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DiRECT TESTIMONY
& R. EARL POUCHER
FOR
OFFICE OF PUBLIC COUNSEL
BEFORE THE - --
FLORIDA PUBLIC SERVICE COMMISSION

DOCKET NO. 920260-TL

Please state your name, business address and title.

My name is R. Earl Poucher. My business address is 111 West Madison St.,
Room 812, Tallahassee, Florida 32399-1400. My title is Legislative Analyst.
Please state your business experience.

| graduated from the University of Florida in 1956 and | was employed by
Southern Bell in July 1956 as a supervisor-trainee. | retired in 1987 with 29
years of service. During my career with Southern Bell, | held positions as
Forecaster, Gainesville; Business Office Manager, Orlando; District Commercial
Manager, Atlanta; General Commercial-Marketing Supervisor, Georgia;
Supervisor-Rates and Tariffs, Florida; District Manager-Rates and Tariffs,
Georgia; General Rate Administrator, Headquarters; Division Staff Manager--
Business Services, Georgia; Profitability Manager-Southeast Region, Business
Services; Distribution Manager-Installation, Construction & WMaintenance,
Pensacola and LATA Planning Manager-Florida. In addition, | was assigned to
AT&T in 1968 where | worked for three years as Marketing Manager in the
Market and Service Plans organization. | joined the Office of Public Counsel in

October 1991.
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Have you ever appeared before this Commission?

Yes | have. [ testified on behalf of Public Counsel in United Telephone’s Docket
No. 910980 on rate case matters and Docket No. 910725 on depreciation -
matters, in GTE Docket 920188-TL on Inside Wire activities, and BellSouth’s
depreciation Docket No. 920385-TL. In addition; as an employee of Southern
Bell | testified in rate case and anti-trust dockets before the Public Service
Commissions in Georgia and North Carolina.

What is the purpose of your testimony?

The purpose of my testimony is to recommend to the Commission that it
abandon the existing BellSouth Rate Stabilization Trial and apply traditional rate
of return standards to the company.

What is the basis of your proposal to return to traditional rate base regulation?
The time for experiments is past. The Rate Stabilization Trial should be
abandoned by the Commission and the company should be regulated under
traditional rate base regulation. The Rate Stabilization Trial has contributed to
a management mind-set in Southern Bell that encouraged the widespread abuse
of customers and the falsification of reports to this Commission. Southern Bell
was motivated during the Raté Stabilization Trial to produce higher earnings
while creating the false impression that the company was continuing to provide
high quality service. The company mismanaged both its maintenance and sales
responsibilities during the Rate Stabilization Trial and it should not be rewarded

by continuation of this regulatory experiment.

During the Rate Stabilization Trial, the company has failed to keep pace in

Florida with the improvements in the quality of service and the efficiency of _
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operations that others have been able to achieve under traditional regulation.
Today, the company’s performance is declining and its costs per access line

have failed to improve as much as others have been able to achieve.

The company’s current problems can be traced-to the early days of the Rate
Stabilization Trial when management over-emphasized the financial goals of the
company at the expense of its service responsibilities. Southern Bell went
"over the edge" by force reductions that were over-ambitious. The company
reduced the ongoing investment required to maintain high quality service.
Southern Bell's Florida management demanded that their people deliver
acceptable results and failed to provide the resources with which to do so. The
end result was the compromise of the integrity of a large number of employees
during the Rate Stabilization Trial and a current rebuilding effort to expand the
work force required to bring service back up to acceptable levels. (Exhibit REP-

2,Pg. 1

From the standpoint of the Florida consumers, the Rate Stabilization Plan fell
far short of reaching the goals intended by this Commission and instead,
produced a "negative dividend” that penalized its customers. The major
impacts resulting from the implementation of the Rate Stabilization Plan are as
follows:
{1} It produced a large group of customers who were abused by
company practices which resulted in maximized company profits and

false quality of service reports filed with the Commission.
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(2) Based on procedures that violated company practices, the
company’s management personnel were able to enjoy excessive and
undeserved salary bonuses while turning their backs on clear evidence
that customers were being cheated and repair reports were being

falsified and manipulated. Tt

{3} The company's stockholders enjoyed higher return on their
investment than justified by traditional regulation during the conduct of
the Rate Stabilization trial, again, at the expense of the general customer

body.

{4) The company was never able to achieve earnings it could "share"
with its customers, despite the fraudulent sales and false service reports
to the PSC. Rate stability was the only benefit that accrued to the
customers, but this was the norm for Florida LECs during the past five
years.,
Why do you say the Rate Stabilization Plan produced the "negative dividend"?
| have already produced extensive testimony in Docket 900960-TL that clearly
demonstrates during the Rate Stabilization Trial, the company allowed its
employees to engage in outright fraud by adding additional services to customer
bills which were not ordered by its customers. Further, the company’s
business office sales contacts continued to take advantage of customers and
abuse their rights as the company pursued its financial goals with greater

emphasis than service goals.
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In my testimony in Docket 919163-TL, | have described for you the ways in
which the company allowed its maintenance organization to falsify repair

records and file false and misleading reports with the PSC.

In both of the above dockets, we have shown how higher n‘iana-ge.ment ignored
clear and compelling signals that company employees were engaging in the
above activities. These signals were largely ignored until such time as the
company was forced to acknowledge its problems and belatedly begin to

implement new standards and controls to eliminate widespread abuse.

As soon as the company began to deal with its problems in repair and sales, it

began to experience a decline in customer service.

These factors are all connected and relate to one another:
--Incentive Regulation (1988)
--Falsification of repair records (1985-1993}
—Fraudulent and ahusive sales (1985-1993)
--Overly aggressive force reductions (1988-1991)
--Discipline of hundreds of employees (1992)
--Declining levels of service (1992-1993)
~Company forced to reverse previous reductions in maintenance
employees(1992-1993)
Have you produced an exhibit that demonstrates the major events that occurred
during the Incentive Regulation Trial and the company’s performance in meeting

the PSC objectives for clearing out of service troubles?
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Yes. Exhibit REP-1a through REP-1f demonstrate how incentive regulation
impacted the company. Exhibit 1a shows the beginning of the Rate
Stabilization Trial when the reported results were generally above objectives
and top management was advising Florida managers that they needed to stay
there. At the same time, the Florida mainteriance staff' waé i_mplementing

changes to make it easier to meet the objectives. (Exhibits REP-3)

In 1989, (REP 1b) reported results improved and the company refused to
investigate reports of falsification in repair centers because the individual

reporting the falsification would not procduce documents to prove it.

By late 1990, the reports of falsification of repair records was out of control.
The company Security Department found falsification of repair records in
investigations that were limited to North Dade and Gainesville. They also found
indications that seven of the 14 Maintehance Centers may have been

manipulating Test OK troubies in order to improperly build the base. (REP-1c)

In 1991, with pressure mounting from the Attorney General, the PSC and
Public Counsel, the company conducted an extensive investigation. By the

middle of 1291, PSC results were beginning to drop. (REP 1d)

In March, 1992, over one third of the management with maintenance
responsibilities were disciplined as a result of the investigation. From this point,
the reported results to the PSC began to drop significantly below objectives.

{(REP-10)
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By 1993, the company had started to rebuild its maintenance forces, but the
necessity for honest reporting and an inadeguate force produced unsatisfactory
results throughout the year in the repair of Out of Service troubles within the

24-hour objective. (REP-1f)

How did the company’s repair activities impact customers during the Rate
Stabilization Trial?

During the Rate Stabilization Trial, the company maintenance forces engaged
in a wide variety of practices which subverted existing quality of service
standards required by Commission rule. The company was thereby reporting
acceptable levels of service to the PSC while actually delivering a lower leve!
of service to its customers.

Please describe the climate that existed in the maintenance organization at that
time.

When the company entered into the Rate Stabilization Plan with the PSC in
1989, it basically agreed to certain rate changes and to maintain service at
satisfactory levels. As an incentive, it was allowed to share revenues above
certain allowed rates of return with its customers. The company had made
significant efforts in the early 1980’s to intrecduce new and better outside plant
facilities and procedures and its overall level of service was percsived to be
satisfactory. The major challenges to the company came from managing the
load during bad weather and in meeting PSC standards, particularly in the area

of timely repair of Out-of-Service trouble reports.

With the advent of the Rate Stabilization Plan, the company was motivated to -
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reduce expense to produce higher earnings and to maintain existing levels of
service. The company did just that. it reduced expense by imposing large cuts
in its craft and management forces. its management personnel were given flat
ultimatums to maintain PSC service standards. It is my opinion that lower
management delivered exactly what higher management had 'dc—‘:manded-the
appearance of good service. But in order to do so, it was necessary for them
to compromise the system at the expense of its customers.

So, the result of thesa actions was that the company reported good results to
the F"SC and the customers actually received iower levels of service?

Yes, the company went to extreme lengths to avoid having trouble reports fall
into the category that would count against them with the PSC objective interval
f_or the repair of Qut-of-Service troubles. This was the single measurement
among all of the PSC objectives which was most difficult to achieve. In
compromising the system and company directives, the company was able to
avoid missing the PSC objective, but it also failed to provide refunds to
customers as required by PSC rules when service was out of order beyond the
24-hour time period. So the PSC was not only deceived, but customers were

cheated.

BellSouth personnel, when required to do so to meet objectives, have followed
procedures which produced bad sarvice for customers and the appearance of
good statistical results for the company in fulfilling PSC standards. These
activities accelerated during the Rate Stabilization Trial and culminated in

extensive internal investigations and discipline.
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Was higher management aware of the extent of the deviations which were
occurring in the test centers?

it is my opinion that under the incentive regulation plan the focus of the
corporation was on higher profits, force cuts and maintaining results that were
required by the PSC. Higher management hadto be aware of _the shortcuts
that were being taken in the maintenance centers and we have submitted
testimony in the Repair Docket that supports our position.

Why do you connect the defalcations in the repair centers and in sales with
Incentive Regulation?

| believe the evidence in both Dockets--Repair and Sales--is overwhelming.
These things happened within the largest and most respected telephone
company in Florida. You must ask yourselves, "What was it that caused a
good company to go astray?" One could easily point to ambitious management
and identify that as the source of the problem. But Florida’s Southern Bell
operations team has always been directed by very ambitious, aggressive
managers. Within the Southern Bell management structure, Florida has always
been the proving ground where top executives made their marks. That
includes, the current BellSouth Telecommunications president, Duane

Ackerman, who started with the company as a trainee in Orlando.

There had to be something different during the late 1980's and into the 1990s
that caused higher management to turn its back on deviant behavior. There

had to be something other than ambitious or aggressive management.

What was different in Southern Bell’s Florida scenario is that it was the first _
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state to achieve revision of the traditional rate base regulation with a new plan
that allowed the company the opportunity to earn up to 169% return on equity.
The company started at ground zero in January 1988 and it was given the
opportunity to achieve 16% earnings through higher motivation and better

DR

management.

Right out of the starting gate, the company reduced its maintenance
organization in 1988 by 524 people, the largest single cut in any single year.

(Exhibit REP-2) Below is the change in maintenance headcount from 1985 to

present:
1986 -74
1987 -119
1988 -524
1989 - 97
1990 -165
1991 -149
1992 + 241
1993 +209

It is my belief that the Florida management team seriously miscalculated its
ability to cut the budget and still provide quality service in 1988. Exhibit REP-2
shows the extent of the reduction of forces through the end of 1991, with
permanent force additions required in 1892 and 1993.

But didn’t Hurricane Andrew impact the force levels?

The company does not normally add permanent employees due to storms. The

'

added load due to hurricanes and storms has been historically made up from -

10
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borrowed employees, contract employees, temporary employees and additional
overtime. The permanent force additions required in Florida are needed to
improve service because they are failing to meet PSC standards, not simply .
because of the hurricane.

Why didn‘t results go down immediately in 1988 when the company reduced
its maintenance employees so significantly?

There are two reasons why results didn’t go down immediately. First, no one
knows what Southern Bell results have been for the past five years during the
Rate Stabilization Trial. There is no room for failure within the management
structure of Southern Bell. Company personnet vividly describe the "Shoot the
messenger” mentality that exists among higher management. Given the
mandate to maintain existing levels of service, lower management produced
exactly what was asked for, through sharp pencils, devious math, crazy logic

and when nothing else would work--outright fraud.

The sacond reason why results didn’t plummet immediately is what | describe
as the "big boat" problem. Southern Bell is like a gigantic battleship. Change
is inexorably slow. You can't stop on a dime or steer left or right
instantaneously. Executive decisions trickle down through the 18,000
employees via committees and practice changes and directives and through
company publications. It takes years before a commitment to spend more or

to spend less results in better or worse service.

The reduced levels of service in late 1992 and throughout 1993 were the

product of the company’s decisions to reduce the maintenance forces-and-to _

11
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hold back on rehabilitation of outside plant years earlier. By this time, the
mistakes had been recognized, employees were being added, and the rehab
budget was increased sharply. Ultimately, the proper balance will be achieved, ,
but it will take time.

What other evidence do you have that the company’s force reductions caused
poor éervice?

Probably the best example came from Shirley Perring’s deposition by the
Attorney General where she told about how she documented the need for 15
additional technicians in her South Florida maintenance group in 1990 and she
was told by her Operations Manager that she would have to work more
productively. At the time, she had the highest productivity in the area. {Pg. 59-
60) Ms. Perring could not understand why they cdntinued to reduce the force

when there weren’t enough people to do the job.

The company continued to slice its maintenance forces by eliminating 165
technicians in 1990 and an additional 149 technicians in 1991. So going into
Hurricane Andrew, the company’s maintenance forces were stretched to the
limit and service was already beginning to deteriorate. (See Exhibit REP-4,
Monthly Report Rate, Exhibit REP-5, Repeat Reports, Exhibit REP-6, Annual
Average Not Cleared Under 24 Hours)

Doesn‘t the company maintain that its service problems result from Hurricane
Andrew and that it's integrity problems were caused by just a "few bad
apples"?

Certainty, the company will attempt to blame its problems on external factors

and minimize the amount of its fraud, manipulations and customer abuse. -

12
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However, the company can't sweep under the rug the report of the Statewide
Grand Jury. It cannot describe the largest discipline problem in the history of
the company as "just a few bad apples.” Many, many customers were abused

and the PSC was deceived.

In the case of Hurricane Andrew, the results of Hurricane Andrew were
eliminated from the reported results and Florida stilt looks bad.

How would you describe Florida quality of service results during the Rate
Stabilization Trial?

| can't describe the Florida results during this time period because company
management was directing the falsification of reports that manipulated the data
sent to this Commission.

Are there any conclusions you can draw at all?

Even if there were no manipulation of the results, Florida’s maintenance resuilts
have not kept pace with the improvements realized in other states. By almost
every measure, the company is falling behind the other states.

But service has been improving, has it not?

During the early periods of the Rate Stabilization Trial, service results were flat
for Southern Bell in Florida and in late 1992 and throughout 1993 they
declined. Meanwhile, the other Southern Bell states generally experienced
improving levels of service. Generally, in Southern Bell, and in other
companies, improved quality of both cable and switching equipment has been
producing improved levels of service. This has not happened in Florida, and |
would fault the reductions in employees and the curtailment of the rehabilitation

program as the primary reasons.

13
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What indicators show that the quality of service isl declining in Florida?

My Exhibit REP-4, shows the increase in the report rate that has been rising
every year in Florida since 1988. When Frank Skinner, the Chairman of the ‘
Board, relsased the details of the 1992 incentive compensation plan (EXCEL)
for the company, he described why one of the key measurements used in this

program was the report rate:

"Total Customer Trouble Report Rate is included as one of the EXCEL
measurements because of its importance as an indicator of the reliability
of customer’s service. Itis a simple, tangible measurement that is easily
understood. Improved trouble rate performance links directly to more

reliable customer service."”

Prior to 1988, the Florida report rate was declining and service was improving.
The report rate has gone up every year since the beginning of Incentive
Regulation and service has been deteriorating. Once the leader among
BellSouth’s nine states, Florida dropped to the bottom of nine states in both
1992 and 1993 in its EXCEL results. (See Exhibit REP-7 and 8) Florida’s
performance would have been worse had adjustments not been made to

consider the impact from Hurricane Andrew.

Exhibit REP-8 shows the BellSouth 1992 EXCEL results by state. Florida ranks
consistently at the bottom in these measurements, which excluded analysis of

those areas affected by Hurricane Andrew.

14
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Exhibit REP-10 shows how the overall Team Excellence Awards were given for
each state in 1992, Again, Florida is at the bottom of all Southern Bell states.
You can’t blame this on Hurricane Andrew either, because the Hurricane
Andrew impacted areas were eliminated from the measurement ptan. Florida

was also at the bottom of all BellSouth states in 1991, before the hurricane hit.

In 1993, through June, Florida continued to rank behind all of the other
BellSouth states in achieving its objectives. (Exhibit REP-8)  Florida
management bonuses will be severely disadvantaged if they have not improved
their service significantly by year end.

Have you compared Southern Bell's performance in Florida to that of other
major companies in the state? .

Yes, | have. Once again, Southern Bell campares unfavorably. Exhibit REP-6
shows the total percentage of Out of Service troubles each company failed to
clear within the 24 hour objective for Southern Bell, GTE and United in Florida
from 1988 to date. Southern Bell’s performance is much worse than GTE and
United during the entire six year period, even if you assume the company
reports are truthful. In addition, the deterioration in Southern Bell service since
1991 is very evident.

Have you reviewed the analysis of OPC Witness, Steve Stewart, and have you
any opinions regarding his conclusions?

Mr. Stewart's recommendation is the same as mine. Incentive Regulation
should be abandoned as it relates to Southern Bell. Technology is driving
telephone company costs downward. The company needs no additional

incentives in order to take advantage of overall industry trends.

15
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Mr. Stewart’'s comparisons between United, GTE and Southern Bell are
appropriate. Every company thinks it’'s unigue and different, but the similarities
of operations among the three largest telephone companies in Florida far .
outweigh their differences. All three of the companies have a mixture of highly
dense urban areas and rural, low density exchanrges. All three are subject to
the same types lof adverse environmental factors that are characteristic of all
Florida telephone operations. It may well be inappropriate to measure the cost
of service between highly different companies, such as a mountainous West
Virginia versus the flatlands of Texas, or a company with the density of New
York City versus a company operating in the rural areas of Wyoming. But that
is not the case in comparing the three largest companies in Florida. If Southern
Bell compares unfavorably to GTE or United, then it would be my thought that
if is due to the variances in the overheads within the organizations. Southern
Bell’s failure to improve its comparative relationships with GTE and United
during the Rate Stabilization Trial is sufficient proof to conclude that the
experiment didn’t work.

You have talked about the willingness of Southern Bell managers to falsify
reports. Weren’t company personnel aware of their responsibilities to the
public?

Prior to the two investigation dockets, the company devoted little, if any,
attention to ethics. One of the agreements reached with the Statewide
Prosecutor in 1992 was that the company would implement an ethics training
program for all employees in Florida. The statement that was released by the

Statewide Grand Jury made it fairly evident that this body felt that the

company’'s performance left a great deal to be desired in terms of -ethical _

16
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conduct. During the Incentive Regulation period, the company’s focus on
revenues and PSC results accelerated in Florida and ethical conduct took a back
seat to the other objectives of corporate management.

Didn’t the company have, in place, standards for ethical conduct?

Certainly. Company practices were expected to be follow}ved: The company
also had a form, "A Personal Responsibility”, that was supposed to be given to
each employee annually. This document outlined the company’s expectationé
for ethical conduct, but it's primary focus was to make sure that employees
didn’t give out corporate data to competitors. Interviews of employees by a
private research company clearly indicate that the ethics booklet was simply
passed out every year without discussion and no emphasis. Employees signed
the form, usually in January, and it went into their personnel files. Many didn’t
even read it and didn’'t even know what it said. For all intents and purposes,
the company had no ethics program, other than the distribution of the booklet,
which was ineffective.

Should this Commission be concerned with the Ethics Program implemented by
the company?

Without doubt, the Commission should be very interested in the company’s
future commitments to ethical conduct. And words are not enough. Change
comes slowly to a corporation as large as Southern Bell. One training program
will not change the corporate culture. The ethics training required for all of the
employees in the state of Florida should have a positive effect. It is important
to the company and to this Commission that each and every employee feels

strongly, emotionally, that their results must be reported honestly and

accurately, regardless of the impact on the results of the company. Employees . -

17
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must fee! secure that when they fail to meet objective standards, they have an
obligation to report it. Otherwise, nothing ever gets fixed. This was not the
case in the past, and it has caused the company and its customers significant
harm. The Commission’s order should require the Company to institute a
comprehensive Ethics Program, and also to -present its program to the
Commission annually for review and approval. |
Considering the Grand Jury investigation, two PSC dockets and a number of
law suits, isn’t it safe to assume that the company’s conduct today and in the
future would be exemplary?

That assumption would be incorrect. Based on a 1992 survey by Ethics
Resource Cen;cer, Inc., | would question whether the employees are truly
committed by the direction and example of higher management to seek an

ethical standard that places them and their corporation above reproach.

Following is a quote in the Summer 1992 issue of BellSouth Magazine from

John Gunter, Vice President for Corporate Responsibility and Compliance:

"We need to avoid moral ‘gray areas’ and avoid actions or situations
that have even the appearance of not being right. We stand in the
spotlight now--whether or not we asked to--and people are watching to
see what we are made of, what we stand for, and how we intend to

conduct ourselves.®

A review of the complaints logged in at the Ethics Hotline suggests that the

employees are still concerned about retribution. Some employees are afraid -

18
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Q.

that if they report a problem that management will target them for reprisals.
This is a legitimate problem that should be of concern to this Commission, as

well as the company.

In late 1992, two Ft. Pierce employses came forward aBout irn_proper repair
activities, refusing to give their names. They did provide specific information
to the CWA vice president who reported it to the Ethics Hotline. Security
dropped its investigation of this matter because the employees would not give
their names. In early 1993, a borrowed technician working on the Hurricane
restoral reported irregularities with significant trepidation, while others in the
sams work group were &fraid to step forward. The company refused to provide

us with details of the charges he was making.

A 1992 BellSouth ethics assessment conducted by anindependent organization
revealed that a large percentage of employees feared reprisals if they were to
report an ethics violation. Quoted below is the statement of the Behavior
Research Center, Inc., in January, 1993, regarding the comments of Florida
personnsel about the Ethics Office:
"While most of the Florida comments regarding the Ethics Office were
similar to those in the rest of the company, the Florida participants
emphasized a fear of retribution and breach of confidentiality if they
approached the office...Some interviewees voiced concerns that their
jobs might be in jeopardy if they repo&ed unethical conduct."(Exhibit

REP-11)

You have mentioned that the company has done some research on ethics -

19
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within the company. Please describe the purpose of this research and the
results.

As a result of the settlement with the Statewide Prosecutor, the company was '
required to implement ethics training program to all its employees in Florida.
Ethics Rescource Center, Inc. conducted an ethics assessmant for Florida and
for all of BellSouth Telecommunications during 1992. The findings of this
research were taken from individual interviews, conference calls, focus group
interviews and from a corporate survey. The focus group interviews were held
in Miami, Atlanta, Birmingham and Atlanta. Exhibit REP-11 is the Ethics
Assaessment Summary for Florida. REP-12 is the Executive Summary for
BeliSouth Telecommunications. REP-13 contains specific gquotes from
employees regarding ethics and REP-14 contains specific quotes from
employees regarding quality of service.

Does the company have a serious problem with ethics?

The survey results indicated that "during the past year, 30% of respondents
personally observed conduct that they thought violated Bel!South’s ethical
standards. Of those who observed misconduct, 48% did not report it to
management, security or another appropriate department. Over half of these
people did not trust BellSouth to keep the report confidential and 60% feared
retribution from their supervisor.” (Exhibit REP 12, Pg. 22) This would suggest
that Florida is not alone in the need to implement an ethics program, and it is
my understanding that all of BeliSouth Telecommunications will be included in
future ethics training programs.

Is there additional evidence to justify concern about the current status of ethics

in the company?

20
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Yes. The BeliSouth Telecommunications Survey on Ethics and Business

Conduct, dated January, 1993 {Exhibit REP 12} includes the following results:

1. When asked how often BellSouth employees fulfill their ethical '

responsibilities toward their residential customers, only 18.8% of the

respondents indicated Always. T

2. When asked how often BellSouth employees fulfili their ethical

responsibilities toward their small business customers, only 21.7% of the

respondents indicated Always,

3. When asked how often BellSouth employees fulfill their ethical

responsibilities toward their large business customers, only 27% of the

respondents indicated Always.

4, When asked how often BellSouth employees fulfill their ethical
responsibilities toward regulators, 34.2% responded Always, and
38.2% responded Often. That leave 27.6% unaccounted for.

5. Only 17.4% of the respondents stated that they Always fulfilled their

ethical responsibilities toward management.

Did the survey provide other comparisons regarding the company’s

commitments to ethics, as opposed to service or profits?

Yes. One of the most interasting aspects of the survey was the comparisons

between "Customer Service"®, "Profitability” and "Ethics". These comparisons

showed that "Customer Service” was far more important to the employee than
to Company Management, that "Profitability” was far more important to

Company Management than to the individual employee, and that "Ethics" was

far more important to the individual employee than to Company Management.

Below are the results;
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More More Equally

Important lmportant import

To Me To Management ant
Customer Service 23.8% 2.6% 73.5%
Profitability 4.8% 32.1% 63.2%
Ethics 30.3% - 2.8% 67.0%

Then what are your conclusions about future ethics programs for the compa'ny?
The Commission, and the company as well, should be concerned that the
current ethics program is not treated by company employees like many other
"fad" programs implemented by the company over the years. The Commission
should expect to be monitoring the progress of the company in the modification
of its corporate culture. This won’t happen over night. The survey made by
Behavior Research Center Inc. provided valuable insight into the state of ethical
conduct in the company in 1992, Similar surveys should be required in the
future in order to monitor the company's progress and the company should be
required to share this information with the Commission.

You are discussing actions the Commission should require in the future. Did
the Ethics Survey provide information on past activities that differs from
depositions you obtained from employees?

The Ethics Survey confirmed information we have largely gained from ex-
employees. Higher management was looking for results, no matter what it

took.
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The Ethics Survey is not consistent with deposition statements we have taken
from most active BellSouth employees. The anonymous nature of the survey,
and the fact that it was company-sponsored, may contribute to the differences.
In addition, fear of reprisals from management is a prominent factor mentioned
by employees ang | believe this has prevented many of them from coming
forward.

Did the Ethics Surveys provide further evidence that this Commission should
know about?

Yes. The Behavior Research Center also captured verbatim comments from
company employess during the course of the interviews, focus group intervies
and surveys. Following are some of the comments regarding the issues in this

docket:
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This data, in my opinion, clearly demonstrates the contentions of Public
Counsel in this docket. Company employees have regularly manipulated

indexes to achieve the objectives of higher management as a way of business. . _
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Customers have been abused and defrauded by the activities of the company.
It is not at all clear that the compromise of the integrity of individual employees
in the pursuit of company indices has been eliminated as a result of the
company’s settlement with the Statewide Prosecutor. Only time will tell. Thé
decisions this Commission makes in regard to the company’s sales and repair

activities will obviously have a major impact on the future.

My recommendation to the Commission is that it should treat BellSouth’s
activities under the incentive regulation period as an insult to the regulatory
process and a violation of the public trust. | recommend three specific
solutions to insure that this never happens again in the State of Florida.
What are your proposals?

My proposals are as follows:

(1) Return the company to traditional rate of return regulation. It has
demonstrated fully and completely that it cannot be trusted to manage its
operations for the benefit of its general body of customers under a system
which allows for looser regulation.

(2) Impose the penalties Public Counsel has recommended in the Repair and
Sales investigation dockets.

(3) Impose extensive surveillance programs over the operations of Southern
Bell during the next several years to insure that their obligation to serve takes
precedence over their desire to earn.

Does the quality of service the company has rendered deserve application of
your recommended penalty?

The Commission can‘t possibly know what the real quality of service for
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BellSouth’s customers has been over the past several years due to the
compromises introduced into the system. The fact that the company has filed
reports with this Commission which are erroneous, overstated and self-serving, .
is reason enough alone to take away the Incentive Regulation plan.
Does this conclude your testimony? SRES

Yes, it does.
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Docket 920260-TL
Exhibit REP-1
Page 1a

SOUTHERN BELL TIMELINE

1988
1. Incentive regulation starts. (Jan.)
2. North Dade Review shows PSC results manipulated. Gen. Mgr. takes no action. {June)

8. Costs are cut to increase profit margin.

4. Repair records are falsified to maintain PSC index.

PSC SCHEDULE 11A

Out Of Service Cleared Under 24hrs.

io0

b — o~ /—’——
~_

S0 -

8%

80 -

5 -

Percent Cleared Under 24 flours

70 -

60 | S L] L L] ] 1 1 1 1 1 1 i

Jan. TFeb. Mar. Apr. May Jun. Jul. Aug. Sep. Oct. Nov. Dec.

5. Pressure to meet PSC objectives increases.

6. Out of service >24 hour index remains above 95% due to falsification and measures to build
the base.

7. Repeat reports increase due to failure to fix original reports.

B. Found-OK troubles excluded from rebates,



Docket 920260-TL.
Exhibit REP-1

SOUTHERN BELL TIMELINE

Page 1b

1989

1. Frank Falsetti informs Security and Gen. Mgr. of repair fraud. Company refuses to
investigate because Falsetti won't provide documents. (Jan.) -

2. Dowdy produces manual on backing up time. (June)

Percent Cleared Under 24 Hours

100

5

90

a5

75

70

65

60

PSC SCHEDULE 11A

Qut Of Service Cleared Under 24hrs,

——'\/——\_’_\

——

1 1 1 | 1 1 1 ] 1 1 1 L]

dan. Feb. Mar. Apr. May Jun. Jul. Aug. Sep. Oct. Nov. Deec.



Docket 920260-TL
Exhibit REP-1
Page 1¢

SOUTHERN BELL TIMELINE

1980

—

1. Add message reports and company phone reports to Schedule 11¢, so repeat and total trpuble
index It easier to make. (Feb.) - .

2. Southern Bell Staff memo exempts 28 different codes from PSC measurements only if missed.
{Feb.) '

3. Brenda Mitchell reports maintenance center problems to Gen. Mgr. (March).

4, Internal Reviews show Installation and Maintenance Center manipulation.

kY

PSC SCHEDULE 11A

Out Of Service Cleared Under Z24hrs.

100
95 ——
T 90 +
k]
-
™~ a5 -
s
I
E=1
~ a0 -
o
g
&
= 75~
-]
:
-9 w0 -
65
&0 1 1 1 1 1 1 1 i 1 L] 1 I 1

Jan. Feb, Mar. Apr. May Jun. Jul. Aug. Sep. Oct. Nov. Dec.

5. Public Counsel receives reports a_bout falsification and starts investigation.. {Aug.) .
6. Attorney General receives reports about falsification and starts investigation.. (Aug.)
7. North Dade terminations due to *building the base.”. {Oct.- Nov.)

8. Network study indicates 7 of 14 divisions may be manipulating Test-OK status to build the
out of service base. (Nov.)

8. Ft. Pierce Installation and Maintenance Center builds fake cable trouble to build out of
service base. (Nov.)



. Docket 920260-TL
c ' Exhibit REP-1

Page 1d
SOUTHERN BELL TIMELINE

1891

1. DeLessio provides statement to Public counsel. Alleges she was directed to falsify reports,
(Jan.) : 2 oe - '

2. Security completes Gainesville investigation. Phonebook used to falsify reports. Security
unable to discover guilty parties. (Jan.)

3. Public Counsel files Motion for Show Cause. (Feb.)

PSC SCHEDULE 11A

Out Of Service Cleared Under 24hrs.

100

95—/’—\—_\ TN —
D

S0 -

BSI-

75 -

Percent Cleared Under 24 Hours

5‘“ 1 1 1 ! 1 1 1 1 L 1 1 1
Jan. Feb. Max. Apr. May Jun. Jul. Aug. Sep. ©Oct. Nov. Dec,

4. Bell begins investigation. (April)

5. Gainesvilte employee admits extensive fraud to Attorney General. (July)

6. Company implements new controls in Maintenance Centers, re: statusing, Wet Rules,
eliminates Carry Over - No codes, etc.
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Page 1e

SOUTHERN BELL TIMELINE

1992
1. Southern Bell disciplines 112 managers. (March}

2. Mechanical Out Of Service Adjustment reform imposes strict controls on rebate procedures.
{May) '

3. Service results reported to PSC start to decline. (June)

4. Bulk dispatch and Found-OK troubles removed from Mechanical Qut Of Service Adjustment
exclusion criteria. (June)

1: SCHEDULE 11A

ut Of Service Cloared Under 24hrs.
100
-—-___.__.——-—._;/\
93

85

80

73

Percenl Cleared Under 24 Hours

70

65 -

6 1 1 1 1 1 ] 1 1 L 1 L] 1
° Jan. Feb. Mar. Apr. May Jun. Jul. Aug. Sep. 0Oct. Nov. Dec.
5. Statewide Prosecutor settles with Bell for $16.6 Mill. refund. (Oct.)
6. Statewide Grand Jury states corporate executives “looked the other way.”
7. Company implements changes to procedures required by settiement. - (Oct.)
8. Service Technician allegation of fraud in Ft. Pierce. Security {ails to pursue. (Oct.)

9. Performance remains poor relative to other telephone companies.
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SOUTHERN BELL TIMELINE

1993

1. Drummond’s letter states that proposal to give $25 credit for a missed repair time would cost
Bell $35 million per year because of poor service capability. 5 o

2. Company adds to Network forces to manage load.
3. Company continues to tail to meet PSC Schedule 11a objective.

4. Company eliminates test center statusing of trouble reports. {May)

PSC SCHEDULE 11A

Out Of Service Cloared Under 24hrs

100
95 -

r 90

2

=

-

~ es |-

e

L)

It

=]

< B0

'

=

L]

© 75 |-

&

§

& 70 |-
65 |
60 1 1 1 1 1 ]
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REP-3
Southern Bell
T. €. Tavior foom 14401 Scaurnem Bell Tower
Ooerstors Managw — CSCEC 301 W, Bay Soex
Sacxaorves, Fexod 32000
(804} 2501585

Rovanber 30, _1988

Mr. D, 7. Houston CE
Cparztions Manager

IMC support

Atlanta, Georgia

Dapr Sir:

Tnis iz to request your changing the current progranm for
exXTracting cut-of-servics customer report data .which is
subssguently reportad to the Public Sarvice Coxmcizsion.

Currently, a2ll cut-cf-service raports are extracted Ixoz MIAS
and procassad utilizing a COBOL prograx for sorting and
exclugion procssxing. The PSC Tule allows tha exzlugion of
Certzin cut-cf-servica Teporte that ars cansed by acts ol God,
customer ac-ion or cther cansas beyond the Telco's contrpl.
Thase aryclusionz according to the rule tan be axercisec when .a
report excesds the 24 hours bafors restoral. ‘The cusrent COBOL
Programm is w=itten to arbitrarily exclude all customer reports
Tegerdless whather they ars clezrsd within 24 houss or have a
longar duraticn., This Teguest ix ©o correct the progran so That
only thoss cut-~of-servics Treports That -axtaed 24 hour Clearsnce
Auration are exclunded =rom the basa. ‘

Wa wonld appreciate your .asgistancs in accomplisbing thig
corrac—ion to be affeczive with tha Janua>y repocst montn. I
you have any guestione, pleaze contact xysel? ©- JerTy

Pallegzini.
THM/ TS
c=: G. Yorither
: <. Moors e
G. Azl -

* ARELL SCUTH Compmny - ce" 000481
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Percent Not Cleared within 24 Hours
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'EXPRES

| BellSouth announces
management team excellence awards

—

ellSouth has approved Team Excellence Awards for Managers (TEAM),
based on 1992 results.

Most managers can calculate their individual payments by multiplying the
following percentages by the TEAM standard amotint for their paygrade for

1992.
Alabama 1234 Florida 107.3
Georgia 1602 Kentucky .- 1406
Louisina 1347 Mississippi 1251
North Carolina 1245 South Carolina 137.1
Tennessee 1216 BST Headquarters 122 )

TEAM award payments will be made to all eligible managers on Friday,
Feb. 26, 1993.

BST President and CEO Duane Ackerman said, “Force streamlining and
re-engineering, combined with economic and competitive pressures,
resulted in some tough challenges in 1992. But the TEAM award demon-
strates that our hard work and commitment to quality have paid off. While
1993 promises to be even more challenging, I am confident our managers
will continue to keep us on track in meeting and exceeding the expectations
of our customers and investors.” >

BST, CWA announce team incentive
award for non-management employees

5T and the Communications Workers of America (CWA) have announced
restilts for the 1992 Non-management Team Incentive Award (NTIA) for
represented employees. o
The 1992 NTIA factor for non-management employees is
3.67 percent. For most employees, this factor can be used to esti- Published for the employees

mate individual payments by multiplying it by their 1992 eligible ; unications
NTIA wages as reflected on their end-of-year paycheck stub. This LA Ve EEh

7 factor reflects the increase of the NTIA standard award from by BST Public Relations
2 percent to 3 percent as a result of 1992 bargaining. (205) 321-2190 ,
NTIA payments will be made to all eligible employees on Friday,
Feb. 26, 1993.
continued on back
- w 1 . 5 1 's:l ‘- I
calphllZ GO: 12017



ALABAMA
FLORIDA
szeaﬁ\gm
AERTUCKY
LOUISIANA
MESSISSIEPL
NO CAROLINA
SO CAROLINA
TENNESSEE

S s

BEi1 SOUTH

ADJUSTFSRY (ALL)
A

-

Sexrvice Award Docket 920260-T]
REP-8

Calculations Page 1 of 22
Throuph Apnl, 1853
A B C

150.60| | 143.33| | 135.87

130.00 123.33 116.67

“ESO.G@I 143.33 136.67

143.33 136.67 130.00| 123.33]

130.60 1 10-00|
136.67 ' 116.67
12533 | 105.33

¥



220260

INTZROPPFPICE HEMORANDUK REP&

Date: 13-0ul-1993 03:50pm CDT 6 3\

PFrom: Charlette E, PRICE
PRICE_CE
Dept: Corporate Measurements

Tel Ro: 404 525-0861

40: R. G. Barrere
184 *To* addressees

Sohject: EXCEL RM2-0220 YEAR-TO-DATE 9306

Attached are the EXCEL Year-to-Date results for June, 1993.
It contains 20 pages. ’
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CORPORATE MEASUREMENTS

BELLSOUTH TELECOMMUNICATIONS

404 525-0861 EXCEL
1933
woTE EXCIL OBJECTIVE JAN  FEIB  MAR  APR
A 1. RESIDENCE CUSTOMER 92 94 94 94 94
SEZRVICE
—- REPAIR 89 8 $0 91
—- DINECTORY ASSISTANCE $5 85 95 95
=~ PROVISIONING 95 85 85 96
—~- BILLING INQUIRY 95 95 95 95
A 2. SMALL BUSIFESS ) 94 94 94 94
" CUSTOMER SERVICE
—- REPAIR 3 8 81 ™
—- DIRECTORY ASSISTANCE 95 95 95 95
== PROVISIONING 92 92 92 92
== BILLING INQUIRY 95 95 g5 95
A 3. MEDIUM BUSINESS 92 97 97 97 97
CUSTOMER SERVICE
A® 4. LARGE BUSINESS 92 95 94 95 95
CUSTOMER SERVICE
€0 5. MAJOR BUSINESS %0 92
CUSTOMER SERVICE
x — VOICE 3
T — DaTA 96
6. INTEREXCHANGE CARRYER . ¥ ¥ Y Y
SERVICE MET
7. KITWORK SERVICE
QUALTTY
A. BELLSOUTH g0 100 100 a5 99
{ INTRALATA) _
B. CARRIER ACCESS S0 97 97 o4 95
{ INTERLATA)
2 8. TOTAL CUSTOMER 5.3 3.6 3.4 3.7 3.5

TROUELE REPORT RATE

XEY T0 FOOTROTES

A - THREE MONRTH RCLL, ALL COMPONENTS
B-JAN = 1 MD, FEB= 2 MO, MAR = 3 MD
€ - BST 1EVEL ONLY
- FOUR MONTH RESULT, 1 OPPORTUNITY PER PERIOD
-~ INFORMATION ONLY, RESULTS NOT USED POR EXCEL
- OXE MONTH IR ARREARS
«~ OBJECTIVE CANNOT EE MISSED FOR THREY CONSECUTIVE MONTHS
H - ORLY THE BST RESULT IS OFFICIAL
THE STATE RESULT IS SHOWN FOR INFORMATION OSLY
ALL STATES FAIL IP THE BST RESULT IS ABOVE CBJECTIVE
1 = PROVISIONAL UNTIL JULY
T — JAK AFD FEB RESULTS HAVE BEEN ADJUSTED TG ACCOMMODATE
vmmmmmm 3 MONTH "ROLL PERIOD
ADJUSTED RESULTS ARE NOT VALID FOR TREND AKALYSIS
X — ND JAN RESULT :

b H Ny

920360 pep-§
rg. 3

RMz-0220
PAGE 1 OF 2
07/12/93
16,15.57
D
MAY JUN JUL AUG SEP  ©CT  NOV  DEC FAILURES
94 94 ' 0
91 80
95 95
96 96
25 95
LT | 94 1]
23 92
95 L1
%3 ¥ 93
a5 85
97 97 0
2
95 94 0
[4]
¥ Y 0
100 100 1]
@7 97
1.7 3.6 0
YEAR TO DATE PERCENT OPPCRTUNITIES MET  100.00

P - MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

* - INTX CARRIER SVC COMPONENT BRERKDOWH ON PAGE 2
~—- ALL MISSES WILL EE UNDERLINED.

ROTICE - NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT




~ CORPORATE MEASUREMENTS

g

oI

L]

ICTAL § OF COMPONENTS MET

‘8 OF COMPONENTS EXCEEDING
MISS ALLOWANCE

OBJECTIVE

TRANS+FIC ACCURACY

TRARS-800/900:
Ao 800 TRANSLATION

B. 500 TRANSLATION

MICE~SPEC ACCTAS
SINGLE CIRCUIT

MICE-SPEC ALCESS
psl

MICE-SPEC ACCESS
D33

‘MICE-SINGLE CKT
FTAILURE RATE

MICE-DS1/DS3
FAILURE RATE

BILLING-BILL REL DATA:
&. REL IK 7 DAYS

E. REL IN B DAYS

BILLING=-CARRIER ACC
USAGE

EILLING-SVC ORDER
TIMELINESS

BLOCKING-CITG:
A. MET-1 MORTH

B. DBO-3 MOKTHS

FROV-SWITCH AT

% COMPLETED OR TIME
PROV-SPEC ADC SGL

A COMPLETED ON TIME
PROV-SPEC ACC DS1/DSI

% COMPLETED ON TIME

FPROV-SWIT AC-% DDD MET

99.0

1.6
3.9

4.5

80.0
100.0
95.1

TBD

1.0
98
98

98

PROV-SP AC SGLl-% DDD MET
FROV-SP AC DS-\ DDD MET

LORSECUTIVE

0

JAN

99.6

3.9

2.2

1.1

2.6

z2.0

o3

100

9%

100

12

BELLSQUTH TELECOMMUNICATIONS
INTEREXCHANGE CARRIER COMPONENTS

1993

FEB HAR APR MAY Jun

99.6 99.6 99.7 99.7 99.B

95.0 99.0 99.0 99.0 99.1

98.6 99.0 98.9 93.1 99.3
.3 3.3 3.2 .4 3.5

2.1 2.2 2.2 2.3 2.3

2.5 2.7 2.7 2.8 2.8

2.1 2.1 2.3 2.3 2.4

3.9 §6.7 100.0 100.0 100.0
0.0 $6.7 100.0 100.0 100.0

99.3 99.7 99.8 99.7 99.6

B5.0 89.9 91.5 92.3 9.2

.8 1.0 .7 1.2 .8
.2 -1 .0 .1 .1
100 ico 100 100 100
9% 99 9% 89 99

100 100 99 99 99

12 11 12 12 12
0 o 0 0 o
¥ Y ¥ T Y

JUL

AUG

SEP

T2026¢ (- &

oCT  NOv

L
83212-0220
PAGE 2 or 2

07/12/93
16.15.57

DEC

BOTICE - NOT FOR.USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXTEPT URDER WRITTEN AGREEMERT



CORPORATE MEASUREMENTS

EXCEL
. ALABAMA
1993
NOTE EXCEL OBJECTIVE JAN FEB MAR APR
A 1. RESIDENCE CUSTOMER g2 94 95 95 95
SERVICE
== REPAIR 88 90 91 93
~= DIRECTORY ASSISTANCE 94 9 94 94
==~ PROVISIONING 96 97 97 96
== BILLING INQUIRY 96 97 96 26
A 2. BMALL BUSINESS 92 96 95 95 95
CUSTOMER SERVICE
== REPAIR 95 94 84 94
== DIRECTORY ASSISTANCE 96 25 94 94
== PROVISIONIRG 96 95 95 85
== BILLING INQUIRY 96 95 96 97
A 3. MEDIW™M BUSINESS 92 97 98 98 98
CUSTCMER SERVICE
AC 4. LRRGE BUSINESS 92
CUSTOMER SERVICE
£p 5. MAIOR BUSINESS 80
CUSTOMER SERVICE
z -- VOICE
I == DRTA
6. INTERZXCHANGE CARRIER Q 4 Y Y Y
SERVICE MET
7. NETWORK SERVICE
QUALITY
A. BELLSOUTH g0 1c0 100 as 100
{INTRALRTA} ——
B. CARRIER ACCESS 90 g7 100 90 95
(IRTERLATA) '
A E. TOTAL CUSTOMER 5.3 3.4 3.1 3.7 3.7

"TROUBLE REPORT RATE

FEY TO FOOTROTES

A - THREE MONTH ROLL, ALL COMPONENTS

- 3AN = 1MD, FEB = 2 MO, MAR = 3 MO

= BST LEVEL ONLY

~ FOUR MONTH RESULT, 1 OPFORTUNITY PER PERIOD
INFORMATION ONLY, RESULTS NOT USED FOR EXCEL
ONE MONTE IN ARREARS

X O W MW UNo
1

- ONLY THE BST RESULT IS OFFICIAL

THE STATE RESULT IS SHOWN FOR INFORMATION ONLY

ALL STATES FAIL IF THE BST RESULT IS ABOVE OBJECTIVE
1 - FROVISIONAL UNTIL JULY o

7 - JAN AND FEB RESULTS KAVE EEEN ADJUSTED TO ACCOMMODATE
.7 SAN JOBJIECTIVE "GRANGE ' DURTNG ZTHE - - MONTH . ROLL FERIOD
SDIUSTED RESULTS ARE NOT VALID FOR TREND ANALYSIS

X - NO JAN RESULT : _

OBJECTIVE CANNOT BE MISSED YOR THREE CONSECUTIVE MONTHS

5

92
95
97
96
95

94
94
85

98
97

100

97

3.9

Goo26° lef-§ =

BELLSOUTH TELECOMMUNICATIONS

RE2-0220
PAGZ ) OF 2
07/12/93
16.05.33
) ID
JUN JuL AUG SEP ocT Nov DEC FAILURES
95 0
90
96
97
96
96 [\
95 '
95
" 95
97
96 0
o
¥ 0
100 1
*
4
97 {
3.4 o '
YEAR TO DATE PERCENT OFFORTUNITIES MET 98.61

P - MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

* ~ INTX CARRIER SVC COMPONENT BREAXDOWN ON PRGE 2

~== ALL MISSES WILL BE UNDERLINED.

NOTICE - NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT
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- [CORPORATE MEASUREMENTS BELLSOUTH TELECOMMUNICATIONS (é 6 . RMz-0220

INTEREXCHANGE CARRIER COMPONENTS PASE 7 OF 2
- ALABAMA 07/12/93
1893 16.05.33
NOTE OBJECTIVE JAN FEB MAR AFR MAY JUR JUL AUG SEP ocT Nov pre
G TRARS~PIC ACCURACY 99.0 9%.6 99.9 235.8 $%.9 100.0 59.8
AFGI TRANS-800/900: .
A. 800 TRANSLATION TBD 98.1 87.7 97.9 88,1 93.1° ~—
B. 900 TRANSLATION TBD 97.2 97.5 97.4 98,1 98.8
AGIP MICE-SFEC RCCESS 4.0 2.7 2.6 2.5 2.5 2.9 3.0
EINGLE CIRCUIT
© AGY MICESPEC ACCESS 2.8 2.3 2.2 2.0 1.8 2.0 2.3
D5l
AGIJ  MTCE-SPEC ACCESS 1.6 .0 .0 .5 .5 .9 ol
psl “
ABG  MICE-SINGLE CET 1.9 2.2 2.2 2.5 2.5 2.7 2.7
FAILURS RATE
ABZ  MICE-DES1/DSA £.5 1.5 1.6 1.7 1.8 1.7 1:6
FAILURE RATE
FGX  BILLING-BILL REL DRTA:
A. REL IN 7 DAYS 80.0 100.0 100.0 100.0 100.0 100.0 .
B. REL IN B DAYS 100.0 100.0 100.0 100.0 100.0 100.0

¥G BILLING-CARRIER ADC 98.1 100.0 99.6 100.0 99.9 99.9 5%.8

USAGE

GI BILLING~SVC ORDER TBD 91.9 B87.4 §0.0 4.9 B9.1 S1.3
TIMSLINESS

4] HLOCKING-CITG:

i A. MBT-1 MONTH 2.0 1.3 .0 .9 .8 1.7 2.4
B. DBO-3 MONTHS 1.0 .0 .0 .0 .0 .0 1.2

A5 FROV-SWITCH ACC 58 99 89 99 100 100 100
% COMPLETED ON TIME

G PROV-SFEC ACC SGL 98 100 100 100 100 100 1)
% COMPLETED ON TIMP © ’

AG PROV-SPEC ACC DS1/DS3 98 89 89 99 99 100 98

4 COMPLETED ON TINE ‘
x PROV-SWIT AC-% DDD MET

E PROV-SP AL SGl-% DDD MET
z FROV-SP AC DS-% DOD M®T
TOTAL i OF COMPONENTS M®T 9 p¥ 12 12 1z 12 1
§ OF COMPONENTS EXCEEDING o 1] 0 0 0 0 0 -

CONSECUTIVE MISS ALLOWRNCE

INTX CARR SVC:MET Y Y ¥ Y Y Y

ROTICE ~ ROT FOR USE OR DISCLOSURL OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT



CORPORATE MEASUREMENTS

ROTE
A 1.
A 2.
A 3.
R 4.
o 5.
b 3
E
E.
7.
A B.

EXCEL

RESIDENCE CUSTOMER
SERVICE
REPAIR
DIRECTORY ASSISTANCE
PROVISIONING
=< BILLING INQUIRY
SMALYL BUSINESS
CUSTOMFR SERVICE
—-- REPAIR
— DIRECTORY ASSISTANCE
=~ PROVISIONING
== BILLING IRJUIRY
MEDIUM BUSINESS
CUSTOMER SERVICE
LARCE BUSINESS
CUSTOMER SERVICE
HAJOR BUSINESS
CUSTOMER SERVICE
- VOICE
~— DATA
INTEREXCHANGE CARRIER
SERVICE MET
RETWORX SERVICE
QUALITY
A. BELLSOUTH
[INTRALATA}
B. CARRIER ACCESS
{ INTERLATA)
TOTAL CUSTOMER
TROUBLE REPORT RATE

EZY TO FOOTROTES

A - THREZ MONTE ROLL, ALL COMPONERTS

e ap———

OBJECTIVZ

92

92

92

952

20

8D

90

5.3

JAN

g1
85
94
93
93
91
0
93
&9
93
97

100

100

4.5

B-JAN« 1MO, FEB = 2 MD, MAR = 3 MO
€ - BST LEVEL ONLY
D - TOUR MONTH RESULT, 1 OFPORTUNITY PER PERIOD
E - INFORMATION ONLY, RESULTS NOT USED FOR EXCEL
F - ONE MONTH IR ARREARS
G =~ DBRJECTIVE CANROT BE MISSED FOR THREE CONSECUTIVE MONTHS

B - ONLY THE BST RESULT IS OFFICIAL

20260

BELLSOUTH TELECOMMUNICATIONS
EXCTIL -

FLORIDA
1933

FEB APR JuL AUG SEP

92 §2 93 93 93

Bs 8 88 89 B2
¢ 93 ™ 9% 9
$4 sS4 95 % 96
93 93 93 91 %4

91 92 92 92 92
90 91 S0 91 90
g2 93 93 93 92
89 89 g0 91 - * 9l
84 94 95 94 83

e

96 95 95 96 96
a

Y Y Y N Y

ico 100 100 100 100

100 94 98 99 99

4.3 4.5 4.1 4.0 3.9

YEAR TO DATE PERCENT OPPORTUNITIES MET

ocT  Nov

Ree-¢ -
(5.7

RMZ-0220
PAGT ] or 2

07712793
16.05,33

, YTD
DEC FAILUR®S

94.44

P « MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

IHE STATZ RESULT 15 SHOWN FOR INFORMATION ONLY
ALL STRATES FAIL IP THE BST RESITY IS ABOVE OBJECTIVE
1 -~ PROVISIONRL UNTIL JULY

= JAN AKD TEB RESULTS HAVE BEEN ADJUSTED T0 ACCOMMODATE

- AN OBJECTIVE:CHANGE “DURING “THE 3-MONTH ROLL PERIOD

ADJUSTED RESULTS ARE NOT VALID FOR TREND ANALYSIS

X-IIDJANRESIB.T; :

=== RLYL MISSES WILL BE UNDERLINZD.

= = INTX CARRIER SVC COMPONENT BREAXDOWN ON PAGE 2

ROTICE -~ ROT FOR USE OR DISCIOSURE OUTSIDE BrLLSOUTH OR ANY OF ITS SUBSIDIARITS EXCEPT UNDER WRITTEN AGREEMENT



CORPORATE MEASUREMENTS

NOTZ OBJECTIVE

TG TRANS-PIC ACCURARCY

AYG! YRANS-B00/200:

95.0

A. BODO TRANSLATION TEBD
B. 9S00 TRANSLATION TBD

AGIP MICE-SPEC ACCESS 4.0

. SINGLE CIRCUIT

AG3  MICE-SPEC ACCESS 2.8
Dsl

AGY  MTCE-SPEC ACCESS 1.6
DS3

ABG  MICE-SINGLE CKT 3.9
FAILURES RATE

ABG  MICE-DS1/DS3 4.5
FAILURET RATE

FGX  BILLING-BILL REL DATA:
A. REL IK 7 DAYS $0.0
BE. REL IN B DAYS 100.0

FG BILLING-CARRIER ACC 99.1
USAGE

GI EBILLING-SVC ORDER TED
TIMELINESS

G ELOCKING-CTTG:

H h. MET-) MONTH 2.0
B. DBO-] MONTHS 1.0

AG FPROV-SWITCH ACC 98
% COMPLETED ON TIME

AS PROV-SFEC ACT SGL 1]
% COMPLETED ON TIME

pii+) FROV-SPEC ACC DS1/DS3 98
% COMFLETED ON TIME

£ PROV-SWIT AC-\ DDD MET

E PROV-SP AC SGL-% DDD MET

b 4 PROV-SP AC DS-% DDD MET

TOTAL 4 OF COMPONENTS MET 9
¥ OF COMPONEKRTS EXCEEDING 0

CONSECUTIVE KISS ALLOWANCE

IRTX CARR SV& HET

JAN

98.5

5.4

2.0

1.3

.5

1.0

99.2

80.9

-0

.0

100

99

99

12

BELLSOUTH TELECOMMUNICATIONS
INTEREXCHANGE CARRIER COMPONENTS

FLORIDA
1993

rEB MAR APR MRY JUR

99.4 99.8 99.7 99.8 99.8

97.3 97.9 97.8 8.3 8B.3-

98.8 98.9 98.0 SB.1 98.4
3.8 3.8 3.8 3.7 3.6
2.0 2.1 2.0 2.0 2.0
1.2 2.3 2.2 1.8 .7

3.4 3.6 3.6 3.6 3.5

33 37 38 34 34

99.7 100.0 100.0 100.0 100.0
100.0 100.0 100.0 100.0 100.0
93.4 §9.6 99.7 99.8 59.7

8.3 91.3 82.4 92.2 93.6

.2 .0 .3 .0 N
-0 .0 .0 .2 .2
100 100 100 lo0 100
29 98 99 98 - 9%

23 9% 100 99 .99

12 11 1l 11 12
0 1] 4] 1 \) 0
Qe
N, " -
Y Y Y N \ Y
/

gr036° pep.e -

- RMz-0220
PAGE 2 oF 2

X

07/12/9)
16.05.13

o NOV DEC

1

s |

NUT;CE ~ NOT FOR USE COR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT




LORPORATE MEASUREMENTS

Y To

A — THREE MONTH ROLL, ALL COMPONRENTS
B-JAN =1 M0, YEB= 2 MO, MAR = 1 MO

EXCEL OBJECTIVE

FESIDENCE CUSTOMER
SERVICE
~- REPAIR
=~ DIRECTORY ASSISTANCE
~- PROVISIONING
—- BILLING INQUIRY
SMALL BUSINESS
CUSTOMER SERVICE
-- REPAIR
a= DIRECTORY ASSISTANCE
—- PROVISIONING
=~ BILLING INQUIRY
MEDIUM BUSINESS
CUSTOMER SERVICE
LARGE BUSINESS
CUSTOMER SERVICE
MAICR BUSINESS
CUSTOMER SERVICY .
- VDICE
- DATA
INTEREXCHANGE CARRIER
SERVICE MET
NETWORK SERVICE
QUALITY
A. BELLSCUTH

{ INTRALATA)
B. CARRIER ACCESS

{ IKTERLKTA)
TOTAL CUSTOMER
TROUBLE REPORT RATE

FOOTNOTES

€ = BST 1EVEL ONLY
D — FOUR MONTH RESULT, 1 OPPORTUNITY PER PERIOD
I - INFORMATION ONLY, ETSULTS NOT USED FOR EXCEL
T - ONE MONTH IN ARREARS
G - OBJECTIVE CANNOT BT HISSED FOR THREE CONSECUTIVE MONTHS

H - OHLY THE BST RESWUIT IS OFPICIAL

92

92

92

92

90

94

90

5.2

92090 pep. g ~

BELLSOUTH TELECOMMURICATIONS pa- 9 . RMZ-0220
EXCEL PAGE 1 OFr 2
GEORGIA : 07712793
1993 16.05.13
) ¥TD
JAN FEB  MAR  APR  MAY JUN IV AN SEP ocT Nov DEC FAILURES
91 93 91 91 93 93 0
87 B7 88 89 88 87 .
96 96 96 96 96 96 ,
94 94 94 94 94 94 ’
95 95 95 94 93 94
93 94 94 93 93 93 ]
94 95 94 93 92 92
CT 95 95 94 94 93
91 91 91 91 91 51
93 94 94 95 95 96
96 96 96 86 96 96 0
¥ Y Y Y Y b4 4]
100 100 94 93 00 100 o
96 9 94 96 $8 97
3.8 3.6 £.0 3.9 4.0 4.0 )

YEAR TO0 DATE PERCENT OPPORTUNITIES MET 100.00

P = MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

THE STAYE RESULT 15 SHOWN FOR INFORMATION ONLY
ALL STATES FAIL IF THE BST RESULT IS ABOVE OBJECTIVE

1 = PROVISIONAL UNTIL JULY

3 = JAR ARD PEB RESULTS HAVE BEEW ADJUSTED TO ACCOMMCDATE
*“AN OBJECTIVE CHANGE DURING THE 3 MONTH ROLL PERIOD

ADJUSTED RESULTS ART NOT VALID FOR TREND RNALYSIS

X - HO JAN RESULT :

* - INTX CARRIER SVC COMPONENT BREAKDOWN ON PAGE 2
~=- ALL MISSES WILL BE UNDERLINED.

ROTICE - NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT



° CORPORATE HEASUREMENTS

E

ol

bt

TOTAL § OF COMPONENTS MET

-§ OF COMPONENTS EXCEEDING

ORJECTIVE

TRANS-PIC ACCURACY

TRANS-BD0/500:
A. 800 TRANSLATION

B. 900 TRANSLATION

MICE-SPEC ACCESS
BINGLE CIRCUIT

HICE~SPEC ACCESS
psl

MTCE~SPEC RCCESS
psl

MICE-SINGLE CKT
FTARILURE RATE

MTCE-DS1/DS]
FAILURE RATE

BILLING-BILL REL DATA:
&A. REL IN 7 DAYS

B. REL IN & DAYS

BILLING-CARRIER ALT
USAGE

BILLING~5VC ORDER
TIMELINESS

BLOCKING-CTTG:
A. MIT-1 MONTH

B. DBO-1 MONTHS

PROV-SWITCH ACC
% COMPLETED ON TIME
PROV-SPEC ACC SGL
% COMPLETED OF TIME
TROV-SPEC ACC DS1/DS)
% COMPLETED ON TIMZ

FROV-SWIT AC-\ DOD MX?

98.0

4.0
2.8

1.6

4.5

0.0
100.0
99.1

TBD

2.0

28

98

g8

FROV-SP AC SGL-% DDD MET
FROV-SP AC DS-% DDD MET

9

[

CONSECUTIVE MISS ALLOWANCE

INTX CARR SVCHET

JAN

9.3

3.0
2.3
.8
2.4

2.3

95.7

61,3

1.2
+5
100
99

100

12

BILLSOUTH TELECOMMUNICATIONS
INTEREXCHANGE CARRIER COMPONENTS

FEB

99.6

9%.3

87.8

2.8

2.3

.7

2.5

2.3

100.0
100.0
$8.5

70.8

.9

.9

100

93

-100

11

.6
2.7

2.3

100.0

100.0

1.0
.2
100
59

99

12

GEORGIA
1993

APR MARY
99.9 99.8
99.3  99.5
98.9  99.6
3.1 3.3
2.5 2.5
.8 .9
2.8 2.8
2.5 2.7
100.0  100.D
100.0 100.0
99,7 99.9
B8.6 91.%
g 17
.0 .0
100 100
100 99
93 959
12 12
) o
¥ Y

100.0

100.0

98.5

§92.6

.0

-0

100

99

59

11

JUL

920360

AUG EEP

Rep-g -
ps L0 RMZ-0220

PACE 2 o7 2

07/12/93
16.05.3)

NOTICE - NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS. SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT

)

)

A |

[

—



CORPORATE MERSUREMENTS

EXCEL
KENTUCKY
1993
NOTZ EXCEL OBRJECTIVE JAN FEB MAR  APR  MAY
A 1. RESIDENCE CUSTOMER 92 95 96 96 95 26
SERVICE
—= REPAIR g3 94 95 111 93
~- DIRECTCRY ASSISTANCE 97 97 96 96 96
—- PROVISIONING 96 95 g5 %6 97
a« BILLING INQUIRY - 97 96 96 95 86
A 2. SMALL BUSINESS 82 95 855 96 95 95
CUSTOMER SERVICE
-= REPAIR ' %4 95 95 95 85
~- DIRECTORY ASSISTANCE 95 96 96 §7? 96
-- PROVISIONING 23 92 83 §2 52
== BILLING INQUIRY 97 98 98 98 98
A 1. MEDIUM BUSINESS 92 97 97 98 98 98
CUSTOMER SERVICE
AT 4. LARGE BUSINESS 52
CUSTOMER SERVICE
€D 5. MAIOR BUSINESS 50
LUSTOMER SERVICE
¥ ~- VDICE
E - DATA
6. INTERTXCHANGE CARRIER . Y Y Y Y Y
SERVICE MET
7. NETWORX SERVICE
QUALITY
A. BFLLSOUTH 20 100 100 50 100 100
{INTRALATA)
B. CARRIER ACCESS S0 100 99 96 99 93
{INTERLATA)
A  B. TOTAL CUSTOMER 5.3 2.5 2.4 2.6 2.7 2.9
TROUELE REPORT RATE
FEY TO POOTHROUTES
A <" THREE MOKTH ROLL, ALL COMPONENTS
B-OJAN = 1 HD, FEB = 2 MO, MAR = 3 MD
€ - BST LEVEL ONLY
D ~ POUR MONTH RESULT, 1 OPPORTUNITY PER PERIOD
X - INFORMATION ONLY, RESULTS NOT USZD FOR EXCEL
¥ - ONE MONTH 1N ARREARS
G — DBJECTIVE CANNOT BE MISSED FOR THREE CONSECUTIVE MONTHS
H - ONLY THE BST RESULT IS OFFICIAL
THE STATE RESULT IS SHOWN FOR INFORMATION ONLY
ALL STATES FAIL IF THE BST RESULT IS ABOVE OBJECTIVE
1 - PROVISIONAL UNTIL JULY
¥ = JAN AND FEB RESULTS HAVE BEEN ADJUSTED TO AOCOMMCDATE
2N DBJECTIVE CHANGE DURING THE 3 MONTH ROLL PERIOD
ADJUSTED RISULTS ARE NOT VALID FOR TREND AMALYSIS
X =

NO JAR RESULT :

P - MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

* - INTX CARRIER SVC COMPONENT BREAXDOWN OK PAGE 2
=== ALL MISSES WILL BE UNDFRLINED..

BELLSQUTH TELECOMMUNICATIONS

95

92
97
96
96
85

95
s

93

97
98

100

97

YEAR TO DATE PERCENT OPPORTUNITIES MET

ﬁlaﬂéo Bcp_g

JUL

AUG

SEP

Ps, i

OCT  Nov

RMZ-C220
PASE ) OF 2

07/12/93
16,05.3

YTD
DEC FAILURES

0

100.00

FOTICE ~ NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT



CORPORATE MEASUREMENTS
ROTE OBJECTIVE
TG TRANS-PIC ASCURALY 99.0

AFGI TRANS-BDO/900:

A. BOO TRANSLATION TBD
B. 900 TRANSLATION TBD

AGIP MICE-SPEC ACCESS 4.0
EINGLE CIRCUIT

AGY  MICE-SPEZ ACCESS 2.8
Dsi

AGJ  MICE-SPEC ALCESS 1.6
psl

ABG MICE-SINGLE CKT 3.9
FAILURE RATE

ABS  MICE-DS1/DS3 4.5
FRILURE RATE

FGK  BILLING-SILL REL DATA:
A. REL IN 7 DAYS 90.0
B. REL IN s'nmxs 100.0

¥G BEILLING-CARRIER ALC §9,1
USAGE

G1 BILLING-SVC ORDER TBD
TIMELINESS

¥G ELOCKING-CTIG:

H A. MBT-1 MOKTH 2.0
E. DBO-3 MONTHS 1.0

As FROV-SWITCH RSC 9B
% COMPLETED ON TIME

A5 PROV-SPEC ACC SGL 98
4 COMPLETED ON TIME

20 PROV-SPEC ACC DSL/DS3 98
% COMPLETED ON TIME

b 3 FROV-SWIT AC~\ DDD MEZT

E PROV-SP AC SGL-% DDD MET

E

FROV-SP RC DS-% DDD MET

TOTAL ¥ OF COMPONENRTS MET

£ OF COMPONENTS EXCEEDING

[

CONSECUTIVE MISS ALLOWANCE

INTX CARR SVC.MET

JAN

99.7

.5

.9

1.8

.7

-6

-0

99

100

100

12

BELLSOUTH TELECOMMUNICATIONS
INTEREXCHANGE CARRIER COMPONENTS

FEE

99.4

99.8

$E6.6

3.6

2.0

.9

1.8

1.1

100.0

100.0

23.8

Bl

.0

100

100

100

12

99.8

99.8

9%.2

3.3

1.9

.9

2.0

1.3

100.0

100.0

99.6

1.0

.0

100

lo0

100

12

KENTUCKY

1983

APR

99.1

99.5

99.4

3.5

1.9

.5

2.4

1.8

100.0

100.0

99.6

87.6

-
.0
100
100

100

12

99.7

9%.5

9%.9

1.9

100.0

100.0

97.7

91.4

1.5

100

100

100

1

99.4

95.8

3.1

1.8

.1

&l

-0

100

100

12

Jw2e0 pep.g -
b 12

. 07712793
16.05.32

JUL AUG SEP ocT NOV DEC

RCOTICE - NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCTEPT URDER WRITTEN AGREEMENT



CORPORATE MEASUREMENTS

BELLSOUTH TELECOMMUNICATIONS

- f20 260

-
p ] 3 RMZ-0220
5 o PAGE 1 oOF 2
07/12/93
16.05.33
. YTD
JUR JuL AUG SEP ocT ROV  DEC PAILURES
95 . Y
92
94
96
96
94 b}
93
.9
84
93
97 0
Y 4]
100 0
98
3.4 0

YEAR TO DATE PERCENT OPPORTIUNITIES MET 100.00

P ~ MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

* - INTX CARRIER SVC COMPONENT BREARDOWK ON PAGE 2

EXCEL
LOVISIANA
1991
.
NOTE EXCEL OBJECTIVE JAN FEB MAR APR MAY
A 1. RESIDENCE CUSTOMER g2 95 95 95 95 L1}
SERVICE
== REPAIR 91 92 92 g1 92
~- DIRECTORY ASSISTANCE 94 95 96 95 94
~= PROVISIONINO 95 85 95 85 96
== BILLING INQUIRY 96 96 96 96 95
A 2. SMALL BUSINESS 92 L] 95 95 95 94
CUSTOMER SERVICE
—= REPAIR 93 94 94 94 91
-- DIRECTORY ASSISTANCE 94 95 96 97 95
«~ PROVISIONING 94 94 94 94 94
=~ BILLING INQUIRY 95 95 94 91 23
A 3. MEDIUM BUSINESS 92 97 97 98 97 97
CUSTOMER SERVICE
AC 4. LARGE BUSINESS 92
CUSTOMER SERVICE
€U 5. MAJOR BUSINESS 90
CUSTOMER SERVICE
E — VOICE
£ -- DATA
6. INTEREXCHANGE CARRIER - Y Y Y Y Y
SERVICE MET
7. NETWORK SERVICE
CQUALITY
A. BELLSCUTH 80 100 99 . 93 97 100
(INTRALRTA)
B. CARRIER ACCESS 90 25 95 92 98 99
(INTERLATA)
A &. TOTAL CUSTOMER 5.3 3.5 3.2 3.2 3.0 3.2
TROUBLE REPORT RATE
XEY TO FOOTNOTES
A = THREE MONRTH ROLL, ALL COMPONENRTS
B-JANe«1MO, FEB = 2 MO, MAR = ] MO
C - BST LEVEL ONLY .
D ~ FOUR MOKTH RESULT, 1 OPPORTUNITY PER PERIOD
X - INFORMATION ONLY, RESULTS NOT USED POR EXCEL
¥ « ONE MONTH IN ARREARS
G.- UBJECTIVE CARNOT BE MISSED FOR THREE CONSECUTIVE MONTHS
¥ - ONLY THE BST RSSULT IS OPFICIAL
THE STATE RESULT IS SHOWN FOR INFORMATION ONLY
ELL STATES FAIL IF THE EST RESULT IS ABOVE OBJECTIVE
A - PROVISIONAL UNTIL JULY . ’
~ JAN AND FEB RESULTS HAVE BEEN ADJUSTED TO ACCOMMODATE
AN OBJECTIVE CHANGE DURING THE 3 MONTR ROLL PERIOD
ADJUSTED RESULTS ARE NOT VALID FOR TREND ANALYSIS
X - ND JAN RESULT . - ‘

.=== ALL MISSES WILL BI UNDERLINED.

RUTICE -~ NOT FOR USE OR DISCLOSURE OUTSIDE BELLSCUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT



G 2O o .
Ree- & i

CORPORATE MEASUREMENTS BELLSOUTH TELECOMMUNICATIONS pS /q - RMZ=0220

INTEREXCHANGE CARRIER COMPONENTS PRIT 2 oF 2
LOUISIANA C7r12/%3
1993 16.05.33
= ORYECTIVE JAN FEB MAR APR MAY JUN JUL AUG SEP ocT Nov DEC
rs TRANS-PIC ACCURATY 99.0 99.8 99.4 92.6 99.5 99.3 99.7
A¥GI  TRAN5-300/900:
A. BDD TRANSLATION TBD 99.8 53,8 99.7 99.6 99.6- -~~
B. S00 TRANSLATION TBD - 99.6 9.7 99.5 99.3 99.1
ASIP MICE-SPEC ACCESS 4.0 4.0 3.9 3.8 3.5 1.5 3.8
. SINGLE CIRCUIZ®
ALY MICE-SPEC ACCESS 2.8 2.2 2.4 2.2 2.4 2.6 2.9
psl ——
AS3  #SCE-SPEC ACCESS 1.6 .6 .6 N .3 .9 . .9
Ds) ¥
AB5  YOCE-SINGLE CXT 1.9 2.2 2.2 2.4 2.5 2.6 2.6
FAILURE RATE
AB3 rTCE-DSL/DS) 4.5 2.0 2.0 1.9 2.0 2.2 2.4
FAILURE RATE
FSK EILLING-BILL REL DATA:
A. REL IN 7 DAYS 80.0 200.0 100.0 100.0 100.0 100.0
B. REL IN & DaYs 100.0 100.0 100.0 100.0 100.0 100.0
b ] BILLING-CARRIER ASC 9%.1 99.6 98.3 99.7 99.7 95.5 99.9
USAGE — '
o BILLING=-SVC DRDER Tap  Bl.,1 B5.5 B7.5 89.9 0.8 80.6
TIMELINESS

k=i ELOCKING-CTTG: .
h. MBT-1 MONTE 2.0 .8 o7 2.3 .9 .8 1.3

E
" B. DBO-J MOKTES 1.0 .3 .0 .0 .2 0 .0

S FROV-SWITCH ACT S8 100 100 100 100 100 100
\ COMPLETED OK TIME

X5  PROV-SPEC ACC SGL 98 100 300 99 g9 %9 100
% COMPLETED DX TIME

25 TROV-SPEC ACC DSL/DS) 92 100 100 100 g9 5 T
\ COMPLETED OX TIME ’

> PROV-SWIT AC-\ DOD MET

= PROV-SP AC 5Gi~\ DOD MET

x

FROV-SF AC DS-\ DDD MET
TOTAL § OF COMPONENTS MET 9 12 11 12 12 12 11
£ OF COMPONENTS EXTTEDING 0 o [+] 0 e - 0 0

CONSECUTIVE MISS ALLOWANCE

IXTX CARR SVC WMET Y Y Y Y Y 4

RCTICE « NO FOR USE OR DISCLOSURT OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT



CORPORATE MEASUREMENTS

RNOTZ
a 1.
A 2.
A 3.
ac 4.
oo 5.
-
X
&.
2.
a B.

EXCEL OBJECTIVE

RESIDENCE CUSTOMER
SERVICE
== REPAIR
~- DIRECTORY ASSISTANCE
~- PROVISIONING
-~ BILLING INQUIRY
EMALL BUSINESS
CUSTOMER SERVICE
== REPAIR
—- DIRECTORY ASSTSTANCE
—- PROVISIONING
—— BILLING INQUIRY
MEDILUM BUSINESS
CUSTOMER SERVICE
LARGE BUSINESS
CUSTOMER SERVICE
MAJOR BUSINESS
CUSTOMER SERVICE
— VOICE
— DATA
INTEREXCHANGE CARRIER
SERVICE MET
NETWORK SERVICE
QUALITY
A. BELLSOUTH
{ INTRALATA)
B. CARRIER ACCESS
{INTERLATA}
TOTAL CUSTOMTR
TROUBLE REPORT RATE

XEY TO FOOTROTES

A = THREE MONTH ROLL, ALL COMPONENTS
B-JhN =1 MO, FEB &« 2 MO, MAR = 3 MO

€ - EST LEVEL DNLY
D - YOUR MONTH -RESULT, 1 OFPORTUNITY FER PERIOD
X - INFORMATION ONLY, RESULTS NOT USED POR EXCEL
T = ONE MONTH IN ARRERRS
G ~ DBJECTIVE CANNOT BE MISSED FOR THREE CONSECUTIVE MONTHS

H - CONLY THE BST RESULT IS OFFICIAL

92

82

92
92

o0

90
20

8.3

JAR

95

93
97
96
95
-1

97
98
95

-97
98

100

26

3.7

920260 Pep- §

/5
BELLSOUTH TELECOMMUNICATIONS (5 *
EXCEL

MISSISSIPPI
15983

FEB MAR AFR KAY JUN JUL AUG SEF  OCT  NOV

g6 13 96 96 96

91 93 93 94 93
$8 97 96 96 96
96 97 97 97 87
96 95 96 95 96
96 96 96 95 96

97 97 97 87 97
g5 96 96 97 96
95 ‘95 95 95 © 85
97 96 96 95 95
98 99 98 97 97

i

100 97 100 100 100

98 93 91 93 95

3.5 3.5 3.3 3.5 1.6

YEAR TO DATE PERCENT OFPORTUNITIES MET

P - MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

THE STATE RESULT IS SHOWN FOR INFORMATION ONLY

411 STATES FAIL IF THE BST RESULT 1§ ABOVE OBJECTIVE
I - PROVISIONAL UNTIL JULY
3 — JAN AND FYEB RESULTS HAVE BEEN ADJUSTED TO ACCOMMODATE

AN CBIECTIVE CHANGE DURING THE 3 MONTH ROLL PERIOD

ADJUSTED RESULTS ARE NOT VALID POR TREND ANALYSIS
X » KD JAN RESULT :

* -~ INTX CARRIER SVC COMPONENT BREAKDOWK ON PAG
=== ALL MISSES WILL BE UKDERLINED.

1
1l

-

RMZ-0220
PAGE ] or 2

07/12/93
15.05.7

YTD
DEC FATLURES

0

bl

FUln

TOTICE ~ NOT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCYPT UNDER WRITYEN AGRIEMERT



* CORPORATE MEASUREMENTS

KOTE OBJECTIVE

FC  TRANS-PIC ACCURACY 85.0

ArYGl TRANS-B00/900:
A. B0OD TRANSLATION TED
B. 50D TRANSLATION TED

AGIP MICE-SPEC ACCESS 4.0
SINGLE CIRCUIT

AGY MICE-SPEC RCCESS 2.8
Dpsi

AGY  MICE-SPEC ACCESS 1.6
ps3

AEG  MTCE-SINGLE CXT 3.8
FAILURE RATE

2ABG  MICE-DS1/Ds3 4.5

[

¥

FAILURE RATE

BILLING-BILL REL DATA:

‘A. RZL IN 7 DAYS 80.0
B, REL IK 8 DRAYS 100.0
BILLING-CARRIER ACC 95.1
USAGE
BILLING-SVC ORDER TED
TIMELINESS
ELOCKING-CTTG:
k. MBT-1 MONTH 2.0
B. DBO-1 MDNTHS 1.0
PROV-SWITCH ACC 98
% COMPLETED ON TIME
PROV=-SPEC ALC SGL 98
A COMPLETED ON TIME .
PROV-SPEC RACC DSL/DS3 98
A COMPLETED ON TIME
PROV-SWIT AC-% DDD MET
PROV=-5P AL SGL-% DDD M=T
PROV-SP AC DSe% DDD MET
TOTAL § OF COMPONENTS MET g
# OF COMPONENTS EXCEEDING [v]

CONSECUTIVE MISS ALLOWANCE

INTX CARR SVC MET

JAN

99.8

4.2

2,1

.0

3.0

100.0

B6.4

L

.0

100

100

5%

11

BELLSOUTH TELECOMMUNICATIONRS
INTEREXCHANGE CARRIER COMPONENTS

FEB

§99.9

99.8

93.9

.7

2.3

«0

2.1

100.0

100.0

100.0

1.9

.6

100

100

9%

12

MISSISSIPPI
1933

MAR AFR MAY
95.9 93.9 §9.%
99.5 99.6 99.7
98.5 93.3 99.3
3.2 2.6 2.6
2.0 1.9 1.9
.0 .0 .0
2.5 2.3 2.4
2.1 1.9 2.2
99.9 100.0 100.0
100.0 100.0 100.0
100.0 100.0 100.0
92.0 95.5 84,7
+6 .3 1.5
.0 .0 -0
100 100 ioc
100 100 99
100 100 100
12 12 12
0 0 [
Y ¥ Y

99.8 °

95.6

100.0

100.0

100.0

97.1

1.8

100

9%

100

12

920360 QeEP-8 -
pS )6 AM2-0220

PAGE 2 Or 2

07712793
16.05.33

JUL AUG SEP ocT NOV DEC
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CORPORATE MEASUREMENTS

NOTZ
A 1.
a 2.
A& 3.
s 4.
< 5.
E
E
E.
7.
A &

EXCEL OBJECTIVE

RESIDENCE CUSTOMER

SERVICE

-~ REPAIR

- DIRECTORY ASSISTANCE

—- PROVISIONING

- HILLING INQUIRY

SMALL DUSINESS

CUSTOMER SERVICE

— REPAIR

= DIRECTORY ASSISTANCE

~= PROVISIONING

— EILLING INQUIRY

MEDII® BUSINESS

CUSTOMER SERVICE

LARGE BUSINESS

CUSTOMER SERVICE

MAJDR BUSINESS

CUSTOMER SERVICE

~ voICE

- DATA

INTEREXCHANGE CARRIER

SERVICE MET

HETWORR SERVICE

QUALYTY

A. BELLSOUTH
(INTRALATA)

B. CARRIER ACCESS
(INTTRLATA)

TOTAL CUSTOMER

TROUBLT REPORT RATE

XEY TD FOOTROTES

2 - THREE MONTH ROLL, KLl COMPONENTS
B~JAN= 190, FEB= 2 MD, MAR = 3 MO

€ - BST LEVEL ORLY

P - FOUR MONTH RESULT, 1 OPPORTUNITY PER PERIOD

92

92

92

82

80

90

90

5.3

JAN

94

90
93
96
95
94

93
97
93

94
98

100

97

2.9

920 260 -
REP- ¢

BELLSOUTH TELECOMMUNICATIONS P 5 . / 7 RMZ-5220
EXCEL PAGE 1 OF 2
NORTH CAROLINA 07712791
1992 16.05.02
' YT

FEB MAR APR MY SUR JUL AVG SEP oCcT Nov PEC TAILURZS
94 §5 95 85 94 . 0

90 92 92 $3 92
95 96 1] 97 96
96 96 96 95 25
95 85 85 95 94
95 95 85 84 94 4]

93 94 94 9 92

58 98 98 97 96
93 94 94 91 ~93
94 93 94 93 93
99 99 99 98 98 0
-«
Y Y Y Y ¥ o
100 94 100 100 100 0

87 %2 87 g9 88

2,7 3.0 3.1 3.3 3.2 0

YEAR TO DATE PERCENT OPPORIUNITIES MET 100,00

P - MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

Z ~ INRFCRMATICH ONLY, RESULTS NOT USED FOR EXCEL
T ~ ONE MONTH IN ARREARS
G = GBIYCTIVE CANNOT BX MISSED FOR THREE CONSECUTIVE MONTHS
¥ -~ ONLY THE BST RESULT IS OFFICIAL

THE STATE RESULT IS SHOWN FOR INFORMATION ONLY

ALL STATES FAIL IF THE BST RESULT IS ABOVE OBJECTIVE
i1 - PROVISIONAL UNTIL JULY
& = JAN AND FEB RESULTS HAVE EXEN ADJUSTED TO ACTOMMODASE

" UBJECTIVE CHANGE DURING THE J MONTH ROLL PERIOD

~IJUSTED RESULTS ARE NOT VALID FOR TREND ANALYSIS

X - ND JAN RESULT

* = INTX CARRIER SVC COMPONENT BREAKDOWN ON PAGE 2
== ALL HISSES WILL BE UNPERLINED.

HOTICE ~ NOT FOR USE DR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT
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CORPORATE MEASUREMENTS

GI

FG

tt

OBJECTIVE
TRANS~PIC ACCURACY 99.0

TRANS-B00/900:

h. BOD TRANSLATION TBD
B. 500 TRANSLATION TBD

MICE-SPEC ADCESS 4.0
SINGLE CIRCUIT

MICE-SPEC ACCESS 2.8
D5l

¥TCE-SPEC ACCESS 1.6
D53

MICE-SINGLE CKT 3.9
FAILURT RATE

MICE-DS1/DS3 4.5
FAILURE RATE

BILLING-BILL REL DATA:
A. REL IN 7 DRYS 90.0
B. REL IN 3 DAYS 100.0

BILLING-CARRIER ADT 95.1
USAGE

BILLING-SVC ORDER TED
TIMELIMESS

BLOCKIRG~CTIG:
A. MBT-1 MORTH 2.0
B. DBO-3 MOKTHS " 1.0

PROV-SWITCH ACC 98
% COMPLETED ON TIME

PROV-SPEC ACC SGL 88
\ COMPLETED ON TIME

PROV-SPEC ACC DS1/DS3 98

% COMPLETED ON TIME
FROV-SWIT AC-% DDD HET
PROV-SP AC SGL-% DDD M=T

.PROV-SP AC D5-% DDD MET

TOTAL § OF COMPONENTS MET  §

i OF COMPONENTS EXCTEDING 0

CONSECUTIVE MISS ALLOWANCE

INTX CARR SV[ MET

JAN

99.4

3.3

1.9

W10

2.4

99.9

89.6

.0

.0

100

99

9%

12

BELLSOUTH TELECOMMUNICATIONS
INTEREXCHANGE CARRIFR COMPONENTS

FEB

99.5

99.1

99.1

3.2

1.8

.1

2.1

1.8

1.6

.0

100

100

100

12

NORTH CARCLINA

98.7

99.1

99.3

3.2

2.1

2.3

1.7

100.0

100.0

1.3

0

100

100

100

11

1993

99.5

93.1
99.4
3.4

2.2

2.3

1.8

100.0
100.¢
99.9

92.1

o3
.0
100
100

100

12

99.7

58.3

99.5

3.4

2.2

2.3

1.9

100.0

100.0

99.8

92.3

.0

100

100

100

12

3.5

2.2

.3

2.5

2,2

100.0

100.0

100.0

B89.6

.7

-0

100

ge

59

12

auL

220260 REP-§
()3 34

AUG BEP NOV
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920349 pep-g

T

CORPORATE MEASUREMERTS BELLSOUTH TELECOMMUNICATIONS () 8 - l 9 RMZ-220
EXCEL ' PAGE 1 o* 3
SCUTH CAROLINA 07712792
1953 16.05.13
. YTD
T FXCEL OBJECTIVE JAN FEB  MAR APR MAY JUN  JUL  AUG  SEP  OCT  NOV  DEC PAILURES
A 1. RESIDENCE CUSTOMER 92 25 25 95 94 94 95 i ‘ 0
SERVICE T o=
== REFAIR 91 91 92 52 91 92
=- DIRECTORY ASSISTANCE 97 97 96 96 96 96
- PROVISIORING 95 96 96 95 g5 35
-= BILLING INQUIRY 96 96 o5 94 94 96
A 2. SMALL BUSINESS ez 94 95 95 95 94 54 o
CUSTCMER SERVICE
== REPAIR 94 95 g5 94 93 93
—- DIRECTORY ASSISTANCE g5 95 95 85 95 95
=- PROVISIONING 92 93 94 94 94 % " 94
=+ BILLING INQUIRY 96 95 96 95 85 95
A 1. MEDIUM BUSINESS 92 a7 97 97 a7 98 97 0
CUSTOMER SERVICE g
AC £. LARGE BUSINESS 92
CUSTOMER SERVICE
> 5. MAJOR BUSINESS 90
CUSTOMER SERVICE ]
x —- wvoIcE ’
z == DATA
6. INTTREYCHANGE CARRIER - Y Y Y Y Y Y 0
SERVICE MET
7. NETWORK SERVICE
QUALITY
A. BILLSOUTH g0 g8 100 98 93 98 98 0
{IRTRALATA)
B. CARRIER ACCESS 90 97 98 95 58 98 97 -
(IRTERLATA) r:
A 8. YOTAL CUSTOMER 5.3 3.4 3.2 33 33 35 35 o . °
TROUBLE REFORT RATE :
r
YEAR TO DATE PERCENT COPPORTUNITIES MET 100.00 ¢

¥EY TO FOOTKOTES

R - THREE MONTH ROLL, ALL COMPONENTS

B~ JAN=1MO, TEB = 2 MO, MAR = 3 MO

€ - BST LEVEL ONLY

D - POUR MONTH RESULT, 1 OPPORTUNITY PER PERIOD

E - INFORMATION ONLY, RESULTS NOT USED FOR EXCEL

F - ONE MONTH IN ARREARS

G - OBJECTIVE CANNOT BE MISSED POR THREE CONSECUTIVE MOKTHS

¥ - ONLY THE BST RESULT IS OFFICIAL
THE STATE RESULT IS SHOWN FOR INFORMATION ONLY
ALL STATES FAIL IF THE BST RESULT IS ABOVE OBJECTIVE

1 - PROVISIORAL UNTIL JULY

3 ~ JAN AND FEB RESULTS HAVE BEEN ADJUSTED TO ACCOMMODATE
AN OBJECTIVE CHANGE DURING THE 3 MONTH ROLL PERICD
ADJUSTED RESULTS ARE NOT VALID FOR TREND ANALYSIS

X - NO JAN ESSUITC -

P - MISS EXCUSED AS A RESULT OF HURRICANE ANDREW

* - INTX CARRIER SVC COMPONENT BREARDOWN ON PAGE 2

=== ALL MISSES WILL BE UNDERLINED.

NOTICE - KCT FOR USE OR DISCLOSURE OUTSIDE BELLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPY UNDER WRITTEN AGREEMENT




. CORPORATE MEASUREMENTS

NOTE OBJECTIVE
ra TRANS-PIC ACCURACY 99.0
AFGl TRANS-B00/900:

A. BDD TRANSLATION TED
B. 500 TRANSLATION TBD
AGJP MICE-SPEC ACCESS 4.0
SINGLT CIRCUIT
AGY  MICE-SPEIC ACCESS 2.8
Dsl

AG3  MTCE-SPEC ACCESS 1.8

psl

ABG MTCE-SINSGLE CKT 3.9

FAILURE RATE
ABG  MICE-DS1/ps) 4.5
FAILURT RATE
FGR. BILLING-EILL REL DATA:
A. REZL IN 7 DAYS 90.0
B. REL IN 8 DAYS 100.0

TG BILLING-CARRIER ACC 9g.1
USAGE

GI BILLING-SVC ORDER TED
TIMELINESS

6 BLOCRING-CTTG:

H A. MBT-]1 MORTH 2.0
B. DBD-3 MONTHS 1.0

AG FROV-SWITCH ACC 9B
% COMPLETED ON TIME

AG  FROV-SPEIT ACC SGL 98
% COMFLYETED ON TIME

AS PROV-SPET ACC DS1/DS] 98
% COMPLETED ON TIME

z PROV-SWIT AC-%\ DDD MET
z PROV-SP AC SGL-% DOD MET
E PROV-5P AC DS~% DDD MET

TOTAL § OF COMPONENTS MIT 9

# OF COMPONENTS EXCEEDING 0
CONSECUTIVE MISS ALLOWRNCE

INTX TA®R SNCiMET

JAN

99.4

2.5

1.8

.0

2.0

2.2

99.9

89.6

.0

100

100

100

iz

BELLSOUTH TELECOMMUNICATIONS
INTEREXCHANGE CARRYER COMPONENTS

FEB

99.6

98.3

2.6

2.0

.0

1.8

2.1

100.0

100.0

99.9

B8.3

1.4

-0

100

100

100

12

SOUTH CAROLINA
1993

MAR APR MAY JUN

99.6  95.7 $9.7 100.0
99.5 99.6 9%5.4 99.4
98.8 9B.6 95.0 99.2

2.7 2.4 2.5 2.5
2.0 . 1.8 1.% 2.0

-0 .0 .0 .2
2.1 2.2 2.4 Z.4

2.0 2.0 2.2 2,4

100.0 100.0 100.0 100.0
100.0 100.0 100.0 100.0
95.8 99.9 99.8 100.0
3.4 92.1 92.3 89.6
1.9 1.3 .9 .0
.6 .0 -0 .0

100 100 100 9%
100 100 100 100

100 100 100 100

12 12 12 12
0 o 0 0
Y Y Y Y

JUL

AUG SEP

940%€° pcp. g
Pg 20

ocT NOV

-RMZ-0220
PAGE 2 Or 2

07712793
16.05.33

P B |

”~,
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CORPORATE MEASUREMENTS

NOTE EXCEL

A 1. RESIDERCE CUSTOMER

SERVICE
=« REPAIR

== DIRECTORY ASSISTANCE

== PPOVISIONING

== BILLING INQUIRY

A 2. SMALL BUSINESS
CUSTOMER SERVICE
== REPAIR

=~ DIRECTORY ASSISTANCE

== PROVISIONING

== BILLING INQUIRY

A 3. MEDIUM BUSINESS
CUSTCMER SERVICE

AC 4. LARGE BUSINESS
CUSTTMER SERVICE

CD S. MAJCR BUSINESS
CUST2MER SERVICE

E -= VOICE

E == D=TA

. INTZPEXCHANGE CARRIER

SERVICE MIT
7. NSTWDRK SERVICE
QUALTTY
A, BTLLSOUTH
( IRTRALATA)
E. CFERIR ACCESS
(INTERLATA)
A B. TOTAL CUSTOMER

TROLTLE RZPORT RATE

EEY TO TOOTRZTES

e i

= BST LEVE. ONLY

= ONE MONTH IN ARREARS

¥ oMM Uowy
1

OBJECTIVE

92

92

92

92

90

80

20

5.3

- THREE MOXTH ROLL, ALL COMPONENTS
-JAN =10, FEB = 2 MO, MAR = 3 MO

JAM

85

92
$7
95
96
98

95
98
94

96
97

100

98

2.9

. 430 260
| Ree~-&

BELLSOUTH TELECOMMUNICATIONS (’S o I R T
EXCEL : PAGE 1 or 2
TENNESSEE . 07/12/93
1993 : 16.05.33
YTD

FEB HMAR APR MAY JUN JUL AUG SEP ocT NOV DEC PAILURES

95 95 95 95 95 0
§2 92 21 51 91

96 96 95 96 6

95 96 97 97 97

96 96 96 97 97

a5 96 86 95 96 -0
94 95 95 95 85

97 97 96 86 96

94 95 g5 95 .v85

95 86 96 97 97

97 97 817 98 98 1}
Y Y Y Y Y 0

100 97 100 100 100 [

93 26 97 87 98

YEAR TO DATE PERCENT OPPORTUNITIES MET 100.00

P - MISS EXCUSED AS A RESULT OF HURRICANY ANDREW

FOUR MONTH BESULT, 1 OPPORTUNITY PER PERIOD
~ IRFORMATION ONLY, RESULTS NOT USED FOR EXCEL

- DBJECTIVE CANNOT BE MISSED FOR THREE CONSECUTIVE MONTHS
- ONLY THT BST RESULT IS OFFICIAL

'THE STRTE RESULT IS5 SHOWN FOR INFORMATION ONLY
ALL STATES FAIL IF THE BST RESULT IS ABOVE OBJECTIVE

1 - PROVISICNAL UNTIL JULY
3J ~ JAR AND FEB RESULTS HAVE BEEN ADJUSTED TO ACCOMMODATE

AN OBJECTIVE CHANGE DURING THE 3 MONTH ROLL PERIOD
*  RADJUSTED RESULTS ARE NOT VALID FOR TREND ANALYSIS ® - INTX CARRIER SVC COMPONENT BREARDOWN ON PAGE 2

X - NO JAN PISULT: :

=== RALL MISSES WILL BE URDERLINED.

NCTICT - KOT FOR USE OR DISCLOSURE OUTSIDE BILLSOUTH OR ANY OF ITS SUBSIDIARIES EXCEPT UNDER WRITTEN AGREEMENT
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ArGl

P F B b o§

FGK

oI

m

IOTAL # CF COMPONENTS MET

# OF CCUuFORENTS EXCEEDING

° CORPORATE MITSUREMENTS

TRANS-PIC ACCURRCY

THRANS-800/900:
A. BOO TRANSLATION

B. 900 TRARSLATICN

MICE-SPEC ACCESS
SINTLE CIRCUIT

MICE-SPEC ACCESS
o3l

MICE-SPEC ACCESS
D53

MTCE-SINGLE CXT
FATLURE RATE

#TCE-PS1/D5)
FATIURS RATE

BILLI%5-BILL REL DATA:
A. FIL IN 7 DAYS .

B. 7L IN 8 DAYS

EILLIM5~CARRIER ACC
USRGE

BILLIYG=SVC CRDER
TI+T LINESS

BLOCT " NG-0TTG:
&h. MFET-]1 MONTH

B. I'35=13 MOKTHS

PROV-SWITCH AZC

% CTHPLETED ON TIME
PROV-*PEC ACC SGL

% C"¥PLETED .ON TIME
PROV-FTEC ACC DS1/DPS3

% C*“PLETED ON TIME

PROV-"7IT AC-\ DDD HET

1.6

3.9

4.5

90.0

100.0

99.1

TBD

58

98

98

FROV-SF AL SCGL-% DDD MET

PROV-7? AC DS-% DDD MET

0

CONST“TTIVE MISS ALLOWANCE

INTE CF = SV MET

2.6

.0

2.4

1.2

9.9

$l.1

1.9

«0

100

93

100

12

BELLSOUTH TELECOMMURICATIONS
INTEREXCHANGE CARRIER COMPONENTS

FEB

98.9

99.1
99.5
3.2
2.2
.0
2.4

1.2

N
.D
1c0
100

100

12

99.5
3.7
2.7

-4

1.4

100.0
100.0
§9.9

96.4

1.9

Y
100
100

99

12

TENNESSEE
1993
MAR APR
99.6 99.7
95.1 99.3
9%.3 99.4
3.4 3.2
2.6 2.6
.0 .0
2.4 2.3
1.4 1.4
77.0 100.0
;;?; 100.0
9.5 9.9
86.5 92.4
1.1 1.3
.0 0
100 100
100 100
100 99
1 12
0 0
Y Y

99.8

99.4
95.6
i.8

2.7

2.4

1.5

100.0
100.0
100.0

86.0

.8
-0
99
100

99

12

JUL

920260 REF-&F
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BELLSOUTH Page 1 of 6

TELECOMMUNICATIONS ©®

The 1992 BeliSouth
EXCEL Program

EXceeding Customer Expectation Levels

Corporate Measurements

December Results

- Executive Summary

ROTICE
Not for use or disclosure outside
BellSouth or any of its subsidiaries
except under written agreement.



1992 EXCEL
Indicator 1

Objective:
92 % Satisfied

1992

_ BellSonth
Alabama
Floridga
Georgia
Kentucky
Louisiana
Mississippi
North Carolina
South Carolina
Tennessee

220260
Ree -9

Residence Customer 7. L

Overall Satisfaction

P .

Measuses the average percentage of residence customer survey
respondents who indicated that their overall contact with Directory
Assistance, Repair, Provisioning, and Billing Inquiry services was
satisfactory.

Results are reported monthly by State and Company for Directory
Assistance, Repair, Insullation, and Service Center, as a simple _
average of the three-month results. In the second quarter,
Installation and Service Center will be replaced with Provisioning
and Billing Inquiry. General Billing will be tracked as an
unofficial component, beginning with the second quarter.

There are no official objectives for individual components, only
the overall satisfaction results for the market segment.

Jan | Feb | Mar Apr IMay | Jun | Jul 1 Aup {*Sep|*OQct|*"Nov|*Dec

95 195 195 | 94 194 [ 94 |94 )9 |94 |94 ]| 94 | 04

96 | 97 196 | 96 | 96196 [ 951951959 | 95|95

94 1 94 195193 {93193 )93193)93[]931{931092

94 1. 94 194193 {93193 193199299 |mn

96 ) 96 196196 | 96|19 | 9% (9|96 96| 96| 96

96 1 96 1 96 1 96 | 96196 1951 95{ 94|94 | 94 05

9 | 96 [ 97 {96 | 9619 | 96196 {95! 95 | 951 95

95 195 196 |93 {94 ]94(95]|05(04)os]oalog

96 1 96 | 96 195 | 95 (95 194 {9404 | 0a ]| 941|095

96 | 96 | 96 1 96 | 95 [ 95 1 95 | 95 | 95 ] 95 | 94 | ¢s

* Hurricane damaged areas of Lovisiana and Florida were nou surveyed in Sep or Oty
South Florida srea was not surveyed in Nov or Dec,

0011935 @




1992 EXCEL
Indicator 1b

1992

BellSouth.

Alabama
Florida
Georgia
Kentucky
Louisiana
Mississippi
North Carolina
South Carolina
Tenpessee

Residence Customer
Repair |

Measures the average percentage of residence repair survey
respondents who indicated that their contact-with Tepair service

was satisfactory.

Results are aggregated with the other components of Residence
Customer Satisfaction (see Overall Satisfaction) as a simple

average of the three-month results for each component and are

reported monthly by State and Company.

There are no official objectives for individual components, only
the overall satisfaction results for the market segment.

-
-

Jan | Feb | Mar! Apr |May | Jun | Jul | Aug | Sep | Oct | Nov ; Dec
90 | 91 )91 )91 ] 91 [91 |9 j91 )% ;9 |99
92 | 92 | 92 [ 93 |94 | 94 ) 92 | 91 | 91 | 92 | 91 | 90
88 | 90 [ 90 | 89 | 89 | 89 { 89 | 89 | 89 | 90 | 90 | 8%
90 | 90 { %0 | 88 | 89 | 88 | 88 | 87 | 87 | 87 | 87 | &7
94 193 )93 793 | 94| 94194 | 94193 )92 ]9 |92
92 ) 92 | 93§93 | 94 (93 (93|93 }91 191 9|93
93 | 93 (94 | 93 { 94 | 94 | 95 | 94 | 94 | 94 | 94 | 94
90 | 90 | 90 | 91 | 92193 | 93 | 94 | 92 | 93 | 92 | 91
91 193 192 |92 | 92|92 (9|91 8 |9 ;9% ]9l
90 | 92 | 92 {93 | 91 {92 |92 | 92 | 90 |9 | 9 t 92
R A
= JUi1935

qao -9-56

REP-

9
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1992 EXCEL | gmall Business Customer .
Indicator 2 . -
Overall Satisfaction

- -

Objective: _
92% Satisfied Measures the average percentage of small business customer
survey respondents who indicated that their overall contact with
Directory Assistance, Repair, Provisioning, and Billing Inquiry

services was satisfactory.

Results are reported monthly by State and Company for Directory
' Assistance, Repair, Installation, and Service Center, as a simple
average of the three-month results. In the second quarter,
Installation and Service Center will be replaced with Provisioning
and Billing Inquiry. General Billirig will be tracked as an
unofficial component, beginning with the second quarter.

There are no official objectives for individual components, only
the overall satisfaction results for the market segment.

INARBRY

1992 Jan | Feb |Mar | Apr |[May | Jun | Jul | Aug [*Sep | *Oct*Nov|*Dec
BeliSouth 95 | 95 | 05 | 94 | 94 | 94 | 94 | 94 [ 94 | 94 | 94 | 94
Alabama 97 | 97 | 97 |96 196 | 95195 |96 | 96 | 96 | 96 | 96 ~
Florida 92 | 93 | 94 BETMN 92 | 92 | 92 JRIMM#O1 | 92 | 92 | 92 —_
Georgia o4 | 95 | 95 | 94 | 93 {93 | 93 | 92 [ 93 | 93 | 93 | 94 gl
Kentucky 97 | 97 [ 97 97 |97 |96 | 96} 96 | 96 | 96 | 96 | 95 . _
Louisiana 96 | 96 | 96 | 95 {95 {95 [ 95|95 | 94 [ 93 193 |93 | ~ =
Mississippi 97 | 97 | 97 | 96 | 96 |- 96 | 96 | 96 | 96 | 96 | 96 | 96 i
Nog‘tp Carolina 94 | 95 1 95 1 95194 | 94 | 93 | 94 | 94 | 94 | 94 | 94 e
South Carolina 96 | 96 | 95 | 95 L 95 | 95 | 94 | 94 | 94 | 94 | 94 | 94
Tennessee 97 1 97 | 97 | 95 | 96 [ 96 | 96 | 95 1 95 | 94 | 95 | 95

* Humicane damaged arcas of Lovisiana and Florida were not surveyed in Sep or Oct;



1992 EXCEL
Indicator 3

Objective:
92% Satisfied

1992

BellSouth
Alabama
Florida
Georgia
Kentucky
Louisiana
Mississippi
North Carolina
South Carolina
Tennessee

Medium Business Customer

Overall Satisfaction

Measures the overall satisfaction of medium-size business
customers (those with three to nine lines) with all aspects of their
telephone service - i.e., service negotiation, provisioning,
maintenance, billing, and purchase or lease of telephone

equipment from BellSouth. The Business Record Information

System (BRIS) provides the sample for 100 completed telephone
interviews (conducted by an independent research firm) per

Revenue Accounting Office per month.

Results are rcportcd monthly by State and Company as a three-

month rolling average.

3

Jan | Feb {Mar | Apr |May| Jun | Jui Aug [ *Sep [ *Oct |*Nov|*Dec
98 | 98 | 98 | 98 [ 98 {97 {97 ( 97 97 {1 97 [ 97 | 97
99 | 98 |1 98 | 98 | 98 ) 99 | 98 | 99 | o8 | 97 | o7 97
96 198 | 98 199 ]| 97 {97 |96/ 97 97 {96 { 97 | 96
99 | 98 198 |99 199 |98 97|97 ] 97| 97 97 | 96
1001 97 197 197 |98 )98 |98 |98 | 98 | og 98 | 98
99 1 98 | 98 | 98 | 98 { 97 | 98 | 97 | o8 97 1 97 | 97
99 1 98 198 [ 98 | 98 | 99 | 99 | o8 9 | 97 | 98 | 98
98 198 |98 1971979796/ 0g 97 198 { 98 | 98
97 196 | 9719 | 97 | 97 97 1°97 | 98 | 98 | 98 | o7
99 199 | 97 )98 | o7 98 | 98 | 97 [ 98 | 98 | 98 | o8

* Hurmicane damaged arcas of Louisiana

and Florids were not surveyed in Sep or Gt

South Florida area was not _lurvleyed in Nov.
; ]

-~
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1992EXCEL | Total Customer Trouble
Indicator 8

Report Rate
Objective:

53 reports/100 lines Measures the number of customer trouble reports for all classes of
service except special services complex circuits. This
measurement has been expanded in 1992 to include all original
customer direct (Category 1) reports. Classes of service include
Residence, Rural, Unclassified, Business, PBX, Centrex, Key,
Coin Public, Coin Semi-public, and Charge-A-Call and simple
special services such as burglar alarm dial access and
non-designed WATS. Subsequent reports are not included. Results
are expressed as the number of trouble reports received per 100
customer lines, and are reported as a three-month rolling average.

1992 Jan | Feb { Mar | Apr | May| Jun | Jul | Aug | Sep | Oct | Nov | Dec
BellSouth 34 [ 34 |34 |34 [34136[40145[46 1444036
Alabama 30 129 129129128 [31/36]4.1140136]33]32
Florida 4.1 141 |40 139 |37 |40 42149 |55#]|5T#[ 54#| 46
Georgia 35 136 (38 |38 (37140 {47 |53(53 146143140
Kentucky 25 1241241252729 |34|37]36]31]27]25
Louisiana 33133 13313143133 /36|41 [43]40]37]34
Mississippi 33 133133733133 [35}139/46 |44 [40]35]35

North Carolina 31 130131 [31[33]360138]411391(36]32]30
South Carolina 32 132133 [34|34]37140(45}44 14113734
;Tennssee 33 132 130 (301313438141 1391%}36132130

# Reflects adjusiments 10 oppormnities as a result of hamicane Andrew in Florida, Loui siana. & BST
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Fayvout Comparison

New Service Awala Calculation

IS |

Telecommunicalions
¢

1882 - 19983

| (Yeal-End} '
Alabama 142.50 136G.67
Florida *116.25 20.00
- Georgla 123.75 - 103.33
{entucky 142.50 136G.67
Loulsiana *138.75 130.00
Mississippt 142.50 136.67
- Norih Carolina 127.50 110.00
South Carclina 131.25 116.67
Tennessee 138.75 130.00

BellSoulh |

*133.69 121.00

* Results reflect recommended aajusiment {o compensaie {or Impact of Hurrlcane Andrew.



Payout Comparison

New Service Award Calculation

Alabama
Florida
Georgia
Kentucky
Lousiana
Mississippi
North Carolina
South Carolina

Tennessee

BellSouth

1992

(October-YTD)

146.25

* 116.25

12750
150.00
138.75
146.25
131.25
135.00

142.50

Telecommunications 137.06

i g S e
. RCP" ,O-
o

- -~

1993 Wi CSP

Scdei: c'w(_: st et
wll o+~ YRece

143335 S0l be o .

[cwoer,

% 90.00

110.00
1’5'0.00
130.00
143.33
116.67
123.33

136.67

127.00

* Results if Hurricane Andrew misses excused, otherwise -
Florida’s Service Award will be 0.00.

CFOYAL
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FOR BELLSOUTH TELECOMMUNICATIONS, FLORIDA

This report highlights the Florida findings from the values and vulnerabilities assessment
conducted by the Ethics Resource Center, Inc. (ERC). These findings are based on six
individual interviews and conference calls and two focus groups conducted between May 15,
1992 and June 15, 1992. Focus group participants were randomly selected to achieve a cross
section of staff functions and line management.

FINDINGS

This section summarizes the findings according to the follc;wing categories:
. Florida Culture
. Organizational Values

. Vulnerabilities to Unethical Conduct

FLORIDA CULTURE

Overzll, Florida participants’ remarks on the BellSouth Telecommunications corporate culture
were consistent with the findings as noted in the BellSouth Telecommunications Executive
Report. However, they noted several unique elements in the Florida culture.

Interviewees noted that Florida is the largest state in the system with a high volume of
activity and a high concentration of scam astists. Employees also attributed differences to
the corporate customer environment. Interviewees perceived that Florida was more aggressive
in pursuing business than other states within the company due to the technological

innovations and intense competition facing its markets. For example, the presence of .

alternate access vendors prompted employees to respond aggressively to meet market
demands, '

Interviewees gave two cultural reasons that may have contributed to Florida’s past problems.
First, employees perceived that ethics and integrity were passive values that were expected,
but not actively promoted. Secondly, the perception that management would "shoot the
messenger" prevented employees from voicing concerns and escalating problems.

F234337 0000594



OPERATING VALUES

Florida perceptions of operating values closely mirrored those of the rest of the company.

Stated Operating

Customer First Customer Service
Respect for the Individual

Pursuit of Excellence Making Measurements
Positive Response to Change Bottom Liné
Commurity Mindedness

YULNERABILITIES TO UNETHICAL CONDUCT

This section highlights the ethical issues discussed in the Florida interviews and focus groups.

These issues are divided into the following categories:

- Management Issues

»

Management Issues

Measurements, Goal-Setting and Performance Evaluations
Competition

Communication

Ethics Effort

Supervisory Issues

There were concerns that future downsizing could overload
supervisors® spans of control and increase their responsibilities.
Some employees feared that this would make it difficult to
reinforce expected behavior.

People did not feel thdt they had the necessary contact with direct management
in other locations. They believed that this stemmed from the fact that Florida

2
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does not have a state headquarters locatic

- - - -

There was concern that supervisor training in people management skills was
inadequate, The

There were perceptions that technical resources were allocated
across states without regard to differences in the workload.

. Employees raised the issue of what managers can reasonably

demand from employees, especially when resources are
stretched. Employees did not =~

- -

Some interviewees believe that corporate management's actions
speak louder than their words.

Policies and Procedures

Interviewees stated that even though policies were in place, if
things were going well, no one checked to see if they were being
enforced. Several factors such as the reluctance to escalate

- problems, the focus on making measurements, the lack of

accountability and ownership, and the passive acceptance of
ethical expectations led to processes that would not be detected
unless something went wrong. There was some concern that the
company's unwillingness to change some processes reflected a
greater emphasis on the process than on the job itself.

Employees felt that some problems were unintentional and resulted from the
bureaucracy. For example, because trouble coding is such a complex system, it
"leaves a lot of room to play with the code.” '

Measurements, Goal Setting and Perfonnance Evaluations

Measurements

*

The recent mechanization of measurement reporting has not stopped all of the
abuse. Employees have just found new ways to get around the system.
Additionally, the emphasis on achievement of measurements has created an
environment where employees sometimes circumvent the systems and
procedures to reach the target, without actually fixing the problem or

3
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If the numbers looked good, managcrs did not
check to see if they were legitimate,

There was a perception that employees who manipulated
measurements were motivated by the index and may not have
realized the impact of their actions on customer rebates or
commission compensation.

Reward Systems

Florida management would like to reward employees who "challenge up,”
although a reward system is not yet in place.

Some employees indicated that the criteria for receiving incentive awards
allows for inconsistent implementation,

Interviewees perceived that the company was vulnerable in any area where
measurements determined compensation. As quotas and competition increase
and the workforce remains constant or decreases, vulnerability will increase.

Performance Appraisals

Competition

)
'9~L5\’
b

Employees indicated that there is not a set process for reviewing managers. If
employees perceived that they worked for a2 manager who was not performing
well, they felt that they had two options -- either wait for the organization to
change or remove themselves from the situation.

Some interviewees believed that employees aren’t convinced that
competition will happen and don’t understand that the company

Employees stated that the company needs to clearly
communicate how employees should deal with competitors that
are emerging in traditional areas such as local telephone service.
For example, independent companies might want to lease
equipment that would be placed on BellSouth premises or place
their facilities on BellSouth poles.

Some employees perceived that a customer who generates a lot of
money may receive better treatment than a smaller customer,

NNnnsas
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BellSouth increasingly finds itself in situations where its
business partners are also customers, compcntors and vendors
(e.g.. AT&T and other RBOCs).

. Some interviewees desire more
guidance on reasonable business practices for dealing with these
relationships, on the boundaries that should be set, and on the
protection of the sensitive and proprictary information of
BellSouth, its customers, and it partners.

.

Some employees stated that the company does not do a good job
of identifying sensitive material,

Internal Communications

1
a4

38
3L

Communication and emphasis on company expectations for ethical behavior
seem to be better in Florida than in the rest of the company. Much of this is
attributed to the focus on recent problems as well as to the encouragement to
"challenge np." Some employees indicated management is sending the
message that the company will not tolerate shady deals.

Despite the effort to improve communications, some still feel
that information passed to upper management is filtered and
tinted, reflecting the "shoot-the-messenger" mentality and
resulting in a softened message that doesn’t give a clear
understanding of the problem.
Even employees who did not believe that everyone
- indicated & need to

- O(h=0_ . =

- Employees would like to hear about problems and issues before

they appear in the local newspaper. The fact that they don’t
fuels the feelings that management does not care or trust the
employees. Some interviewees stressed the importance of

commumcatmg clearly to employees if downsizing actions are
taken in the future,

Employees indicated that the company should communicate the results of this
assessment to those who participated in the process.

TNl3437 nnNnNNncS oo



Ethics Effort
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Company's Comminment -

Employees perceive that people interpret what is important from the actions
they see. Some feel that the concern about ethics is simply a response to
recent problems and that once the crisis passes, current efforts will go
unheeded, '

Some interviewees perceived that unethical behavior is
aggravated by poor communication of expectations. Employees
stated a need for & better understanding of what the company -
means by "ethics."

Ethics Office

While most of the Florida comments regarding the Ethics Office
were similar to those in the rest of the company, the Florida
participants emphasized a fear of retribution and breach of
confidentiality if they approached the office. Employees wanted
to know what the policies and procedures for investigations of
misconduct would be for the new office. Some interviewees
voiced concerns that their jobs might be in jeopardy if they
reported unethical conduct. Others felt that if falsely accused of
wrongdoing, they would be responsible for proving themselves
innocent.

Code of Conduct and Ethics Policies

People sign Personal Responsibilities, but don’t always read it.
Some employees stated that it did not "do anything for [their]
job." Other employees suggested simplifying its message.

Several employees expressed a desire to see consensus from

management on the "grey areas” pertaining to real daily -~ ™" - . -
situations. They indicated that examples on how to handle such

issues should be included in Personal Responsibilities.

FO3AR3Z 0000599
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ETHICS ASSESSMENT EXECUTIVE REPORT

FOR BELLSOUTH TELECOMMUNICATIONS

. : i
This report is a summary of the values and vulnerabilities assessment conducted for BellSouth
Telecommunicadons by the Ethics Resource Center, Inc. (ERC). The reporn is organized into
four secnons:

. Objective
o Approach
. Findings From Interviews, Focus Groups, and Survey
v Conclusions & Recommendations
OBJECTIVE

The objectve of the assessment was to determine the appropriate approach and methodology
for ethics training development. The assessment was designed to elicit employee perceptions
of BeliSouth values, culture, ethical issues and potendal areas of vulnerabiliry. The findings
include results from an employee survey fielded in December, 1992,

The survey was designed to measure: employees’ imowledge of company policies and values
and the degree to which they are known and communicated; empioyees’ anitudes about the
tompany and its people; and employees’ skills in identifying and addressing potendal ethical
issues and their experience in reporing observed misconduct. The survey will also be used
as a benchmarking tool to measure the ongoing effectiveness of BellSouth’s ethics program
and training efforts.

APPROACH

The Center combined the data gathersd from interviews and focus groups conducied between
January 10th and 21st, 1992 with data gathered from 22 individunal interviews and conference

calls and 6 focus groups, encompassing approximarely 50 employees, conducted berween May
11, 1992 and June 19, 1992. | T

The focus groups conducted between May 11, 1992 and June 19, 1992 were lecated in

all oY PO
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Atlanta, GA, Birmingham, AL, Miami, FL, and New Orleans, LA, Participants were
randomly selected within the parameters of achieving a cross section of staff functi.ons and
line management. Groups ranged in size from six to ten, with the average being eight
participants.

The survey was dismibuted to a representative sample of approximately 5,000 Bell¥%uth
Telecommunications employees in December, 1992, BellSouth was responsible for the
selection of participants. Completed questionnaires were returned to ERC 10 ensure
confidentiality. ERC forwarded approximately 2,500 surveys, the predetermined cut-off total,
to Behavior Research Corporaton (BRC) for tabulation. This represented a swong 50%
Tesponse rate.

RESPONDENTS
By Job Level =

1st/2rd Lvl Mgmi 52%

Ops Mgmit 18% Qccupaiiona! 22%

Key Mar/Gilicer 9%

Desamper 1082

‘RESPONDENTS
By Job Responsibility

HR 6%

Other €% Marke:iné/Sales'Q%
Logel 3%
Cus:. Services 11% Fin/Acznig 1%
Ext. Aligirs 4% Reg. 4%
1S 7%
Clerical 7% i

NW/QOps 28%

Detember 19912
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The survey contained 27 substantive and 4 demographic quesdons, seeking employes opinions
regarding:

. The value of existing policies and code of conduct.

. Preferred formats for additional communicatons on ethics.

. The role of core values, key priorities, and other imponant goa.ls and”
values in BellSouth’s operating culture.

. The commitment of management, peers and direct reports to ethical
conduct.

. Business pressures to compromise BellSouth’s ethical standards.

. Systems of reward and discipline.

. Proper procedures for asking questions about corporate standards and
for reponing misconduct.

. BellSouth's pracrices in reporting misconduct.

. Hypothetdcal scenarios testing employees’ understanding of corporate

standards and their ability 10 apply those standards in particular work-
related sitwations.

. Assessment of BellSouth’s risk of unethical conduct and its ethical
culture in comparison to other companies.

Almost zll respondents provided written responses to one or more open-ended questons
included in the survey, including comments abour: pressures to compromise BellSouth's
standards of business conduct in order 1o achieve business objectves; suggestions to make A

Personal Responsibility more effective; and any other additional comments or concerns

relative to ethics and business conduct at BellSouth. A representative selection of these
comments is presented in Appendix A.

KEY FINDINGS FROM INTERVIEWS, FOCUS GROUPS, AND SURVEY

This secton summarizes the assessment Findings according to the following categories:
. Indusmry Characteristics
. Corporate Culture
. Organizadonal Values

. Vulnerabilities 1o Unethical Conduct

™
2
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INDUSTRY CHARACTERISTICS

Interviewees noted that industry members are under intense public scrunny, at both the local
and national level. In return for a quasi-monopoly szatus. the RBOCs are cxpcctcd to conduct
business in a manner to maintain the "pubhc trust.” S o

Historically, the regularion of the rc]ecommumcauons industry created a moncoly
environment, producing conservative, bureaucratic organizations. This environment limited
competition and guaranteed the telephone companies a sufficient profit. However,
interviewees noted that fast-paced changes in the regulatory and market arenas have
ransformed a once staid indusrry into one that is becoming highly competitive. At the same
fime, many of BellSouth’s services are sill rcgulatcd making ir difficult to compete in bids
for lucrative corporate business. Interviewees noted with some frusmation that fast-paced
technological advances also make it difficult to develop a clear vision of what the industry
and BellSouth will be like three to five years into the future. Some employses indicated that
direct competition places pressure on the company to reduce costs, an effort often achieved
through the reduction of people. This sense of uncertainty has increased feelings of anxiery
and insecurity among some employees.

Divestiture and deregulation in some areas of the business have led to a new phenomsnon for
some employees, namely the advent of real competition with other RBOCs and independent
communications companies. Interviewees noted that this has led to some fruswatons: the
"public was never really educated about divestiture; if they have problems, they don't
understand when we say it’s not our fault or our responsibility.” This can put employees in 2
difficult simmaton. Do they risk disappointng a customer or do they use company resources
to fix a compedtor’s problem? Some employees also recognized that the indusmy is
expanding while BellSouth's segment is shrinking. Pressures on the company's culture,
people, and response systems will increase as today’s advanced technologies become
commodities and as customers’ requirements change, creating an even more compeatve
EnVIronment.

CORPORATE CULTURE

BcllSouth has a 100-year history and there are still some remnants of the bureaucratc,
monopolistic, measurement-driven, pre-divestiture AT&T culture. Overall the company has
been perceived as 2 hard working, ethical company with good compensadon and benefits.
However, when employees joined the company they thought they had contracted for a job for
life. Many employees now feel that the company has violated that pact.

Others recognize that the company’s
actons are necessary for survival in the marketplace, but acknowledge that people are
frightened by thc potential for downsizing and loss of the historical "family" relationship.

P T o
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Differences

Perceived fundamental cultural differences between the two former telephone subsidiaries,
Southern Bell and South Cenrral Bell, can sometimes cause fricdon. For example:

0 People from South Central are perceived as conservative and’ r
non-innovative in a market that is declining or stagnant. They-
draw a clean line between right and wrong, and are said to have
better procedures and a more cenmalized strucrure, Their
philosophy is said to be "let me ask first.”

. People from Southern Bell, on the other hand, are described as
innovatve and futurisdc. Their markets are growing and they
face more challenges because of the fast pace of the market.
Their philosophy is said to be "wing it," or shoot from the hip.

0 BellSouth Corporation is seen as different aliogether. As one
interviewee said,

Interviewees aiso indicated that different cultures existed among the various states. Some of
the differences were atmibuted to the corporate customer environment within the individual
states. There was a percepton that Florida was more aggressive than other states within the
company because of the technological innovatdons and intense competition facing its markets.

Employees

There was a perception that most of the execudves and employees have worked within the

. Bell sysiem nearly all of their working lives with little or no exposure to other companies or

indusuies. Therefore, interviewees fear there may be a certain amount of naivete and
resistance to change. This could put the company at a disadvantage both from a business and
an ethical perspective since new chalienges from increased competition and from emerging
market areas may not be fully andcipated.

Decision-making and Communications

There was a consensus among interviewees that the regulatory environment encouraged

committee decision-making rather than individual accountability, as might have been found in
an unregulated company.

Employees believe that a “shoot-the-messenger” environment, a culwural artfact inherited from

AT&T, sdll exists, Employees are not encouraged to report problems. Sorne managers are

reluctant 1o tell bad news 10 superiors and subordinates because they perceive thcy will be
labeled "difficult” or risk getting demoted or fired. o

5
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The company has historically placed smong emphasis on measurements. This emphasis began
as a method of facilitating internal competition in an indusy where external compertion did

not exist. Consequently, the mindset has become one of managing to measurements rather

than 1o compedtve market factors.

There is some cynicism about cawchy phrases or "programs. of_the month" used as ,!'Ellying
points to motivate employces. Employees perceive that upper management does not take such
programs seriously or follow through’well with implementation. A concern was expressed
thar ethics would be such a program.

Conflicts among departments and tendencies of “turf protection” were noted whergin
departments compete with each other and do not always share useful information, sometimes
to the demiment of the total organizaton.

YALUES

Establishing consistency between stated and operating values is a critical element in creadng,
maintaining and swengthening an ethical operating environment. Values provide the
foundation that can guide subsequent acton. Employees look to the values as wouchstones,
especially when they are confronted with new, complex or “gray” issues and need guidance 1o
make the right choice.

Stated , Operating

Customer First Customer Service
Respect for the Individual Conformity

Pursuit of Excellence Making Measurements
Posidve Response to Cha.rigc Bonom Line

Community Mindedness

For most of BellSouth’s stated values, almost 60% or more of respondents agreed that the
values were equally important to both them and t0 management. The most shared values
were “customer first" and "ethics.” However, there were several values where respondents
disagreed on the relative importance to them and to management.
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Stated Values

Customer First

Most said that the company paid lip service 1o customer service, but when forced P choose
berween service and the bottom line or internal measurements, the customer loses ocut. The
attempt 1o take away beepers as well as an absolute policy of no overtime wére cited as
examples. People also perceive that "customer first” means the customer who threatens to
go to the PSC. Some interviewees indicated that the company let the focus on customer
service slip after divestiture, focusing instead on productivity and financial measurements.
Increased competition has re-focused the company on customer service. However, some
interviewees indicated that the company cannot provide the level of service that it once did
without sacrificing revenues and eammings.

Some employees perceived that the focus on revenues generated by large corporate business
neglected the interests of smaller customers. For example, service employees may forward
requests for information from small customers in remote areas 1o the appropriate marketng
groups, only to learn that marketing chooses not to devote resources to such a small volums
of business. Some employees perceived this as a breakdown in corporate values since &
commitment was made to the customer that may not be honored.

. 74% of survey responden:s believe that customer service is equally important to them
and to management. However, almost one-fourth (24%) of respondents indicated that
customer service was more imporant to them than (0 management.

Respect for the Individual

Managers say they want 1o teat employees with dignity and respect, but are perceived to fail
in their efforts due 1o ignorance or insensinvity . ‘
pressure 1o get results, and poor communicatons. One interviewee said,

On the other hand, managers and employess alike
noted the existence of a civil service mentality, particularly at the lower levels, where they
perceive that it is tough to be fired or 1o fire someone for poor performance.

Changes in the culture have also led to new pressures.
Our motto is Jhis pressure was ransiated as a lack of concern for the
individual, particularly the employes. T ' '

. 59% of survey respondents said that respect for the individual was more important 10
em than to management. Only 39% indicated that it was equally imporant to both.
This was the second lowest score of any value.

CNara ) o~
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Positive Response 1o Change

There is z perception by some employees that some legitimate business activities are
unethical. This may indicate a reluctance to embrace change in a way that will allow the
company to compete in the industry. For example, some interviewees indicated that any
selling activity was unethical, particularly if it involved giving lower incomic custofhers a

choice to purchase features that they clearly could not afford or might not need.

o s o= o

. 62% of respondents believe that positive response to change is equally imponant 10
them and to management. However, more than one-fourth of respondents (28%)
indicated that positive response to change was*more important to them than to
management. 11% indicated that it was more imporiant to management.

Communitv Mindedness

Employees acknowledged that the company values its image in the community, but most
thought this reflected concerns for public relations rather than for the communities
themselves. Some felt that the company goes oo far in its zealousness for community
programs such as United Way.

. 56% of respondents said that community mindedness was equally imporant to them
and 10 management. However, 26% indicated that it was more important to
management, while 18% indicated that it was more important to them.

Pursuit of Excellence

Some employees believed that the company’s efforts 10 embrace quality were genuine while
others had mixed reactions about the company's commitment to quality as a long-term value.

. 59% atmibuted equal importance for management and themselves regarding
commitment t0 excellence and qualiry. However, more than one-third of respondents

(35%) indicated that commitment to cxccllcnc- was more importan; 1o them than 10
management,

Operaring Values

When asked to identify characteristics that BellSouth valued, interviewees mentioned several
outside the stated values. These characteristics included: profitability, cost conmol, and
making measurements. Survey respondents were asked to rate the importance of these issues
10 them and to management.
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While 63% stated that profitability was equally important to them and to management,
33% overall indicated that it was more important to management. Upper manage:iznt
employees were more likely to rate this characteristic as equally imporant, with the
rating for "more important to management" increasing as level decrzased. For
example, 39% of occupational employees rated the value more important to
management as opposed to 23% of key managers. - -~ ' L

55% of survey respondents said that cost conmol was equally important to them and to
management. 32% indicated that cost conzol was more important 1o management.
Again, higher level employees were more likely to rate this characteristic as equally
important, with the raung for "more important to management” increasing as level
decreased. 41% of occupational employees said that cost control was more important
10 management, versus 24% of key managers.

Survey results substantiated interviewee perceptions that "making measurements" is a
management value at BellSouth. 66% of respondents indicated that this value was
more important to management than to them. This was consistent across management
levels and funcdons with the exception of customer services and network/operations
employees, 72% of which thought the value was more important to management.

IMPCORTANCE QF VALUES

Values
Customer Service -SRI - 199.8 'l
Profitabliity m 11009 |
Ethics - - | 100.1 I
Cost Control l100.9 .
Measuremants W_—_J 1oy
Excellence m_ - 1100
Chanes -CIERRE— 1100
Community m_ _1100
Respuc! individual TIPSR i 100
0 20 40 60. B0 100 320
"Response %
M important 1o Ma ZZ Imoortant 10 Mgm1

T Equally imporisnt

el
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YULNERABILITIES TO UNETHICAL CONDUCT

Like most large companies in the United States, BellSouth has had its fair share of what
could be considered "common" ethical vulnerabilities: expense-report abuse, unampoﬁzed use
of tools and supplies, drugs and alcohol, and petty theft'. = ™=

Highlighted in this section are:

1 systemic features that could create an environment where such activites are
inadvertently encouraged or tolerated and

2) potential vuinerabilities where the ethical choices are unclear or not well-defined.

These concerns are divided into the following categories:

. Measurements, Goal-Setting and Performance Evaluations
. Policies and Procedures

. Competdon

. Proprietary Information

. Inside Information

o Vendor Relations

. Qther Areas
. Communication

. Emplovee Relations

. Ethics Effort

Measurements, Goal Setting and Performance Evaluations
Measurements

1. Interviewees indicated that the emohasis on measurements has created an environment
where emplovees somerimes circumvent svstems and orocedures to_achieve gozls.
esoeciallv since those who meet measurements have historicallv done well.
Interviewees perceived that unrealistic indices, lack of enforcement in disciplining
unethical conduct, and performance objectives that sometimes conflict with stated
values such as customner service have conmibuied to this environment.

'Thc;e issues were among the top ten ethics issues identified by businesses in 2 1988-1989 survey conducted
by ERC of 2,000 corporations across eight industries.

10
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Survey results indicated that “making measurements” is viewed by 66% of
respondents as more imporiant 10 management. 31% indicated that "making
measurements” was equally important to them and t0 management. However,
when asked whether they would exaggerate business results 1o win a contest,
almost 98% indicated that they should repor results accurately. v
Employees perceived that supervisors condoned activity 10

circumvent measurements in the past. Interviewees believe this

is probably still the culture today and that it signals to

employees that BellSouth condones such activity. Interviewees

perceived that their supervisors do not always take action against

employees who falsify wouble reports and that management

takes no action because bonuses depend, on the erroneous

figures.

There was a perception among some employees that revenues were
sometimes recognized in advance of service installarion. Employees
perceived that customers were asked to sign a statement indicating that
services had been installed when they had not been.

Interviewees perceived that people manage to budgets instead of
managing from budgets. T '

e T -

Unrealistc indices force people 10 manipulate reports or 10 lie 10
customers. 1t was noted in one case that three-fourths of
employees did not meet the "number of required tasks,” but that
management still upped the requirement. Interviewees noted that
there is no consideradon of different levels of difficulty in
performing different tasks.

Employees felt that some problems were unintentional and
resulted from the bureaucracy. = .

Although employees perceived that the focus on measurements was changing to
reflect customer satsfaction, some interviewees also thought that the pressure
10 make measurements would only increase as competition increased.

11
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Reward Systems

1.

--Tg-\\,.\

(o
i

-
i

Some interviewees perceived a conflict between what management savs it valuss and

what it rewards. Some interviewees thought that indices needed to be readjusted 10

match corporate values. L ”
. Management Team Incendve Awards are perceived to be manipulated.
o Employees perceived a conflict between JMOS tasks, which influence

performance evaluadon and salary, and customer service, which does
not directly influence perforrnance measurements. For example, plant
replacement jobs, which account for approximately 80% of the work,
have priority over customer related jobs. If a customer service problem
arises outside of the JMOS list, then the plant manager is faced with
choosing between the JMOS tasks and the customer request.

Some interviewees thought that manzegement needed to take 2 closer ook at tha means

to the end. Interviewees perceived that the company was vulnerable in any arez where

measurements determined compensation. As quotas and compertition increase and the
workforce remains constant or decreases, vulnerability will increase.

. Incentive systems have resulted in a tendency 10 “load people up" with
- things they don't understand or need. A confirmation letter now goes
out 1o all customers to help circumvent these practces. In one case, 2
Rep went back repeatedly 10 a customer who wasn't sadsfied with a
repair.

12
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Performance Appraisals

1.

(6
rl

13
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Interviewees perceived that there had not been a good svstem for evaiuating
performance based on merit. Some perceived an cxpcctanon for appraisals to conforrn
to a bell-shaped curve, causing concern among supervisors who didn’t believe their
employees belonged in the botom range. Others perceived that -everyone i#®a "major
contributor,” making it very difficult for managers to break out of the mold and give
other ratings that may more accurately reflect the employee’s performance. Some
interviewees did indicate that the company is trying to change by focusing on -
customer evaluations as a measure of performance.

. Some interviewees perceived that there was not a consistent way
of setting objectives that considered the differences in business
potential for various markets. ¥

. There was 2 perception that the "potential evaluation”, which
influences promotability, may perpetuate the glass ceiling for
women and minorites, especially if their skills are not noticed or
ransiated into potendal abilides.

o -

Some interviewees were concerned that there was no formal process for reviewing

managers. Employees indicated that managers were not rated on how they evaluate or
develop people.

. There was a perception that when managers’ development and feedback skiils
were weak, the process allowed them 1o fall back on the number,

- - -

Empvlovees perceived that the pressure to give 10 United Wav is unfair and mav
adversely affect their performance. Managers and craft believe their appraisal and
their job can be affected by their enrollment, so they are encouraged to sign up, even
if they intend to cancel.

0 When asked to comment on concerns, one survey respondent staied,

-
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Policies and Procedures

1.

1.

1

(]
1%
i
15

Interviewees stated that even though policies were in place. if things were going well.
no one checked to see if thev were being enforced. Several facmrs£such as the
reluctance to escalate problems, the focus on making measurements, the lad% of
accountability and ownership, and the passive acceptance of ethical expectadons led to
processes that would not be detected unless something went wrong.

Cost-curting & Expenses

Comperirion

1.

Interviewees were concerned about perceived pressure to meet cost reduction goals.
» . Paricipants noted that there was a lot of discussion of cost
savings and curtailing expenditures, but that the company would
then rurn around and seemingly waste money. .
. There appears (0 be a number of managers exerting pressure on
employees to engage in unethical conduct, such as violating
approval levels by splitdng up expense items. Also, ’
Interviewees realize that changes will have to take place within the companv to

compete effecdvelv in the future.- Some employees believe that the company wants 1©
compete, but really doesn’t know how. Others thought that the company would
encounter competition before it was ready. Stll others thoughr that specific policies
were in place to address employees’ behavior when dealing with large customers who
could also be parners and compettors. Overall, the survey resuits indicated that at
least three fourths of respondents would protect proprietary information received from
other companies and would not share proprietary informaton about BellSouth.

. Marketing groups selling to large customers or involved in
partnerships with potendal competitors seem to have specific
policies in place to direct employee behavior. However, the
company may not have thought about expected behavior from
employees when dealing with new enwants to the markerplace. T
For exarnple, if 2 new entrant announces a competitive offering,
what activities can be used to maintain market share that are also
permissible within company policy?

14
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When asked, “If you often see or speak with employees of BellSouth’s
compcmors (e.g., due 1o future colocation agreements or business rclauonshlps
with carriers and/or other RBOCs) and become aware of proprietary
information that might be useful to other depaniments/companies of BellSouth,
is it acceptable for you to share that information?" 78% gave acccptable
responses by saying "No, never” or "No, uniess the mformanon is ﬁrcady

public.”

6% said they would share the information and 18% did not know. Key
managers and officers were slightly more likely to share information, with
percentages willing to share decreasing with management level. Occupational
respondents were twice as likely as other levels (4% versus 1% to 2% for
others) to share the information if insmucted by their supervisor to do so.
Occupational employees (23%) were also much less likely to know what was
accepiable than other levels (18% for first and second level, 11% for
operational, and 13% for key managers and officers).

AGGPETABLE TO SHARE COMPETITIVE INFO
WITH OTHER DEPARTMENTS?

Percentage

60
504"
04
304"
204"

10"

Alwayr I Helpa It Inetr  If Publle u Mever Dola'l

Dapt By Mgr into “Hund" Kneow
Response
KX Occuoatienal L2 rav2nd Lvl Mpmt
7 Operations! Mgm: 5 Key iomi/Otticer

Deoswmver 1991

When asked, "If you inadvertently discover that a competitor’s proprietary
information (e.g., pricing plans, new services inroductions, ‘bid information)
was left behind on an airplane, what is acceptable for you to do with this
informadon?" only 2% said that they would read it and use whatever was
useful.

74% said that they would return it unread to the compedtor and 39% said that
they would either discuss it with the legal department or the Vice President
Corporate Responsibility and Compliance or pass it 0 their supervisor. 10%
indicated that they did not know what was accepiable 1o do with the
informadon.

15
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Markedng and sales respondents were slightly more likely to read and use the
information (5% .said they would versus 2% overall). They were also more
likely to pass it 10 their supervisor (13% versus 8% overall). Finance,
accounting, regulatory, legal and external affairs respondents were more likely
to discuss the marter with the office of Corporate Rcsponsibility and
Compliance. (20% versus 13% overall) Customer service and .o
network/operations respondents were less likely to discuss it with the Vice
President of Corporate Responsibility and Compliance. (9% for customer
service and 7% for network versus 13% overall).

. Higher level respondents were much more likely than lower levels to
discuss it with Compliance (25% for officers and 22% for operational
management versus 11% for first and second level management and
only 6% for occupational respondents). Key managers and officers
were less likely 1o return it to the competitor unread (63% versus 74%
overall). First and second level managers and occupatdonal employess
were less likely to know what was acceptable (11% to 12% versus 7%
for higher levels.)

WHAT SHOULD YOU DO WITH.COMPETITOR'S
INFO FOUND ON AN AIRPLANE?

Percentage

Fingnce Mk Customer Network R;g
Asctng Salea Service Cps Legat
Response

B Reas/Uss Paxa 1o Mor IZE Dlacuss/Compi=8 Dlacusa with Lagal
Throw sy Return, Unreac__1 Don't Know

Dssemper 082

FProprietary Information

1.

BelSouth increasinglv finds itself in situations where its business partners are aiso

customers. comoentors and vendors (e.g.. AT&T). Some interviewees desire more
guidance on reasonable business practices for dealing with these reladonships, on the
boundaries that should be set, and on the protection of the sensitive and proprietary
information of BellSouth, its customers, and it partners. While the survey results -
indicated that most respondents knew what was acceptzble to share, a few employee
indicated that they would share proprietary informarion and in some cases, respondents
*did not know what was acceprable.

16
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Some employees stated that the company does not do a good job
of identifying sensitive material.

When asked, "If a friend, who doesn’t work for BellSouth, asks you to confirm
a rumor about a new product or service that BellSouth plans to inmoduce, is it
accepiable for you to share this informadgon?" 72% responded "No, never." 9%
said "Yes, as long as I don’t show my friend any confidential documents."

12% would share the informadon and 14% did not know.

Marketing (11% versus 9% overall) and customer services respondents (14%
versus 9% overall) were more likely to share the information as long as they
did not show confidential documents. Network/operadons respondents were
more likely to share the information if the friend had a legidmate need to know
(10% versus 7% overall). Finance and accountng respondents were least likely
of all functional areas to share the informadon at all (79% versus 72% overall).
Customer service respondents were more likely not to know what 10 do (17%

versus 14% overall).

First and second Jevel management and occupational respondents were more
likely than other levels to share the information as long as the friend didn’t
work for a competitor (4% and 5% respectvely versus 2% for higher levels) or
as long as they didn’t show confidentdal documents (9% and 12% respectvely
versus 6 % for higher levels). The lower level respondents were also more
likely not 10 know whar to do.

17
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ACCEPTABLE TO CONFIRM RUMOR ABOUT NEW
PRODUCT BELLSOUTH PLANS TO INTRODUCE?
Percentage
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Inside Informarion

. When asked, "If you learned through internal company channels that BellSouth
is about to be awarded a major new conwact, is it okay for you 10 adviss
friends to buy BellSouth stock based on that knowledge?" 75% responded "No,
never" and 21% responded "Yes, but only zfter it has bacome public.” Both
are acceptable answers. Respondents could choose more than one response.
Only 1% said that they could advise the friend to buy stock and 6% responded
"Don’t know." However, 13% of customer service respondents and 14% of
occupational respondents said "Don’t know."

SHOULD YOU ADVISE ON STOCK PURCHASES
BASED ON NEW CONTRACT?

Pefcentage
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Vendor Relations

When asked, "If BellSouth is sponsoring an event, which of the following people
would be appropriate to atiend as a guest of Bellsouth?" 28% responded "A manager’
from AT&T who is working on a joint venture with BellSouth" and 21% said "A
customer representative from MCL" both acceptable answers. 38% indicatedethat the
question did not apply to them. Approximately one-folirth of respondents gave
answers that BellSouth might consider unacceptable or grey: 21% said "A vendor
representative from Northern Telecom,” 4% said "A program manager for the US
General Services Adminismation” and 3% said "An employees’ neighbor who works
for a state regulatory agency." 36% indicated that they did not know.

As might be expected, a higher percentage of key managers and officers indicated that
it would be appropriate to invite guests in all instances except "A program manager
for the US General Services Administraton." The percentage that indicated it was
appropriate decreased with level in every other instance, with at least a 20% difference
berween operational management level responses and first and second level
management responses for a customer representative for MCI, a vendor for Northern -
Telecom, and an AT&T manager working on a joint venture. At least 40% of both
first and second level managers and occupational respondents indicated "don’t know"
in response to this question. While lower level respondents may not have as much
opportunity to participate in such events, 26% of operatonal managers and 17% of
key managers and officers also indicated "don’t know." This would indicate that
BellSouth should give empioyees more guidance on this issue.

Customer service respondents had the highest percentage of "don’t know" responses
(43%), followed by network/operations (37%) and marketing (30%). The marketing
responses are of partcular concern since marketing employees most likely encounter
more opportunities to participate in such events.

GREY RESPONSES ON WHO SHOULD ATTEND
A BELLSOUTH SPONSORED EVENT

Percentage
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When asked, "If a supplier or vendor offers you a valuable gift or expensive business
entertainment, may you accept?” 82% said "No, never” and 13% said "yes, if it has

only nominal value." Both are acceptable answers. Responses were consistent across
levels and functions. '

‘When asked, “If a member of your family has a financial interest in a smallwprivately
owned supplier or vendor of BellSouth, are you obligated 1o report that fact to your
supervisor?" 72% said "Yes, always." 11% said "Yes, but only if I deal directly with
that supplier in my work," an acceptable answer under BellSouth’s conflict of interest
statement.  Only 45% of occupational level employees indicated that they should
always reporn the financial interest, while a larger percentage indicated that they did
not need to repon if it didn’t improperly influence their job responsibilides (13%
versus 1% to 3% for higher levels). 7% of occupational respondents said "No, never"
compared with 1% or less of higher levels. These responses, coupled with the 27% of
occupational respondents who did not know whether they needed to report the interest
(versus 4% to 6% for higher levels) indicates that BellSouth needs to clarify or
increase awareness about conflict of interest policies at the lower levels of the
company.

Some interviewees were also concerned about vendor favorinsm since downsizing has
resulted in a number of recent colleagues/friends selling back to the company.

Otiher Areas

Some areas were cited where the current policies may not be adequate or may
not be effectively communicated and enforced. Specifically, they noted:

> Intellectual property policies: This has become increasingly important since 2
greater number of employees are leaving at mid-career and going 1o work with
other firms in telecommunications.

. International business practices: Although employees directly involved in
internatipnal business were not interviewed, some employees who were
interviewed were concerned about competng in the international marketplace.
They perceived that different ways of doing business could expose the
company to risks that had not yer been identified. )

When asked how A Personal Responsibility could be more effecdve, one
survey respondent said, " ' ‘ ) '
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Communications

Internal Communications

1
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8
24

3
22
33

3

Some feel that information passed to upper management 18 filtered and tintegk,
reflectine the “shoot-the-messenger” mentality and resulting in 2 sofiened message that
doesn’t give a clear understanding of the vroblem. Many employees have tried to go
through channels to report concerns, but found management to be unresponsive.

. . i Even employees who
did not believe that everyone "shoots-the-messenger"” indicated a
need to "

While the practice of having employees suriace
concemns to their immediate manager is recommended, soms=
employees have may misunderstand the intentons behind such
requests. For example, they perceive tha:

Interviewees were also concerned that information from upper management did not
reach them in a tmelv manner. Employees would like 1o hear abour problems and
issues before they appear in the local newspaper. The fact that they don’t fuels the
feelings that management does not care or trust the employees.

. . Some interviewees
stressed the importance of communicating clearly to employees if
downsizing actons are taken in the future.

0 Current informaton sources, even those that relate directly to the
Job functons, are deemed inadequate.

Survev tesults suggest that more could be done 1o encourage emplovees 10 report
* misconduct and to overcoms the "shoot the messenger” mentaiitv. Not only were half

21
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of the respondents not willing to report misconduct, but over one-third indicated that
they were not sure if their jobs or pay would be at risk for reporting misconduci.

. During the past year, 30% of respondents personally observed conduct that Lij:cy
thought violated BellSouth’s ethical standards. 48% of those who observed
misconduct did not report it to management, security, or another agpropriate
department. Of the 48% who did not report it, 54% of those did not must
BellSouth to keep the.report confidentdal and 50% feared retribution from their
supervisor. These results were fairly consistent actoss management levels.

REASONS FOR NOT REPORTING OBSERVED
MISCONDUCT

Response ¥
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Percentage
B Overall
Dagsmpnr W2
. When asked, "If you wanted to report knowledge of misconduct to an

appropriate person or deparment, how often would each of the following
situatons occur? ... Your positon or pay would be at risk as a result of your
repordng.” only 10% indicated that this would "always" or "often” be the case.
20% indicated that this might happen occasionally.

However, 37% responded that they did not know what would happen. The
percentage of uncertainty increased at lower levels in the organization and
decreased significantly at the top levels of management

Empioyee Relations

Supervisory Issues
1. Survev results indicated that 2 majoritv of resoondents felt that RellSouth emplovees
_ fulfilled their ethical responsibilities toward emplovees.

22
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When asked, "How often do BellSouth employess fulfill their ethical
responsibiliies toward management employees?” over 70% of survey
respondents answered "always" or "often.”

EMPLOYEE PERCEPTIONS OF

RESPONSIBILITY TO MANAGEMENT EMPLOYEES #

Percentage
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When asked the same question regarding ethical responsibilities toward

represented employees, 72% answered “always” or "often," with 16%
answering "occasionally” and 11% saying that they did not know.

EMPLOYEE PERCEPTIONS OF
RESPONSIBILITY TO REPRESENTED EMPLOYEES

Percentage
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Emplovees in interviews and focus groups_indicated concern over the pressures caused

bv downsizing, lack of management contact in the field. and lack of preparation for

suparvisors to give adeauate guidance or to detect misconduct.
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Interviewees perceived that future downsizing could overload
supervisors’ spans of control, increase their responsibilitdes,’and ¢
consequently lead to an increase in safety problems.

One survey respondent said, ~

People don’t have as much contact with the management as they
feel is necessary. Several at the craft level did not know the
name of their second [or] third level manager. This inability to
get out in the field has resulted in the perceptdon of a certain
myopia on the pan of management.

Interviewees were concerned that supervisors didn’t know enough 1o give
E Bl

adequate guidance or 1o detect misconduct.

There were perceptions that technical resources were allocated
across states without regard. to differences in the workload.

Disciplinary Pracrices

1.

Interviewees perceived that some double standards existed with reeard to both
standards and disciplinarv actions. Examples ranged from overlooking questionable
behavior to less harsh discipline for top performers and minorides. Some interviewees
were also concerned about the differences in gift and entertainment policies across -
functional lines such as marketing and purchasing, stating that the same policy should
2pply to all employees,

24
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Interviewees viewed some disciplinary actions as inconsistent
with the severity of the behavior. Some things, like pressuring
employees to buy bonds, elicited a turned head while others,
such as putting down an extra dollar on an expense account,
were meated much more harshly.

. . °e= N 4
Interviewees believe that top execudves are not held to the same
standards as the rest of employees.

8
q
lo
W
|2
. Employees noted a discrepancy between the company value of respect
for the individual and the practice of sponsoring company actvities at
private clubs which discriminate based on race or gender.
\‘.% . An interviewee said that it's hard to ardculate the
f9
. [There 1s a)
Q0 :
2\
22
2. 7 Over one-third of survev respondents said that discipline for unethical conduct was

either unoredictable or inconsistent.

When asked, "How would you describe BellSouth's methods for disciplining
employess who engage in unethical conduct?:"

45% responded "generally fair," 35% responded “unpredictable or
inconsistent,” 18% did not know, and 2% responded "generally unfair."
Of those who responded that discipline was unpredictabie or
inconsistent, 48% had observed misconduct and 31% felt pressure to
compromise standards to achieve business objectves.

A slighily higher percentage of customer service and occupational level
employees rated discipline unpredictable or inconsistent.  Almost 30% of
finance and accounring employees (14% more than any other major functional
group) indicated that they did not know.
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EMPLOYEE PERCEPTIONS OF
BELLSOUTH DISCIPLINE
Percentage
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3. Among interviewees. there was a perception that sexual harassment was not taken as
seriouslv as it should be.
10 .
! ”' One survey respondent sair
L
15
14
-y
4. Some interviewees also perceived instances of nepotism in the company.
_ . Interviewees stated that sometmes there is pressure to find a job
for an employee's relative or friends of upper management, even
when the individuals have flunked job 1ests.
Ethics Effort

ERC asked a number of the interviewees and focus group partcipants to rate
BellSouth's commirment to ethics in terms of its actual practice and operadons. On 2
ten point scale, with ten being high and one being low, ratings varied berween two and
ten. In our noncomprehensive tally, senior management interviewees rated the
demonstmated commimment to ethics on average at eight, whereas focus group
participants rated it on average at four.

When asked how BellSouth's ethical standards rated in comparison to other
companies, 71% of survey respondents said that they were either "much higher" or
: “slightly higher." 25% thought that they were about the same and only 4% thought
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they were lower., 53% of key managers and officers rated BellSouth’s ethical
standards “much higher,” with the percentage decreasing as the employee level
decreased.

-Leadership

- M

1. While interviewees were skeptical about management’s commimment to ethig. the
maioritv of survey respondents:indicated that management often showed a commitment
10 ethical business conduct and that the extent of the commitment was_just about right.
Interviewees expressed concern about the direcrion of company leadership with respect
1o ethics and the tendency to depend too much on after-the-fact detecton and controls,
rather than on prevention.

. When asked, "In vour opinion, how often do the following individuals or
groups show a commitment in practice to ethical business decisions and
conduct?" over 70% of respondents said that senior management "always"” or
“often” showed commitment and 88% said the same of their supervisor.

EMPLOYEE PERCEFTIONS OF SENIOR
MANAGEMENT'S COMMITMENT TO ETHICS

Percentage

Always Occaas,

Response
Bl Occusational ZZ wt/2ng Lyl Mgmt
T Operstional Mgmi = Key Mpmi/Otticer

Decembar 102
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EMPLOYEE PERCEPTIONS OF DIRECT
SUPERVISOR'S COMMITMENT TO ETHICS
Percentage
F——— . - : ’

Vr—r 2

Always Often Occas. Never Don't Know
Response
M Cccupationst ZZ wirand Lvl Mgmt
] Opetational Momt B Key Momi/Otlicer

December 1RNY

When asked, "In your opinion, what is the extent of that commitment to the
ethical business decisions and conduct as exhibited by these individuals or
groups?" a majority of respondents said "Just about right.” A higher
percentage stated this for their immediate supervisor than for senior
management, where 23% of respondents thought that senior management did
not exhibit enough commitment to ethics.

EMPLOYEE PERCEFTIONS OF EXTENT OF
SR. MANAGEMENT'S COMMITMENT TO ETHICS

Percentage

Too much Right Kot snough Don't Know

Response
M Occupatlonsl ZZZ wisand Lel Memt
) Operationst Kgmt 55 Key Momu/Otlicer

Cesemper 1992
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EMPLOYEE PERCEPTIONS OF EXTENT OF
SUPERVISOR'S COMMITMENT TO ETHICS

Percentage
v
[+ R . - ;
Too much Right . HNot enough Don't Know
Response
Ml Cccupational 22 uii2nd Wl Mgmi
D Cpetstional Mgmi T2 Key MomuOtticer
Cagemper Y092
8 Some intervicwees believe that top management’s actions speak louder

than their words and in some instances may contradict those words. For
example, some interviewess perceived that management endorsed the

quality effort, but wasn’t really involved in it.

Company’'s Commimment

1. Some interviewees felt that the company was onlv taking these actions due to publicitv

and regulatorv scrutinv. They belicved that ethics was just another

Employees perceive that although the words change over the years people

interpret what's really imponant from the actions they see.

. Many interviewees perceived that some employees view normal
business practces such as selling as unethical and therefore
conwradictory 10 company values. Interviewees stated 2 need for
2 berter understanding of what the company means by "ethics.”
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Survev tespondents indicated thet their peers had a high level of commitment to
ethical conduct.

86% thought that their peers demonstate commitment to ethical conduct and '.
75% felt that the level of commiunent was just about right. 62% felt that
direct reports show a commitment t0 ethical conduct and-57% thoug thart the
level of commitment was just about right. One-third of respondents indicared
that the question on direct reports was not applicable to them.

Pressure 10 Compromise

However. survey respondents felt that BellSouth emplovees might engage in unethical

conduct from time to dme. This substantated interviewees' perceptions that the

system could force thern to fudge or bend rules to get the job done.

L]

Interviewees perceived that BellSouth over-supervised them and overdefined
their job. Interviewees cited examples on specifics of how to write memos,
including specifications for the print size for a view graph.

>

26% of survey respondents thought it somewhat likely and 5% thought it
exwremely likely that BellSouth employess might engage in unethical conduct.

36% of respondents thought thar the likelihood of misconduct was not changing
and 18% believed that it was increasing somewhat. Only 2% thought that it

- was increasing dramatcally.

Survev results showed that while most respondents did not feel pressure to
compromise BellSouth standards to mest obiecrives. some did fee] pressure.

Over 35% of respondents said that they never felt pressure to compromise
BellSouth’s standards of conduct 1o meet business objectves. 26% said that
they rarely felt pressure. However, 14% said that they periodically felt such
pressure and 4% said they felt pressure fairly often.

Periodic pressure seemed to be higher for occupatonal level employees (18%
versus 14% overall) and for nerwork/operatons (19%) and customer service

- (17%) respondents. In addition, over 9% of occupatonal level employess

indicated that they felt pressure fairly often, as opposed to 2% or less of other
levels.
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PRESSURE TO COMPROMISE
FOR OBJECTIVES
Percentage
7n~/l e /7 - B e I IR e P
60 - __ — r
50+
40 4
30 4
20
104
0- : =S - <
Never Raraly Sometimss Often Always
Response
M Occupational ZZ uir2nd Lvl Mgmi
) Operational Mgmt = Key Mgmi/Qfticer

Gesamaer 1192

Ethics Office

1.

While awareness about the Ethics Office has increased since interviews in the

preliminarv assessment (where onlv about 20% of interviewees were aware of the
office). emplovess are sill unclear about the role of the office, procedures for using it.

and assurance that contacts would be kept confidennal.

0 Survey results showed that 33% of respondents still had not heard of the office.

EMPLOYEES WHO HAD NOT
HEARD OF VP COMPLIANCE

Percentage

/' 7/— —— —

30 -
20~
10

40 -

Occup. 18t/2nd Opa. Mom3 Key/Otlicer
Magmt. Level

Bl Overall

Qecamapse 1902
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2. Overall. the maioritv of respondents appeared to understand 1he preferred process for
seekine advice and for reporting misconduct.

. 65% of survey respondents indicated that they would go to their immediate
supervisor first to seek advice about BellSouth’s standards. Including these
respondents, a total of 94% of respondents would go to their .sup:rvifar as one
of their top three choices. - '

. 65% of respondents also said that they would go to their supervisor first to
report misconduct. Including these respondents, a total of 91% selected their
supervisor in their top three choices. This was fairly consistent across
management levels and job responsibilities.

g However, 78% said that they would consult an employee at the same level and
72% said they would report misconduct to an employee at the same level in
their top three choices for each.

0 Overall, employees would seek advice from and report misconduct 1o others in
the following order:

Advice Report

1. Supervisor 1. Supervisor

2, Peer 2. Peer

3. Department Head 3, Department Head

4, Legal 4. Security

5. Senior Management 5. VP Corporzate Responsibility

While the Ombudsman and Office of Corporate Responsibility and Cornpliance
are intended to supplement, not circumvent the normeal chain of command, the
survey results suggest a need for contnuous communication and reinforcement
of the ethics process for asking quesdons and for reporting misconduct. The
office ranked eighth overall as a place where employses would go to seek
advice on BellSouth policies and standards of conduct. These results
reinforced interviewees’ percepiions that people wouid not feel comforiable
contacting the office.

. When asked, "If you felt yoh had been unfairly passed over for promotion,
when should you express your grievances to the Vice President Corporate
Responsibility and Compliance?" respondents said:

0 When my supervisor doesn’t satsfactorily address my concern” (40%);

. When it occurs out of retributon for reporting misconduct” (32%); or

: When Human Resources doesn't satsfactorily address my concem” _
(27%).

All are acceptable responses. 10% said they should repor it "Right away,”
12% said "Never," and 33% said "I have not heard of the Vice President

e 23D
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Corporate Responsibility and Compliance.”

Occupational respondents were much more likely to report it "Right away,”
(19% versus 10% overall), as were customer service respondents (17%).

There was sill uncenaintv_about the actions BellSouth would undertake when
misconduct was reported,

. While 30% of respondents said that knowledge of misconduct would always be
thoroughly and confidentially investigated and 29% thought that it often would
be, 22% of respondents indicated that they did not know if it would be or not.

EMPLOYEE PERCEPTIONS THAT
MATTER INVESTIGATED & CONFIDENTIAL

Percentage

Always Olten Occas, Naver Don't Know

Response
Bl Occupationsl ZZ utiznd Lvl Momt
T3 operstionar Mgmt Key Mgmt/Cllicer
Dacomber 1092
. Occupational and first and second level management were more skeptical than

upper levels of management, with 23% and 26% respectively sayving that
reported misconduct would always be thoroughly and confidendally
investgated. (Versus 49% for officers and key managers and 41% for
operational managers.) As a result, higher percentages of occupational (23%)
and lower level managers (18%) said that such marters would occasionally be
thoroughly and confidendally investigated. :

These results reinforce some interviewees perceptions of past investigations:

PN

g Of the 2% of respondents who thought that misconduct would never be .
thoroughly or confidendally investgated, 64% also said they felt pressure to
compromise BellSouth standards to meet business objectives and 76% indicated
that they had observed misconduct in the past year.

.33 5
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. Of the 30% of respondznts who observed misconduct in the pas: vear, 53%

reported it to the appropriate person. Of those that reponed it, 31% said that

"nothing happened" and 23% said that they "never received information on the
~ outcome.” Only 36% were either “very sausfied” or "somewhat satisfied" with

the company's response. Another 20% were “somewhat dissatisfied” and 30%

were "very dissatisfied.” T

Customer services (58%) and lower level management (71%) respondents who
reported misconduct had significantly higher percentages of "dissatisfied”
respondents than other functional areas or levels of management. (Versus 50%
of somewhat and very dissatisfied respondents overall.) 36% of operational
managers were dissatisfied with the company’s response 10 reporied
misconduct, falling to 22% dissatisfaction at the highest levels of management

© Survey results reinforce interview concerns that reported misconduct was not
taken seriously in the past.

RESPONSE TO REPORTED
MISCONDUCT

Percentage
70-,/|

60

1
STV I

Snivy

< .52’49!2572'2&?7””4?\

Nothing Invest. Correcl. Cover-Up Incengl. Mo infa  Retrit,

Response
M Occuoationas ZZZ 1t/2n6 Lyl Momt
— Operstions) Mpmt S Key Momi/Qiticer

Detember 1902

Survev results aiso substantiated interview findings that emplovees. particulariv those
at lower levels, feared retibutdon and were not sure that contacts would remain
confidendal.

J About 60% of respondents thought that reporied misconduct would "always” or
| "often" be thoroughly and confidendally investigated. However, responses
varied widely depending on employee level. For example, 86% of key
managers and 76% of operational managers indicated that misconduct would
“always" or "often" be thoroughly and confidendally invesdgated, while only

o LY e a e e e
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42% of occupational employess gave the same response.
. Across all levels, 50% of the 48% of respondents who observed misconduct but

did not report it stated that they did not do so because they “feared rctribution"
from supervisor.”

T - ”

5. .  Over one-third of survev respondents did not know what would happen if they
reported knowledge of illegal acrivity.

. When asked, "If you wanted to report knowledge of misconduct to an
appropriate person, or department, how often would each of the following
siranons occur? ... If the misconduct involved illegality, the wrongdoer would
be fired and the mater disclosed to the appropriate prosecutors/regulators?:"

37% indicated thar the wrongdoer would "always" or "often" be fired
and the matter disclosed. 24% indicated that this would happen
occasionally and 35% did not know what would happen.

The percentage of respondents who did not know what would happen
increased at lower levels. Of the 4% that said the appropriate 2ction
would never be taken, 71% had observed misconduct in the past year
and 41% had felt pressure to compromise standards in order to achieve
business objectives.

EMPLOYEE PERCEPTIONS THAT
WRONGDOER FIRED & MATTER DISCLOSED

Percentage
so% e - . l
i R
LY R AU , /7 —_— l
404 : — ..//7} o o - ,'. I
I R £
204 -2 8 . 2RV - i
o,f/f%;/ﬁ;w;fg ol
1 = : :
BN N N B v
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Response
Ml Occupavvons! ZZ uwrang Ll kicml
T Operational Mgmy =N xey mgmisOtticer
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6. survev respondents selected four formats that thev would consider most effective for

ethics maining, validatine BellSouth's planned offerines.

°. 0 Interviewees perceived that a request 0 attend ethics training would not be
well received unless it was presented as an area that had not been well-
cormmunicated in the past, but would be supported in the future. However,

1L
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survey responses indicate that BellSouth's training plans are in line with those
that respondents think would be most cffective.

. When asked, "Please select the four formats which you think would be the
most effective in communicating ethics standards at BellSouth.” respondents
gave the highest ratings to the following four-formats: =~ - r

1) inforrnal work group/department meetings (62%);
2) formal ethics workshops (58%);

3) video (42%); and

4) newsletters/memos (42%).

These responses were fairly consistent with the excepdon of responses from
occupational and customer service respondents, These employee groups
selected quality improvement meedngs as their third choice, followed by video
as their fourth choice.

Only 3% responded thar none of the listed formats would be most effectve.
86% of the 3% where either occupational employeses or first and second line
managers. 0

Code of Conduct and A _Personal Responsibilirv

25

a2

Inierviewees expressed a desire to see exampies of "grev areas” included in A

Personal Responsibiliry.

J People sign Personal Responsibilities, but don’t always read it
Many at craft level have been 10ld,
but according to the union, they are not
required to do so.

Almost 77% of tespondents said that there were standards of conduct that provided
cuidelines for their iob responsibilites. 65% of survev respondents rated A Personal

Responsibilire and Conflict of Interest forms as either verv effective or fairlv effective
in_communicaring BellSouth’s commimment to high ethical standards. When asked,
"As an employes, you are asked to read the booklet A Personal Responsibility, and to
£111 out Conflict of Interest forms. How would vou describe the effectiveness of these
programs in communicating BellSouth’s commitment 1o high ethical standards?.”

. 18% of survey respondents found the booklet and conflict of interest fomms
very effective and 47% found them fairly effective. 20% found them neither
effective nor ineffective and 17% found them ineffecrive or very ineffective.

0 Respondents who also indicated that they felt pressure 1o compromise standards

SR 7 2
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10 meet objectives or who had observed misconduct were less likely to perceive
the programs as effective. In contrast 1o the 17% of overall respondents who

found the programs ineffective, 29% who felt pressure 10 compromise and 25%
who had observed misconduct found them ineffecave. :

Lower levels tended to rate the program someivhat less effeciive tha:f' higher
levels. )

When asked, "Are there standards of conduct for BellSouth that provide .
guidelines for your job specific responsibilides?" 15% said "No" and 9% did

not know,

2%
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