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wiU provide adequate evidence of the CSW handling of sales contacts. This assura that 
each CSR'S evaluative monitoring will m e r  potenm d e s  situations, and situations where 
the. 

Besides using customer contact monitoring in conducting performance reviews, 
managers may use monitoring in one-on-one "coaching' for skills development, or for 
general service quaIity monitoring. If instances of d e s  fraud or customer abuse are 
obsemed during either evaluative or service quality monitoring, this evidence may be used 
in disciplinary action against the employee. However, the Company% 1991 internal audit 
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discussed in more detail in section 3.1.7. 

p 
The second form of customer contact monitoring is performed by the centralized , 

Observing Team, or COT. This program was initiated by the Deparbneds General 
Manager-Florida in September 1991, just a€ter the 1991 Customer Services sales audit whi& 
questioned the effectiveness of evaluative monitoring at detecting improper sales practices 

In contrast to individual evaluation monitoring, the pnrpose of the COT momtoriug 
is to monitor overall service quaIi€y for operating units, as indicated on Exhibit 9. For 
example, the unit's traioing needs, or adherence to a policy change, is assessed through 
COT, while individual performance is not. Therefore, under the 1986 Memorandum of 
Agreement with the Communications Workers of America, Southern Bell is anthorized to 
use evidence obtained through COT in investigating possible of ethics violations 
or customer abuse. 

Through the CUI', a weekly random sample of customer contacts from each 
Customer Service Center statewide is observed from remote bcations (Le. other Sewice 
Centen) wound the state, documented and analyzed In 1991, the weekly COT sample size 
was set based upon a statistically significant Size sample of total caU volume. The weekly 
customer contact obsexvation sample size was based upon a goal of observing 20% of the 
Florida customer service representatives each month. This same sample size is stil l  in use, 
consisting of 238 residential customer contacts and 64 business customer contacts. Customer 
service representatives have no means of telling that they or their sales center are under 
observation, Since the observations occur continuously on a random basis each week, and 
are performed in a location where the observers canuot be seen, CSRs can only assume that 
any call may be under observation, 

The observation duties are rotated, with three different assistant managers from 
around the state serving as COT observers each week. This provides fresh and objective 
perspectives, and an opportunity for assistant managers to compare their group's 



I programs, and the adequacy of sales methods and procedures. 

a The 1991 audit was rated “significant adverse findings.” One finding concluded, 
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for many of the control changes implemented since it was conducted. These changes 
included the formation of COT and QUEST, the ament use of confirmtion letters, and 
the standardization of monitor@ procedures. 

The re-audit of contact Sales Activities, completed in April 1993 was rated 
1 ( 4  “sa t i s f adorywi thF i i ” in the the l~ the~ t repa r tn0 ted tha t -  

. .  

terminated and another was induced to resign. 

In response to this audit, Southern Bell required all contact sales employees to read 
and sign a Form 31814, which warns that violations of Southern Bell’s ethics policies may 
result in termination without the n o d  progressive disciphiry actions of anmselhg, 
warning and suspension. The signed 3181-A forms retained in each employee’s personnel 
files provide a warning to CSRs that sales falsification will be dealt with merely. 

The Premises Sales organization relies upon processing controls due to the nature 
of the sales methods used by its account executives. For example, AES’ mode of operation 
does not lend itself to the direct customer contact monitoring used in customer SeMces. 
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To further guard against the possible v c e  of anti-competitive use of customer 
proprietary network hformation, customers who are under contract with a XI Re& 
Sales competitor are required to provide BCI with a written request for a price quote. This 
notification indicates the customer's intention to negotiate a replacement contract with XI 
Premises Sales. This notification verifies that the customer has dealt directly with the 
Remises Sales organization, rather than having been referred from within Southern Bell. 
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Since 1989, one Florida internal audit of the Remises Sales organizaton has been 
conducted. A 1989 internal audit entitled "Marketing Incentive Salary Plan and Merit 
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reporting reductions to their own sales credit in such instances upon the execution of a 

service order cancelliug a service. As a result of the audit, system enhancements were made 
dowing the service order system to trigger automatic notification of the compensation 
system outside the control of the AE involved. 

Operating in a team-oriented environment, Interconnection Services' basic proceses 
provide for internal review of many transactions. Few transach 'om are handled by one 
employee, but are subject to the scnrtiny of the various team members who play a role. 
Many- 'om are de5ed by a formal contract, subject to review by technical and legal 
pexsonneL h4aq non-contract d e s  are documented by the F i i  Order Contirmaton that 
specifies products, services and terms. 

Due also to the sopbisticated nature of most of the clients served, internal controls 
are provided by the clients' own scrutiny of transactions. For example, the large carriers will 
not pay an invoice that does not bear a valid project control number, purchase order 
number and a verification against their records including cost variance witbin a specified 
tolerance range. 

No internal audits have been conducted of Interconnection Services since 1989. 
However, financial audits are conducted by outside C P A  firms of access charge billing, and 
billing and collection services. 
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