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January 4, 1991
ASN 01-008

L. L. Schoolar

Vice President & COmptroller
4503 Southern Bell Center
Atlanta, GA

7 Re: Compla:.nant
%mployee ; Réporting Line
-Incident Report 91-001
File: 420.080001

Dear Mr. Schoolar:

2 _On January. 4,,,19291 a Services Technician in__
I3 5 scontacted the Headquarters Security office via a the

FolEc T

‘Employée ‘Reporting Line and supplied the following information.

On December 21, 1990 be,submitted four time sheets, which reflected
¢ four HO days believes someone changed or falsified the
/7 time -sheets by changing the 4 HO days to N days. also

believes the measurement plan -should be investigated beCiilse of

false report:.ng to influence the Company! s position with the Public

Service Commission.

The complaint was discussed with Jim Jeffries, Security Manager in
Jacksonville, and a copy of the Incident Report was faxed to that
office. The results of the investigation conducted in Florida will
be supplied to you as soon as possible.

Yours very truly,

-
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Januarv 14. 1991

g ' RE: Ej?ﬂ:-———\Aﬁw.
SERVICES TECHNICIAN
EMPLOYEE DEFALCATION
parations Manager

CASE #t! FNOO3-05012
e f S CT Ak R L TR T TR 158 R

Dear Ms. Kahle:

: on January 4, 1991, Services Techniecian; . "
complained to Staff Manager-security Clark stone, AfIanta] Georgia, ¥
via the Emploayee Reporting Line (1-800-543-3529), that someonse had S
changed _or, falgified four time sheets he submitted on December 21,

/15 198 ~ pubmitted time sheets for 12-24, 12-26, 12-27 and
12-28, 71690, “ghowing HO for all four days. The time sheets were
subsaquently changed to N (no show) and Chapman was not paid for

the days in question.

H

1q During an interview of NManager-I&M ';_ L g on
20 December 9, 1991, it was learned that =~ was scheduled to work
: his pre-selected HO days.and he failed to come to work and did not
a3 call in; therefore, . . on_the advise of Laboxr Relations
=3 Manager Nell Campbell, change %’ L %tima to N and he was not

¢
paid, NERRRL DL T

g8ince there i1s a grievance procedure in place for
enployees, and in fact, a grievance has already been flled with the
Union in this matter, Security is terminating its investigation
into this natter.
R . . . jalso alleged in his complaint that the
measurement plan was being falsely reported to influence the
Company'e position with the Public Service Commission (PSC).

S buring an interview of January 8, 199., _.. _  explained
that his complaint is in regard to the out of service over 24 hours
objective. He stated that when a trouble is closed out and the
objective is missed by a few minutes, the technician is encouraged
to back the clearing time up to a time prior to the commitment.

)
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S Services Technician was also intexuviewed ', - 77
Z on January 8, 1991, and he made the same allegation as 2
Both employees stated that if they show a different clearing time - - ..
than the closing time, management harasses them about what they
were doing between the time they cleared the trouble and the time -
they closed the trouble. P

7 Neither nor would say that they have ever . .
" been asked or instiictsd by a Manager to cheat or falsify a report. . .

i

g _ ~ provided copiles of the DLETH (Customer Trouble -
History Report) Which shows the clearing time the same asg the .
‘cloging timae. He stated that the technicians use a hand held .
copputer terminal to receive and clese out their trouble. When
they close out their trouble, they can only input one date and time
of day. They are supposed to input the actual time service was
restored to the customer because the computer automatically input
their completion time when they close out.,

AR TR

_,,.,'), o

— ‘stated that no one is being asked to cheat. They

are being asked to do the job correctly. He stated that if all the

technigians would close their trouble ouf the correct way, the PSC

26 objective would take care of itself. [ _jstated that it is
impossible to clear a trouble and close 1t 6lit at the same time and
when he sees the time the same and the out of service objective has
been missed by a few mninutes, he sends the report to the
technician's supervisor and requests the employee be covered again
on the proper way to close a trouble.

17

Information gained  during K interviews with Assistant

27 Manager: . and ‘1§ on January 8, 1991,
28 reinforced - statement. '
.. 8ince no information has been revealed which would
30 support . allegation, thig file is being closed on Jahuary
14, 1991,

If you have any questions, please contact me or Staff
Manager-Security Nelson Thornton at 407-237-3349.

Yours very truly,

General Security Manager
North Florida Area

NCT: pw

CC: Mr. J, L. Schmidt

Assistant Vice-President-Security TR, T -

1
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EMPLOYEE REPORTING LINE

INCIDENT REPORT
patE _Max: a8 1l rovm (ido P, RECEIVHD BY. FEEJA Nora.\\
FULL NAME OF PERSON MAKING REPORT Axon q rh,ou.-s

JOB TITLE wé&ﬁout\_.j: Exeeutive
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.
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<4 SUPERVISOR__

/ .
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D_§_‘qnth Central Bell R )
X -Southern Bell : ' d . .

O BellSouth Services Invest[gatlve Report
O Other: _ .8

Florida : o ~

~ate of Qrigin:

Reporting Office: Investigation Atz . Date: iy
' South Florida Miami, Florida 06/12/91
Titla: o Classification: ' )
| | | " PERSONNEL INVESTIGATION
) .
Eé ' ' Reporting Manager: - Ste-nu:
% ji
Period Covered By Investigation: : N \g
- ' 03/28/91 thru 06/12/91 ”T_iiﬁ
3

e

Synopsis: This investigation was predicated..upon.an:-anonvmonsmrennrt=tosz the
f Emplovee Reporting Line alleging; ‘

o __. was using an unethical salés presentation £6 customers in the sale o
of "WATS Saver service. The caller stated this had_been brouaht_ to _the b
& attention ot ‘supervisor,’ e B
: ~ _. by concerned employees in' the group. The caller states ]
has told the anonymous caller that he could be sued for slander. b . Fif -

e was thinking of reporting this incident. Eight members of #group -

were interviewed by Staff Manager-Security D. H. Fleming providing signed ..
'7 statements they had hear< using terms such as "The Federal Government,

the Public Service Commission or the Government has authorized Southern Bell '

to lower their rates", usually by $40.00 per month and the customers were not -~ -

informed they were purchasing the WATS Saver billing plan. The original -
7/ anonymous caller stated . after finding out a Security investigation

was being conducted, accused him of making the call to the Employee Reporting
SLine. After admitting to ‘'he made the call, he felt so threatened he_
#called the Employee Reporting Line again to request protection. .
iSinformed ‘that two members of the group had come to her questioning the
(- integrity of his WATS Saver sales. ( “ confronted each member of her
'7group, with the exception of __ questioning them or informing them a

Security investigation was being conducted.  During the investigation, two

employees received Cease and Desist letters, threatening them’' with (cont'd) -

investigating Manager: % H % lu’ N
: ity z

Staff Manager-Secur

Approved By: - .
' oo Q.
General Security Manager ,
FO3B36Z 000007:

Copies To: HOT TO BECOME PART OF

ENMPLOVEL'S PERSONNEL FILE
S Jaky 19, 1998, DN Flemen was (nloremes By

RTTE E,
14
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President-Florida
‘7Dlrector-Secyrity
A.V.P.-Security
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april 3, 1991
ASN 04-003

MEMO TO:

Don Fleming

FROM: Judy Harris
{s RE ‘ __ Subject
Aployee Reporting Line

9,1"16 %

On 4-3-91, the original caller of the Emergency Reporting Line case
recontacted the Headquarters Security office. The caller stated
{] his name was® ﬂ, He gave no last name.

e
JRESEEL B

PP S

l2 The caller stated his supervisor, _... .. contacted him by
beeper at a customer's premise on 4Z2FFiERd Tequested to seem him
in her office immediately. When he returned to her office, she
began to guestion him about calling Security on the "800" number.
At that time she told him he should be real careful because he
could be sued for slander. He admitted to her that he had, in

I8 fact, made the call to the Emergency Reporting Line. o _told
him then that "this was going to be a blood bath and if she went
down she was going to take everyone with her.®

The caller was concerned about what she might do to him and what

protection he could get from Security. He wanted us to know that
she had threatened him.

I explained to him that Security only gathers the facts and does

not control disciplinary actions of the departments. I told him

I would refer this information to the person in charge of the
investigatien.

If you have any questions, I may be reached at 404-529-8453.

f"
cCc: Clark Stone

FO3B36Z 0000073 1
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- SouthemBell

Sauthem Bell Center -

Room SU38 .
. 675 Wast Peachltree Street, N EA
Attanta, GA 30375 : .
404 529-5527
April 3, 1991 - C
ASN 04-003
MEMO_ TO:

Pon Fleming
FROM: Judy Harris

RE: Subject

Employee Reporting Line
91-16 N

On 4-3-91, the original caller of the Emergency Reporting Line case
recontacted the Headquarters Security office. The caller stated
his name was He gave no last name.

The caller stated his superv1sor, L contacted him by
beeper at a customer's premise on 4- -2-91 and requested to seem him
in her office immediately. When he returned to her office, she
began to question him about calling Security on the "800" number.
At that time she told him he should be real careful because he
could be sued for slander. He admitted to her that he_had, in
fact, made the call to the Emergency Reporting Line.  _ told
him then that "this was going to be a blood bath and if she went
down she was going to take everyone with her.%

The caller was concerned about what she might do to him and what
protection he could get from Security. He wanted us to know that
she had threatened him.

I explained to him that Security only gathers the facts and does
not control disciplinary actions of the departments. I told him
I would refer this information to the person in charge of the
investigation.

If you have any questions, I may be reached at 404-529-8453.

Clark Stone

A BELLSOL TH Corpramy
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FAX #: 40A-688-9649

FACSIMILE S
HEADQUARTERS/SU38 SBC

DATE: Cllgjq /
TO: b{fﬁ’\ ?J@n’)i'd q_
_J

FROM: \) u._ci\J g *‘/’1(65.)"?" C <

# PAGES INCLUDING COVER SHEET: 2’

CALL 529~5527 IF ALL PAGES ARE NOT RECEIVED OR IF MESSAGE
IS ILLEGIBLE
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EMPLOYEE REPORTING LINE
INCIDENT REPORT

DATE ﬂﬂrn,ls /??/Tnm & *03 fr. recEIVED BY _C’Jark S'zl"one_,

FULL NAME OF PERSON MAKING REPORT _&Lﬂf? MousS Nha [&

JOB TITLE .

DEPARTMENT _~—

—

LOCATION

CONTACT NUMBER —

NATURE OF CALL re.ga];ji'ggﬂﬁ_g L.  calé %%f ‘ |
) : * - 3

SUBJECT INFORMATION:

—ran—

FULL NAME (S)

DEPARTMENT i

—

LOCATION

PHONE NUMBER i

SUPERVISOR -

HOW DID COMPLAINANT ACQUIRE INFORMATION? LLﬂLdéLﬂikﬁB#

REFERRED To Jim- Jedfri es area Nortt. Fflov/da.
DATE /iﬂr-:l S /991 TIME ﬁj?fﬂt
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FAX #: 404-688-9649

FACSIMILE .
HEADQUARTERS/SU38 SBC

DATE: ‘f -1 5-9 1
TO: \)Jw»\ ;\24"@:(‘1'9)5

FROM: C\\B"‘“’l( 57‘::#\.2_/

# PAGES INCLUDING COVER SHEET: =

CALL 529~5527 IF ALL PAGES ARE NOT RECEIVED OR IF MESSAGE
IS ILLEGIBLE

FO3B36Z 0000077]
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- FULL NAME OF PERSON MAKING REPORT

EMPLOYEFE REPORTING LINE

INCIDENT REPORT

DATE [2]_@? 51911 TIME 10 v4pA m. RECETVED BY @A&klcft&one_/

JOB TITLE —
DEPARTMENT  —
" LOCATION -

18

CONTACT NUMBER

NATURE OF CALL Ca/e.e /'Nﬂu.'\redf- abQM?L .S'jl‘aju.a, /J—
investigatio fo vefeked ov Aprtl 1503910 Callec
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, a lo o d H-needs
SUBJECT INFORMATION: 5
FULL NAME (S) G
DEPARTMENT —
LOCATION —

PHONE NUMBER

SUPERVISOR —

HOW DID COMPLAINANT ACQUIRE INFORMATION? W

REFERRED TO AREA m P/MGZ@/
DATE ﬂ\,“a/ ].6"’}2 /9 7/1/ Tie /055 An
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EAX #: 404-633-9649

FACSIMILE ,
HEADQUARTERS/SU38 SBC

L

DATE: m\'%/ /‘SAIL 199 [
TO: hw#’lu F/m‘cé«i,/ @)C‘]QC'Q‘/

o (et [Stmt

# PAGES INCLUDING COVER SHEET: 0“2\

CALL 529-5527 IF ALL PAGES ARE NOT RECEIVED OR IF MESSAGE
IS ILLEGIBLE

FO3B36Z 0000079
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Jutia B. North 4515 Southern Beli Center :
Vice Presiger: 675 West Peachiree Street. NE -
Customer Sgr.ces Allama; Georgia 30375

404 529-6183 .
July 1§ 1993 w oo %

Mr. Robert W. 0O’Neill
Suite 2005 Campanile Bldg.
1155 Peachtree St. N.E.
Atlanta, GA 30367-6000

SR
SE
w

T n
CoE
M

SUBJECT: Restoration of Service Following Temporarylsﬁépénsionﬁif

Dear Mr. O’Neill:

This is in response to your letter dated Juhe*21,'1993
regarding restoration of service following temporary
suspension.

After investigating the conditions on which an order to
restore service following a temporary suspension is coded CF
or PF, we believe the customer is entitled to an adjustment to
his/her bill since he/she is being billed a discounted charge
while the service is in the suspend status. The adjustment
should be at the discounted rate for the period we were not
able to provide telephone service.

Because the service order does not get closed ocut to a trouble
report in repair, an adjustment is not given automatically. A
process needs to be established by which the Business Office
is notified when the service order is completed. Once we are
notified we can make the appropriate adjustment.

We will proceed with this request by obtaining
Pricing/Regulatory and Legal'’s concurrence with our
recommendation. A conference call is scheduled for Friday,
July 16, 1993 to begin this process. Plans will also be
developed to coordinate with Network the best method for
notifying the Business Office of situations where the service
could not be restored on the date requested by the customer.

If you need additional information, please let me know.

Sincerely,

di North _ Jy By

Vice President - Customer Service

FO3B36Z 0000080
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S ERe - BELSOUTH

P
TELECOMMUNICATIONS © .
C. Sandet:s : 20th Floor Southern Bell Tower
Vice Presiceni-Network Operations/South 301 W. Bay Street
Jacksonville, Flonga 32202
PRIVATE & CONFIDENTIAL (904) 350-2424

June 25, 1993
File Code: 420.0800

-‘;3_-%.:.,‘« e e

Mr. Robert W. O’Neill
Suite 2005 campanile Bldg.
1155 Peachtree St. N. E.
Atlanta, Ga 30367-6000

Dear Mr. O’Neill,

*

SUBJECT: Ombudsman Complaint - Restoration of Service Following
Temporary Suspension

This is in response‘to your letter dated June 21, 1993 regarding
captioned subject.

When an order is issued to restore a service that is on temporary
suspension, it follows the normal service order flow through
network. Temporary suspensions are routed to translations to
restore the service and then subjected to test to determine that
the customer’s service is working and free of trouble. This is
usually all that is required to restore a temporary suspension
since the facilities and telephone number is reserved for that
customer. If line trouble is detected, the order is removed from
automatic completion and routed to fleld forces for clearance.

In the instance described in this complaint, when the facility
can not be repaired on the service order due date, it must be
coded to a company facility problem CF. It remains in this
status until facilities are repaired or replaced and the order is
completed,

The reference in this complaint to repair order is not accurate.
A restoral is a service order and not a repair order or customer
report. Until the service is restored it can not be processed as
a trouble report, since it is a non-working service, until the
order is completed.

.Any rebates that mlght be approprlate would be handled manually
by the customer services group. This issue is not specifically
covered by any PSC rule.

FO3B362 0000082]




The coding and servlce order processing in this described issue
was appropriate. If you need additional 1nformatlon, please let
me know.

Slncerely,
“%/C Liccecer
erry S er
«Vice Presxdent - Network Operations, South
/’ prl/ombud’

dc: Ted Kellermann

4
o ' ' J[/lzggg

sig
mm paadl] s ury
B
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June 21, 1993

TO: Jerry Sanders g
Judi North .
-RJ"Q

FROM: Bob O'Neill

SUBJECT: Ombudsman Complaint - Restoration. of Service Following
Temporary Suspension C el

| received an anonymous call from an employee in Florida. The
caller's compiaint involved the handling of the Service Order for
restoring service following a temporary suspension (i.e., for
summer) but, when attempting to restare, the cable is not working.
| believe that during suspension the customer pays 50% of the local

rate for a period and then the full amount.

The problem posed by the caller relates to how the order is coded
when the fact that the cable is not working is discovered.

s We do not use issue a repair order, which could trigger a credit
if the service is out for over 24 hours.

s+ We code the order CF or PF (cable facilities not available) and
hold it until the facilities are available. During this hoid
period, the customer continues to pay 50% (or 100%) of the
local rate and there is no triggering of credit, even if the hold

period exceeds 24 hours.

The caller stated this issue was raised with the local staff and the
HQ staff, both of whom opined the procedure used was ailowed by
the PSC. The caller stated that even if such a practice was
"allowed", it was not right.

"I would " appreciate your having someone investigate this question
and providing the results to me. Please coordinate with Legal on the

interpretation of PSC rules.

FO3B36Z 0000084 |
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Corporate Responsibifity
and Complance

| To .
Suite 2005 Date M Time 4 :29_ él\h//ll
1155 Peachtree Sireet N E. ) WH'LE Y'Qu WERE DUT

Atlanta. Georg:a 30367-6000 =
4042493850 _. v Nk N tthowe
9 . of
d]‘-&e/lla Oéalu ) Phone L,205] ??5 >/ycg 3

‘ Area Code Number Extension
Clrar '  TELEPHONED 1" | PLEASE CALL »
2 Cham e £ = CALLED TO SEE YOU WILL CALL AGAIN
d WANTS TO SEE YOU URGENT

| ReTURNED YOURCALL | |

8’ . Message
_ 3/29  121¥P Lwrc M

Operator
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Date:
?olicy; o WatssSaver Service Downgrade Policy

Effective Date: March 1, 1893 | - R

The WatsSaver Service Downgrade Policy is kaing revised as .;c\’)' 2 “k

. t**tt*****tt*tt*tt*t**_&*litAt***tt***ik**tthktt*-**t*#*tttw*****
¢ COMPENSATION BULLETIN -
| No. 83=07 - : . &

March 19, 1893 - : | EEEE

follows:

- When a WatsSaver Service optien is downgraded 4hﬁid’ .ﬂvy}wéj&},g
from a netted option (Levels 7, 3 & 9) to a OJ‘J}» _ﬂyp

smaller netted cption or te a non-nettad 1“)* ;
eption (Levels 1 through §), full value for 4bp N% ﬁﬁw‘Qﬁﬁ
the option sold is awarded and full value for ..Jp é

the option discontinued is debited, This 'J]ﬂ"“ p ,fdﬂ*‘ﬂ‘}
results in the incremental difference being yﬂfwy e} }ﬁ
debited. : wa Wﬁ

vhen a Watagaver Bervice option is downgraded 5}y pﬁw .ﬂdp/_
from a non-netted option to & smaller . wé &ﬂﬁﬁ
non-netted opticn, no compensation revenue

will be debited and no caompensation credit o

will be awarded.

Please contact your ccmpensaticn coordinator, if you have
any questions concerning *his bulletin.

Cotled 7 Ky

R n
i
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/ Printed by:i _
INTEROFFICE MEMORAN D_U'n,,
Date: 19-Mar-1993 05: 10pm My
From: John R. Gunter - :
GUNTER_J = e
Dept: BSC Corp Resp & Compliance i
Tel No:  249-3850 _
TO: Robert W. O’Neill | ( ONEILL R )
e —————— AN TR B A o, —“-"'-"—-_.
7 CC: §
0 CC: v }'
[ Subject:’ 2
Bob-
/13 E fcalled back today (Friday, March 19). she sald | i

that the marketing people had recently received a : B
notification that the compensation plan was being changed on ' -
downsizing WATS-saver plans. She said she did not know if I -
had anything to do with that or not, but she wanted me to

know it had been changed.

I told her that since it had gotten better, I would take
credit for it whether I deserved it or not. I told her I had
passed her concern on to Vernon Jobson, without revealing her
name, and that Vernon had said he would loock into it. ~

She seemed to be pleased with the change.

John

F03B36Z 0000088




Printed by: ONEILL R - Robert W. O'Neill
INTEROFPFICE MEMORANDUHM
_ Date: 15-Mar-1993 os:zgpm'GMTff-
From: = John R. Gunter S
- . GUNTERJ  ~ rnd
Dept: . © BSC Corp Resp & Complianc
| Tel No: 249-3850 L A e LS
TO: Remote Addressee : . (-JOBSON_VC @ AL @ GAMD ) ¥
CC: Robert W. O'Neill _ ( ONEILL.R o  '§
cc: T B
'cC: . . . — 5

Subject: Wats ngér Downgrades
Vernon-

S
In case you did not make a note of my question ocut at the
officer's conference, I wanted to remind you of the question
I received from an A.E. in Florida about the compensation
penalty they suffer if they downsize a WATS Saver customer
from a plan with a more hours to a plan with less hours.

The caller's concern is that if the customers usage indicates
that a downgrade is in the customer's best interest, the

compensation penalty could deter our employees from doing the
right thing.

Since I have passed the baton to Bob O'Neill, please get back
to him with your decision on what to do so Bob gan get back
to the caller.

If you need more details, call Bob or me.

Thanks,

John

—_ . A Lewtls — A ophers L3 | —
wATS Fﬂ'ww P )
”ﬂdﬂ,ﬂ*—’—'——ng/ﬁu?Cnﬂ’d/zo'Pq”‘aéy')

— Lowses pAlrey -6 = Wk =TT
— pE (f demgt P 7T +)

\
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TO:

' cc:
9 CC:

S
! subject:¥ Jomb call p# B/ \

Y

15

i

38

dot

Printed by:
INTEROFFICE MEMOERANDUHN

Date: 10-Mar-1993 11 32am GMT
From: Jchn R. Gunter
GUNTER_J '
Dept: BSC Corp Resp
Tel No: 249~ 3850 .

Robert W. O'Neill _ ( ONEILL R )

% e - 0f} T

. \%

Bob- ﬁj
As I mentioned QQ/§:; this morning (3 10-93), I got a call
from' Who is an Account_Executive int

- g U

Her telephone number is

WS

TR S e | R A R TR e S

Her complaint concerns sales incentive compensation in
general and in particular the compensation on WATS Saver
service.

According to¥ .. we offer the service in several
hourly bands. " 'She indicated that a customer can buy a two
hour plan, a five hour plan, a ten hour plan, etc. The idea
is that depending on a customer’s calling habits, we would
offer the most appropriate plan. Compensation is paid for
selling these plans.

Her concern is that when a customer’s usage pattern declines
so that downgrading to a lower band in appropriate, the
difference in the sales commission is netted against the
person who initiates the downgrade order.

As I understand it from?® a customer could have been
sold a five hour plan by the business office because his
calling pattern indicated this was good for the customer.
Then some time passes and the customer is not calling very
much, perhaps because they have had a business reversal. If
this was an account that had picked up in her
module in January, and noticed that the customer’s usage no
longer required a five hour plan, she has a dilemma. If she
does the right thing and changes the customer to a two hour
plan, then ‘gets her compensation netted for the
difference between a five hour plan and a two hour plan. 1In
her view the company is financially punishing her, and thus
discouraging her from doing the right thing for the customer.
She questions with all of the empha51s we have in Florida on
treating customers right, if that is what we want to do.

‘believes that with all of the things that an
account executive has to do, that they will likely push
naking such a change to the bottom of their stack of things -

FO3B36Z 0000090
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to do.

. . - ?

gt o3 :
o B
ST TR A

2 I asked!® if she had been the one to make the initial
sale of the five hour plan ( and had gotten the incentive pay
for doing so ) would she think it was fair that she should -
later have the downgrade netted. She said she thought that.
would be fairer, although she still said a lot of factors. o
beyond an AE’s .control can affect small businesses. 'She said
these small businesses are subject to ‘swings that can: &5
significantly . changes their needs. .- .7 = ool

ey

She also said that if she were to completely disconnect the .
WATS Saver service for the hypothetical customer described
above, there is no netting. Thus, she says, you could
disconnect the five hour plan in March, sell a new two hour

plan to the same customer in April and get no netting, plus .
you would get a new compensation for the April two hour sale.
She does not think that should be allowed either, but she :
says the present situation is open to such manipulation.

T would talk to some of the people familiar

191 told* _
with sales compensation to see what I could learn.
Thanks, |
John
P.S. be sure that this gets logged and filed as an

Ombudsman complaint. |

21/49/

7oy
| ‘\L‘
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April 22, 1993

70 Judi North

FROM.  Robert W. O'Neill £wO
SUBJECT: Ethical Question ‘

- 5§ I received a cau .concerning an awards program in the.
e T T N D e
b {Qea attached natice). The prize was;

T cesemnm e s Yor the highest "C" and
"R" revenue for a day. The bottom ot the notice has the following

statement:

Ethical Practices Requires (sic) Attendance by

the Winner and a Guest - No_Selling or Give Away

It appears to me we are creating an ethical probiem where none
exists unless there is more to all of this than the attached notice.

Such assertion could damage our emphasis on real ethical problems.

Attachment
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Loy. 2Mq- 948

DATE _g_ua_"ﬁf__

 “Typa Of Transmissian o Priaricy ]
Admin, _ Normal ___ o
Facsimile __ , Urgent - %
‘ R R _ %
8 M”“DG To: égé a)&ﬁ’fd Message Fromi: *
q Namcg ; ; Nlm.- T :
Titd Title
_Omnludaman Segyies Eéb
// Room No, . Room Nc
- Address H Ikddrg;; -~ - m—— g
e -
oy e SR "
/3 EGE“a Ngm;or E f) 5 TCpmact,.Numhum__h KV
* Number Of Pages To Be Sent { — (Exciuding Cover)
Masssge Sent By: (Namae) {Date} (Time}
Spacial instructions: éo é
LS ek ol LEQuEST Hefr 15 A 42}354
19 _ Qb= AT a,g Keated KerelanQs.
Return "“--- Room.Na. -, |1'¢Iophono NO. ..o canmemsmmnn.
23 Ta - EC
. ] — S

PRINT — USE BALL POINT PEN. FILL IN ALL APPROPRIATE BLANKS..
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July 13, 1993

TO:

FROM:

Robert W. O'Neill ﬂ-‘s

SUBJECI‘ :,_Your Comp}amt Regarding thwork ‘I'errmnatmg Wu-c

You called my oft‘lce to voice a complaint reiatrvc to network -
termmatmg ‘wire.  Specifically, you expressed concern about needless
expenses associated with customer outages causcd by the use of sub-
standard -network terminating wire. Accordmg to your complaint, we
accept contractor-installed network termmatmg wxre whxch is either
sub-standard w1re or inadequately installed. '

The rules under which we must operate place certain restrictions on
what we can do or not do. Our policy is to own and maintain the
facilities on the company's side of the demarcation point. (See attached
memorandum, dated July 13, 1992.) Problems do develop, however,
when the builder does not coordinate with BST, does not place conduit,
and/or uses non-standard materials or methods. The attached
memorandum, RL-91-12-039SV, addresses this situation and how
BellSouth will respond. Unfortunately, we can not force a
builder/contractor to install conduit nor can we prevent them from
placing the network terminating wire. In addition, we can not require
the building owner to allow us to prewire and place the network
terminating wire.

The FCC, in Docket No. 88-57, determined that the multi-tenant
building owner could determine the location of the demarcation point.
BellSouth is not required, however, to connect to substandard wire or
utilize improper support structures (see pp. 6-7 of memorandum RL-
90-08-055SV). This, then, is the point at which the decision must be
made whether to accept the contractor-installed network terminating
wire or to reject it if it causes harm or it is reasonably believed that

such harm is imminent.

I hope this answers the questions you raised which are very valid
questions. [ appreciate your taking the time to bring this matter to my
attention.

Enclosures FO3B36Z 0000098
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Prior to reorganization inte BellSouth Telecommunications, Iné

established policies which served to guide field forces in

' s )
?I’7HEODE: 240.0220 (725 ; (él{i:%;f/;gayyéy_

DATZ: July 13,
TO: Vice Brésidents - Network & Techn =G
Vice Presidents - Marketing Group o

FROM: ' Group President - Network & Technol
Group President - Marketing “e= il

SUBJECT: Cable/Wire and Demarcation Point qui¢§g§m4hMmgﬁ¢ma_,
Jacksonviile, Florida

(BST), South Central Bell (SCB) and Southern Bell {SBT) had

delivering network services on private property. The purpose oﬁg
this policy statement is to integrate and unify previous SCB and
SBT policies in light of the current marketplace and requlatoryff-'-.g

%

environment.

Consistent application of demarcation point and cable/wire = - &
policies is of vital importance. These issues directly impact i
the manner in which our customers receive BST services and, _
consequently, their perception of how easy it is to do business .
with BellSouth. It is essential that Network and Marketing 5%
forces have a common understanding of the underlying philosophies:®

of BST.

First, it is the policy of BellSouth Telecommunications to locate
the demarcation point/Network Interface as close as possible to
where the customer desires, subject to applicable federal and
state regulations. This is the gquiding principle for field

forces to follow in those situations where judgement is required.

Seccndly, it is BST policy to own and maintain its own
transmission media for the delivery of requlated network
services. Premises wiring owned by other parties is not.to be
utilized on the Company‘s side of the demarcaticn point.
Historically, exceptions to this policy have been made on certain
military bases for national security reasons. These or any other
exceptions nmust be approved by the undersigned or a designated

officer representative.

Attached are several references and exhibits which provide
procedural details relating to demarcation point locations.

In conclusion, it is the goal of BellSouth Telecommunicaticens,

Inc. to maintain the highest possible quality of service and
network reliability. To this end, it is vitally important that

the Company be in total control of the facili+ins needed to
deliver the/network to our customers. ;

MEET " 75
- 7 - S i,
W/ M,/ Feryuson . 40 AL Drummond
Grouyp Predident - s _ . 1 IfHoup pPresident -
' : - nLuQ ket '

Netlvork & echngl-cqy‘ f rketing FO3BI6Z 0000099 |
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TELECOMMUNIGATIOHS

file code: 240.0700
| subject: Wiring Multi-Tenant Residential Buildings
type: Information Lener
~date: December 16. 1991
distribution list: NDO, NDi, ND2, ND3, ND4, ND$§, ND7, NC1, CEl, SO8* -

related letters: RL: 90~08-0555V
file

other: None

to: B. G. Almond, Operations Manager — Implementation/GA. MS, LA
D. L. Guillory. Operations Manager ~ Implcmcmauon Support/KY, TN. NC, SC R
E. M. Hasdwick, Operations Manager - Implementation SupporvGA., MS., LA ' ,
T. C. Taylor. Operations Manager — ImplementationSupport/AL, FL o
B. R. Williams, Operations Manager ~ QSPE/C - Implementation/AL, FL

entities: BeliSouth Telecommunications

from: Operations Manager - [&M/IMC
Operations Manager — OSP Engineering Systems Development
Operations Manager — OSP Engineering Suppont

description: Provides guidelines for the provision of Network Terminating Wire in new multi—tenant,
residential buildings.
* * *
It is not uncommon in today's environment for owners of new multi-tenant, residential buildings to ¢on-
tract the placement of Inside Wire (I1W) and Network Terminating Wire (NTW) to electrical contractors.

The placement of NTW by private parties has caused concern in the field given BellSouth's general policy
to mstall the Network Interface inside each customer’s premises, and to own. install and maintain zli

cable and wire up to that point.
Usually, NTW is prewired by the clectrical contractor when the owner desires concealed wiring and:

& does not coordinate with BellSouth I/M forces for the prewire of NTW by Company forces.
and/or

® does not wish to incur the cost of conduit for later placement of NTW by BeilSouth.

This situation is most commonly encountered in small, multi-tenant buildings (i.e., 2 - 12 units). Qwners
of high rise residentiat buildings (over 3 stories) normally include riser and lateral conduits in their building

plans.

RL: 90-08-0555V (10/7/90} provides general guidelines for handling customer-owned prernises wire.
however, field pericnnel have raised several specific questions. The Q&As included in Anachment 1

should assist the ficld in handling these situations.
FO3B362 000010¢
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RL: 91-12-039SV
Attachment ‘1.
(Page 1_of 2)

ST SWERS REG CUSTOMER -OWNED PR SES Gj‘*

1. Q: Is a building owner required to provide ébnduit'for"ff
Network Terminating Wire (NIW)? = e &7

A: No. Although conduit is preferred due to ease of _
installation and maintenance, there is no regulatory or code
requirement for conduit. ' ‘

2. Q: Should BellSouth I/M forces prewire NTW during the
construction phase of a building?

A: BICS, I/M and OSPE personnel should strongly recommend
the placement of conduit when concealed wiring is required.
If the owner is unwilling or unable to provide conduit, I/M
forces should attempt to prewire the NIW.

3. Q: What happens if concealed NIW that is not in conduit
requires replacement or reinforcement?

A: The owner and/or customer should be advised that
concealed wiring will be provided if a means of concealment
is provided. If a means of concealment is not provided, the
NIW will be run exposed {f possible and agreeable to the
owner and customers.

4. Q: Under what conditions will the Company provide exposed
viring? :

A: Exposed wiring should be installed in accordance with
normal I/M procedures providing that:

a) the exposed wiring does not cross one tenaunt’s space
to reach another’s.

b) the conditions are such that exposed wiring can be
installed in a safe, efficient manner; i.e., adequately
fastened to walls or other structures. Wiring should
not be hung out of windows, laid on the ground, or
draped unsupported along walls. Exceptions may be
Tiecessary as a temporary measure to provide service
while permanent facilities are placed.

Interface (NI) and {s deregulater e
(NTW) is on the Company‘s side .-- T to
the network distribution termi. ﬁiﬁ M
placed by non-Company forces is ! ~stomer-
Owned Premises Wiring (COPW).

*+ Inside Wire (IW) is on the custor- CE;))-Brk

o L
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If further questions ansc field p-crsonncl should contact their local lmplcmcn:adbn Sr.aﬁ' cocrdmatc.
Core saff contacts are as follows: : _ o 8

-

R

Steve Vanderburg, I/M, 205-977-3097 - _ e
Tom Larsen, BICS/CSPW, 404-529-5426 | TSt

Lowell Thomas, OSPE, 205-977-2605

&

Pivee |

Harkness

ARG 5T e T T

Operations Manager -
P Engineering Systems Development 1&M/IMC

el

Gperations Manager -
OSP Engineering Support

Attachment _ : |
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file code: 840.0101
subject: FCC Part 68 Rules and Regulations
type: Information Letter
date: October 7, 1990 = o
distribution fist: NDQ, ND1, .\’Di, ND3, ND4, NDS5. ND7, NCi, CErl.' s08, Ccp2 -

related letters:
file

other: FCC Docket No. 88-57
to: Vice Presidents — Netwark Operations and Provisioning
entities: Southern Bell. South Cerntral Bell, BellSouth Services *
from: Vice President - Network Strategic Planning

description: Provides an update to BellSouth's wiring/cable guidelines as a result of
FCC Docket No. 88-57.

* * *

This Region Letter provides an update to BellSouth’s wiring/cable guidelines as a result of regulations

set forth by the Federal Communications Commission (FCC) in the Report and Order recently released
in FCC Docket No. 88-57.

GENERAL

. Pamt 68 of the Federal Communicauons Commission’s (FCC) rules governs the terms and conditions for
connection of customer provided terminal equipmem and wiring to the telephone nerwork. Par 68 is
designed to assure consumers, manufacturers and local exchange carriers that terminal equipment and
wiring may be connected to the telephone newwork without causing harm.

In 1988, the FCC undertook a review of the rules setting forth the terms and conditions under which
customers may install and connec: inside wiring to the nework, The Report and Order, better known
as FCC Docket No. 88~57, provides for the following:

(1) meodifies Section 68.104 to allow customers to connect simple inside wiring to the telephone

network by direct access to local exchange carrier installed wiring at points up to and inciuding
the demarcation point.

(2) revises the definition of the demarcation point in Section 68.3 so that in most cases it will
be at or near where wiring enters the customer’s premises.

(3} rmodifies Section 68.108 to authorize the local exchange carriers to discontnue serice when
harm occurs originating from customer-insitalled wiring, or when the local exchunpe carrier
reasonably believes such harm is imminent.

(4) deletes Sections 68.213 (e), () and (g) concerning notification. acceptance testing and extra-
ordinary procedures.

NOTICE

Not for use or disclosurg outside BeliSouth or FO3IPI6Z 0000103 |
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(5) determines that jacks and p’higs 'usedjn inside wiring must conform 10 Subpart F.

(6) states that it expects local exchange carriers o develop and submit to subscribers an infor-
mational brochure on the rights of subscribers to perform inside wiring operations. o

In accordance with State and Federal regulations, and our own Corporate philosophy, it is BeliSouth's
 policy to provide customers with reasonable and non-discriminatory access ta the network. Historically, -

BellSouth has adhered 1o the general principle that physical interconnection 10 the network should be
_ at 2 point easily accessible to the end user. BellSouth will continue to adhere to this principle to the

extent permitted by the revised Part 68 rules. : g =

~ BeliSouth and several other regional operating companies/parties have filed for partial reconsideration .
and clarification of this Report and Order. However, a formal review of our petition is not expected - - .
in the short term and. when answered, the response may not be favorable. The Report and Orderis =
in conflict with some provisions in State specific tariffs governing the connection of customer provided“ "
terminal equipment and wiring to the telephone newwork. Efforts are currently underway to file tariff
revisions to bring these tariffs into line with the new Federal rules. To the extent that the Federal rules =~ *
conflict with rules in the State tariffs, we believe the Federal rules control and should be followed.

To facilitate adherence to the terms and conditions ordered in FCC Docket No. 88-57, these guidelines
have been prepared and must be foliowed until further notice. ideli i ipt,
Qur existing BellSouth cable/wire policy will be revised and reissued to reflect the terms and conditions . . .
of this Order pending the cutcome of our petition for reconsideration and clarification. The following
guidelines penain to the administration of items (1}, (2) and ($) as defined above. The remaining terms
and conditions as ordered by the Commission (items 3. 4 and 6) are clarified later in this document.

PN N
. -

)L' D. W, Jones

. Vice President ~ .

Network Strategic Planning

Autachment
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TERMS. AND CONDITIONS FOR INSTALLATION
AND CONNECTION OF INSIDE WIRING

FCC Docket No, 88-57

The Commission defines “Demarcadon Point” as the point of demarcation and/or interconnection be- - ;
tween telephone company communications (acilities and the terminal equipment, protective apparaws
or wiring at a subscriber’s premises. The Commission in Docket No. 88-57 revises the definition of
demarcation point so that in most cases it will be at or near where wiring enters the customer’s premises.

TERMINOLOGY o §
g

Twa new terms have been adopted by the FCC, “Single Unit Installadons” and “Mukiunit Instailations™.
Pending further clarification of these terms, the following is BellSouth’s understanding of these terms
which will be used only 1o the extent necessary to implement the Rules set forth by the Commission.
These terms do not require a change in how the telephone companies currently define “customer prem-"
ises” for different types of buildings (i.e, multitenant, single tenant, campus, high~rise, etc.) under their =~ - .
operating practices. oo el

Single Unit Installation ~ Generally, a building that contains only one customer premises (i.e., unit) as
determined by the telephone company's reasonable and nondiscriminatory standard operating practices. - ;
Thus, under the telephone company's existing practices, a single family residential house or 2 stand-alone, - S
small business location such as a convenience store or 2 service station would each represent a single -
unit installation. *

Mubhtiuni Instzilation - All other propenies, buildings or structures that contain mukiple customer prem-
ises (i.e., units) as determined by the telephone company’s reasonable and nondiscriminatory standard
operating practices. This includes, but is not limited to. multitenant residential {apartments and condo-
miniums], shopping centers, high and low rise commercial, and campus amrangements.

Premises - Generally, a dwelling unit, building or other “unit” of property as determined by the telephone
company’s reasonable and nondiscriminatory standard operating practices. Therefore, where a commer-
cial building with mare than one (1) floor is considered a multjunit installation (for example, where each
floor represents a separate cusiomer premises) under the telephone company’s existing practices, it will
continue to be treated as such even if the building conuins only one tenant.

Simple Wiring - Wiring used for one or twa lines located on the customer's side of the demarcation point.

Complex Wiring - Wiﬁné used for more than two lines usually in association with PBX or key system
equipment, also referred to as intrasystem wiring.

GENERAL GUIDELINES FOR DEMARCATION POINT LOCATION
A. Single Unit Instaliations

The Commission defines the demarcation point for single -unit installations, both simple and complex
wiring, as “a point within twelve inches of the protector or, where there is no pratector, within tweive
inches of where the telephone wire enters the customer’s premises.*

1. Exicting Installations - In cases where an Outside Network Interface {ONI) does not exist,
the demarcation point is considered t0 be on the customer's side of the protector, at a point twelve
(12) inches from where previously installed telephone company premises wiring connects to the
protector. Customers may connect 1o all existing wiring at any point up to and including the demar-
cation point, regardless of whether the wiring was installed by the telephone company or the custom-
er. In cases where an ONI has been installed, a standard jack/plug arrangement is provided and
- housed within the ONI for connection of deregt !sted inside wire. However, in the unlikely event
the customer chooses not to use this TELCO rroviced arrangement for termination of his inside

wiring, the customer may connect to all existin} ©7=ng at any peint on the customer's side of the
ONI.
NOTICE ~ Page 3
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2. New Inallatiops - Qur current policy of providing a combination network interface/protector
(ONT) at the customer’s premuses on new installations will continue ag this 1ime. In cases where
an ONI is installed, a standard jack/plug arrangement is provided and housed within the ONI for

connecuon of deregulated inside wire.

e

T

WA
i

Previously, any new inside wiring, as well as additions and modifications to existing inside wiring were
10 be connected to the network through an already existing jack or telephone company instalied demarca-
tion jack. The terms and conditions of this Order allow customers t0 connect simple inside wiring to
the telephone network by direct access to telephone company~installed wiring at points up to and inciud- &
ing the demarcation point. On existing installations where there is no network interface or jack within . B
12 inches of the protectar, the customer €an access the wiring at any point on the customer's premises

so long as it is no closer than 12 inches to the protector.

Connection of simple wiring and terminal equipment at this point may continue to be made through
a jack as previously allowed or by direct attachment to previously installed TELCO wiring. This direct
attachment includes, but is not limited to, splicing, bridging, twisting and soldering. There is no require-
ment for a jack or other device (i.c.. entrance bridge) at this location. Maintenance of inside wiring,
defined as ail wiring on the customer’s side of the demarcation point, will continue 1o be performed on

3 deregulated basis.

NOTE 1: Direct attachment applies to simple wiring only.
NOTE 2: Complex inside wiring and terminal equipment will continue to be connected 10 the

network through standard telephone company=-installed plugs/jacks (Network Interfaces)
conforming to Subpant F of the Commission's Part 68 Rules, in such a manner as to
allow for easy and immediate disconnection.

NOTE 3: The customer or premises owner may not access telephone company-installed wiring and
facilities on the telephone company’s side of the demareation point. CUSTOMERS
MAY NQT ACCESS THE TELEPHONE COMPANY-INSTALLED PROTECTOR.

B. Multiunit Installations

UNDER THE COMMISSION'S REVISED DEFINITION OF THE DEMARCATION POINT FOR NEW
MULTIUNIT INSTALLATIONS, THE MULTI-UNIT BUILDING/PROPERTY OWNER SHALL DE-
TERMINE WHETHER THERE SHALL BE A SINGLE DEMARCATION POQINT LOCATION FOR
ALL CUSTOMER PREMISES OR SEPARATE SUCH LOCATIONS FOR EACH CUSTOMER PREM-
ISES UNIT. This revised definition of the demarcation point will apply for connection of both simple
and complex wiring. -

The revised definition of the demarcation point for multiunit instatlations allows the building/property
owner to establish a gingle point of demarcation anywhere an the property or in the building(s). This
single point of demarcation as decided by the building/property owner may include, but is not limited
to, where the TELCO wiring/cable crosses 3 propeny line or where the TELCO wiring/cable enters a
mudtiunit building or buildings (i.e., basement).

The revised demarcation point also permits the building/propenty owner 10 establish multiple demarcation
points (one for each cusiormner premises unit) within the multiunit premises. However, where there are
multiple demarcation points, any demarcation point may not be located at a point further than 12 inches,
or at the closest practicable point considering space needed for backboards, connecting blocks, ete.. from
where the telephone company’s cable/wire enters the customer's premises (unit] through a wall, ceiling,
conduit or other support structure (e.g., duct, raceway)., Where a customer premitcs unit contains an
equipment Toom, the closest practicable point of entry shall be in the equipment room. uniess the building/
property owner indicates it is practicable to locate the demarcation point at a locauon vivser 10 where
the telephone company's cable/wire enters the cusiomer's unit.
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The terms and conditions of the Order place the Building Industry Consulting Service (BICS) Enginee
in the key posiuon of meeung BellSouth provisioning objecuves and at the same time complying with
the requirements of the Commussion. It remains BellSouth's policy to design, install and maintain nerworik
facilities at a point easily accessible to the end user to the exient permitted by the Order, Therefore.
it is imporant that our BICS Engineers work with the building/ property owner 1o insure that we provide
network facilities to each customer's unit. Personnel with BICS responsibilities must be proactive in n—
tiating with bulding/propenty ovwners 10 determine the location of the demarcation point(s). P

1. Existing Installations ~ For existing multiunit installations, where there are multiple’ dgmar
cation point locations within the multiunit premises, the demarcation point location at each cisstom
er's premises [unit] shall be 2 point within twelve inches, or at the closest practicable point P
equipment room). of where the telephone wire/cable enters the customer’s.premises (i.e.. unit,
floor). The closest practicable demarcation point for existing complex wiring will continue tg be G &
at the existing telephone company=installed jack. The Order does not require any physical reloca- ..
tion of existing network interfaces to this demarcation location. However, deregulated simple or -

complex wiring/cable will be required and connected to the network at this point should service(s)
be requesied beyond this point. ,

For existing multiunit instaliations, the revised definition of the demarcation point does nor.predudé
relocation of the demarcation point at the request of the building/property owner. but only with
the consent of the customer(s). This may involve a request by the building/propeny owner to relo-
cate demarcation points for some or all customers to a single location or conversely, 1o move demar-
cation points from a single location to each customer's premises. Should the building/property ovm- :
er decide ta relocate a newwork interface(s) 10 a new demarcation point(s) with consent of the "
customer(s), tariffed move charges will apply. Existing procedures applicable to the negotiation ;
of charges o the building owner for removal. purchase and/or continued use of wiring and equip-

ment beiween the former and the new demarcation point should be followed.

2. New Insallations - For new multiunit installations (i.e., office buildings, apartments) where
the building/propenty owner decides to designate separate demarcation points, network cable/wire
should continue to be placed from the building terminal to each cusiomer’s premises (i.e.. unit,
floor). However, for new as with existing multiunit installations, the demarcation point at each
customer's premises {unit] shall be a point within twelve inches, or at the closest practicable point
(e.g., equipment room), to where the telephone cable/wire enters the cusiomer's premises (i.e.,
unit, floor). Deregulated simple or complex wiring/cable will be required and connected to the
network at this point should service(s) be requested beyond this point.

In new multi-~unit installations. the revised demarcation point rules provide that the building/proper-
ty owner may decide 10 establish a single demarcation point location for all customers. This single
demarcation point location as decided by the building/property owner may inciude, but is not limited
to, where the TELCOQO wiring/cable crosses a propernty line or where the TELCO wiring/cable enters
a multi-unit building or buildings {i.e., basement). This single demarcation point may pgt be at
a location where fire or explosion hazards may exist, and all equipment and wiring must be protected
from adverse effects of weather and the environment in which it is used. ®

If the new multi-unit building/property owner elects to establish a single demarcation point location
for all cusiomers, South Central Bell and Southern Bell will instalt its regulated network facilities
to that location and terminate on telephone company-installed Network Interface jacks. As per
exisung procedures, a separate Network Interface jack will be provided to each customer and in-
stalled in such 8 way as to allow each customer access to our network. Deregulated simple or com-
plex wiring/cable will be required to provide service beyond this point.

Previously, any new premises wiring, as well as additdons and modifications to existing premises wiring
were to be connected to the network through an already existing jack or telephone company instalied
demarcation jack. .The terms and conditions of this Order allow customers to connect simple inside
wiring to the telephone network by direct access 10 telephone company-instalied wiring at points up
to and including 2 demarcaton point. On existing installations where there is no newwork interface
or jack within tweive inches, or at the closest practicable point (e.g., equipment room), of where the
telephone wiresz:ztle enters the customer's premises, the customer can access the wiring at any point
up 10 and inchiaug Gie demarcation point. The customer or premises owner may not access telephone
company-insuaiied wiring and facilities on the telephone company's side of the demarcation point.
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Conrnection of simple inside wiring and terminal equipment at this point may continue 1o be made through
a standard jack/plug as previously allowed or by direct anachment to previously instalied TELCO wiring
on existing multi-unit installations. This direct attachment inciudes, but is not limited to, splicing, bridg-
ing. twisting and soldering. There is no requirement for a jack or other device (i.c.. emtrance bridge)

at this location. Direct attachment applies to simpie wiring only.

Complex inside wiring and terminal equipment will continue 10 be connected to the network through
standard 1elephone company-installed plugs/jacks (Network Interfaces) conforming to Subpart F of the
Comumission's Part 68 Rules, in such a manner as o allow for easy and immediate disconnection.

Until further notice, our current policy of providing a Network Interface jack at the customer's premises
on new installations will continue should the building/property owner decide to establish multiple demarca.
tion peints within the multiunit premises. Maintenance of inside wiring, defined as all wiring on the
customer’s side of the demarcation point, will continue to be performed on a deregulated basis.

C. Qustomer Owned Premises Wiring (COPW)

Customer Owned Premises Wiring (COPW) refers to any wiring that is installed and owned by parties

cther than South Central Bell and Southern Bell (i.e., vendors, end users, building owners). In some

L cases, building owners may install wire/cable on their property and aithough the owner may not also be
a “customer”, such wiring falls within the definition of COPW. :

Assuming building owner concurrence. it is the intent of South Central Bell and Southem Bell 1o design,
install and maintain all network facilities from the Central Office to the premises of the end user. Accord-
ingly. every effort must be made by BICS, OSPE and 1&M Field Forces to coordinate with owners for
the installation of telephone~company owned cable and wire during the construction phasz of the buiid-

ing(s).

It is expected that most building owners will not wish to establish a single demarcation point serving all
cusiomers and will permit South Central Bell and Southern Bell to provide network cable and wire to
individual units (premises) of end user customers. Even though this may be the case, there may be some
instances where the owner may fail to coordinate construction activities 1o accommodate telephone com-
pany-instailed intrabuilding wiring. In these cases, the building owner may offer the wiring he/she has
installed to the telephone company for our use in locating demarcation points in each tenant’s unit.

If the building owner has installed COPW from the building entrance to individual living units with the
intent that the Company utilize this wiring to locate demarcauon points in individual units, the Coordinator
- Sale/Purchase of Wire (CSPW) should auempt to negotiate the purchase of the COPW from the building
OWNEr or contractor, assuming the installed wiring meets BellSouth's technical specifications. 1f the CSFW
is unable to purchase the wiring and the building owner cannot or will not provide a BellSouth acceptable
means of access to each unit, the demarcation point will revert to the building entrance. The use of
COPW must only be considered a temporary measure until the COPW can be purchased from thé building
owner or Company facilities installed.

.
-

OTHER REQUIREMENTS OF FCC DOCKET NO. 88-57

A. Incidence of Harm

The Repont and Order modifies Section 68.108 of the Commission’s Rules to authorize the iocal exchange
carriers to discontinue service when harm occurs originating fro =i led wiring, or when
the local exchange carrier reasonably believes such harm is {mminent. )

Should terminal equipment, inside wiring, plugs and jacks, or protective circuitry cause harm to the tele-

phone network, or, should the carrier reasonatly c etermine that such harm is imminent, South Central
Bell or Southern Bell shall, w icable. noiifv the customer that temporary discontinuance of ser-

vice may be required. However, wherever pric. aouce is not practicable, South Centraj Bell or Southern l

Bell may emporarily discontinue service if such action is reasonable under the circumstances.
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In case of such temporary disconunuance, South Cenural Bell or Southern Bell shall:

(1) prompuly noufy the customer of such temporary discontinuance

(2) afford the customer the opportunity to correct the situation which gave rise 1o the u:mporary

discontinuance. and

(3) inform the customer of his right to bring a complaint to the Commission.

B. Notification, Acceptance Testing and Extraprdinary Procedures .
The Report and Order deletes Section 68.213 (e), (f) and (g) of the Commxssxon s Rules concemmg
notification. acceptance testing and extraordinary procedures.

1. Notification = Section 68.213(e) requires customers, upon request of the telephone company,
to provide the telephone company with a description of the location of jacks instalied, a statement
that building and electrical codes are being complied with and information on the wiring employed,

among other information. With this Report and Order. notification proceduras have been elimi- -

~ nated. BellSouth currently does not require notification from its customers and it believes that
routinely requiring notification could inhibit customers from installing their own inside wiring.
2. Acceprance Testing ~ Section 68.213(f) requires customers to test wiring installations and,
if failure sesuks, to disconnect their wiring from the network. Since the telephone company has
been allowed 1o discontinue service when harm occurs or is imminent. the Commission conciuded
that the requiremnent for testing is unnecessary for network protection and, therefore, has been
el.umnated

3. Exwaordinary Procedures - Secton 68.213(g) authorizes the telephone company to take

certain steps, referred to as extraordinary procedures, 10 protect the network from harm when there
is a violation of Part 68, a fajlure during testing of newly installed wiring or when harm has actually
occurred. These exmraordinary procedures include monitoring or participating in testing, requiring

the use of protective apparatus, and a right of inspection of wiring including removal of all wiring -

installed behind walls and within ducts. The Comrmission believes that the right of the telephone
company to discontinue service when harm occurs or is imminent is fully adequate to protect against
harms arising from inside wiring operations. For this reason, the Commission eliminated the provi-
sion for extraordinary procedures in the Report and Order.

C. Customer {nformation on Inside Wiring

In the Repont and Order, the Commission provides for the continuation of on~going consumer education.
The Commission states that it expects the telephone companies to develop and submit wo subscribers,
residential and business, information (i.e., brochures, telephone directory and billing insents) describing
the rights of subscribers to perform inside wiring, including those established in the Report and Order:
Should customers request, South Central Bell and Southern Bell are further expected to provide complete
information on the customers' rights to inszall inside wiring and to fully disclose our standard operadng
practices concerning the location of the demarcation point.
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EXISTING
ADMINISTRATIVE OFFRICES . L

TO OTHER SIMPLE WIRE

STATIONS CPE , - ' _
New Demarcation

e b -, . /' Polnt pec 8857

! PLACEDAS NTW
PRIOATO 88-57

RJ48 MODULAR JACK A

-

T 0D DEMARCATION PONT  EGEND

IN THIS OFFICE THE OLD DEMARCATION POINT FOR THE DATA SERVICES WAS THE RJ48.

THE NETWORK TERMINATING WIRE 1S TERMINATED ON A 66 BLOCK IN THE EQUIPMENT ROOM.
UNDER THE NEW RULES, THE DEMARCATION POINT FOR THIS SERVICE IS THE FIRST
PRACTICABLE POINT WITHIN THE CUSTOMER'S UNIT, THAT IS THE 66 ELOCK. INTHIS

CASE THE DEMARCATION POINT MOVES BACK TO THE 66 BLOCK. THE CUSTOMER IS ALLOWED

TO ACCESS THE WIRE ANYWHERE PAST THE 66 BLOCK
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ADDRESS DISCREP.

SANDY SPGS
POWERS FERRY
DUNWOODY
CHAMBLEE
COURTLAND
HOLLYWOOD
PEACIHTREE PL
WOODLAND HILLS
TOCU HILLS

TUTAL

SERVICE ORDER ANALYS1S REPORT

JAN

NA
NA
NA
NA
NA
NA
NA
NA
NA

FEEDER PRS RECOVRD

SANDY SPGS
BUCKHEAD

POWERS FERRY
DUNWOODY
CHAMBLEE
COURTLAND
NULLYWOQD
PEACUTREE PLACE
WOODLAND HILLS
TOCO HILLS

TUTAL

F03B36Z 0000131

NA
NA
NA
RA
NA
NA
NA
NA
NA
NA

FEB

NA
MA
MA
NA
MA
MA
MA
NA
HA

‘NA
NA
NA
NA
NA
NA
NA
HA
NA
NA

MAR

NA
NA
NA
NA
NA
NA
NA
NA
NA

NA
NA
NA
NA
NA

NA .

NA
NA
NA
NA

APR

77
52
51
0
7
64
0
0

251

MAY

88
4
4

A

7
115

252

JUNE JULY aug

28
199

227 0

SEPT

ocT

NOV

DEC

0

YTD

105
339
55

68
37
115

730

4
0
2
0
3
o
1
0
0




Fri Jun 4P lzib4:123 1909

SAFACILIYY ADLDRESS HEPOKY ae ’ pase |

vt CB . snp TL

str ASIF URD DUNWOODY HD NE

addr Iite - AT46

IGIQCIllIllllIilllllllliillllllllllll!dllllllII!illlllllllllllllllll.lIllG!IIIllIClllIlll.‘ll!‘li'!’l.l.."lliillllll‘l.‘lll.Cllllllll

addr 3718 ASHFORD ODUNMOOLY RO NE  verv tea ¥ 3713 ASHFORD DUNWOOODY RG  rt 42848 ri 13 ptr 3444A01841 Lkyper FLEX
tkid NONL tp stal PCF  tea b 3713 ASHFORD DUNRUODY RU r3 03 rt 4786 dicl én 2GS4AD dlst pr 947
ckid 432-/048 tp stat WKG tea S5 37148 ASHFORD DUNHOODY RO rz 13 rt 4286 Jdist ca 3718A0 diat pr 874
Ckid 4bb-yztd4  fp siat MKA tea & 3714 ASHIOKD DUNWOODY KD r2 13 rt 4286 dlet ca 3T16AL disl pr BI7
Ckid 432-8924 1p stat NKG tea 5 3/14 ASHAORD DUNNOODY RO ra 13 rt 4206 dist ca J/16AD dist pr 078
tktd NONE  tp sial IPCF  Lea | 36¥2 ASHFORD DUNNUODY HU rx 13 rl 4288 dist s 3UE4AD disd pr B¥%

© thid NOHE  ip stat PCF tea F 3692 ASHIORD DUNNDUOY RO rz 13 rt 4206 dist ca J654AD dist pr 998
Addr 3748 ASUEORD DUNMOOLY RD NI AFT A serv Lea 371601 ASHEGRD DUNNOGOUY HD  ri 4206 r2 13 pir 3716AD:L26 dcsv §  Lyper STD
© o tkid NONE  1p stab €T  tea 3/18.1 ASHFORD OUNWNOODY RO r2z 13 rt 4286 Jdist ca 3716A0 dist pr 540

adde JI71H ASHE ORD DUNNOGGDY KD NE . AFT B serv tea 3716.1 ASHEORD DUNNOODY HD ri 4286 r2 13 plr 3716ADIL24 desw § typer BID
ckid 454-/093 1p stal WK@ tea 37/18.1 ASHFORD ODUNWOURY RO rz 13 rbt 4206 dist ca 3/716AD disk pr 827

addr 3708 AYHFOKD DUNWOODLY KD NL  APY € serv tea 3718.1 ASHIORD DUNWOUDY KD ri 4286 r2 13 plr 3716AD1L26 #cavw 1 tLypes STD
ckid 4:59-1980 Jp stat HKG tea 37189,1 ASHFORD OUNHODDY RD rz 13 rb 4286 Jdlst ca 3/16A0 dlst pr G847

addr 3716 ASHEOKD DUNMOCDY ®D NE AFY D serv Lea J710.0 ASHFOKD DUNNOOBY RD ri 4286 r2 13 pir 3746ALsG26 #csw 2 Lypet STD
ckid 4509-4572 1p stat HKE tea 3/18.1 ASHEORD DUNNDODY RO e 13 rt 4206 dist cn 3716AD dist pr 544

addr 3714 ASHEGKRD DUNWOODY KD NE AFYT B serv tea 3716.1 ASHEGRD DUNNOGODY KD rt 4786 r3 1% plr 3718ALsG2&4 #csvw | Ltyper BTD
ckid 450-3747 Ip stat WK@ tea 3719.1 ASHFORD DUNNOODY RD £z 13 rt 4206 dist ca J/16AD dist pr 849 ~

addr 3716 ASHI ORD DUNNOODY RD NI* AFY | serv Lea 718,01 ASHIORD DURNOODY KD rt 4286 r2 13 ptr 3716ADIL2E  $caw 1 Lyper STO
ckid 454-99%8 1p stat WK8 tea 371,01 ASHFURD LUNNQOOY RO raz 13 rt 4286 dist ca I716AD dist pr 668

addr 3718 ASHFURD DUNMOGDY kD Ni: AFFT 8 serv tea 371601 ASHIOKD DUNNOODY KD el 4286 ra2 13 ptr 3T16ADI1L2E fcaw | types STO
ckid 482-1338 Ip stat UKE bea J71d.1 ASHEORD QUNMOODY AD raz 13 rt 4288 Jdist ca 3718AD dist pr 638

iddr 3718 ASHEOKD DUNWOODY KU NL 'AlY H  serv tes 3716.1 ASHEORD DUNNGODY RD ri 4286 r3y 13 plr 3716ADIGZ4 d#ckw 2 types SID
ckld 454-7281 lp stat WUKE tea J/L8.1 ASHFOND DUNWOODY RO r2z 13 rt 4286 dist ca 3716AD dlst pr 024 '

addr 3718 ASHIOKD DUNMOODY KD NE AFT 1 serv Las 3716.1 ASHEORIE DUNNGODY RO ri 4286 ez 13 ple 3736ADIG26 S2aw t  Lypes STD
ckid 1084309 tp atat WKE tea 3/1d.1 ASHEORD DUNHOODY RO ra 13 rt 4286 dist ca 3/18AD dist pr G4B '

addr 3716 AGNIOKD DUNNUCDY HU NE  APY J  serv tea 3718.Z ALHIORD DUNWOODY HD  r( 4266 2 13 pir.d718ADILGL dcav 1 Lyper STD
ckid A08-+8464 Ip stakt WKG tea I718.1 ASHFORD DUNHOODY RO r2 13 rt 1284 dist ca 3716AD diat pr 844

addr 3716 ASHEORD DUNWOODLY RD Wi AFT K serv lea 3718.2 ASHIOHD LUNWOODY HD  r( 4286 rx 13 plr 3718AD2LGE  #csw | types STD
thid 152-8448 Ip stat HKG taen :3/18.2 ASHFORD DUNWOODY RO rz2-13 rt 4288 dlst ca 3716AD dist pr 676

addr 3718 ASHEORD DUNWOODY RD NI APT L serv lea J71H.Z ALHEORD DUNNOODY HD  rt 42048 r2 13 pir '3718ADsLLY fcow | typer STD
ckid AB2-17/82 Ip stat UKG Eea 3/718,2 ASUHFORD OQUNKOUDY RO ru L3 rt 4286 Jdist ca I716AR dist pr BTI

addr 3716 ASHEOURD DUNMOODY KD NE APT M serv Len 3706.7 ASHEOGRD DUNNOODY RD  r\ 4206 r2 13 plr 3716AMILLL  fcauv 1 Llypes STD
chid 448-9148  Jp stat HKG tua 3716.2 ASHEOAD DUNNGORY RO ra 13 b 4206 dist ga 3/18AD dist pr BB2

addr 37149 ALHEOHD ULUNNOODY RO NL APY N serv Les 3718,.7 ALHEORD LUNMGOLRY RD rt 4286 r2 13 ple 3716ADiGLL  dcsw L types STD
ckid 450-8/82 dp stat HKB tea 3/13.2 ASHFORD ODUNHOORY R0 rz 13 rt 4206 Jist ca 3/716A0 diat pr 872

addr 371Y ASHEQRD UUNMOUGUY RO KL UNIT O serv tea 3718.7 ASHTORD DUNNOODY KD rt 4286 ra2 13 plr 3716ADsbGL dcow | Lype: BTD
ckid NONE 1p sbtab CT  bad 3/18.2 ASHFORD OUNNOODY RO ra 13 rt 4286 dist’ ca AEL6AR dlst pr 861

addre 371y ASHFORD DUNNGODY RD NE APT P serv Lea 3716.2 ASHECRD DUNROOIYY HD rl 4298 r2 13 plr J714ADsLOGY  #casw §  typer STD
ckid 4d1-4/92 lp stat HKE tea 3/18.2 ASHEORD ODURHOODY RO ra 13 rt 4206 dist ca A716AD dist pr 674 L.

addr 3778 ASHEORD DUNNDUDY RD ML AFT A serv tea & Q70,1 ASHEOKD DUNNOODY RD r{ 47286 ra2 13 plr 37146AD10AL dcaw 1 Lype: STD ot
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BELLSOUTH.

TELECOMMUNICATIONS © %

20th Floor Southern Bell Tower
301 W. Bay Street
Jacksonwile. Florida 32202
{804) 350-2424

C. J. Sanders
Vice President-Neiwork Operations/South

May 25, 1993
TO: R. W. O'Neill - ombudsman .
RE: Ombudsman Complaint - Network Terminating Wire (NTW) ' i

Please thank the caller for hls/her lnterest in 1mprov1ng -%
service to our customers. i

Company policy is to own and maintain the facilities on the
Company's side of the demarcation point. This policy is
detailed for you in the attached memorandum from Group
Presidents W. M. Ferguson and J. A. Drummond. However, problems
develop when the builder does not coordinate with BST, does not
place conduit, and/or uses nonstandard materials or 'methods.
These 51tuatlons are addressed in the attached RL: 91-12-039SV,

It is important to remember that the Company cannot force a
builder/contractor to install conduit, nor can we prevent thenm
from placing NTW. 2Additionally, FCC Docket No. 88-57 allows the
multi-tenant building owner to determine the location of the
demarcation point. Conversely, the Company is not obligated to
connect to substandard wire or utilize improper support
structures (See attached RL: 90-08~055SV Pages 6~7). If local
management accepts owner prov1ded NTW, which meets our
standards, the procedures specified in RL: 90-08-055SV Secticn C
should be followed. cOnstructlon, I&M, BICS, and Engineering
all have a role to play in providing NTW. Departmental
responsibilities are outlined in NL: 89-08-201SB enclosed for
your reference.

I encourage the caller to review the above documentation,
perhaps this will assist him/her when specific situations are
encountered in the field.

C. J{ﬁﬁ'rder;/— Vice President - *
Netw - Soyth Operations ‘ " %
. p ion ‘ TN 190
;_ﬁ_'l‘ﬁ.h
NSIRILITY
m‘“;‘ r n;‘:"r ﬂﬁc‘- L ve

RypERe W

Attachnents

cc: W. R. Perry . ‘
R. R. Rupe FO3B362Z 0000134)




May 11, 1993

-TO: Jerry Sanders
P
FROM: Robert W. O'Neill
SUBJECT: Ombudsman Complaint - Network Terminating Wire

S 1 raceived A call today from a Service Tech from-thej

¢} farea. He is concerned about what he feels is a needless
expense we are encountering and the associated customer outages
caused by the use of sub-standard network terminating wire.

According to the caller, when an apartment or town house is built,
we run the facilities to a terminal at one end of the building. In a
great many circumstances, according to the caller, we allow the
builder who had done the inside pre-wiring to run the wiring past
the network interface to the terminal at the end of the building. He
stated the builder uses regular inside wire in conduit for this
network terminating wire.

The caller said that too quickly this conduit will get water in it and
cause the wiring to short out. Because of the way the wire is placed
in the conduit, when we have to replace it we cannot use the conduit.
We must either go through the walls of the building (which the
owners and occupants object to) or bury the cable across the back
yards of other units (which these occupants object to).

The caller has asked why we do not assign Service Techs to place
the correct network terminating wire when the apartment or town
house is being built rather than relying on the builder to do this. He
has been told we do not have the people to do this. He is especially
concerned because we just accept what the builder installs and then
assume responsibility for it. So, when it goes bad, we must replace
it. | would appreciate your investigating this matter and reporting
“the results of your inquiry to me.

B

FO3B36Z 0000135
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May 19, 1993
TO: Judi North _ g
FROM: Robert W. O'Neill 153\9 ,,

SUBJECT: Ombudsman Complaint - Refunds in Florida

S~ | received a call from a Service Representative in}

Florida, with a question she felt raised an ethical issue. The
question related to why we appeared to have a double standard for
payment of refunds, depending on whether the customer who called '
in accepted our explanation or got angry or insistent on receiving a a
refund.

The caller noted that we provide a standard explanation concerning
eligibility for refunds and, if the customer accepts that explanaticon,
no refund is paid. If, however, the customer becomes angry and
insists on receiving a refund, the customer is told the request will
be sent to Quality Assistance who contacts the customer within 5
days. According to the caller, the customer then generally receives
a refund.

The caller related that customers have told the caller that condo
associations are telling their member that to receive a refund all
the customer has to do is say , "l never ordered the inside wire plan."

=/ The caller cited one customer ; who had accepted our
explanation last July but recently callea pack saying he had not
ordered the inside wire maintenance plan. He recsived a refund,
having admitted that is what his condo association had told him to

R& say. The caller cited another customer where the
circumstances were similar.

| explained that we have to assess each claim sent to Quality
Assistance on an individual basis. | told the caller if we did not
.have good records concerning whether or not the customer requested
the plan, we would err on the side of making the refund. However,

" because of the caller's concern, | told her | would look into this
matter.

| would appreciate your having someone review this issue and report

the results to me. \
' FO3B36Z 0000138 I
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June 7, 1993

MEMO TO:

Bpb 0'Neill

Bob, this is in reference to the note you sent me on May 19,
1993 about refunds in Florida. The issue was a call you
received from a Service Rep in . Florida about the
‘fact that we were giving refunds¥to”customers who didn‘t
deserve them.

I shared your memo and talked with both Bill Dresser, General -
Manager - Customer Services-Florida, and Joe Lacher, President
- Florida Operations. We all agree that your explanation to
the Rep is the correct one. And that is that we will err on
the side of the customer. It is the right thing to do in this
situation. ‘ :

FO3B36Z 0000140 )
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August 2, 1993

TO: Jerry Sanders
| 6
FROM:  Robert W. O'Neill £
SUBJECT: Ombudsman Complaint - Data Base ‘('Zlea'nup

I sent the enclosed memorandum to you on May 14, 1993, but I have
not received a reply. I would appreciate your checking on the status
of this investigation and providing me with a report.

FO3B36Z 0000144 |
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May 14, 1993
TO: Jerry Sanders -

I
FROM:  Robert W. O'Neill £

SUBJECT: Ombudsman Complaint - Data Base Cleanup

| received a call from an_individual ii _ . whose functions
include ... The caller Is concerned that

N i

we have qu:et 2 few circuits which have been disconnected, but have
not been removed. According to the caller, there are "D" Orders
which have been pending for a long time - some from as far back as a

couple of years.

According to the caller, COSMOS will show the circuits as working,
but the circuits will not appear on TIRKS or BOCRIS. The caller is
concerned that we have installed new circuits in some instances
where facilities are already available, but our records incorrectly

reflect the facilities are in use.

The caller indicated that removal of dead circuits is such a low
priority that it generally is not being done. As a result, the caller
believes we are expending needless funds installing new circuits

where there are circuits actually available.

! would appreciate your having someone investigate this matter and
report the findings to me.

FO3B36Z 0000145 |
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PL 03-05064

l! 2 -On..Septenber:4 ;w1992

placed
telephone call to Southern Bell’s Employee Reporting Line.
"reported that two % » Services Technicians had

come to him with a complaint ‘about’ thé“captioned employee.

7 ~ °did not identify the two Services Technicians, because he
‘claimed they were apprehensive about calling the Employee Reporting

/9 Line themselves for fear of getting into trouble. _
ralated that these two _Services Technicians had told him that on

«/ o wh:.le they were working on two separate

KR troubles, their supervisor, "¢ & had come to them and
instructed them to close the two ‘troubles out. When the Services

&4 Technicians informed : that the troubles were not ready to be

=S closed out allegedly told the Services Technicians to close
them anyway because the 24~hour commitment to the customer was
about to expire.

This matter was assigned to George E. Nicholson, Staff Manger-
T Security, who contacted and arranged an in-person
interview with him for September 8., 1992. That interview took
<2/ place as scheduled at * (1 at which time
I provided a signed statement concerning the information he
had provided on his 'call to the Employee Reporting Line.

"Restricted Bellsocuth Security Information"

FO3B36Z 0000149 j
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During his interview, ‘refused to identify the two
involved Sarvices TechnngQHE?"gﬁ% he did _agree to talk to them
ahout being interviewed themselves, iwas advised that
~unless these 8Services Technicians came forward with their
information on the customer accounts involved and provided
statenents concerning the instructions given to them by __ the
Security investigation into this matter could not proceééd.

The interview with iRm0k Place on September 8, 1995, and
nothing more was heard “from him until Nicholson telephoned him on ,
October 7, 1992. At that time, ¢ stated that he had \/

relayed Nicholson’s comments to both of the Services Technicians,
put that neither of them wished to come forward and be interviewed.

Nicholson discussed this matter with you by telephone on October 8,
1992, and ve are now sending you this correspondence for whatever
use you feel ic appropriate. We are now closing our investigation

/6 into§ allegation and any questions you have, may be
directéd"ts staff Manager-Security George E. Nicholson in West Palm -
Beach at telephone number 407-837-9270.

Yours very truly,

Mario C. Martinez
General Security Manager

GEN:rJ:"

"Restricted BellSouth Security Information"
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October 8, 1992

MEMORANDUM
TO: SHEREE LARGIN, ASSISTANT STAFF MANAGER—SECURITY

OoM: . GEORGE E. NICHOLSON, SBTAFF MANRGER—SECURITY

o=
RE: '
-
Ly g T AR

AT 0 .

EMPIOYEE DEFALCATION
FL 03-05064

This is to advise that Employee Reporting Line complaint number 9-
8, received in your office on September 4, 1992, was investigated
by this writer under the captioned case nunmber. This case was
closed on October 8, 1922, and the results were summarized in a
letter report.

Any questions you have may be dlrected to this writer at telephone
number 407-837-9270.

8- Cod Tichalasn. T ponk Gopp Gp L2 MPOT
LM e pLearden -

"Restricted BellSouth Security Informationm
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EMPLOYEE REPORTING LINE SRR
'INCIDENT REPORT .

DATE ?A/ /?92—— TIIME 7. '7\5:4 {WD,B,‘GM.".@

$ FULL NAME OF PERSON MAKING REPORT

308 TITLE &

e

&

ST e v TR

DEPARTMENT e
- ) T oy e P T =S araer oy gy’ T o R i v, Bb s, W ART e, . o vaiid o m | e s
2 LOCATIO

n- x e - T e s——

9 CONTACT NUMBER -
9/(/9’& o_sduc Lec A

NATURE OF cALL (Un o/ ‘

SUBJECT INFORMATION
RO FULL NAME(S)
DEPARTMENT

" N A WYL T
o{Z LOCATION"

: ’ g COT e ARG A A e
23 PHONE NUMBER — s LTI Yy
<24 SUPERVISOR _

- MNA\%CQUIRF INFORMATIOI\QjT«LQa»\J ;Z%O e,

REFERRED TO /N\OV\AD AREA M

pAtE [~ 4TI TME /0 0D 4 | FO3BI6L 00.00152]
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07-14-G3 05:00PH  FROM - “THERN BELL - TOHRCOI

June 18, 1993

Mr. Steve Klimacek _ .
Attormney

150 West Flagler Street

Suite 1910

Miami, Florida 33130

Dear Mr. Klimacek:

RE? EEHEhQ!EE REPORYING LINE REFERRALS -
x~09-08> rn
93-03-13 J¥L 13-05198
92-11~18 FL 20-05051

92-08-01 FL 10-0-273

Please £ind the attached photocopies of Security investigations on

_related to Employee Reporting Line Reports. This information is
being forwarded to you at the request of Mr. Mickey Cox, Director-
Security, via Ms. Darlene Vines.

If you need any additional information please advise.

Yours truly,

mewrity

MP:yY

N
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07-14-63 05:00P - FROM © THERNBELL TOMR COI - ppyy/2lc ) ok
o ._":."_".' TT“.” S ST F "y
BELL.EOVTH BECURITY | ' ‘pAR® 2
OPERATING GUIDE | shcnozg ;.;
INTERVIEW 10G -
l. >
DATE: e\\?\fﬁ_ _ | v
TIME: - Start loo g e End __ 1220 dw . R
7 PIACE: :

WITNESSES
,P .

Was Union Representative raquested? Yes . No
Was the Union Representative Adviged of the Yes No
no Pay Policy? -
UNYON REPRESENTATIVE:_ |

- . i
REMARKS: I ;

. FO3B362 0000154)
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TIME' ] '

AAMND 4 vaa

“)
b

- —r 4o hereby make the following,

free and voluntary statement to George E. Nicholson, who has
identified himself to me as a Staff HManager-Security representing o
SaraMasty Bal)l . T understand this statement mway be used as
evidence. I was bormon ie t

A and my social security number ﬂ
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March 15, 1893 | B | A

MEMORANDUM:

o SHEREE LARGIN
ASSISTANT STAFF HAHAGERrSECURITY

FROM: DEL CASTELLANOS o S o L L ae e
. STAFF MANAGER-SECURITY - > D

Ri: | EMP E REPORTING LINE INCIDENT REPORT 10~10 ,
SOUTH' FLORIDA FILE 13-0-2553 | -

The attached memo, although dated February 15, 1993, was not
released until March 12, 1993 because it was intended to answer
employee reporting line complaints 10-10 and 10-14. Since 10-14 is
still being worked on, this correspondence was obtained from
Network and they agreed to issue another report once 10-14 is
complet.ed.

As the response indicates, employees made incorrect assumptions and
there " i no substance or logic to the complaint. If further:
information is necessary, please advise. '

DC:mrp

1

Attachment

b
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‘From:

February 15, 1993 | ‘

Memorandum

To: Mario Martinez
General Security Manager
Miami, Florida : -

rEnaBEd L

PRt

Re: Employee Repotf.ing Line Incident Report {é6~1©

Listed below ‘re. tl-L replies to the two indident _reports/ fron
November 2, 1992:

l

Theé followina resnonse-was v_:.s-fro;né

Lig
Report No. 13-0-2553-1

We are not sure where the emplovee. is .getting.their information.

.The.fact of the matter is the’ Jand

remote switches were severly damaged by 'salt
water intrusioh caused from Hurricane Andrew. Central Qffice
Switch ‘replacements have never to my knowledge been funded by
FEMA or ar_x{hother government organization. It is irrelevant
whether ejther of these switches fed one or 1000 customer. The
fact remained they both had to be replaced. :

!

Fe " : }
i _ :

Jl[\

FO3B36Z 0000160



PAGE / OF /

"EMPLOYEE REPORTING LINE INCIDENT REPORT

it et
i Son TN e

STAFF OFFICE REFERENCE NUMBER / D / 0

S AR i

£
wL

T A3 'I‘IME- 7-/0 # = RECEIVED 32_4!%&

FULL NAME OF PERSON MAKING REPORT:

A R

JOB TITLE:

e A

DEPARTMENT :

LOCATION:

.~ CONTACT NUMBER:

RILE: v - it

25
4

FULL NAME (S): /Q/‘«/I/ﬁc/(%) M}ﬁ’dﬂf’m
DEPARTMENT,,’,MM) I 7

£ £y
[F rocaTON: | S I

PHONE NUMBER:
Rt O _

HOW DID COMPLAINANT ACQUIRE INFORMATION

REFERRED TO: WC,ZM AREA: m

DATE: /07 ASE -F2 q - TIME:__ /0 R/ g gz

FO3B36Z 0000161
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June 18, 1993

Hr, Steve Klimacek - .
Attorney

150 West Flagler Street

8uite 1910

Miami, Florida 33130

Dear Mr, Klimacek:

N¥: EHPIOYER REFORTING LINE REVERRALS
93-09-08 ¥L 03-05064
93=03-33 FL 13-05198
(92~11-19" FLCI0~0505T
= L De)=273

Please £find the attached pho lee of Security investigations on
related to Employee Reporting e Reports. This information is
-baing forwvarded to you at the reguest of Mr. Mickey Cox, Director-
Security, via Ms. Darlene Vines. ]

If you need any additional information please advise.

Yours truly,

;Eigziii;ecurity

HP:rY

F03B362 0000162}
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_ommmmn PRESALE A

~

: A — P

AMGY SALES EXECUTIVE RESPONSIRILITIES

ol . . o o . o

of ASPS who Interfacs with the Tocal BSASIO, mpmm
'cﬂ‘*ﬂﬂ‘lﬁﬂtﬁIEHUNiturliuleSﬂ!inmiuda»ﬂﬂaihihruﬂnup

mmm ofthcummmd
plganad oentral offics cepebiliter;

mslnsfahuymmmungm
poesounel;

WOfWMMHMbym

providing assistance In the pricing of network servies
sroposals

detarmln?ng netwoﬂcm deposit requirements for’

ﬂﬂviﬂiﬂumddhuugsnmumd of ASR
anlunma&mmﬂ@wafﬁ

advising intetdepartments} texm members. of specifio
ASR gales information to
oy required to develop network

consulting and reviewing with the ASR to ensure
design meets parformanca criteria and objectives;

sczving us & resouroe for network technicsl support to
esgise in ASR recommendations or customer presenta-
T ﬂou:whmreqmsﬁed. =

Ty

O350,

FROM SOUTHERN BELL AINRAZRNAAN

VAT A 4 s :
Ue-U9-594 Ud:33FM FPOO4
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- Aalen Comwimaion
TTT. BLYGYALE SALES

9I%

PO R%

Ao

B.

G

inaluding eales made to

{7

'

Appendix A.L

CONPANY shall pay REPRESENTAYIVE a coimimaion for the
galés of ESSX Harvica mada by REPRESENTATIVE for a one
(1) month or longar contractual paymant option plan as
dafined in COMPANY tarify¥s., an B88X Service sale is
defined as tha establisiment of an B28X Bearvice which
aenolsts of tha firat gommon block having al) stations
of v ounstonsr with tha sema py diractory listing
wvhioh ara served by tha seme centyral office aquipment.

REPRESENTATIVE will ba awthoriged to market ESsX
garvice in tha geogrephical avang (Autharized Markating
Arvess) designated in A of this Agreement.
%naus made by REPRESENTATIVE in its Authorized
ting Area(s) will be eligible for sation.
Any sales mada by REPRESFRTATIVE cutaide its Authorized
Marketing Araa(e) will ba ingtalled and maintained by
COMPANY and no commissions will ba paid on such sales
unleas prio¥, written approval is granted by COMPANY.

Approval to gall outside REPREBEEHTATIVE's Anthorized
Harkoeting Area will ba granted on an individual, onae
tima, basis only. If REPNESENTATIVE wishes to matket
in any Authorized Marketing Area not specifically
authoriged by COMPANY, as provided herein
IEBSENTATIVE must. agply for such anthorisation to

Notwithatandinhg any centrary proviasion of thia
Agreansit, COMPANY raserves the exolusive right to
nmarket BSSX Barvica directly to (1) COMPANY's
affiliatas as defined in Paragraph VIII,B. of this
Agrectent, and (2) to customers requssting EssX Service
directly from COMPARY. '

REPRESENTATIVE shall not be paid a commission, or 1
Account Maintenance Fee as desoribed harein, for any
salee nads €o customers of othar autiiorired sales

reprasentatives, inolud.:lngfsalea nade by COMDANY and

iliates of COMPANY.

20505

»02-09-93 04:33PM
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AUTHORIZED ﬂm WAM PROGRAM SECTION 7
OPRATIONS GUIDE - COMPENSATION

msx@mmmmmsmoﬂmm\m e
Yatroduction “The. Althorized Siles Repeseentative Program for BSSX® o
* 'Servico provides timt ASRt will recsive compitsstion for A
ESSX® Service customer accounts sold and/or maintained on |- , _'
behalf of either South Ceatral Bell or Southearn Hell.

Gompmntﬂ Asnwmpamﬂonﬂawnsmsmupaldmm:dmo - ' B
Whﬁmfollaw!ngachumaﬂm. ' | :

Genersl Subscriber Sarvices
Taxlif iterns offered undes

3% payment aption 1.

. i Compauaaﬂm for aaoount
EINDteGaea  maintennnos functions '
' pecformed on gn BSSX® Sarvics |
account which resides in an i

¥ud Uger In thozs mtates whers the Bad User Line Chargs (HOLO) is
Liue Charge in the intercom rate, the Agency Sales Bxetutive (ASE) is

responsible for “backing ow” the BULC in the monthly amount
' shown on the tranamittal submitted to tho Contract Administrator

(CAJfordomminionp:ymmL |
( Hecovery mmmmmhmmeﬂgfnwmwmmmmmm
Of EREX® for eontractual HSSX® Surviss sules disconnestad pror to the
Commicclony expiration of a contract pericd. BellSouth also has the same

récovery rights concemning non-contractwal EYSX¥® Service
ples disconnsoted with lem than one hondred elghty (180)

in-gervics billing days.

ASRS havg the right to eppel any cass in which they focla
camml thould not be recuvered by go!ng through ¢he
formal appesl prossas.

20-5057 F03B36Z 0000165

——
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PHONE & 5 ) .
Fax ¢ ‘ *
EROH: Gute G s/
30! ¢. Bay Streat, Rm, L&JJ1
Jecksouville, Fl. 32202
pHONE ¢ 908/3%0-56s0
TAR ¢ 904/350=3611
INSTRUGLTOUS ¢
- {
!
F03B36Z 0000166
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rOC1 421
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PRESENT-COSTS=

% (124) STATION ESSX
% (24) NETWQRK ACCESS REGISTERS (NARS)

PROPOSED COSTS~
124) STATION ESSX
¥ 229 ETUORK ACLESS REGISTHRS (MARS)
COMPUTED SAVINGS: MONVHLY #
| t ANNUALLY o
: TUO-YEAR

Dot R Pooaad e e
S AmAMOAR s R S

FO3B36Z 0000167 |
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EGSK PRICING FOR

N g c D> E £ C
: UNIT UNIT YOTAL TOTAL
ESCRIPYION ary USOC ONE-TIHE MONYHLY ONE-TIME HONTHLY
86} SYSYEN ‘
COM. EOUIP. 1 N/R

AIN STATIONS
IHTERCOH 24  MRXAX
6TA. MILEAGE 129 XM
ECAS per tystem 1 N/R
cas per stationi2d crVZA
& Way Call/s 26 E9APG
Call Fud Bay/s 20 E60PG _ '
Call Fud bass 20  E9GPG
call PU/5 20  E3PPG

‘0TAL CONTRACTUAL
JETWORK ACCESS

N.A. REE, 24 EQa
NAR GROUP 1 N/A
CALC 24 ¥ZR
FIRST MIA, FX 1
PY YERM. 1

[OTAL NETWORK
3ERVICE ORDER

8VC. ORD. 1

c.0. LINE 124  N/A

NEW LINE 124  N/&

PREN. VISIT 1 N/6& '
¢ON. BLOCK 8  Ry21X

TOTAL SERVICE ORDER
LOTAL HON~CONTRAGYUAL
TOYAL E83X CHARGES

A BELLEOUTH 6
o FO3B36Z 0000168 }
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UTHERN EELL TULEFHONE AND TELGGRAPH COMPANY L

. LXTTER OF ELECTIOR FOR BSSX SBRVICE

The wndarsigned subseriber .l"nqustz tha Southern Bell Telephone ané
Zalegraph Company to provide ESSX __ %5 service in accordance with

e Telephone Oolpiny's Yeawfully filed Laviffs. luwportest tersify
. provisions rélating te the RSEX service ure set forth herain:

1. Southern Be)) wil) furnssh, $netall and provide maintevance
cetvice for BRSR _ S gervice lncluding: g

PAUY Common Equipment, Main Station Yines, Extension Station
Linet, Group A Featuren, Grévp B Features, Optionn) Serviee
Features and Line Terminating Arrangemente.

2. The gubscriber sgrees;io puy Southern Bell instellation,
pervice eatublishwent and = monthly rele en detailed o
Attectment & for an &lecled serviee period of _(od  wonthe.
the monthly rate will comtivue fur the vlecled servies puricd
ond will not be subject to Company inStisted chanpe during
puch period. !

Additionnl ESEX gervice msy be added me follows:

R e e R

&. Equipnent can be added to mn eméhnn gyeten at Lhe
cnvtomerfs option, ond the payment of rates and chargec in
thei?gmntlr effective teriffs for such service will be
Spplaca. , .

B. At the customwer’s option, additions mby be paid for over
the remainder of the existing sveten's payment peried, and
be odided onto the exinting epresment, providing al Jeust 3¢
days remain in the [customer’t paypent period. The additio
and inolalled kystenm payment periods oil) then have u cosmon
expiration date. The charge(g) for the addition(s) will be
the current filed rate(s) for the equipment forr the same
paymeni pearied me the inctelled syvtem's existiog paymen:
persod. T Ul awiuld}ed systen's poyment period ic not §r
the current tariff, the rate charpep for ths addition will
be that of the next zharter filed ppyment period. 71T less
than 30 dayn remain in the current paywent parisd, addsiione
way only be ploced on.the ene-monih payment petriod sl the

current rates in eff{ect for lnu on;'-mntt- perioé.

ABELLEOUTH Compiuy : a
F03B36Z 0000169 J

205057

LR TRAKM CATr 3
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€. Tf the coLerminohe opticn for sdditions i= not elected by
the customer, additions msy only then be pleccd on the
cne-month peywent period at the curront rates §in effeot for
the epe-month period.

3. 1 the pervice requested by the Subseribeyr is cenccelled prior
to the ecteblichment of smervice, but afier the dete of ordering
reflected bereip, the Subscriber in yequired to rejsburee the
Conmpany for &) expense incurrad in handliag the roquent beiore
notiee of cencallalion in roosived. Surch chargo, howaver, iz not
to excood a1l chargee uhich would apply 3f the work iunvelved in
complying with the request had been aowpleted. :

4. AL the expiration merviee period the Suhacriber may continue
the nervice actording to renein) options provided under the
tarssy. 1f the Subreriber does not elect an additional ecerviee
perind or does not reguest discontinusnce of swrvice, then the
above parvice will be continued vt the monthly rate then
currently in effect for month-Loemonth Subseriberc.

5. In ths pvent that any item of mecvice jo terminsted prior to
exrpivation of the eleoted gervics pariod, the Subscriber is
oubject to the following lisbility charges:

A, Main Ststiclt Linet, Qroup 4 FPeatures, Group B Features,

Systen Features under contract «~ 80X of the resaining amount .
due Tor each muin station line discannecied after the

customer’e Lotel wxin. ctation line count falle Lo)ow Q0N of

the total main station lines initially installed or of the

snnually adjusted Lota),

B. Station Line moves (other than inside moves) will require
diccounect of the station line et the exicting location.
with the spplication of all appropripic termination

charges, Such noves would be treated as & new installation
ol the now locetioh.

6. Sucpension of service §s nol parmitted for equipment covered
by Lhis agroepent.

7. With the written permission of Gouthern Bell s sobsoriber

oy aueign the plan to snother subpcriber subjact to the
provigions of the Company tarify.

FO3B36Z 0000170 ]
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TO HR_ i (‘,O.I i

" STREET NOMBER & NAME - “CTtY O TOWN. ETATE AN _Ei?_"_.‘{':}f_‘_:”
ACCEPYED BY: o riree; _Confastlic .
parm: _ ve Y 185

SQUTHERN BBLL'TELEFHONE_AND TELEGRAPH COMPANY
ACUCEPTED: , 1881 BY:
TITLE: _OPERATIONS MAWAGER
| _
NOTATION:
pata of the establicbwent af service of the inmitisl system:
(May be entercd woen servieo ic establishedd
Atiachemente.
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~SouthemBell .

Marlo C. Martinez ) Suite 1021
General Security Manager 6451 N. Federai Highway o
Southeast Florida Area . Ft. Lauderdale, Florida 33308 :

305 492-3530

May 26, 1993

Mr. John P. Derham III

Sales Vice-President
BellSouth Communications, Inc.
500 North Orange Avenue

Room b52

Orlando, Florida 32803

Dear Mr. Derham: _
; . - g
tﬁ# RE: | * K
t ? q Y S an s A AN A ALY o N Vel M DN e LY .I.v&\; !

ATk

EMPLOYEE REPORTING LINE COMPLAINT FL-92-11-18
FL 20-05051

The Fort Laude,i:'dale Security Office received an allegation via the

g _Emnlovee Reporting Line that § e g e m_w_____?w
207 Fhad an unethical working

2/ relat:.onshlp Cwith' i i =¥ an
Z2 puthorized Sales Representative (ASRj, "16c ated in%g )
ﬁ-‘lorida. A security case was opened and assigned to T LAYEY LT

Meeker, Staff Manager-Security for investigation.

The caller, who made the allegation, requested anonymity. when
interviewed on February 3, 1993, and declined to provide a
statement. However, the caller said that he could provide evidence
2& that would show that was providing proprietary information
L RF to .} an employee of* A recent example given bv the
20 caller was the ESSEX contract wz.th“t
BellScuth Communications, Inc. had soid ESSEX to them on a 36 gﬁ%
contract which expired in September 1992. About two days after the

2R contract expirec and”__ approached k
3¢ ¥ offering ESSEX serviceé®¥oi,
_5°$700.00 less than they had or:.g:.nally paid. e
BG . _ signed a contract with®™ % for ESSEX. This was

=7 discovered by the caller when -
called to report a trouble. The caller looked into their ‘records”

S 9and discovered that “had sold them less than what BellSouth had

¢Hprovided and that* - .only knew that they were saving money.

"Restricted BellSouth Security Information®
FO3B36Z 0000172
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FILE: FL 20-05051
PAGE: 2

3 Meeker interviewed Yand obtained a copv of the contract.
e _. 'stated she was approached by § ®and someone from
5 - in November 1991. The contract was extended for 60 months at
that time and there was to be a savings of $792 a month. The cost
’7 comparisons that were proposed b:- eveal 124 station ESSEX and
24 network access registers exlst:lng “and proposed with an monthly_

9 saving of $792.12. Also,Y __ _ ¥stated she did not deal with

after the contract was sxgned because she felt it was easier to
call Southern Bell dlrectly. . -

provide _ §uppo to- AS%’S as stated “{n the Authorized S8ales
&Eresentata,ve Program Operations Guide. This support includes
obtaining and providing non-proprietary customer.information.to ASR
sales Eersonnel ‘upon request.

' &t

g _ Mere interviewed and stated they the sales made by

206 the ASR’s were a part of their yearly sales results. __ jwas

2./ identified byt ﬁand‘ .. jas a major competitor for BellSouth
Communications]  Inc. Account Executives (AE)L and as a very
aggressive company. Also, that the AE may feel that the support
given by the Vendor Sales Coordinator gave the ASRs an unfa:l.r
advantage.

Meeker has contacted the caller five times since the originai
interview attempting to get the further _evidence indicating

mlsconduct,.._each time. the callier was unable to provide addz_ta.onal‘

1nformatlon regardlng the allegation.

Yours very truly,

Jé/ L W utins

lMar:Lo C. Martinez
[‘ General Security Manager

LIM:xrr

Copy to: Darlene Vines, Assistant Staff Manager—Sec(Jrity

WRestricted BellSouth Security Information"

was interviewed and stated -

B
b
i
o
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May 26, 1993

To:
§ From:

Re:

I have listed below, the status of each case per. your May 25, 1993

Darlene Vines, Assistant Staff Manager

Mike Phagan, Manager—Security

Employee Reporting Line Dlsp051t10ns

memorandum.

REL SUBJECT

a( 92-11-18

20-5051 %

Bnmas e e e

S L b A T R ey YRR SRR T S S T e ey

D SPOSITION

R

7  93-02-07
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Case open_f:ffb

Case is open with lead

coverage outstanding.
Investigation was conducted

at the direction of Legal, .
Priviledged and Confidential:
Subject to -Attorney/Client
Priviledge and Work Product.

All records are being maintained
in Legal, Miami, Florida.

Awaiting Auditors® report.

Employee terminated May 6, 1993.

South Florida case.

Case open (TJF).

Case open (GEN).

If you have any questions, please contact Mike Phagan at (305) 492-

353e6.

o

MP:ds
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é
February 3, 1993 | . ¢
MEMORANDUK '
703 SHEREE LARGIN, ASSISTANT STAFF MANAGER-SECURITY
FROM: MIKE PHEAGAN, MANAGER-8ECURITY
RE3 EMPLOYEE REPORTING LINB INCIDENTS i -

11-5, 11-10, AND 11~-1@

R L YL

Per your request, I have attached résponseé for kmployee Reports
11-5, and 11-10, both have been handled by ﬁouthert F;oridT. I {

We were unable to find any reference to Report/ii:IE} I therefore
contacted the’ complainant this date, and detérmined no one had
contacted him since his report was made. Arrangements have been
made for his interview this afternoon. This case will be handled
in an expeditious manner. -
Attachments:

___11-5
__ 11-10

MP
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%ALLER WISHES - HIS IDENTITY NOT TO BE DISCOSEi) OUTSIDE SECURIT
EMPLOYEE REPORTING LINE INCIDENT REPORT
REFERENCE NUMBER 11-18
. . —————
Date Received: 11-18792 at 1:00 PM by Sheree Largin
g Full Name of Person Making Report:

Department: Marketing - BsScC .
77 contact No.: % PLEASE CALL THURSDAY MORNING IF.
ADDITIONAL INFORMATION"IS”%EEDED.

Nature of Call: Caller is concerned of worklng relatlonshlp
10 between '} _Vendor_ Account Coordinator, and

Y — e . from| Florlda and
e et ki {1 A i T " oy
BSC customers. _

Caller said BSC has services under contract, such as ESSEX, to' E
14 numerous customers and , . A ? knows or can find out when the
contracts expire. "“SomehoW" JiiSt before the contract expires,!
steps in and gets the contract with the customer renewed without it - .
/7 being re-negotiated lgets paid by BSC for the contract like it
/g was a new contract. Caller said there is no way®.___J}can know when
/@ the contract will expire unless they are told by €T

S AT T

20 A recent example given was the contract with e
2/7 .. About 3 years ago, BSC sold ESSEX to them on a“':'rs
month contract.’ (Contract expired about 5 months ago) Roughly 2
23 days after contract expired, anda approached
24 “Eaying they"
25 . will prov1de ESSEX for $700 "léss than what they had
-FA orlglnally paid for it, which was from us (BSC) . 7" =signed with
27 This was dlscovered by caller when'
. .called to report some kind of troéuble. caller got™ts?
" looking ‘into their customer records and discovered when their
contract expired and when the new contract was signed and also
3/ realized they had purchased less from® _ }than what they had
originally purchased from us, however customer didn’t realize it--
all she knew was that she was saving $700.

Caller said when a service such as ESSEX is to be installed, a form
5309 1is prepared and input intc ‘the system’ (name of system
unknown). Engineering has access to this system so see what kind
of work they need to do and what equlpment is needed. caller said

38 that just a few days after the 5309 is 1nput ~ began J.nqulrlng‘
37 about them getting the contract and there is no wav they’ ( can
4 oknow about the 5309 unless they are told by 1} e

#f works with at
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SouthernBell

" James L. Preau 26401 Souther Boll Tower
-General Security Manager . "301 W. Bay Street .
_ Jacksonville, Fl 12202-4400

{904) 350-2623

May 23, 1993

Mr. Mickey Cox

Director-Security

BellSouth Telecommunications Inc.
20th Floor, 600 North 19th Street
Birmingham, Alabama 35203

Dear MJ.ckey.

LS‘SUBJECT- ¢

16 ,

)7 2

18 k! -

FILE: FNO3-05084A

On November 23, 1992, your office received an anonymous letter
S22 stating that" thad instructed Account Executives to back date
-23 contracts to enable{ — o s ATt O

to quallfy for the Florida 3¥d’ t:zuar'l:@n':"‘W Sales Award Program. “In"
25 addition, -the letter -alleged - tha’ _ is known. among his

subordinates. for his lack of good ethids.’ North Florida Security
completed and. submitted a detailed investigation report on

.December 23, 1992. No evidence. to support the accusat:n.ons

conta:.ned in the letter was developed.

As you recall, on March 3, 1993, Vice President cOrporate
Compliance, John Gunter requested that .some Account Executives and

32 Sales Managers in ‘Joffices be
interviewed as a follow “up to the ‘investigation. ““The anonymous

B4 letter stated that’ - Account Executives and
‘Managers would corroborate the alle'g"a'tioiis. '

Fe Two account Executives inv¢ % which did_ _not meet the 3rd

B7 Quarter Sales Program criteria;’ ¥ and?

38 were interviewed and denied any knowledge of any unéthical”

sales reporting activity. They also ex'plalned that the driver for

Sales Award Programs and Compensation is the orders that are input .

into the service order system, not contract dates. Both stated
- that the highest ethic standards are expected and demanded by
43 ‘and his management tean.

FO3B36Z 0000177 |
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Mr. M. CoXx

Director - Security

600 N. 19th Street, 8th Floo
Birmingham, AL 35203 :

Dear Mr. CoXx:

Because of the recent dismissal of AE's in Georgia over the saie=

of Watsavers, I'd like to be sure I'm covered just in case ERTRNY

someone comes nocking at my door with a similar ethics issue.

M, S -“#_i — ¥ has instructed me andT f-_a
q sevé”l"gﬁmé'ﬁher AR's to o to onr enatomers ang back ‘date contracts
1/ so that wef ' ‘

. sraa ¥y ma Lo
qualify for the 3Td Ouarter 6ales award Program CUTTen 1yybeing :
run in the State of Florida. It is unfortunate that my sales did
not qualify to meet the program's deadline, and I was prepared to
deal with not receiving an award. However, falsifying the date =
of the sale, thereby qualifying for the monies is not worth
losing my job over. :

Actually, I'm appaled that the upp¢ r management. of this , )
19 corporation is currently considering' . ., 'for a Nt
promotion; the same individual who has ‘instructed us to do this; ~- >
the same individual who among his subordinates is known for his :
lack of good ethics. ) 'y

I wish to remain anonvmous_for fear of losing my job and career;
24 this is the fear , _ — ¥instills in peoplé that do not
necessarily agree with his“directives and his ethics.

I would urge you to conduct an investigation. He has_given such
27 instructions in” %as well as to his*

and numerous AE's and administrative type managers would

collaborate this allegation.

Thank‘you for your immediate attention to this matter.

cc: J. Derham
V. Jobson

B.8S.T. Security
_ Headquarters

NOV 2 3 1992

_Bimingham, Ala,
I -

FO3B36Z 0000178
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_2_
2 In addition, two ] ? o E
3“ SR § (-} o R nEerv_J,ewed and also deniled any knowledge of -
¢ ufethical™dctivity by € l>r anyone else. made the 3rd °. i &
S Quarter objective, 109.50% whilet® Fl"d not;" finishing at =~ - &
80.36%. Both Sales Managers also statec at contract dates are B

not a driver in the Sales Award or Compensation Program and felt
the allegation was unfounded. _ _ ,

one ., ..._ ‘Account executive, } who finished at
97.57% was interviewed and also denied knowlédge of unethical
behavior. He stated that no one has ever told him to back date
/2. contracts. ¢ .’stated that during the 3rd Quarter Sales Progran

he had some pending orders that were not -in the service order 4
!L,l system by the contest cut off date. @ Bsaid that' would
not allow these to count towards the contest because they were not. o
/b in the system at the cut off date. stated that' and :

the entire department has a strong emphasis on ethical behavior.

18+ P - it e . (92.93%) was also interviewed -
and“als8?8Tated that he had ho khowledge of any unethical behavior, '
false sales reporting, or back dating of contracts. He also

2/ related ’,;j;%trong commitment to ethics and felt that the
compensation system contained adequate check and balances to

2.3 prevent fraudulent manipulation of sales results = falso stated
that contract dates do not drive the Compensation Gf “Sales Award
Programs. :

No evidence to substantiate any of the allegations in the anonymous
letter was developed in this subsequent investigation.

If ybu have any questions please contact me or Staff Manager-
Security Warren Dove.

Ve truly yours,

M\———/

eneral Security Manager
North Florida Area

CWD:kw
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INVESTIGATIVE REPORT

State of Origin:
NORTH_FLORIDA

Reporting Office: Investigation At: | Date:
' S 12-23-92

et 1 S L

Classification:

EMPLOYEE DEFALCATION

Reporting Manager: Steno:

WARREN DOVE - . WELLS

Period Covered by Investigatibn:
11-23-92 THROUGH 12~23-92

SYNOPSIS: . _ T
An anonymous letter was received by Bellsouth Security Director Mickey Cox on
{ ¥ Novhmbet 23. 1992. alleaifg that | e e e e e '
20 e it eeee— . _.¥ had instructed several Account Executives to -
2/ back date contracts so that they, e ¥
could qualify for the 3rd quarter "push" sales award program being ruin in the .-
Z3state of Florida. _faid not qualify for the 3rd quarteg;ﬂppshggaward‘f
24 which would have paid him $1500. Investigation revealed that ‘¥ . .§denied:
the appeal of three Account Executives to count sales made during the guarter. %
towards the award program because the sales'were not posted on the Septembér
final sales results. In addition, there are network sales transactions that: .
Zg do not require a contract. _ wasg interviewed 'on December 18, 1992 and: .-
denpied. ever instructing anyone to backdate contracts and stated that heé: has
cofered his employees many times on the importance of exercisihg:full
integrity on each sales transaction. No evidence to support the. accusations &
contained in the letter was developed. -

T

CLOSED

Investigating Manager:

Y athens LS0anes
Staff Manager-Security o
Copies To: -

GROUP PRESIDENT-FLA.

GROUP . VICE~PRESIDENT
DIRECTOR-HUMAN RESOURCES
- DIRECTOR-SECURITY : :
CE-PRES.-FLORIDA NOT TO BECOME PART OF -
RES . EMPLOYEES PERSONNEL FILE

D, BELLSOUTH SECURITY INFORMATTON  haiy
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PREDIcag;gN o SR
On November 23, 1992 an anonymous letter was recelved bv BellSouth L
5 Securitv Director Mickev Cox alleding that
_ L N ' had . instructed - .
Accoun NIV O TOUDACK date contracts in order that they, Sales
Managers and hlmself, would qualify for a third quarter sales
progran and experience financial gain. A copy of the letter was -
also sent to Vernon Jobson, Group Vice President, and John Derham,
Sales Vice President-Floxida for BellSouth Communications, Inc. PR
This investigation was conducted by Staff Manager-Securzty Warren %
Dove. -

BACKGROUND

+

L3 . is emmloved bv ﬁ;_“"_“n“_uummn",“n““""hm{
/5’ 4
/6 operations. ___ _iis  years of age having Been BOTnCon:

(7 ‘jHe has a net credited s%ggice date of

/8 637and a social security number of !
'm'%ﬂ““ﬂ‘ﬂzﬂ*m

b C

Securitv Department Records Review

Security Department records were reviewed and it was learned that
“has not been the subject of any previous 1nveat1gat10ns.

DETATILS

On November 23, 1992 the following anonymous letter was received by
BellSouth Security Director, Mickey Cox.

Mr. M. Cox

Director-Security :

600 N. 19th Street, 8th Floor
Birmingham, Al 35203

Dear Mr. Cox:
Because of the recent dismissal of AE’s in Georgia over the sale of

Watsavers, I‘d like to be sure I‘m covered just in case someone
comes nocking at my door with a similar ethics issue.

33 My ; has instructed me and
severalnother AE’'s to qo to our customers and back date contracts
A5 so that we, 3 may quality

ﬁor the 3rd Quarter sales award program currently being run in the
‘State of Florida. It is unfortunate that my sales did not quality
to meet the program’s deadline, and I was prepared to deal with not

PO3B36Z 000018] |
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receiving an award. However, falsifying the date of the sale, ' -
thereby qualifying for the monies is not worth losing my job over. -

'Actually, I'm appalled that the upper management of this_,;_ﬁ
& corporation is currently considering for a promotion; . ¢
the same individual who has instructed us to do this; the same
individual who among his subordinates is known for his lack of good
ethics. .

T wish to remain annnvmous for fear of losing my job and career;
O this is the fear __ _ f# instills in peopla that do nat.
necessarily agree with his directives and his ethics.

I would urge you to conduct an invastiqation. He has given such
/8 instructionsg in!

numerous AE‘s and administrative type managers would collaborate

this allegation.

; Thank you for your immediate attention to this matter.

cc: J. Derham _ - ade
V. Jobson

P O TP USRI L P, R (TR IS 9D 9o = ) P

200n 12-1-92,
2/ Twas intervieved ‘regarding ‘Floridars” third
22 quarter sales award program. stated that the program was’
. ecalled "“3rd quarter Push". It ran from July 1, 1992 through
September 30, 1992. The program was designed to stimulate sales and
was based on a person’s attainment of 35% of their respective
adjusted annual revenue objective during the 3rd guarter. This was
& total revenue ¢ontest not a product specific conteat. The results
of the contest were finalized upon September’s final sales results,
29 somatime around mid Octeher, 1992. further indicated that
award checks for all winners ware included with November
compensation payments. '

Awards

Eligible employees meeting the contest criteria were entitled to
the following awards:

Account Executives (M4, M3, M2, and MO) $750

Regional Account Managers (M?) $750
Suppert Managers (PG3 & PG4) $750
" System Designers (I & II) $750
Sales Managers (M4 & M8) $1000
Support Managers (PGS) $1000

I FO03B36Z 0000182
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Service Consultants $400 awarded in the form
of a Gift

Certificate from
Service Merchandise,
redeemable for
merchandise only.

Regional Sales Managers (PG6) $1500

Account Executives and Sales Managers had to attain 35% of their
adjusted annual objective during 3rd ‘quarter. System Designers,
Service Consultants and support Managers were neasured against
their specific role within the District. Some may have been tied to
a specific channel, others may have been tied to an Account team.
The various Districts in Florida were glven «the latitude to set
this up as they saw fit to allow the fairest alignment possible at
the start of the 3rd quarter. The employees efforts were measured
against thejir unique role in the Sales District. This was the first
time this ar that Service Consultants were included in a sales
bonus program. On July 1, 1992, Florida‘s revenue objective-was -
increased approximately $13 million. This was pasged down to the
various Districts and to the Account Executives and Saled Managers.
A projection of 60% of the Florida sales force attaining the
objective was made when the plan was filed. The. actual amount that
attained the award was 53%. Sales results are always one month in
arrears. The compensation system downloads the orders in the system
usually in the middle of the next month. For example, September’s
.sales are ocalculated in mid October when the system does a
'download. A report is issued three times per month that allows the
sales personnel to see their fesults and to notify their District
compensation person of any mistakes or discrepancies. Each manth
the sales personnel receive two prelinminary " Listing by Sales Code
Reports" as well as a final "Listing Report". In addition, a
monthly "“Compensation Report" is furnished to the Reglonal Sales
Managers to be distributed to the sales force. In addition, there
is an appeals process to process sales discrepancies. The Account
Executive writes a letter of appeal to the Sales Manager in the
respective Regional Sales Office. If the Sales Manager concurs with
the appeal it is submitted to the Regional Sales Manager (PG6). If
the Regional Sales Manager concurs with the appeal it is referred

43 to and ultimately to Sales Vice President-Florida. .
o L T recalled that she received three appeals Iron
ys T district during the <third quarter. s
L [P B ;ubmitted an appeal because she scld a network

“produtt in September but failed to get a contract agreement signed.
She had to go back to the customer and get the contract signed. As
a result, the order was delayed being input.into the system and was
5¢ not on September’s compensation report. . stated that
§] withdrew the appeal and would not allow sale to count

1
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_results. Wadley alse rejected this appeal. . _ .

T0 912093216816 POGG/0

] —

towards the “Push" award program as it was not on September‘s
results.f came in at 85.3% of objactive and did not rceceive the
bonus award. In addition,’ stated that

ae ne vis

T 11d not receive the award

AT ST 6P eErive. A large CPE order for First Union was in the
hold file as not all of the appropriate contractual documentation -

was received in time to have the sale appear on September’s final
also related that
e A , finished the contest at 38.86% of
“objective dua to ¥ _ " orders not - posting on
Septenmber’s results as expected. _ +so rejected these ayppeals
which prevented the Account Executives as will as himself fronm
benefiting from the award program. . :xXplained that service
orders are issued by the Customer Services Business Office and a
"service compensation number* (SCN) is placed on the order. The SCN
numbars on the service orders are matched against the list of SCN’s
by the compensation mechanized system. Revenue calculation to
retire the respective revenue ohjectives is calculated by the
system based on product factors associated with applicable USOCS.

£ A s : ird
ol N dlstrlpt attained the third

in¥

The following employees in
quarter push bonus:

% of Ohjective
170.64%
109.54%
260.24%
124.63%
142.83%
417.90%
383.40%
109.89%
143,20%
128.48%
192.83% -
433.28%
193.17%
171.65%
144.47%
142.83%
115.40%
115.40%
109.54%
260.24%
170.64%
192.83%

FO3B36Z 0000184
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3
5 109.05%
[ 110.66%
7 126.66%
" 108.97%
G 154.08%
oy 108.93%
n. 108.99%
Iz 110.66%
13 125.27% f
g, 108.19% e
s . 108.84% '
!b= 124,95%
‘7 ' 108.99% . .
1% 110.66%
!z { 173.74% .
198.12%
2y 153.13%
25 107.67%
| 2¢ 168.64%
l 27 168.65%
z3 168.60%
29 173.74% '
30 173.74%
: 173.74%

33 Interﬁiew'bf S

j 25 on December 14, 1992, BellSouth communications, Inc.

was interviewed. . ‘indicated
37 that he knew of no integrity problems with ‘He remarked that
he not never seen .ter the way he runs the business for the

sake of a sales bonus plan that may be in effect. In addition,

Ho 5wplained that there are various types of contracts used by

[ the %ales organization. CPE sales contracts must be signed by the

7 customer and prior to the sale implementation. The customer as well

as the authorized Account Executive sign this document which is a

legal document and is retained in Company files. Sales of some of

Network services do not require a contract. An example of this is

y Watsaver. Sales of some other type of Network services do require

a document called an "Agreement® or "Letter of Election." This is

used to outline tariff praovisions and term agreements. In some

cases, the customer does not even date the form. In fact, there

|~ are many situations .whereby a sale can be made, orders input into

the system and compensation paid in which no contract or written
document is involved.

"é

FO3B36Z 0000185
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3 Interview of )

e ——— . Se s g

S on December 18, 1992, BellSouth Communications Inc. ' i o —___
R 7  was interviewed and provided the following
signé§™Btatémént. ‘

December 18, 1992 W
" 7:30AM

Page 1 of 10

4 I, T make this free ancf voluntary statement
'S to WaTren DoVe Who has identified himself to me as. a Staff Manager-

Security representing BellSouth communications, Inc. I undexstand
I& that this statement may be used as evidence. I was born on

7 S My. social fecurity number is! -
% I am employed by BellSouth Communications, Inc. as_a §
19 ®égional Sales Manager. My supervisor is’ o , s
. 207 BellSouth Communications, Inc. My net |r\’]Q——
 “eredited service date 35 July 29, 1963.:. YT Have been asked about

allegations involving my ethics in my district. Specifically,; i
about a letter in which I am accused of instructing my subordinates
to back date contracts so that I could earn bonus dollars from the
Company’s third quarter sales program.  The third quarter sales
bdnus program was called the third gquarter "push." This was a
Florida program, not a Company wide program. The program began
July 1, 1992 and conmpleted September 30, 1992. It was based on
( i attainment of 35% of adjusted annual revenue. cbjectives during the
third gquarter. Account Executives, system designers and Service
Consultants were eligible. This was the first incentive program
for the non-management Service Consultants this year. The Service
Consultants were tied to Account Executives and in some cases,
teams. They were tied to the primary group they support. The
Service Consultants that attained their cbjective were awarded $400
| Service Merchandise gift certificates - Account Executives,
Regional Account Managers, Support Managers, and Systems Designers
that attained their objective were awarded $750. Sales Managers
and Support Managers that attained their objectives received $1000.
he Regidnal Sales Manager, myself, would have been awarded $1500
tif I had attained the objective. I did not receive this award as
I was 92.93% of the objective. on July 1, 1992, the revenue
cbjective was raised in Florida $13 million. This was spread out
among the various districts and passed down to the Account
- Bxecutives. These revised objectives were used in calculating the
third quarter objectives. My increased district objective was
i approximately $2 million dollars. When an Account Executive makes
a sale he or she gives it to a Service Consultant for
- implementation. The Service Consultant prepares the necessary
documents and gives it to the business office for order issuance.

FO3B36Z 0000186
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A SCN, Sales Compensation Number, is placed on the order by the
Service Representative. This number is what allows our
Compensation Program to work. Our Compensation staff matches the
SCN numbers that my administrative support group submits, to the
SCN numbers from actual service orders that have been issued by the
business offica. This is my understanding of the process. My RSM
assistant, .n provide you with a much more detailed
explanation™of~SCN*numbdrs and service order process if you so
deaira. The third quarter sales push was not a product specific
sales bonus plan. It was a total revenue plan, Award checks would
have been included in the October payout whicﬂ would have arrived
in November. Contracts in the sale of Network services are really
confirmation of tariff provisions. For example, Megalink,
Synchronet, ESSX, wuse a contract to cqpfirm the cugtoner’s
commitment to a period of time that service will be installed. The
contract states the period of subscription, the order date and the
terms and conditions as specified in the tariff for the particular
s ice. Not all Network services are contractual. For exanple,
Y can have an ESSX that is month to month. This is not
contractual. Trunks, Watsavers, and in some cases Synchronet, are
not contractual. The services ara sold, the orders issued by the
business office and compensation paid. Some of our orders go to
the ISC depending upon the complexity. They would issue the order
and put the 3CN on it. CPE system sales always require a contract.
They are legal documents with very strict guidelines. We have an

-exception to the firm order policy provision. This is used when

the customer has to have the system ordered prior to obtaining
signatures on a contract because the customer’s legal department
must review tha contract. We will not turn the system up, until we
have the signed contract. In the compensation system, we put a
heold flag. No one is paid compensation until all documentation is
received, including the contract. The sales person only gets paid
after the documentation ie received. The Network Sales contract
nust be signed prior to the service being installed. However, the
sale can be put into the systenm prior to the signed contract. "The
procedure on Network sales involving a contract should be identical
to that used for CPE contractual services. Over the last 3-4 years
we have held training sessions in my district regarding the
contract service procedures. I have never instructed anyone in my
organization to falsify any document, to back date any document, or
to do anything else which would result in unwarranted personal
gain. And to the contrary, I have many times, individually and in
group meetings covered my employees very strongly on the importance

of exercising full integrity on each sales transaction. As a
qatter_of fact, at the end of May 1992, at awdistrict meeting
involving my offices, with

in attendance, I covered and insisted that they follow firm
order policy and give written order confirmation to their customer
on every sale. I told them it was professional business and the

FO3B36Z 0000187
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3 right thing to do. ~even remarked at this meeting that
he agreed with what™ Rad™¥&id and told the employee group he (sic)
nothing to add. The only incident that I recall regarding back
dating. of a contract occurred during the 3rd quarter sales push.

7 made an integrated
€ Systen sale to The sale included Megalink.
9 . came to the sales job in January 1, 1992 from being a
1n “the Business Communication Center. She made the sale September
25, 199z2. Due to the complexity of the sale and the fact that
orders were back logged as installation personnel were loaned to
the Hurricane Andrew restoration project, thq}orders were delayed
getting into the system. ISC would not input into the system until
‘5 all critical dates could be established.} " «ent to her §
TR S sg, and appealed for cré%itffor this sale as parE
‘or the tﬁ“fa“ﬁﬁﬁffér push bonus_program singe she sold the service
'® in September. , went to ¥ to
17 discuss the validity of the appegal. ;  _ told give me the
20 contrgpt. joes back to- nd she asked“wWhHat contract.
2l B -dvised’ thqp she did not know a contract was required for
22 megalink. went. to, her customer with a contract. She

23 explained to him Yalti * that she did not know that a contract

was required and asked him to sign and date the contract the date
he agreed to purchase, September 25, 1992. This occurred sometime

26 around October 15, 1992, . submltted the appeal to
27 me going throough - - . myself, and )
2 3 A ’discussed the matter on &
79 conterence call. On that call I advised both. . . that

count for the third quarter push bonus because the sale did not

appear in the final sales listing for the month of September. This

decision was consistent with the way we treated Account Executives

throughout the state. The sales counted only if they appeared in

, duly, adugust or September‘s final sales listings obtained from the

compensation system. This ie the only knowledge I have of back

dating contracts. I have explained why we did not allow this sale

32 to count for the contest to 4who In turn explained it to

‘ 39 . Neither one of them liked it but they understood the basis

! i for Wy decision. By the way, if the sale had counted for them it

would have counted for me tooc. As you were previously tald, I did

not receive the bonus from the third quarter sales push. I have

43 instructed £0 cover all emplayees once again on all

contract services and the proper procedures for handling those

transactions in early 1993. If you desire to interview any of ny

people regarding thej/allegations against me, I welcome it. If you

decide to interview anyone, I would request you interview everyone.

If there is one thing that I pride myself on, it is integrity. - I
PT ctice and preach, do the right thing.

J even though the sale was made in September I would not allow it to

: FO3B36Z 0000188
i RESTRICTED BELLSOUTH SECURITY INFORMATION
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I have read the above handwritten 10 page statement and it is true.
I have signed and dated each page and initialed ail corrections.

Signed:

Qr T
Dec. 18, 1992
9:45AM

spositio
No further investigation is anticipated at th&s time.

Closed
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March 29. 1943

MEMORARDUN

TO: File

FROM: Warren Dova, 8taff Manaper-facurity

S gubjeot e
~ Kagional fales Managex
File: FNO3-05084 ¥

Purcuant. to a roquast by v1ce Pres.tdent Corporate Coapliance]
John Gunter,’ this oasa is being reopened to condust followup
‘Interviews of Acoount Exequtives in_Orlando and in Jacksonville.

- [ The anonymsus allegatfon that instructed hig Account™
Execubives to back date contractE™€a qual.f.é‘y for the 19002 third
quarter aales award program, etated that nuerous Account
Bxecutives and Adafnistrative managers would collaborate this
allecgation, A decision was made not_ to interview any Acoount”
Exeoutives or Adnf{nistrative Managers during the previous
invegtigation. Mr. Gunter reguasted that coms ba interviswed to
ensure a thorough investigation of the allegation,

Open and asgign FNO3-05084A wilth 8 study bubble of 45 +to the
writer, Inveatigation pending.
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February 24, 1953
To: Sheree Largin: -
Assistant Staff Manager
¥ §
From: Mario Martinez : v
General Security Manager. { : 4
. . v 4 _!-ﬂ
. S
. I
Res Employee Reporting Line Incident Report .
Number 93-2-9 : !

i g

. Sheree, the above captioned report was received in the Fort
Lauderdale Security office on February 19; 1993. Employee
Defalcation case 3-5102 has been cpened and assigned to Larry %L

Maeeker, staff Manager Sacurrl:)‘ / ’ '
. t
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PAGE __/ _oOF 3
EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE. REFERENCE NUMEER " ?3 o?«

DATE d{/ﬂfgﬁ cIMe_ 4. /) 3. RECEIVED BY Mz /A&J
FULL NAME OF PERSON MAKING REPORT: Af%a¢nm444n14szb)

‘G _REFOR L2

{ JOB TITLE: 2% —_

Sl p————— " ® o X BT T e e R .
DEPARTMENT:_W | |

3 LOCATION:

R

- CONTACT NUMBER:

’ ]
NATURE OF CALL: Caller had just attended an ethics meeting with

his supervisor and he along with other technicians question ethical

standards in the way the Maintenance Center personnel dispatch

service orders and troubles.

The Mtnce. Ctr. iuggles figures just to get rid of the

stuff quickly. The service orders have to be dispatched by 5 00 pm.
(See next page) .

Y -

SUBJECT INFORMATION:
L ¢ puLn waME(s) s _ . | —

DEPARTMENT :

LOCATION:

PHONE NUMBER:

SUPERVISOR:

HOW DID COMPLAINANT ACQUIRE INFORMA@ION

REFERRED TO: ﬂld/mﬂm | AREA: é yé
DATE: oZ//?/Zﬁ 1 - TIME /1008 a.m -

(1]

FO3B36Z 0000213
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———

EMPLOYEE REPORTING LYNE INCIDERT REPORT =~

93-a-9

NATURE OF CALL (CONTINUED]): _
The troubles they take are om & 24 hour clock. The MA's will hold

them if they are real busy and dispatch to tlie Technicians at 5:00pm

and there is no way a technician can do jt then. This is widespread

with MA's and all outside technicians have encountered this. One

- more thing the MAs do is when they get, backed up, they will ‘call .

the customer and ask the customer if they can do their job the next

day or so. The caller said he didn't understand all the details of

—

the PSC Tariff when a customer reports phone, but he didn't think

this is the way it was set up with the PSC.

Most of the outside. technicians there are 23-25 years with the

Company and nobody tries harder to be more ethical with the customer.

The Company preaches ethics and the customer just continues to get

jerked around. The MAs don't care. They are covered once the order

is dispatched. Sometimes the customer gets re-scheduled 2 - 3 times.

MAs are really bad when they try and convince the customer that their

trouble is in the phone or equipment so they don't have to dispatch.

5 £i €1 tomer. gets two or three phones but the trouble is

in the outside line.

: Called™said th ide T jci i on

in_our Company. When the technician is given something at a_quarter

of 5pm, their supervisorwill just say "No_access it", or they send

a technician a 4 hour service order at 4:00 pm and it's just "No

access it". The outside technician is the one that has to meet’

eye to eye with the customer.
FO3B36Z 0000214
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PAGE \3 OF \3

——

EMPLOYEE REPORTING LINE' INCIDENT: REPORT

23-2-9

NATURE OF CALL (CONTINUED):

The cutside technician: has an honest concern down there. The

maintenance center people just don't care -- as long as they get

it dispatched, they don't care when. I

- Caller said service orders should not have a 5:00 pm

commitment. .

4+

Caller says our company is not ethical in our business

tactics. There just has to be a point where you stop lying to

the customer. The Company talks about ethics but we should have

honesty and ethics to have Quality."ﬁe need quality.

Ly

Caller said his supervisor is

g5 the

lp "The Maintenance“Center is located on

L]

FO3B36Z 0000215




7054842495008 BJ0ZA

A /

L 01-14-93 03:597K

071493 fo11PH  TION SOUTHERW BELL ©  TOMME GOE- POO/001 ' S
] |
July 12, 1993 ' ' - f ]
izxoRANDUK
03 ne, mnun VINE®, ASSISTANT OTAYES MANMAARR-SECURITY

- {FROM: N. PHAGAN

RN: EMPLOYEB, REPORTHNG LINE INCIDENT REPORT
NUMBER (93=03~T3,
PL 04-508 ,

As of this date, provisions are baing made to petition the Fleorida
Public Service Commigeion ragarding the existing tariffs related to
charges for aervice femporarily suspended. Difficulty exists in
that predivestiture | tariff language provided eszentially for
billing at one~half the monthly rate, which would include optional
features. At divestiture, tariffs wvere reissued in bulk and
approved by ¢the Commission. Howevar, the language in this
particular section was changed to show one-half the monthly access
ra"!b:e, which would be interpretad by most as che-half the basic 1FR
race.

Company Attorneys and Requlato are addressing the matter and
onpac.'t resolution shortly. We will continue to follow up on this
matter on a monthly basir' and inform you of the final ocutoome.

MP:YY

FO3B36Z 0000216
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\) SouthernBell
Mario C. Martinez Suite 1021
General Security Manager s } - g, 6451 N. Federal Highway
" Southeast Florida Area F1. kauderdale, Florida 33308
: 305 492-3530
June 21, 1993
Mr. R. W. O’Neill Mr. M. E. Cox
Vice President and Director-Security
General Counsel . 600 North 19th Street
2003 Campanile 8th Floor _
1155 Peachtree Street Birmingham, Alabama 35203

Atlanta, Georgia 30346
' .
Dear Mr. 0’Neill and Mr. Cox:
_ e . -COHPLMN‘I‘S
"LEGAYL MATTERS S == o
FL 04-05055 '

On June 1, 1993, Mr. Marshall Criser, Operations Manager, and Mario
Martinez, General Security Manager, discussed, the tariff issue
regarding this case. T ’

Mr. Criser indicated that he believed the tariff was properly
worded and that possibly it was misinterpreted in the Service
Representatives Handbook.

Mr. Criser agreed to discuss this matter further with Mr. W. G.
Dresser’s office to obtain a satisfactory resolution.

Our files have been marked for follow—up on July 1, 1993.  We will
adv1se of this matter’s resolution when it becomes available.

Yours very truly,

Ao G

General Security Manager B[-glq?;:g;?g
- s £- 1 Ly

MCM:rr R ., ]
' o JUN 235 1993

Birmingham, Afa.

. FO3B36Z 0000217
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Maric C. Martinez
General Securitly Manager
Southeast Fiorida Area

May 17, 1993

Mr. W. G. Dresser
General Manager-

Marketing-Cust. Contact -

301 West Bay Street
Roonm 20EEl
Jacksonville, Florida

Mr. R. W. O'Neill
Vice President and
General Counsel

‘DM @

Southern Bell

Suite 1021
G451 N. Federal nghwa.y

305 492-3530

Mr. A. M. Lombardo _
Assistant Vice President-

"Regulatory & External Affairs -

150 S. Monroe Street
Room 4Q0

Tallahasseeq Florida

-Mrr. M. E. Cox~

Director-Security :

600 North 19th Street

Et. Lauderdale, Florida 33308

2003 Campanile g8th Floor
1155 Peachtree St. N.E. ‘Birmingham, Alabama
Atlanta, Georgia .

Mr. J. L. Nault, II

ggge‘ﬁ?ngzgggzg Street %ﬁ;qﬁgg‘enéy
Room 4300 =

Atlanta, Georgia o HAY 2.6 1993
Gentlenen: . ' : Bmmwmmnme

Re: :_—i I ‘
S wmm n .. COMPLAINANTS
LEGAL MATTERS =~
FL 04-05055

Reference also Security investigation (FL 13-05198) from mid-March
of this year in waichn . issued
an Employee Reporting Line Incideént Report (93-3-13) qhestlonlng
Company policy as related. to temporary suspension of service. As
per the Service Representative Handbook, we were quoting the
suspension monthly rate as being qne~ha1f the monthly rate to
include normal charges for Custom Calling features, etc.

Mr. Dresser's response indicated the inquiry was referred to
Headquarters, Mr. Lloyd Rault, Legal, and Mr. A. M. Lombardo, .
Assistant Vice Pre51dent~Regu1atnry, since the matter involved the
entire Company. The concensus of opinion indicated the .situation

- was not considered a matter of ethics.but of customer service. The

recommendation was- that the tariff wording be changed to reflect
the suspend service rate be one-half the monthly 1FR rate, rather
than one-half the monthly rate.

FO3B36Z 0000218
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The matter has surfaced iagain this date,in _that a subscriber
'ﬁgbstloned; Service
%ﬁgﬁresentatlve, as to tHe minimum monthly EGst to = Suspend .her
telephone service temporarily while retaining her telephone-number.
The costs were quoted as per the Service Representative's Handbook,
7 a discussion ensued, and’the matter referrred t
Assistant Manager-Customer Services.

- W DR L RTINS

¥ The customer questianedd Jas to suspending service on her
10 optional features, : _ <agreed this was possible. . The
i customer then advised? ... _ .nxat a class action suit could be
filed agalnst Southern Bell for failing to fully disclose this
information. )
Iy The customer, who was calllng from appeared to be °

~ somewhat satisfied in that we woulld suspend ~charges for all
't features as well. It is not our Jintention to interview either”
T g s e enassam e e 2 this time. The Service is listed and
¢ billed This may in fact aggravate the situation or
demonstrate undue interest in light of the fact tariff changes are
being considered at this time. We will, however, be guided by your
imput. .
I have attached a copy of Security's closing correspondence for
file 13-05198 and Employee Reporting. Line . Incident Report number
93-3-13 for your review. =+

Please refer any questions you may. have~to Hlke Phagan on (305)
492-3536.

Yours very truly,

‘ﬁﬁﬁﬁariv C. Martinez
General Security Manager
MP:ds

Attachments

F03B36Z 0000219
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March 30, 1993

e I N ~
F;;r Larry Mixon =~ .
!Operations Manager-
;Marketing-Customer Contact™
'2021 South Military Trail

Room 121 - }
West Palm Beach, Florida =~ ~ . _ -

Dear Mr. Mixon:
e o ) ] n

Re: .

EMPLOYEE REPORTING LINE INCIDENT REPORT

NUMBER 93-3-13

MISCELLANEOUS INVESTIGATION -
FL 13~-05198

On March 18, 1993, the Southeast Area Security Office was asked to
investigate an Employee Reporting Line Referral in whicl
- . gquestioned the ‘Company's suspend
service practice. Specifically, we suspend service at one-half the
monthly rate including one-half the rate for optional features as
well. The customer could in fact disconriect these features, and
not be billed for the opticns. When service is restored, the
features could again be added on the same service order at no
additonal cost. ' '

This matter was researched and referred to Mr. Bill Dresser,
General Manager-Customer Services, who recognized that the
situation affected the entire Cormpany, and nct just the Stats of
Florida. Lloyd Nault, General Attorney, has been consulted by Mr.
Dresger, and correspondence directed to Mr. A. M. Lombardo,
Assigtant Vice President-Regulatory, with the recommendation that
tariff wording be changed so that instead of reading "one-half the
monthly rate™ (includes features) it would read "one-half of the
applicable 1FR rate". This would preclude the Service
Representative having to disconnect and reconnect features as well
as network time, negotiation time with the customers, ‘and
Comptrollers' time. It is believed this could be accomplished with
a program change, and would have a minimal impact on forecasted

revenues.,

The situation is not considered an ethical breach .as we were
operating within the confines of the tariff.

(2 msf/“h%

FO3B36Z 0000220
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Z please relate toiw;;_; ﬂ,,,um.he~appreciatiqn.of this- office as
well as higher management fbr her concern::

Agysqueations you may*have shonld be referred to =y office at 492~
3536. '

Yours truly,

ike FPhagan
Manager-Security . )

MP:ds

bec: Darlene Vines N v .
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SUBJHCT INVORMATION: J
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IOCATION:
PHONE MUMEER:
EUPERVIEOR:
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March 30, 1993

To: Darlene Vines - ¥
Assistant Staff Manager .

From: Mike Phagan
Manager—Secur;ty/southeast Flotida *
Re: »
. COMPLAINANT
“EMPLOYEE REPORTING LINE INCIDENT REPORT
NUMBER 93-3-13
MISCELLANEOUS INVESTIGATION
FL 13-05198

Captioned report wvas 1nvestigated. by the Southeast Florida Secur:.ty
Office, and is summarized in the attached.c1051ng ‘correspondence to

Mr. Larry Mixon.

If additional information is needed, please don't hesitate to call

305- 492 3536.

MP:ds e . -

Attachment

cemismng  amp
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March 30, 1993

- Mr. Larry Mixon
‘Operations Manager-

Marketing-Customer Contact

2021 South Military Trail

Room 121 R y
West Palm Beach, Florida

Dear Mr. Mixon:

e

Re:

EMPLOYEE REPORTING LINE INCIDEHT REPORT
NUMBER 93-3-13

MISCELLANEQUS INVESTIGATION

FL 13-05198

On March 18, 1993, the Southeast Area Security Office was asked to

_investigate an Employee Reporting Line Referral in which

- questioned the Company's suspend
service practice. Specifically, we suspend service at one-half the
monthly rate including one-half the rate ‘for optional features as
well. The customer could in fact disconnect these features, and
not be billed for the options. When service is restored, the
features could again be added on the same service order at no
additonal cost. ;

This matter was researched and referred to Mr. Bill Dresser,
General Manager-Customer . Serv:.ces, who recogn:.zed that the
situation affected the entire Company, and not just the State of
Florida. Lloyd Nault, General Attorney, has been consulted by Mr.
Dresser, and correspondence directed to Mr. A. M. Lombardo,
Assistant Vice President-Regqulatory, with the recommendation that
tariff wording be changed so that instead of reading "one-half the
monthly rate" (includes features) it would read "one-half of the
applicable 1FR rate". =~ This would preclude the Service
Representative having to disconnect and reconnect features as well
as network time, negotiation time with the customers, and
Comptrollers' time. It is believed this could be accomplished with

. @ program change, and would have a minimal -impact  on forecasted

revenues.

The situation is not considered an ethical breach as we were
operating within the confines of the tariff.

FO3B36Z 0000225
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2 Please relate th he - appreclatlon of. this offlce as
well as higher management for: her concert.. : S,

Any questions you may have: should be referred to my office at 492~
3536. y

Yours truly,

o

Mike Phagan
Manager-Security R

MP:ds

v .
bce: Darlene Vines M
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EMPLOYEE "REPORTING LINE INCIDENT REPORT

STAFF OFFICE REPERENCE NUMBER: 43 3-/3

pATE 3 [/J(’fﬁ TIME. 4 /é/p/m nncnrvr:u BY DJ%L %.w)

5 FULL NAME OF PERSON MAKING REPORTH

 JOB TITLE:
7 DEPARTMENT

€ Locarron s

4 CONTACT NUMBER: '~

_Oallon) Aok zm%a/m &W-

NATURE OF CALL:

At ouedo T v’tﬂu(oméwc nLs //’@fzm/

.Atdlj“; AL

/
LNy ANL

7

Py
ol A R

23 P'S

."A

‘—.—ﬁl

/
LD ENAL O

g

‘A !‘441

/u}MW (Hl e,

Edl

177 FULL NAME(S):

DEPARTMENT :

LOCATION:

PHONE NUMBER:

SUPERVISOR:

HOW DID COMPLAINANT ACQUIRE

INFORMATION

REFERRED TO.

AREA:

DATE: \.5’ /f/

i

TIKE

(1]

£L

h5.'2¢9[//pm'u
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EMPLOYEE REPORTING LINE INCYDENT REPORT

STAFF OFFICE REFERENCE NUMBER 43 3—/3

NATURE OF CALL (CONTINUED}:
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June 1, 1993

To: ' File o | )
From: Mike Phagan, Manager-Security
L-/ Re: k’ "o e W3 i SR T T L o ¥ e v o
3
7 ' wwxns%lﬂ(; LINE INCIDENT REPORT
SNOMBER 93-3-13> |
S MISCELIANECUS - INVESTICATION

FL 13-05198

On this date, M. C. Martinez, General Security Manager, was
gquestioned by Marshall Criser, Operations Manager, regarding tariff
language wvs. the Sexvice Representative Handbook, etc.
Accordingly, Criser informed Martinez that the tariff shows ‘“one
half the access line rate" which would actually ecquate to one half
the 1FR monthly rate. Since this information was provided to
Security by W. G. Dresser, General Manager-Marketing, Criser will
discuss with hin, _

MP:ds MMM/&‘) |
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May 24, 1993

[y
3 )
€
U L3

7Dear’ e
8 sunrEeT: T T T

MISCELLANECUS INVESTIGATION

SEC! FILE: FN13-05422 . -
V' on March 29, 1993, ther _ Security group received an

anonymous report via the EfpIoyee Reporting Line raflecting that a - P
major business customer had jbeen afforded rearrangement work
without the benefit of o service order being received by RCMAC
prior to the work being completed. The caller reported that a
Service Consultant had requested the work and had followed. the
request with a letter to a local RCMAC "manager" indicating that
formal service orders would follow in two to three wesks. The
original rearrangementa for the customer were reported to have
taken place on March! 18, 1993, iand as of the date of the anonymous
report, no service order activity had been injitiated. The caller
indicated that any service order discrepancies could have an
adveree impact on possible audits conducted by Government agencias.
Furthar, the gource of the report felt that changes in Company.
practices and procedures should be made to prevent such
occurrences. Finally, the caller indicated concern with respect to
those raesponsible for issuing jservice ordears: auch as Marketing
Represaentatives, Service Representatives, and Service Consultanta.

No identificaticn of the o or husiness account was provided by
the source of the complaint.

] »

3 Inquiries made with,__ o ..., ana
32; ﬁaﬂd&mﬁ T e e - Hay 6'
1993, xeflected o ‘specifics on the major clstomer or the service

34 orders in question _statéd that arders were sonetimes worked
#
]
I
FO3B36Z 0000233
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prior to due dates am a matter of Company - convenience and.

afficiency. He was wonawara of any complaints b P
attention in that regard. ¥ 3 rought to hisa

SzE i e pmme——y -~ 4QS advlsed on this matter on May
6, 1993, and was requested to search for any large business
customer activity completed on or about March 18, 1993. She was
also asked to research any recent correspondence that would give

9 identity to the | __.. avolved in the request for the
rearrangements. o . e
| On March 7, 1993, the identity of the customer was ascertained as
‘aa&‘ e Y L
R The original request to
|4 WeveTthfee’  stations aty _, was also found. with
15 the correspondence dated March 12. 1993; and directed to:'
e , _ L . The remiest detailed the work
17 to b& performed relative te .. . .
¢ . _ .. ...A pending service order, . was to account for -
i9 the . change for station . r Gue dated

3-18-93. The remaining 'sfations were to be moved accordingly on
April 2, 1993, with other associated stations transferred via

?-3ﬁg_ﬁiﬁg__gg_d_g;;sw_lgn_mhp:J'.'.I. 30, 1993, The request was initiated by
; ' -

o ST T

b e &

the.three @~ for

24 Inveatigation in the RCMAC group showed

4 N .. td"have been transferred without accompanying
saervice order=s on March 29, 1993, and caused a customer report

27 according to . _.___ . . _ _ The stations were regrouped to

2% their original ;7 on March 28, 1993, at approximately
10:55AM, ‘ )

30 on May 11, 1993, o ~ » provided
Security with a detafiled. chronology of service activity associated

32 yith - during the periocd March 2, 1993

through May 7, 1993.] She indicated that the requested movement of

the three original numbers was in conjunction with an upcoming
35 conversion ofj ~ uscheduled for May 7, 1993. Those orders

were completad a5 sCheduled on May 7th at approximately 6:00PM.

!

Our investigation has not shown any effort to circumvent proper
¢pillingtof . or intentionally issue work
without accompanyiig““gérvice ~orde? backup. A great deal of
customer interface occurred during the course of this conversion
. and with the installation of an associated synchrapet circuit.
f_ .
!

FO3B36Z 0000234
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Some audit confusion could arise as a result of the procedures
currently in place, with partial completions being a source of
cancern.

Documentary evidence gained as a result of this investigation is
available for review upon request. No further investigatory effort
ig being undertaken.

Any questions should be directed to me jat [904-350-2883, in
Jacksonville, s | EESRSL SR

Yours very truly,

: o ok s U .
A e T '/;m.g'"—“— .
Ganeral sSecurity Manager .

" Nérth Florida Area |

CIP I pw

FO3B36Z 0000235
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% 93-2-x0 § 0

—— g

Security Case FN 10-05064 -(CWD) closed, no disposition
recaivad from the departwent.

o g

S 93-3-10
B

Security Case FN 21-5012 ((CIP)¢ open, investigation

pending. [
©oag-a L TR
Security Case FN 10-5065 (CR)’ open, investigation
_ pending. R
" 93-3-21 7 et ——
‘ Security Case FN 13L0542é (@5?}'closed, no disposition - N

received from department.

93-4-11 Work Activity ET's -

Security Cage FN 03-05122"“E65b5f'open, investigation
pending. R

19 g3—g_g T

R o B PO e ¥ Y

Security cése FN 10-05075 (EWR) closed, no disposition
received fFom department.

20 g3-5-11 T _ff 7_(chganr’s Award) -
Security Case FN 10-05076 {c;?f°cloéed, no disposition
received from department.

B Tranul e

23 93-5-14 T R &

e e o emmmactobia— ¥

Security Case FN 13-05437 (CJP- claosed, no Aisposition
received from department. 7

——————— e

2¢ 93-5-20

l -
e e T A R T, T A LA M AN T L T it A R e 1 R

Security Case FN 13-05435 (CIP)" closed, no disposition
received from department.

FO3B36Z 0000236
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2 g93-2-10

S 93-2-11

% 93-3~10
18 g93-3-11

% 93-3-21

'S g93-3-24

V1 g3~4-10

0 g3-4-11

22 g3-5-1

Re=96%

10 912053216876 “puos/ont
—2_

R, i A e A T

Security Case FN 10-05064 closed but no dispositian
recelved from the department.

Bk i

Security Case FN 03-05094 closed 4-6-93. Warning enti
placed in file. AR . try

!

T e

Sacurity Case FN 21-5012 open, ifvestigation 'pending.

- - Y
Y

Securxty Case FN. 10-5065 open, mvest:.gation pending.

R MR e TR T it i

-

- - —_——
.‘—;———-- :
= L TTTTTTET e

PETEE e

Securl.ty CJSe FN 13-05422 closed, no disposition received
from depa ent. R

bl s = . sep= 2, Lo o o
Tl et F

Security Case FN 10-05067 closed and a clearance taken.

Security Case FN 16-05024 closed and contract guard
regsigned.

B ks B Kol a b T ai ]

Work Activ:‘l.ty E‘I"s in® . )

Investigation is pending.

1= ¢ RS AR TG

Security Case FN 10-05075 closed but no disposition
received from department. .

FO03B36Z 0000237
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04-30-93 04:55P

. TCUrz053216876 PO03/ .3
-
T o106 ——
Investigatiau pendingA Bl
4 122 :
93-1-1 oW AT
Security Case FN 10-05056 cloged 1-29-93. Enplayee
raceived warning.
g 93=2~4 i }
Sacurity Case FN 10-05063 closed 3-4-93. Employesa
received informal counseling.
Ceas T
Security Case FN 21-05009 closed 3~31-93. Disposition
from department pending.
r«‘f
4 93~2-12 P
l Sacurity cCase FN. 03-05094 closed 4-6-93. Disposition - ==
from department'pending.
"7 g3-3-20

Security Case FN 21-5012 open, investigatfon pending.

19 g3-3-11 1

t

Security Case FN 10-5065 open, investigation pending.

)

Security Case FN 13-05422 open, investigation pending.

21 93-3-21 .

13 g3-3-2¢

Z5 93-3-26 “_"

2 Referred to

handling.

Security Case FN 10-05067 open, investigation pending.

= 8577

Becurity Ooffice

04-30-93 03:51FK F003 #12
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EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER 43-3-2/

DATE 3&2[’25 TIME //!/0 5. . RECEIVED BY M\o %@
FULL NAME OF PERSON MAKING REPORT:M

. JOB TITLE:

7  DEPARTMENT: %

LOCATION:

- CONTACT NUMBER:

NATURE OF CALL:

q

SUBJECT INFORMATION:

'?7 roLL NaME(S):_

DEPARTMENT: 7 SR
'Y LOCATION:
o s g 7
PHONE NUMBER: :
2| SUPERVISOR:__ . i

HOW DID COMPLAINANT ACQUIRE INFORMATION )

REFERRED TO: 4}’} . /777 NI s AREA: /Z:é
DATE: ujj/gg}/c)g" J - riue: [/ 30 240

FO3B36Z 00002139
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EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER__42-3- 3/

NATURE OF CALL (CONTINUED]):

FO3B362Z 0000240
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s ) e e e e 5
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i .
‘MAY 11, 1993

- M

/
702 . JODY PETTY
SECURITY
: e ,
S | PROM: L i3 ‘
&
7 - RE: d:
q .
9 .
Iy ,
. PER YOUR REQUEST, THE FOLLOWING IS WHAT TRANSPIRED FOR THIS CUSTOMER
: FROM MARCH 2, THRU MAY 7, 1993:
ia ’ 3/2/93 RECEIVED REQUEST FOR
15
16 3/9/93 SERVICE CONSULTANT = SENT LETTER
OF CONFIRMATION TO CUSTOMER.
1% 3/12/93  SERVICE CONSULTANT PAYED REOUEST TO 3
19 : Tq! TO
2% 3/15/93  FOUR INSTALLED - | ,
Tl CIRCUIT ID" 1 THRU .4. -
2T 3/12/93 THO . - .
23 CIRCUT II: S , CIRCUIT ID
24 - .
2S5 3/18/93 ORIGINAL DUE DATE FOR -
26
.7 .
AS
%3 FO3B36Z 0000241
o
3
> ERL# 3 -3-2(
-96%
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O mmae s s e s

3/19/93  CUSTOMER.REQUESTED DUE DATE CHANGE FOR ABOVE .
< ...TO 3/25/91,

‘gggﬁgsimﬁﬁﬁmﬁxnvrcz‘onunns UPDATED TO REFLECT DUE DATE
i -

B rer———

3/22/93 ?CQ}S.H&M..EQ_E_ITE%,_, "—"rflm”wﬂ-,;gm BEEN MOVED

PRTT

e V—— T - -
T T b e

5

2 :

7 3/25/93  SERVICE ORDERS FOR
Q

9

1%

T LcOMPLETE.
S e e T T T o v T'HAT ‘_,,__' ]
P e

e b

" 'RECEIVED CALL FROM CUSTOMER
.iSTATIONS HAD BEEN MOVED BACK To“QLﬁi

3/29/93

R SRVIE S

¢
T LT 2 ST T ON cps ¥ ME VRN S H

!l 3/30/93 RECEIVED CONFIRMATION FROM: ., _ . _ _ Jouap

- iy

Iz HAVE EEEN RETURNED 0%

:Z 4/26/93  RECEIVED REQUEST FROM CUSTOMER TO TRANSFER REMAINING
r :5 4/27/93  ISSUED £

o

Lo -

!7 5/4/93 SERVICE ORDERS ISSUED FOR

1€

' 579793 % o <IN MY ABSENCE - RECEIVED CONFIR-_

o MATION FROM 1 THAT SERVICE ORDERS FOR ! =

WOULD BE PROGRAMMED. AT 6:00 PM AS ORIGINALLY SCHEDULED,
SERVICE ORDERS WORKED AT 6:00 PM.

2: PLEASE SEE ATTACHED CORRESPONDENCE AND IF I CAN BR OF FURTHER
; ASSISTANCE, I CAN BE REACHED AT
A3l !

07T-15-93 12:10FM POOG H#O6
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1

) seryice oRDER #

le:
1
1z
3
1y
s
1%
17

¥

Q6%

R WNTIE, Y WUSRPITR i

-

bR

L—_mw“y

NIG2L422

NYG2L419

ELY]

ABOVE DUE ON 3/18/93

10 912083216876 .. p0g3/003
~
i —
15
g ) p
3 12
2 3
3 9
6 ’ 2
15
7-DUE"37i5793"
— O U/

.....

DUE 3/15/93

EIDUE 3/15/93
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i
March 9, 1993
i
Z
3 /
:q .
;5
:L Dearl‘-‘ U +
( Per our coversation this afternoon, enclosed is a copy of the

1 am also enclosing a list of gervice order numbers, billing ID‘s and
10 miscellaneous billing numbers for your 7
If additional information is needed, feel free to tall me at

1
!

: si’{é.}?rqu: | /

——— e ——

FO3B36Z 0000244
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DATE: J%;77:;:;n;z:?“ S ’

MESSAGE T0: ' -
FACSIMILE (FAX) {3 .
, © ROOM §: |
" sLEPHONE #: o ]
LOCATION: E
'3 wpssace moa:&_z /
' peparmENT: ' R T D
IS RooM NMBER: 4
le rELEPHONE #3 ) |
: !

1

?17 SPECIAL INSTRUCTTONS! -
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07-15-93 ¢4 :15PH T 912053216676 FORZAREE

i

e APR-26~193 83:23 P TNROWEY TR FL 4 TELAD: T 508 _pat

*

: April 26, 1993

”Southarn Bell

M ¥

S )

- % li

R
? _Yiease ar_range to Lransfer our remaining nﬁmber ranges from
1 ~ billina group to the new | ..k billing
' group ¥ ... This cutovexr is to occur at -18:00 hours eastern

time Friday, May 7, 1993. It is imperative that this change is not
made hefore 1B8:00 hours on May 7, 1993,
'3 qna numbey ranges to be transferred are as follows:
Sy
gy

e {
17 (

Please advise status of this order as soon as possible,
: Sincerely, -~ 7,
%?33

'zl
Project Leader i

¢

13 ces GBT

1

Post-It* brand fax Wransmittal memo 7671 F atpagen b N
25 [

2% [* !

21 D4 F031836Z 0000254
24 ‘

07-15-93 12:10PM P12 #06
R=96%
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N ~~

[ e v e
, 03-19-83 (3:55 A

; B r
" GET THE FAX FROM ™ n

FAX NBR 904 358-1011

PLEASE HAND DELIVER .

COVER PLUS _| [ SHEET(s)

If copy is not clear, please call as soon as possible!

e
D I B i ~.

7 // //

:' o
AGE To . /71! . fon

R

nNUIIIberm, oo Sat o .‘m‘-. r,.m . — I -
5 .s

JAGE FROM | ISIC
| |

)

2

3 :

:sn’éumz: - o -

- - | -

RN IF REQUIRED

FO3B36Z 0000255
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~98%
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: PROJECT "CRITICAL DATE CRANGE® REQUEST
; | .
E f
i /7 =5 CUSTOMER NAME__
i T 4
(OJECT NUMBER
{DEf NUMBER (§) |
P
1o
&
RITICAL DATES: (NEW) T e ﬂp?w—;‘%’
O g
AP stp | |uan DLE _ RID #ﬂ
|
pvA 3= 22 woT | {#en -~ yrp2"29%pp N ik 20
TEAHN INITIALES DISTRIBUTZION DATE .
. ceé__| DATE
5 l
: OPERATIONS DATE
: , S
e IHPLEMENTOR _ _ DATE__ S '“6?
: A i '
FAXED: DATE AND TIME !
. 1 ;

SPECIAL SERVICES ASSISTANT_
A

+

l

: FO3B36Z 0000256
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8137 PEL .
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:
| 5 ‘
l i
S g ' :
o .
q-:; ' ) ; :
10; Dear Mr. !
“; Please place the folllowing orders for .
Please adviae order numbers and due date confirmation.
: )
2 Re: newly ordered . . services ordered; .
13 Order & 1 serviae, I
Y order T *
o l -
=N Order to be terminated on above
* ¢hannels dus March 15, 1993. C (
17 Order ....\.. . __. to be terminated on abocve
channele on April 2, 1993 after 6:00 prm. This due date is ]
CRITICAL and mMUSt De worked on this date and time. Please
advise names {and contact numbers for after hours Cutovex.
: personnel, i
;Z Please call if youjhave any questions. I can be recached at.
<3 (Digital Pagex). L. 4
!ai L] / J
K Sincerel);, ( b(.m_fd
s 4
12 - {W 5
o Project Leader { ‘ ﬂ"” J
; ; !
i
| | 397 :

EaX-1 4

% -
f

Pocl Olfics: Bor 2110, Jacksotwilie, Floamsy I2203-2ve  (304) 707-2200  Fax 2y 725 2507
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’ TRANSMISSION REPORT
A 8 L

FAX NO.
RECEIVER ID
DATE AND TIME
DURAT ION
TYPE

PAOZ

RESULT

TP
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MARCH 12, 1993 L .
’ % %/bf

ke | Pyt

;7 ' ¥ o Y 1"
3 ey 429
T .

Lo RE:

'3 penR
aq THIS SERVES TO CONFRTRM OUR CONVERSATION RE

L pLEASE MOVE FROM EXISTING ROUTE INDEX TO NEW
7 ON 3/18/93; THERE IS A PENDING SERVICE ORDER (

t@ ESTABLISHING ABOVE NEW ROUTE INDEX, TCC ETC., DUE ON 3 18 93,

i
\ﬁ STATIONS AND; ARE TO BE MOVED TO ABOVE RTI,TCC,

2o ETC., ON APRIL 2, 1993, ar 6: 00 P.M.; REMAINING DID STATIONS WILL
BE MCVED ON APRIL 30, 1993, VIA SERVICE ORDERS. _

WE DO APPRECIATE YOUR ASSISTANCE AS ABOVE DATES ARE VERY CRITICAL
BND MUST BE WORKED ON GIVEN DATES AND TIME.

| _
?Q IF THERE ARE ANY QUESTIONS, PLEASE CALL ME AT

SINCEREERY, i

) &6 P fu
isz;g}a%j s~ ’%;% 7 397 &7 ©

FO3B36Z 0000259

R=96% .
B . 07-15-83 12:10PM FOID #06




97-15-33 0f:15PM , 10 9}2&532168?8 PO21/823

TTTTT MEMORANDUM WORKSHEET
FOR DAY OF CUT

4 -

, CUSTOMER NAME/DDD: *

: i S F4
PROJECT NUMBER? o dfjenfff
. CEWTRAL OFFICE:_
. = - &7 4 J
7 SERVICE CONSULTANT: . o
. &
DTELEPHOHE NUMBER :
R ) ; .

ALL NEW TELEPHONE NUMBERS AND OES SHOULD BE PREPROGRAHHBD AND WIRED ON THE
FRAHB PRIOR TO THE DDD.

1.: THE FOLLOWING TELEPHONE NUMBERS ARE BETYNG REUSED AND SHOULD BE
: PROGRAMMED AS INDICATED.

| TRLEPHORE NUMBERS:

(IF NECESSARY ATTACH SHEET)
*IME OF DAY T(O PROGRAM INTO COMMOM BLOCK:

2. THE FOLLOWING IS A LIST OF D AND/OR ¥ ORDERS ASSOCIATED WITH THIS
‘ PROJECT. PLRASE WORK THEM AS INDICATED:

;'ORDER NUMBERS: START TIME:
2o | _ @, oo Pm 5’/7/f3
ui _ 6 P Sv’77/i?’
RE?ERENCE OF CALL SHEET PROVIDED TO AIS-DATE: -
3nEgARxs=“ ~ B st Bloch < S ise G
S ba i tﬂc#bfx 2 ‘?Jz—-,amﬁ£11,n;‘ - 44£§ﬂ9c44 5

. oA boive @old 9 . Griario
2% | , . M -

RM:be N-S885
: FO3B36Z 0000260

Re
96% 07-15-23 12:10PM FPO21 #06
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07-15-83 01: 15PN
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sr v b b Y

vaarobrt g s tep i g

FAX HO.
RECEiIVER 1D
DATE AND TIME
DURATION |
TYPE

RAGE

RESULT

-vau¢u~b-_-_v.-.-vwv_rv-ra—w_-u..—..o_..u»——

vt b e b g ¥

35 - 5 bie s oalld
TR AL
YR
9., Pavhk
v e
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A
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f ; MARCH 12, 1993 . v
51

» | !
71 '
)

“—y

HE:
1
\ pHAR,
; THIS SERVES TO MONPYRM OIR MONVERSATION RE
' PLEASE MOVE . ____ PROM EXYSTING ROUTE INDEX TO NEW

ON 3/18/93; THBRE IS A PENDING SERVICHE ORDER |
RBOVE NWEW ROUT '

Fa

M, -. SPATIONS ._. __._. ... __. ___ ARE TO BE MOVED TO ABOVE RTI,TCC,
' 4T¢., ON APRIL 2, 1993, AT 6:00 P.M.; REMAINING DID STATIONS WILL

{ ‘BE MOVED ON APRIL 30, (1993, VIR SRRVICE ORDERS. '

\_‘_ 2 ‘-__'_. - e ‘

*'WE DO APPRECIATE YOUR ABSISTANCE AS ABOVE DATES AﬁE VERY CRITICAL
" AND MUST BE WORKED ON GIVEN DATES AND TIME,

JR ' IF THERE ARE ANY QUESTIONS, PLEASE CALL ME AY

f‘wm e @ﬁj’ I

& )f)ﬁ‘ é&) | W ‘%)J '9\3"0\ ~ FO3B36Z 0000262
M \5-64/ GR62 — 2
¢ 3 -07 R

07-15-93 12:10PM FP023 H06




85-94-53 0L:03PH : . 10 912053216876 P002/00

May 24, 1993
RANDUM :

TO: GSM - PREAU _
FROM: SM-S STRINGER

RE:

FILE: FN10-05067

Reference is made to the Employee Reporting Line Incident Raport
dated March 31, 1993, regarding the captioned employee.

Iz On April 23, 1993, contact was made '~ i -

i _ o . regarding
,)» tne allegations wmade against _ vas requested to
(L conduct diagnostic observations or to determine if her

sales of optional services involved any Ethic violations.

1?2 on May 21, 1993, this writer met with

q . and developed the following:
During the period of April 23, 1993 and May 1, 1993. there were
2! forty-six diagnostic observations conducted on by six
2 Assistant Manager’s, located in the _ and
v g Florida, area. There wexe no observations conducted
a4 by immediate -Supervisor.  There were no Ethile’s
violation’s observed. A procedural weakness was identified

concerning full disclosure in connection with optional services,
i.e., Full disclosure requirements as 1listed in the Service
Representative’s Handbook, Disclosure Statement Section, page 8,
May 7, 1993, are as follows;

1} Clearly communicate to customers the optional nature of each
optional service that is recommended or ordered.

2) Provide a clear description of each optional service
recomnended or ordered. :

FO3B362 0000263

RmQR% BE 5o oo e e e e e e =




5_04_53 01:03PH ‘ - 10 9128532168176 F003/00.

3) Provide the rate charged for each optioi:al service recommended
not required to obtain baaic telephone mervice.

4) Make sure the customer understands that optional services are
not regquired to cbtain basic telephone sarvica. ’

5) Make sure the customer understands that optional services can
be cancelad at any time without a cancellatipn charge.

0f the forty-six observations, there were four contacts which
involved discussion with the customer about Calling Cards. In each

1 case “obtained customer agreement to send Calling Cards to
the customer, however, full disclosure requirements were not
consistently met.

| Z- The Qiagnostic observation r;acords will be maintained by
I !f On May 24, 1593, . advimed that an informal discussion would be
/ held with to re-caver her on the Attorney General

Settlemant recquirements of full disclosure in connection with the
recomnendations on gale of optional services.

CC: Darlene Vines
— 3

FO3B36Z 0000264
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 04-30-93 04: 550K

10 9 f
12053216875 PO03/wu3
-
) TSI S e T e e e s MR S TR T - -
IS U
Investigation pending.
= 12-2 .
93-2-1 " "
Security Case FN 10-05056 0losed 1-28-93. Employee
receiveéd warning.
7 9324 - )
Security Case PN 10-05063 closed 3-4-93. Employee
received informal counseling.
f0  93-2-5 - v

L3

Security Case FN 21-05009 closed 3-31-93. Disposition
from departument pending.

/_'3 [93-2—11 ;

Security case FN 03-05094 closed 4-6-93. Disposition ' e
from department pending.

/6 93-3-10
Security Case FN 21-5012 open, investigation pending.

93-3-11 .-

/8 ‘
Security Case FN 10-5065 open, investigation pending.
20 g3-3-21
Security Case FN 13-05422 open, investigation pending.'
22 93-3-2¢ |
Securitf Case FN 10-05067 open, investigation pending.’

ALY  83-3-26 1 - -
Referred to Miami. South Florida Security Office
handling. ’

04-30-93 03:51FH  POO3 ®H12

FO3B36Z 0000265




06-09-93 (2:542 . 10 912053216876 POO3/00E

TRy

f 93-2-10

O e 2° o -

Security Case FN 10-05064 closed but no disposition
recelved from the department.

".-;-a»-...- Caee e @

93-2-11

Security Case FN 03-05094 closed 4~6-93. Warning entry
placed in file. /
7 93-3-10

-

Security Casa FN 21-5012 open, inwestigation pending.
4 $3-3-11 . _ =

Security Case FN 10-5065 open, investigation pending.
J{  83-3-21 | |

Security Ca'se FN 13-05422 closed, no dispositicn received

frox%epm;_&:me_ni-

J7 93~3-24 g

Security Case FN 10-05067 closed and a clearance takem)

— 4

J{ 93-4-10 =

Security Case FN 16-05024 closed and contract guard
resigned.

/4 93-4-11 .
Investigation is pending.
o) 93-5-1

Security case FN 10-05075 closed but no disposition
received from department.

FO3B36Z 0000266
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EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER Z.3-3 -,;?’7/

nATE&Zjézgi TIME_ NDS poon, RECEIVED.BY,%%M}&:;
g?bﬂom@o

FULL NAME OF PERSON MAKING REPORT: 0/
JoB TITLE:“-;?: . B J
DEPARTMENT: _ 7
LOCATION: /
CONTACT NUMBER:
sarors or carte_(allin] naid akle s, a. desnule Aoz
ark. ar) domplige hons ooe (anathn, s
' ’LAIJAJA.I M OInal TN 2] “_IJ.A.f -

ﬂAf Me M ﬁ&. Aﬁmxﬁ(/h/"?f?é’m) a/

ECT INFORMATION: &

FULL NAME(S):_ .. _

DEPARTMENT : . .. —

LOCATION: ) ) o . 2)

PHONE NUMBER:

SUPERVISOR: v

HOW DID COMPLAINANT ACQUIRE INFORMATION ﬁ'&adzfuztfzao-)

REFERRED TO: ‘Q/Led/,c AREA: /:/\/
DATE: 4/3///?3 . TIME: 3! /\5—59/)71 .

FO3B36Z 0000267




PAGE __Z OF

————e

EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER & 3-3-34

NATURE OF CALL (CONTINUED):

L]

Nk,
%MM-MQZDLWW
and . tuans. ddmred) Tue. it WM

wéwjm/oﬂb'n) %W%d

& / /- BN .
;O Qy%(; /’A,/,é/u MI;/(/Q. S, fﬁ'@’&
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'
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March é, 1993

Dear Mr. '

Please place the fofllowing orders for
Please advise order numbers and due date confirmation.

Re: newly ordered ordered:

Trunks.
Order _ _to be terminated on above
“due March %5, 1893. i
4 /ﬂﬂ&‘ w f .
Order ‘to be terminated on above

on April 2, 1993 after 6:00 pm. This due date is
CRITICAL and must De worked om this date and time. Plgase

advise names |and contact numbers for after hours cutover

personnel.

Please call if youlhave any questions. I can be rcached at
(Digital Pager).

Sincg;e%x, P :wﬂ {? A/ﬁ(;%

Project Leader '
: - /\U"

[SCARNT TR BTl

. W

Wy i -0

FO3B36Z 0000269
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~+ ¢ MARCH 12, 1593 T )
5! ' ’ fvi .
b ! o
P(IJ)IP"’
0 ]
; ‘ 292~
lo . 21 Y
U
j2
. 1
13 RE:
14
/%" pear
I THIS SERVES TO CONFIRM OUR CONVERSATION RE
[ . _ :
18 PLEASE MOVE FROM EXISTING ROUTE INDEX TO i o _la4s
TR ON 3/18/93; THERE IS A PENDING SERVICE ORDER
20 ESTABLISHING ABOVE NEW ROQUTE INDEX, TCC ETC., DUE ON 3 18 93.
3 . _ i
21 STATIONS ~ 'ARE TO BE MOVED TO ABOVE RTI,TCC,

2> ETC., ON APRIL 2, 1993, AT 6:00 P. M., REMAINING DID STATIONS WILL
2 ¥ BE MOVED ON APRIL 30, 1993, VIA SERVICE ORDERS.

WE DO APPRECIATE YOUR ASSISTANCE AS ABOVE DATES ARE VERY CRITICAL
AND MUST BE WORKED ON GIVEN DATES AND TIME.

s

IF THERE ARE ANY QUESTIONS, PLEASE CALL ME
SINCEREEY,

~

oo L

70; SERVICE CONSULTANT.

| ¢
jém,;j P M? 7 992 &7 o

[}
FO3B36Z 0000271
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T 7T~ MEMORANDUM WORKSHEET

FOR DAY OF CUT

CUSTOMER NAME/DDD:_ 'f ~

o F 2
PROJECT NUMBER: . A =

CRNTRAL OFFICE: ® 1ol

SERVICE cousunrAnr}gﬂwﬂ

v %

rnﬁﬁpﬁouz NUMBER :

ALL NEW TELEPHORE NUMBERS AND CES SHOULD BE PREPROGRAHHED AND WIRED ON THE
rnknz PRIOR YO THE DDD.

1. THE FOLLOWING TRLEPHONE NUMBERS ARE BEING REUSED AND SHOULD BE
PROGRAMMED AS INDICATED.

i TELEPHONE NUMBERS:

(IF NECESSARY ATTACH SHEET)
TIME QF DAY TO PROGRAM INTO COMMON BLOCK:

2., THE FOLLOWING IS A LIST OF D AND/OR F ORDERS ASSOCIATED WITH THIS
© PROJECT. PLEASE WORK THEM AS TINDICATED:

; ORDER NUMBERS: START TIHE:
8: _ . op Pm 577/{3
7 L G .o P s«’Z?/i?
REFERENCE OF CALL SHEET PROVIDED TO AIS-DATE: —
REMARKS: ~ B stor Bloch 3 \  Stise A
=t bﬂ-fﬂﬁ[ @ofo(g 2. a4 J«;; Ag(aué |
CH Qri boics _aoldsd b tria,
Jj -

u 4

R&Ebe N-S885
: FO3B362 0000272
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. MARCH 12, 1993

CMEWN

l}ﬁx
DEAR,

: THIS EERVES TO CONFIRM OUR CONVERSATION RE

STRTIONS

uO_Q"._CD._;JG-.q;

IV PLEASE MOVE  __ _ PROM BXTSTING ROUTE INDEX 70 NBW
' ..  ON 3/18/83; THE

RE IS A PENDING SERVICE ORDER
12 BSTABLISHYNG ABDVE NEW ROUTE_TND

' * STATIONS

_ | " ARE TO BE MOVED TO ABOVE L
| ON APRIL 2, 1993, AT 6:00 P.M.; REMAINING _  STATIONS WILL
! BE MOVED ON APRIL 30, .1993, VYA $BRVICE ORDERS.

e :

‘ ‘WB DO APPRECIATE YOUR
© AND MUST BE WORKED ON

ASSISTANCE AS ABQVE DATES ARE VERY CRITICAL
GIVEN DATES AND TIME.

\§ IF THERE ARE ANY QUESTIONS, PLEASE CALL ME Aw .
i SINGRREED, .

i(: . o Jﬁﬁj\ Jﬁ\\ﬁ}/ d/QO/ .
oo Wy e
A .

v

L e F/I/ép/ 3 - 05‘4@2 _2_

07-15-93 12:10PM P023 #06

S0

v FO3B36Z 0000274
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s L
! April 29, 1993

2

3 :

it }
& o

6

r’ Dear ’

% RE: EMPLOYEE REPORTING LINE COMPLATNT $93-4-8
To

|
On April 21, 1993, an Emplayee Reporting Line Incident complaint

7 was received fLrom employee, R
iq was told by her h, that an
incorrect charge of $11.00 appeared on her April telephone bill for
a calling plan that she had no knowledge of and did not request. °

- being aware of past sales issues with customers, referred
the incident to thée employee reporting line. It was later
daveloped that the calling plan in question was SAVER SERVICE and
the date of activatiion was March 2, 1993, The incident was
-?[ referred to _ . for
- investigation. ' ' '

M

The customer, when contacted, requested to not be interviewed
perscnally about the{incident and said the report provided by her
sister was accurate.| The customexr requested that her account be
corrected to reflect ithe removal of ,SAVER SERVICE.

The victim's records in BOCRIS were accessed and the ecmployee
issuing the order establishing the SAVER SERVICE cn March 2, 1993
Z4 was ascertained. That employee,

3y was interviewed on May 4, 1993, about
recollection of the order establishing the SAVER SERVICE foxr the
32 customer. could not recall the customer or the specific

order establishing SAVER SERVICE, but after reviewing the victim's
fsubscriber records, he said it appeared to be his order based on
75 his employee serial number beina vresent aon the order.
. stated that as a _ ; selling company
features is part of his job, and SAVER SERVICE, as he now

“"Restricted BellSouth Securi.ty Information® £03BI6L 0000275

3_50586 -4

L Rl




Ng-07-93 03:32PM FROM LLLSOUTH/SECURITY T0 [-205-321-6876 PA03/00.

.'..2..

understands it, is an item that would be a sales opportunity ang

a2 therefore neasured on. !said he has offered SAVER SERVICE
to customers who would benefit by having, but in reviewing the
captioned customer's account, nao long distance history was_evident
where SAVER SERVICE would benefit the customer.

L 77777 &aid he is not under any pressure to sell and is not aware

of any improper sales activities as they apply to customers, and
furthermore would never participate in any unethical sales

9 activity. . [ was aware of the sales issues invelving
customers where jtems wvere sold fo Them without their knowledge-and
sajid this situation was_ unrelated, )

12 supervisozx,

S _ when contacted about ‘the inVastJ.ga.tJ.on, said that SAVER
BERVICE is a revenue ftem for the  company and Service
Representatives do receive individual sales credit. ‘'said

[a that Qidn't_ report to_her-when the credit pollcy began in

\'] January 1, T992, and_therefore_was_unable to explain why
Was not awaxe__oi__the“sale_cr.e‘dm_pg]_.zg,_

The customer was satisfied with the attention paid to this
‘sitvation and was provided with Booker's number for future
~y referance as needed. : ' made the netessary adjustments to the
customer!s account and as sfch this investigation will be concluded
with this correspondence. Should you have any questions or

concerns, contact Hawmpton Booker at 305-~263-3111.

Very truly yours,

o

: i
General Security Manager

HGB:mxrp

cc:— M. E. Cox | ¢

"Restricted BellSouth Security Infornratign”

FO3B36Z 0000276
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EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER 3 _Z4 -5

DATE {/ZZ//QJ TIME /.'Afﬂm.: RECEIVED BYM

S
FULL NAME OF PERSON MAKING REPORT?, — o .aL

i -
5 JoB TITLE:! | / \
A

7
g

DEPARTMENT : ZZ

LOCATION: K4 B '

CONTACT NUMBER::

NATURE OF CALL: o@cofob . ¢
IOM%LWMWMM #/ oo

p N 4
I 'L,,,/.," u}-ﬁ@/ O CA 44_;( (’,/4 ¢ L JZy % e
¥, p / ,

SUBJECT INFORMATION:

FUL‘L}' NAME (§) :M/

DEPARTMENT :

LOCATION:

PHONE NUMBER:

SUPERVISOR:

HOW DID COMPLAINANT ACQUIRE INFORMATION

REFERRED TO: %ZW . AREA: /EM
DATE: %[?///ﬁ% Y cmme: 345 P

FO3B36Z 0000277
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EMPLOYEE REPORTING LINE INCIDENT REPORT
NATUGRE OF CALL (CONTINUED) :
,LA.J [/\\’
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L
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)

June 30, 1993

MEMORANDUM:
TO: 4#MR.:M.. E. COX, DIRECTOR-SECURITY )

FROM: JAMES L. PREAU, GENERAL SECURITY MANAGER
SUBJECT:

FILE: FN-13-05433 )
EMPLOYEE REPORTING LINE #: 93-5-21

On May 25, 1993, an Employee Reporting Line referral reflected mis- _
coding of a service order assigned to a i ‘¢~ Florida
resident. The reporting employee stated that a "MA". (missed
appointment) status had been applied to the order and that an
unethical situation existed inasmuch as the reason for the missed

appointment was listed as "“CF" (Company facilities).

The coding.- procedure and the question of statusing missed
appointments was referred via letter to the office of Ted C.
Kellermann, Jr., Director-Administration (Network Operations-South)
for resolution. In a reply dated June 25, 1993, Kellermann ~
indicated that coding associated with the missed appointment was
correct and in order. The due date was not met, and because of the
reasons for the missed order (a wet splicing module), the reason
was. detailed in the remark section as "CF", or Company facilities.

Traditionally, the fact that the order was not completed on the due
date afforded the customer, constitutes a missed appointment. It
is not widely used as a status code. Additionally, it would be
more commonplace to see a "CF" status or other reasoning for not
meeting the service commitment to the customer. The fact that the
order was a missed appointment is a given reality and not a true
reason for the failure to meet the customer’s date of expected
service.

According to Kellermann, the use of a "CF" status hélps ro index as
it can highlight a situation, wherein, Engineering .has__not
recognized a service growth situation, aggravatiid.&he. missed
appointment scenario. ' Headquarte~

RICRN (N PN

_ ?;‘i;.s:ni\gham. Alz
T poRs7 0000279




The complainant was contacted on June 9, 1993, and on this date,
and provided with the status of our efforts. The employee is still
of the opinion that a "missed appointment" status should not be
used in the service order process and that the true reason for the
miss should be the status driver. She has had the proper
procedures explained to her in detail.

Attached is the response as provided by Kelbermanﬂ? .No evidence of
results manlpulatlon by the! group was developed as
a result of this investigation. }

Attachment

FO3B36Z 0000280




BELLSOUTH

PRIVATE & CONFIDENTIAL

June 25, 1993
File Coda: 420.0800

‘James I,. Preau ,T

JGeneral Security Manager - ,

26231 Southern Bell Tower
301 W. Bay Street .
Jacksonville, F1 32202-4400

Dear Mr. Preau,

SUBJECT: MISSED APPOINTMENT PROCEDURES -
MISCELLANEOUS INVESTIGATION FILE FN13-05433

Thig is in response té your letter dated JUne 11, 1993 under
captioned file.

After investigating this information, all service order coding
and handling was found to be proper.

The - order as stated by the complainant was placed by the
subscriber on 5-11~93 with a due date of $-24-93. The order was
dispatched to employee 264 who was unable to complete the order
due to a problem in the cable. The ordar was not completed on
the due date and was properly shown to a missed appointment code
CF. This does not help any index, to the contrary, a high CF
rate can reflect a problem with engineering properly providing
facilities in advance of anticipated customer service needs. The
CF missed appointment code means that company facilities were not

available to complete the gervice order.

The facilities to complete this service order were provided on 5-
26-93 by repairing a wet splicing module in a buried cable. Both
lines were installed this same day.

Missed appointment code information is available in Customer
Service and Network offices in the CT/CF plan, SOCS operations
manual and various other practices and procedures dealing with

service order processing.

AREA SECURITY
N. %Km,wq IF A,

JUN 29 1993

e THERN BELLTEL & TEL.CO.

TELECOMMUNICATIONS @)
.. T-C. Kettormann, Jr. | 20th F
Director ~ Administration . SO?W;TB;OS?Z:?‘ Be" fower
Neatwork Operations/South - Jacksonville, Flor-da 322gz
: 904 350-2021

FO3B36Z 0000281



The proper information substantiating this miss was also placed

on the pending service order in the remarks section.

If you need additional information, please advise.

T % _
T eo.

Ted’iKellermann

Director. ~ Administration
Natwark Operations/South -

sdc/wps1/palmcst ¢

FO3B36Z 0000282
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-

[ 93-5-231

Y 93-5-24

93-5-28

{2 93-6-1
(Y 93~6-7
/¢ 93-6-9

/¢ 93-6-10

920 93-6-12
2% 93-6-15

25 93-6-17

i = i | [TETORC P

10 912053216876 P004/00

-3-

PR e

Area (Complainant -: ey -

Security Case FN 13-05433 (CJB) closed, no dispositioen
receivad from department. :

Maintenance Center - - _____ sy~
Security Case FN = 13-05434 gﬁéipﬁ closed with
correspondence to M. E. Cox, June 29, 1993. Referral has
been investigated te the satisfaction of the employee
reporting this matter. cContact was made with her this
date and the new procedures expdained in detail.
Ombudsmah-Complaint - Employee Parking
{Memo $-28 from Preau to Cox) ° .

Central Office -

Becurity Case FN 13-05438 (CWD)/, investigation pending.

- - TTET TeA 1

EBecurity Case FN 10-05077 (CWD), investigation pending.

2 -
Security Case FN 10-05078 (CWD), investigation pending.

Security Case FN 13-05440 (JLP), investigation pending.

Security Case FN 12-05074 (CJP), closed, no disposition

received from department.

Security Case FN 10-05079 (CJP), closed, no disposition
received from department.
1

Security Case FN 10~05082 (EWR) -open, investigation

pending.

F03B362-0000283
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EHPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER_Z.3-5. .0 /

DATE <§é¥’23 1IME J30pans RECEIVED BYM
v

5" FULL NAME OF PERSON MAKING REPORT ¥ Bo

::I

JOB TITLE:

DEPARTMENT: _ _ e v /

LOCATION: R

- CONTACT NUMBER:_

/O NATURE OF cALL: MM%&%
| MJ AN L) Wﬂ{b

SUBJECT INFORMATION:

/'7 FULL NAME (S):

DEPARTMENT :

 LOCATION:

PHONE NUMBER:

SUPERVISOR:

HOW DID COMPLAINANT ACQUIRE INFORMATION m A/

0O ardow

REFERRED TO: \7%241/, _ AREA: /:/\/
DATE : \5;/0?5:/93 TIME: 440&9/7)0

FNIDIEP Annnan «
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EMPLOYEE REPORTING LINE INCIDENT REPORT

NATURE OF CALL (CONTINUED) :

%me MMM 780- 29.3.5"
Lz Ubﬂ, c:ﬁrM @;\)WA/ |

an
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, June 11, 1993

FRl # 975-2/

Mr. €. J. Sanders *
Vice-President-Network Operations .

., 20th Floor

{  Southern Bell Towar , :
301 W, Bay Street
Jacksonville, Florida 32202

Dear Mr. Sanders:

/) SUBTECT: MISSED APPOINTMENT PROCEDURES— -~
MISCELLANEOUS INVESTIGATION
FILE FN13-05433

The attached Employee Reporting Line complaint reflects confusion
relative to the statusing of installation missed appointments. The
reporting employee feels the status used on this particular order
was possibly miscoded for indices purposes. General inquiries made
by the reporting employee have met with unsatisfactory answers as
to the proper coding of the order.

We are requesting that this matter be investigated by your staff
and a written response provided to thia office at your earliest
convenience. Please provide the method of coding "missed
appointments® and the logic used to "CF" similar types.

The reporting employee is not to ‘be contacted under any
circumstances. .

We will respond through proper channels upon receipt of your
findings, in order to bring this matter to an accurate conclusion.

—en BT R0HTH
RESTRICTED BELLIOUTe o
SEEiUE;lTY. INFORMATION FO3B36Z

Fn(3-05¢33-3"




07-15-93 11:16AH

T0 912053216876 P0O3/005

Any questions should be directed to me at.. :904-350-2883, ., in
Jacksonville. Thank you for your prompt attention to this request.

Yours very truly,

North Florida Area

CIP:pw?
Attachment .

RESTRICTED BziL <:f} 0TH
SECURITY iRFIRHATIGH
' FO3B36Z 0000290
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@ ‘ SouthernBel

. James L Proau © g 26451 Southem Bell Tower
‘- Genaral Security Manager 301 W. Bay Street . -
' H - . : "-
wmameuné** =

June 29, 1993

..ﬁ‘

‘Mr. M. E. Cox' "ﬂ%jffﬁi”

i ~-Er’
Director-Security - / x
20th . Floor, 600 No. 19th st. .
Birmingham, Al 35203 : AL S IR &
Dear Mr. Cox: ' énmw-- S
SUBJECT: COMPLAINANT =~ =" =" -

MISCELLANEOUS INVESTIGATION

FILE: FN 13-05434

ERL. REFERENCE # 93-5-24
We have completed an investigation referencing the above Employee
Reporting Line referral involving the statusing of out of service
{O0S) customer trouble reports. The claimant indicated that
Mechanized Loop Testing (MLT) Ver Code "0," ITest OK," was the
driver as to whether or not individual reports were placed in an
out of service status. If the "Test OK" Ver Code "0" resulted, the
report was not statused in an out - of service <condition,
notwithstanding the complaint as reported by the customer.

This matter was referred to the office of Ted Kellerman, Jr.,
Director-Administration (Network Operations/South) on June 11,
1993, for procedural clarification. We have learned that a trial
procedure, effective May 28, 1993, transfers the statusing of out
of service reports to those assigned to the Centralized Repair
Service Attendant Bureau (CRSAB). The attendant queries the
customer as to the nature of the service condition through a series
of questions. Each customer is asked whether or not they consider
their telephone line out of service. This procedure statuses the
report at the initial point of contact with the CRSAB and relieves
the IMC from any responsibilities associated with the K “oos"
categorization. Further, the MLT process is confined strictly to
the testing of subscriber reports after receipt from the CRSAB.

In effect, the customer determines the status of the trouble; a
departure from the applied mechanization associated with MLT.

£03B36Z 0000291

RESTRICTED BELLSOUTH
CErHDITY INFARMATION




The original referral has been investigated to the satisfaction of
the employee reporting this matter. Contact was made with her this
date and the new procedures explained in detail.

Attached is the response as gained from Hr. Kellerman. Any
questlons should be directed to my office at 904-350-2883. in
Jacksonvilleé. - . ¢

~

Yours very truly, )
\ . _

ei;al Securlty Manager 4 .
rth™ Florida™Area

CIP:kw 7

Attachment

F03B36Z 0000252
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Thank you for your timely response in assisting us with this
matter. Any questions should be directed to me at.904-350-2883 #in
Jacksonville.y - a Rkt

Yours very truly,

w T Fm

aneral Security Manager -
North Florida Area

CIP: p{r
Attachment

U apry
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June 11, 1953

ELXL # 93-5-24

Mr. C. J. Sanders .
Vicae-President-Network Operations

20th Floor T

Southern Bell Tower

301 W. Bay Street : I

Jacksonville, Florida 32202

Dear HMr. Sanders:

10 suBJECT: | . \~COMPLAINANT
MISCELLANEQUS INVESTIGATION
FILE FN13-05434

We Trecently received the attached Employee Reporting Line
complaint, which addresses the question of what constitutes an "out
of service" report, as opposed to a customer report statused as
Paffecting service."

This particular report associated Maintenance Center MLT testing
with the status process. If shown as a “test OK", and the customer
is reporting a service problem, should the "test OK" reading
prevail and the "out of service" status be discarded for record

purposes?

Please provide this office with the proper guidelines which are
being utilized at this time in Florida.  The response should be in
writing and this office will inform the originating employee of the
proper procedures to bhe u=ed.

No contact should be made with the complainant.

RESTRICTED e SOUTH |
et AT
SECURITY. IRFORMATION I

—_ 1 I AT D
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Thank you for your timely response in assisting us with this
matter. Any questions should be directed to me at¥904-350-2883, in
Jacksonville., S g
Yours very truly,

R i LIRS

neral Security Manager
North Florida Area

CIP:pw : '

Attachment
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This matter was discussed with} Tand he advised that-
inconsistencias_mo.ggaskonally may occur when’ administering these
policies. J ) “has advised that the walver policies have
been re-covéred with all employees as__a result of this
%~ investigation. Further that he informed ~ fo do

likewise.

7 As explained by; 4 our policy is to accept the customer's
woxrd regarding‘“t*he' number of jacks at the original location to
issue an order waiving the costs for jack installation at the new
location. ' 4 :

It is probable that we can determine customers who received
waivera; however, it is not clear if cur records reflect the number
of jacks at the original location. '

If you. believe that further investigation or an audit is
‘appropriate, please call me. I will make any arrangements you deem
appropriate. ’

Vexry truly yours, .

t

f-{- ‘L. 1 %
Geheral Security Managéer

PHF :mYp
Attachments

.2 Mr. M., E. Cox

FNARI6Z. NOANINT
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07:09-93 '12:06PH

bari Gl E TR : 668 N.W¥. 75th Avenue, Room 700™ ¢
"7 General Securlty Manager ol
i S - . o 305 2220926 5T

June 18, 1993

Dear Sir:

RE: EMPLOYEE REPORTING LINE
INCIDENT REPORT $3-5~27 ,
-  OFFICE ]
MISCELIANEOUS THVESTIGATIONS
FM 13-5134

I

On May 28, 1993, an ancnymous referral was Yeceived on the
"Eaployee Reporting Line® concerning inconsistencies with the
procedures that permit the Company to waive certain charges (i.e.
jacks} for victims of Hurrlcane Andrew. .

An investigation was begun to identify procedures in place and to
.ascartain adherence to the procedures. Inasmuch as the referral
14 specifically mentioned the . : Office,
Qo was contacted and his assistance was requested.

The "Special Waiver Procedure for the March 12-14 Storums" was
reviewed and a copy is attached. This procedure doces allow certain
charges to be waived.

The “"A4 Tarirff Interpretation, Fire, Wind, and Flood" was reviewed
and a copy is attached. This interpretation was dated November 12,
1992 and was drafted in connection with Hurricane Andrew. The A4
tgriff and its subsequent interpretation alsc waives certain
charges. .

In the allegation the caller stated that the procedure for waving

certain charges pursuant to Hurricane Andrew were to be terminated

on October 31, 1992, but they continued tc tha present. This
, infcgmation is incorrect. Customer services, pursuant to the
_ tariff, may apply waivers where appropriate.

F03B362 0000301
A BELLSOUTH Company
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June 11, 1953

ERL # 73-5-24

Mr. C. J. Sanders ; a
vica-President-Network Operations

20th FPloorxr -

Scuthern Bell Tower

301 W. Bay Street i

Jacksonville, Florida 32202

Dear HMr. Sanders:

SUBJECT: +=COMPLAINANT
MISCELLANEOUS INVESTIGATION
PILE FN13-05434

We recently received the attached Enmployee Reporting Line
complaint, which addresses the question of what constitutes an "out
of service" report, as opposed to a customer report statused as
"affecting service.®

This particular report asscciated Maintenance Center MLT testing
with the status process. If shown as a "test OK¥, and the customer
is reportlng a service problem, should the "test OK" reading
prevail and the "“out of service' status be discarded for recoxrd
purposes?

Please provide this office with the proper guidelines which are
being utilized at this time in Florida. The response should be in
writing and this office will inform the originating employee of the
proper procedures to be used. .

No contact should be made with the complainant.

RESTRICTEN SELLSCUTH
SECURITY. mru.\mmox‘l FO3B36Z 0000297
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BELLSOUTH
TELECOMMUNICATIONS @
T.'c.'.KoHonnar'n‘\, Jr. - .. 2 1oor = SOuthare
Director - Adm'n.flslration 3gt:‘\,f:,:s‘:'aay%l::2§:n Belt 'l:ower
Network Operations/South Jacksonvitie, Florida 32202 ..

June 22, 1993 904 350-2021

File code: 420.0800

James L. Preau . <
‘General Security Manager
26J31 Southern Bell Tower
301 W. Bay Street . -
Jacksonville, F1 32202-4400

Dear Jim,

SUBJECT: : -COMPLAINT . |
MISCELLANEOUS INVESTIGATION
FILE FN13-05434 ‘

This is in response to your letter dated June 11, 1993. Your
file number FN13-05434.

Prior to May 28, 1993 the proper procedure for classifying an out
of serviced customer report was predicated on the MLT Ver code
at the time the report is auto or manually screened. .

In the situation described in your correspondence; at the time
the customer report was being screened by the Maintenance
Administrator the report was tast ok or Ver code 0. This report
should not have been statused out of service. The rationale that
the company used prior to May 28, 1993 was that MLT would be the
factor that determined out of service not what the customer
stated.

Since May 28, 1993, the company is trialing a procedure where the
out of service classification is being placed on the customer
report by the Repair Service Attendant at the time the report is
taken in the CRSAB. This determination ig currently being scored
based on a question each customer is asked as to whether they
consider their telephone line out of service. All out of service
classification upfront is being dong in the CRSAB instead of the
IMC.

This is a major change and is being scruitinized carefully to
insure accuracy of scoring. If this proves successful, ;t will
eliminate employee misunderstandings such as presented in your
letter. -

o JAL LD e e A,
/ JuM 28 1993

Ted Kellermann
SOUTHERN BELL TEL, & TEL CO.

-

P

03B36Z 0000293
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{  93~s5-21 ) " (Complainant = -

Securlty Case FN 13-05433 (CJP) closed, no disposition
received from department.

H 93-5-24 Maintenance Center = bo_.
Security Case FN 13-05434 } (cTP) closed with
correspondence to M. K. Cox, Jine 29, 1993. Referral has
been investigated to the satlsfaction of the employee
reporting this matter. Contact was made with her this
date and the new procedures explained in detail.

93-5-28 Ombudsman Complaint - Employee Parking
.. {Memo 5-28 from Preau to Cox) °

{2 g93-¢~1 icentral office -
' Sécurity-éase FN 13-05438 (CWD}, investigation pending:
[y 93-6-7
Becurity Case FN 10-05077 (CWD), investigation pending.
746 93-6-9 (Dick Gennell} -
Security Case FN 10-~05078 (CWD), iﬁvestigation pending.
93«6-10 Southern ﬁell Power, Jacksonville, F1 -
Security Case FN 13-05440 (JLP}), investigation pend}ng.
29V 93-6-12

Seburity Case FN 12-05074 (CJP), closed, no disposition
recelved from department.

o2 93~6~15

Security Case FN 10-05079 (CJP), closed, no disposition
received from department.

26 93~6-~17

Security Case FN 10~-05082 (EWR} open, investigation
pending.

FNARIAZ 0000294
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EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER ?3 S= .:;.?éZ

DATE 5 [o?é[%.j’ TIME 2. 3@@.@» RECEIVED BY m

FULL NAME OF PERSON MAKING REPORT:%

JOB TITLE: 4
. e - k .
DEPARTMENT : ) B /

LOCATION: .

CONTACT NUMBER:_

NATURE OF CALL:: -

s . // /
J 224 ANL ‘41(~ LA4 A e, 72 2 2L/
- / / <
(L7 0L A2 AAN L& A & / // 1 ainilemance AAJ

SUBJECT INFORMATTOW-:

FULL NAME(S):_

DEPARTMENT :

LOCATION:

PHONE NUMBER:

SUPERVISOR:

HOW DID COMPLAINANT ACQUIRE INFORMATION -

REFERRED TO: 74214,“/ AREA: F/'/
DATE: \5'/.;?('/?\3 TIME: 4150 p. m .
vy 7 L7 g qu

FNIRTIE? nAannn~-
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EMPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER 7.3 .5 -2

NATURE OF CALL (CONTINUED)

Jong) . vlhe % A/ anAse AN LNALUEL

</ .- _ ' ; g}pé/o?f/?j
2
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Pile Code: 860.2000

March 18, 1993

MEMORANDUN _ ' {gl:r‘f"
}o

To: Operations Managers- Florida Custamér Services g % =
Managers—~ Florida Customer Services LA
From; Lee Scrabis 4 TYTL
v ’ i

Subject: Special Waiver Procedures for the March 12-14 Storm

The roilowing Southern Bell counties have been declared official
disaster areas. We will apply special waiver procedures to
customers residing in thése areas.

: : 5

Alachua Dixie - Martin

Columbia - Duval Putnam
Dade Hernando Volusia

NEW CONNECTS, T&F AND ADDITTONAL IINE ORDERS:

Customers relocating because of storm damage are eligible to
receive a waiver of the non-recurring charges to re-establish
service at a temporary location, as well as, the move back to the

permanent address. Total charges waived are determined by the

existance of a maintenance plan at the vacated address.

CUSTOﬁER HAS SEQILX AT OLD LOCATION: Use FID IBIR HOR1L to waive
appropriate charges. If customer wants more jacks at the new
location than at the old, manually rate using INRM NRC XXXX.

CUSTOMER HAD NGO SEQ1X AT THE OLD LOCATION: Use the FID IBIR HUR2
to waive the connection charges through the first jack.
Additional jacks will be billed at the regular ratec.

REPAIR/ REPLACEMENT OF EXISTYNG JACKS/ WIRING (no move) :
CUSTOMER HAS SEQ1X: All jacks and wiring will be replaced at no

charge, including prewire.

CUSTOMER DOES NOT HAVE BEQ1X: If the customer is completely out
of service, we will provide one jack with wiring at either the
temporary or permanent location at no charge. If the customer has

service, there will be a charge for repairing any non-working
jacks.

NOTE: Customers outside of these ardas should be handled in
accordance with the A4 tariff. A clarifying letter from Carol
Cordon, dated November 12, 1992, is attached.

G

FOATRTIET NAnnsas
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File Code: 860.2009

Maxrch 18, 1993
MEMORANDUM

To: Operations Managers~ Florida Custombr Services »
Managers- Florida Customer Services

From:. Lee‘Scrabis
s e e .

Subject: Waiver Procedures for the March 12-14 Storm

Should you receive any inquiries regarding the waiving of
regulated charges due to storm damage, please use the tariff
reference A4.2.1 which states:

H. Service Charges do not Apply to:

3. Service reestablished at a location which has been
: destroyed by or made untenable by fire, flood or other
acts of Ged. If the subscriber desires service at a
new location for a temporary period, all service
charges, as approprilate, will apply for the establishment
of service at the temporary location. ‘

As far as unrequlated charges (ie: jacks and wiring), customers
s*_ with the maintenance plan will have all non-working jacks and
wiring replaced at no charge.

Customers who do not subscribe to the maintenance plan and are
completely without service, may have one jack installed at no
charge by repair.

As further information, we, in Florida, may not use the tariff
interpretation dated November 12 from Carol Gordon (file code
860.2009). That interpretation stated that the customer could
choose whether to apply the requlated service order charge wavier
when moving to temporary location or back to the permanent
location. 2As you can see in the reference above, our tariff is
very specific regarding this situation. :

. Should you have any questions, please call me at (904) 350-5648.

FO3B36Z 0000304
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Birmingham, Alabama
November 12, 1992

To: Tom Milstead, Staff Manager-Alabama Regulatory
George Frazee, Manager-Florida Regulatory
Bob sSwett, Starff Manager-Georgia Regulatory
Beth Ice, Manager-Kentuocky Regqulatory
Bannie Eades, Staff Manager-Louisipna Regulatory
Steve King, staff Manager-Mississippi Regulatory
Beverly Pappy, Staff Manager-North Carolina Regulatory
Les Addis, Staff Manager-South .Carolina Regqulatoxy
Jim Gotto, Manager-Tennessee Requlatory

From: Bonnie O‘Bannom, Staff Manager-Pricing
Subject: A4 Tariff Interpretation: Fire, Wiﬁd, and Flood

The following is a Tariff Interpretation of the Service Charge
(A4} waiver for Pire, Wind, and Flood: - o e

Sexvice Charges do not apply for either estahlishing at a
new/temporary location or re-establishing at the original
location, a customer’s equivalent service after the premises
is made untenantable by fire, wind, or floed.

This interpretation does not change the intent of the current
tariff, which is to provide one iver of service connection
charges when a premises is déstroyed or made uninhabitable.
Currently the tariff provides that the waiver will be applied
wvhen the customer moves back into the repaired premises, and
assumes that all customers eventually return. However, most
rental customers never move back. This interpretation allows us
the flexibility to apply the waiver as it was originally
intended, while providing a better arrangement for our customer.

The waiver should be cffered when the customer moves to a
new/temporary location. This would appear to be the time when
the customer needs his or her monetary resources for other basic
needs. If the customer does not require service at a temporary

location, the waiver should be applied when he returns to the
original location.

This procedure will be filed in your Tariff with the restructure

of Service Charges, but this interpretation is effective upon

receipt. Methods are being sent to Customer Services contact

personnel under separate cover. If you have further questions L
" . can be reached at 205/977-0457.

sd: Bonnie O'Bannon

cc: Carol Gordon
Ron Reardon
Frank Norris FO3B36Z 0000305
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CONTROL CENTER
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03-5076
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L
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(DXC) ; PENDING

(DHF) PENDING
(DHF) .PENDING
(DXC) PENDING
(DHF) PENDING

(DXC) PENDING

P003 §

INVESTIGATION
CONTINUING .

INVESTIGATTION
CONTINUING -

IN TYPING

INVESTIGATION
CONTINUING

INVESTIGATION
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EHPLOYEE REPORTING LINE INCIDENT REPORT

STAFF OFFICE REFERENCE NUMBER ¥%.3- 5-.27

DATE \5_‘ Z?é"/ﬂﬁ TIME @ﬂv RECEIVED me Z&:u)
Y/ P, _

FULL NAME OF PERSON MAKING REPORT:

s OB TITLE: g

DEPARTMENT :

&
©  LocATION:_

- , - R - —
- CONTACT NUMBER:

Ny ) ;
NATURE. OF CALL:% el : LA ,_/‘,-',/- AR AL G

A
. ) £ * / * / - - )
ONnotollamXo Ln) O LB C et 5 /Iha“a_. SLOMs
'- / / 2wy / S
._/_ l-l.u A ¢ X%/ A ."’ ’A_-J._“. ~ "’41 A IAA _..‘J‘ Pt ll LA L Q

2l [ e 4:' Ao W%M
A(‘Wﬁ& .__ﬁuaLAQMdéct)
myuﬁmwm%h-

BUBJECT INFORMATION:

/7 FUL‘._L NAME (S) :

DEPARTMENT :

L.

/ 7 LOCATION:
/7

*

PHONE NUMBER:

SUPERVISOR:

HOW DID COMPLAINANT ACQUIRE INFORMATION

REFERRED TO: %m@ AREA: F M
DATE: &57 /52 l?//;ﬁ Y rive: 430 Y i

247
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EMPLOYEE REPORTING LINE INCIDENT REPORT

NATURE OF CALL (CONTINUED) :
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June 14, 1993

HEHORANDUM TO:

T0 12063216876

PG03

T BELLSOUTH

TELECOMMUNICATIONS ©

LM e 4

L]

The attached correspondence fron Mario Martinez and reply are self

explanatory.

It will be appreciated if you could recover your Repre-

sentatives regakding Hurricane Andrev order procedures.

Should you have any questions regarding the attached correspondence,
please don’t hesigate to call.

Opéyations Manager

At¥achment

GECURITY DL ATRNT

fe, SUUTHFLORDA

UK 16 1953

|

MRELLTRALATR.CO. |
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—
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" BELLSOUTH

tELECOMMUNICATIONS ©

W~

June 14, 1993

HEHORANDUY T0:

Mr. Mario C. Martinez?
General Security Hanager.
Miami, FL.

This is in response to your correspondence of June 4th concerning
Employee Report FH 13-5134, On June 10th I discussed this issue wvith

I ' _ -, 7and reviewed our Company policy. At-
tached you will find special waiver procedures enacted as 2 result of
Hurricane Andrew. These procedures have been covered vith all Repre-
sentatives and are very specific on the details of order handling. 4n
exception could be where our records do not reflect the number of jacks
at the original location. Our policy is to accept the customer’s word
and issue the order for the number of jacks the customer said was at
the original location.

IQ has agreed to recover all employees on this policy to insure that
these guidelines are used vhen negotiating Hurricane Andrev related
orders. By copy of this correspondence and attachments, notification

~ 2 will be given to the rest of the units in my district as wvell as
253 in southeast. )

Inconsistencies occasionally do occur in administering these policies

and ve vill be happy to make corrections where these disparities are
identified. ’

&7
Opeyations Manager

1

Attachment

_?O cecs”

>

FO3B36Z 0000310
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June 2, 1993

.-awr-u_y»—u

Mcmo to: ﬁMlckey,gaCo:_cy
From: "Cindy Roberts

Subject:  Ombudsman call from

called the Ombudsman office on May 26 at approximately
4:00. p.m. - : /expressed concern that there ‘were a lot of
unethical things happening in ,
craft’ cmployce in the control center in .7 His pager
number is 7 He said he worked outside as a. o
in then was called to work inside in the
o - "He _has witnessed several
incidences in the control center mvolvmg his™™ that he felt
he should report. His * put him in charge of the contract
bid list when he went on vacation. The computer somehow became
"locked-up” and he felt was responsible. He accused Ed:7
of going into computer and taking out jobs on the’
he referred to as the ‘ , which he said was
the main contractor in Florida. also referred to a ‘
and said jobs were being taken off of this particular list. He
expressed that there was a lot of theft between the company and
outside contractors.

I would appreciate your investigating these items listed above, and
reporting your result to Mr. O'Neill.

Should you have any questions, please give me a call.

B.5.T. Securily
Headquarters

JUM 0 4 1895

Edmingham, Ala.

1

F03B36Z 0000311
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Marc_h 4, 1993

Mr. Stephen M. Klimacek _ !
“Attorney .

150 W. Flagler Street

Sulte 1910 o .
Miami, Florida 33'130' g

Dear Mr. Klimacek:

" RE: OMBUDSMAN COMPLAINT
~-VICTIM
0 ~ {“SUBJECT )
REFERENCE #93-2-~15
SOUTH FLORIDA FILE $#4-5032

As you are aware, we Jjointly investigated the above captioned
matter under the "Attorney Client Privilege'. It is nmy
understanding that the notes and reports prepared by you will. be
sufficient for ypur purposes.

additional assistance, please advise.

cc: M. E. Cox

B.S.T. Security
Headgquarters

MAR 0 8 85

Rirmingham, A,

FO3B36Z 0000317




Feb 24 09:26 1993 CoxymeclO’s folder:newmail Page 1

DATE:Fri Feb 19 10:26 CST 1993

3 FROM® -jrgié ¥
TO0:Cox-meclC .
CcC: Zer3e, __-rshk46 Oneillsrwolé

¢

0

it
i3

—— g i o s

I got an anonymous complaint by telephone from a man who said
he was an- #in South Dade.

- Aomis k=l ML PR KRR T BA N -

He said that a friend of his.,’® found a note
from his manager, Ftelling him that on his time
report, Jwas "using a code too much"

The caller says that ' jfelt that the code was the

approprlate one for the work he was d01ng and that he
believes that the manager was asking him tg falsify company
records. The caller stated that in his oplnlon, thls was the
kind of activity that got us in trouble in Florida in the

first place.

Please treat this as a complaint to the ombudsman and
1n1t1ate the appropriate investigation.

Thanks,
John -

73 -R-1S ‘ﬁfww H

FO3B36z 00nn21n
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| @ ' Current Entry Sheet
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} EReleel Itie Maintenance Administrator
Department Location
Network 3i00 Emerson St., Rm. 121
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Date Held By Contant Of Intervisw |n‘|tm|'.

4 19691

A0

Warned roncerning her unsatisfactory attendance,

Advised her that she must improve to a satisfactory level or

further disciplinary action could be taken, up to and

including dismissal.
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concerning her unsatisfactory attendance.
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including dismissal.
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