM’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 and 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 first 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.



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 authority, that agree with these words and
wished that they’d had the courage, or lack of common sense |
(depending on your viewpoint) to state them first. 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 reprlsals 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
parts actually obtain the results, or care how it is accomplished.
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, in some cases, the 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

~z:a:500]der reps have complained about this and have been told that it

- FnrWatrauthorized by management as a “motivating factor with the

“hope of making it a “fun” place to work in. These reps-hive thén

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 corner, readying
itself to compete for its share of the market and thus drastically
reduce Bellsouth’s profits. As a publicly-regulated utility, its
responsibility to the public at large is to provide telephone service
to all 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 itone . ...~ 123

+..:worth taking even after one.considers the penalties. - Those: figures’ YR
are, by the way, purely fictional, and were used only as an ‘ S
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 customer 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

Th id everythin t th
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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:still employed in the

- position of Service Representative with Bellsouth.

o~

Har

Edgardo F. Callava

Raquel Rivero

Ilka Figueras

Jackie Torres

Sandra Padron

Millie Alfonso

Service Representatives
Spanish Sales and Marketing
Bellsouth Consumer Services -

Miami, Florida

Dated:
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