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Q. 

A. 

0. 

A. 

..&j DIRECT TESTIMONY 

R. EARL POUCHER 

FOR 

OFFICE OF PUBLIC COUNSEL 

BEFORE THE - -- 
FLORIDA PUBLIC SERVICE COMMISSION 

DOCKET NO. 920260-TI. 

Please state your name, business address and title. 

My name is R. Earl Poucher. My business address is 11 1 West Madison St., 

Room 81 2, Tallahassee, Florida 32399-1 400. My title is Legislative Analyst. 

Please state your business experience. 

I graduated from the University of Florida in 1956 and I was employed by 

Southern Bell in July 1956 as a supervisor-trainee. I retired in 1987 with 29 

years of service. During my career with Southern Bell, I 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 & Maintenance, 

Pensacola and LATA Planning Manager-Florida. In addition, I was assigned to  

AT&T in 1968 where I worked for three years as Marketing Manager in the 

Market and Service Plans organization. I joined the Office of Public Counsel in 

October 1991. 
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Q. 

A. 

Have you ever appeared before this Commission? 

Yes I have. I 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 9201 88-TL on Inside Wire activities, and BellSouth’s 

depreciation Docket No. 920385-TL. In addition; as an employee of Southern 

Bell I testified in rate case and anti-trust dockets before the Public Sewice 

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 Rate 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. 

0. 

A. 

Q. 

A. 

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 ea& days of the Rate 

Stabilization Trial when management over-emphasized the financial goals ofthe 

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. . - _  

(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"? 

I 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 91 91 63-TL, I 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 ho-w higher management 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 t o  

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 (1  988) 

--Falsification of repair records (1 985-1 993) 

--Fraudulent and abusive sales (1  965-1 993) 

--Overly aggressive force reductions (1  988-1 991 

--Discipline of hundreds of employees ( 1  992) 

--Declining levels of service (1  992-1 993) 

-Company forced to reverse previous reductions in maintenance 

employees(l992-1993) 

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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2 impacted the company. Exhibit l a  shows the beginning of the Rate 

3 Stabilization Trial when the reported results were generally above objectives 

4 and top management was advising Florida managers that they needed to  stay 
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there. At the same time, the Florida maintenance staff was implementing 

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

In 1989, (REP 1b) reported results improved and the company refused t o  

investigate reports of falsification in repair centers because the individual 

reporting the falsification would not produce 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 Maintenance Centers may have been 

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

In 1991, with pressure mounting from the Attorney General, the PSC and 

Public Counsel, the company conducted an extensive investigation. By the 

middle of 1991, PSC results were beginning to  drop. (REP I d )  

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-I e) - -  
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By 1993, the company had started to rebuild its maintenance forces, but the 

necessity for honest reporting and an inadequate force produced unsatisfactory 

results throughout the year in the repair of Out of Service troubles within the 

24-hour objective. (REP-1f) 

- ... 

0. 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 level 

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 introduce new and better outside plant 

facilities and procedures and its overall level of service was perceived 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. 

A. 

0. 

A. 

With the advent of the Rate Stabilization Plan, the company was motivated.to - 
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reduce expense to produce higher earnings and t o  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 demanded-the 

amearance of aood 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 these actions was that the company reported good results t o  

the PSC and the customers actually received lower 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 

for the repair of Out-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 t o  

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 service for customers and the appearance of 

22 

23 

24 

25 . -  

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 had t o  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? 

I 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 1980s 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 16% 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 ' 

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 t o  

present: 

1986 - 74 

1987 -119 

1988 -524 

1989 - 97 

1990 -1 65 

1991 -1 49 

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 1992 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 - 
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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 personnel 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. 

0. 

A. 

The second reason why results didn't plummet immediately is what I 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 thd 

product of the company's decisions to reduce the maintenance forces and-to - 
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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 compSny's force reductions caused 

poor service? 

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. A t  the time, she had the highest productivity in the area. (Pg. 59- 

60) Ms. Perring could not understand why they continued 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. - 
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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 still looks bad. 

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

Stabilization Trial? 

I 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 results 

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 I 

would fault the reductions in employees and the curtailment of the rehabilitation 

program as the primary reasons. 

0. 

A. 

Q. 

A. 

0. 

A. 
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0. 

A. 

What indicators show that the quality of service is 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, released 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. It is 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. 

- 
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Exhibit REP-1 0 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 plan. 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 Q. 

major companies in the state? '. 

A. Yes, I have. Once again, Southern Bell compares 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 concluslons? 

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 

0. 

A. 

incentives in order to take advantage of overall industry trends. - -  
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Mr. Stewart's comparisons between United, GTE and Southern Bell are 

appropriate. Every company thinks it's unique 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 exchanges. All three are subject t o  

the same types of 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 

it 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 t o  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 - 

Q. 

A. 
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0. 

A. 

0. 

A. 

conduct. During the Incentive Regulation period, the company's focus on 

revenues and PSC results accelerated in Florida end 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 €0 be followed. The company 

also had a form, "A Personal Responsibility". that was supposed t o  be given to  

each employee annually. This document outlined the company's expectations 

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 - 
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must feel secure that when they fail to meet objective standards, they have an 

obliaation 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 t o  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 Center, Inc., I 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 - 
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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 employees came forward about improper 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 

same work group were afraid to  step forward. The company refused to provide 

us with details of the charges he was making. 

A 1992 BellSouth ethics assessment conducted by an independent organization 

revealed that a large percentage of employees feared reprisals if they were t o  

report an ethics violation. Quoted below is the statement of the Behavior 

Research Center, Inc., in January, 1993, regarding the comments of Florida 

personnel 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 reported unethical conduct."(Exhibit 

REP-1 1) 

You have mentioned that the company has done some research on ethics - 
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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 assessment 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-1 1 is the Ethics 

Assessment Summary for Florida. REP-12 is the Executive Summary for 

BellSouth Telecommunications. REP-I 3 contains specific quotes from 

employees regarding ethics and REP-1 4 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 BellSouth's ethical 

standards. Of those who observed misconduct. 48% did not report it t o  

management, security or another appropriate department. Over half of these 

people did not trust BellSouth to keep the report confidential and 50% 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 BellSouth 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? - 

' 
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Yes. The BellSouth 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. - ... 

2. When asked how often BellSouth employees fulfill 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. 

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

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 interesting 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, end that "Ethics" was 

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

Below are the results: - 
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Customer Service 

Profitability 

Ethics 

More 
Important 
To Me 

23.8% 

4.8% 

30.3% 

More Equally 
Important Import 
To Management ant 

2.6% 

32.1 Yo 

- -  2.8% 

73.5% 

63.2% ' 

67.0% 

Then what are your conclusions about future ethicsprograms for the company? 

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 and I 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 employees during the course of the interviews, focus group intervies 

and surveys. Following are some of the comments regarding the issues in this 

docket: 

0. 

A. 
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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. The 

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. I 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) 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 

Return the company to traditional rate of return regulation. 
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1 BellSouth's customers has been over the past several years due to  the 

2 compromises introduced into the system. The fact that the company has filed 

3 reports with this Commission which are erroneous, overstated and self-serving, 

4 is reason enough alone to take away the Incentive Regulation plan. 

5 Q. Does this conclude your testimony? ._ 

6 A. Yes, it does. 

1 
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Docket 920260-TL 
Exhibit REP-1 

Page l a  

SOUTHERN BELL TIMELINE 
- 1988 

1. Incentive regulation starts. (Jan.) 

2 North Dade Review shows PSC results manipulated. Gen. Mer. takes no action. (June) 

3. Costs are cut to increase profit margin. 

4. Repair records are falsified to maintain PSC index. 

. ._ 

P S C  SCHEDULE 11A 
O u t  Of Ssrrlco Clomrad Under 24hr.. 

5. Pressure to meet PSC objectives increases. 

6. Out of service >24 hour Index remains above 95Y0 due to falsification and measures to build 
the base. 

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

8. Found-DKtroubles excluded from rebates. 



Docket 920260-TL 
Exhibit REP-1 

Page l b  

SOUTHERN BELL TIMELINE 
- 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) 
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SOUTHERN BELL TIMELINE 

- 

- 

- 

- 

- 

- 1990 

1. Add message reports and company phone reports to Schedule 1 IC, so repeat and total trouble 
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. 

P S C  SCHEDULE 11A 
O u t  Of So-loo Cleared Under 24hr.. 

60 I 
hn. Fsb. Y.r. Apr. Ymy J u n .  J d .  A x .  Sap. O c f  Nor. De=. 

5. Public Counsel receives reports about falsification and starts investigation.. (AuQ.) 

6. Attorney General receives reports about falsification and starts investigation.. (AuQ.) 

7. North Dade terminations due to "building the base.". (0ct.- Nov.) 

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

9. Ft. Pierce Installation and Maintenance Center builds fake cable trouble to build out of 
service base. (Nov.) 
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SOUTHERN BELL TIMELINE 
- 1991 

1. DeLessio provides statement to Public counsel. Alleges she was directed to falsify reports. 
(Jan.) ._ 

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.) 

P S C  SCHEDULE 11A 
O u t  Of Serrloo Cleared Under 24hr.. 

100,  

4. Bell begins investigation. (April) 

5. Gainesville 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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SOUTHERN BELL TIMELINE 

O u t  Of Sorrloa Cleared Under 24hr.. - 
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- 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 disoatch and Found-OK troubles removed from Mechanical Out Of Service Adjustment 
exclusion criteria. (June) 

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 settlement. (Oct.) 

8. ServiceTechnician allegation of fraud in Ft. Pierce. Security falls 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. ._ 

2. Company adds to Network forces to manage load. 

3. Company continues to fail to meet PSC Schedule 1 l a  objective. 

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

PSC SCHEDULE 11A 
O u t  Of S o d o e  Cleared Under 24hr. 

65 60 w J.P. Fob. Y.*. *pr. JUP. 
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BellSouth announces 
management team excellence awards 

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

Most managers can calculate their individual payments by multiplying the 
following percentages by the TEAM standard amoht for their paygrade for 
1992. 

Alabama 123.4 Florida 1073 
Georgia 160.2 Kentucky . . 140.6 
Louisiia 1313 Mississippi 125.1 

Tennessee 121.6 BSTHeadquKters 122.2 
NorthCarolina 1245 South Carolina 137.1 

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

EST 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 OUT hard work and commitment to quality have paid off. While 
1993 promises to be even more challenging, I am confident OUT managers 
will continue to keep us on tradcin meeting and exceeding the expectations 
of OUT customers and investors." > 

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

9 .  1 
tST and the Communications Workas of hmerica (CWA) have announced 
results for the 1992 Non-management Team Incentive Award (NIIA) for 
represented empbyees. - The 1992 NTIA factor for non-management employees is 
3.67percent. For most employees, thi;factor m-beused to esti- Published for the employees 

by BST Public Relations 
mate individual payments by multiplying it by their 1992 eligible 
NTIA wages as reflected on thek end-of-year paycheck stub. lhis 
factor rdects the increase of the NTIA standard award from 
2 percent to 3 percent as a result of 1992 bargaining. 

Feb. 26,1993. 

of BellSouth Telecommunicafio~ 

(205) 321-2190 1 
NllA payments will be made to all eligible employees on Friday, 
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2.7 2.6 1.5 2.5 1.9 3.0 

2.3 2.2 2.0 1.8 2.0 1 . 3  

.o .o .5 .5 .e .4  . .  
2.2 2.2 2.5 1.5 1.7 2.7 

1.5 1.6 1.7 1.8 1.7 lr6 

99.1 100.0 

lnD 

1.0 

1.0 

98 

98 

98 

: O F m o ~ s L Y . Q E D I f f i  0 
OXsEaIrIM nxss A L L n m  

. .  . ... . . . . .  . .  .. . .  

91.9 

1.3 

.o 

99 

100 

99 

12 

0 

Y 

100.0 100.0 100.0 100.0 100.0 

100.0 100.0 100.0 100.0 100.0 

99.6 100.0 99.9 99.9 99.8 

87.4 

.o 

.O 

99 

100 

99 

12 

0 

Y 

90.0 94.9 89.1 91.3 

.9 .8 1.7 1.4 

.o .o .o 1.2 

99 100 100 100 

100 100 100 9 9  

99 99 100 98  

---- 

, (  

12 1 2  11 11 

0 0 0 0 

Y Y Y r 



rm 

92 

85 
94 
9t 

93 
9 1  _--_ 
90  

92  
89  

94 
96 

r 

100 

100 

4 .3  

IUR 

92  

86 
93 
94 
93 

92  

9 1  
93 
89  
94 

9 5  

Y 

100 

94 

4.5 

EXCLL 

FLORIDA 

1993 

APR 

93 

88 

94 
95 
93 
92 

90 
93 
90  
95 

95 

X 

1-30 

98 

4 .1  

93 93 

89 88 
94 94 
96 96 

93 94 

92 92  

- .- 

9 1  90 

93 92  
9 1  i 9 1  

94 93 
96 96 

N r ---- 

100 100 

99 99 

4.0 3.9 

R€f - F .. .- 

6.7  am-0220 - 
PffiL 10.. 2 

07/12/93 
16.05.33 

. . .. 

YEFdZ lV DATE PEZCXT OPPORTUNITIES LE 

2 

1 

0 

O 

94.44 



m TRAUS-PIC - 
m r  %'PAW-8001900% 

A. 800 TRAUSLNION 

8. Ru. IN 8 DAYS 

TG BILLING-UUWER An 

USAGE 
GI aILLING-SVc 0m.m 

TIMELINESS 

TG RlnLlkING-CITG: 
E h. J5T-1 )IoLrm 

99.0 

lm 

TBD 

4.0 

2.8 

1.6 

3.9  

4.5 

90.0 

100.0 

99.1 

TBD 

2.0 

1.0 

98 

98 

98 

I PROV-SP AC SGlrt DUD UEl 

S PRW-SP AC DS-t DOD lE2  

99.5 99.4 99.8 99.7 99.8 99.8 

97 .3  97.9 

98.8 98.9 

5.6 3.8 3.8 

2.0 2.0 2.1 

1.3 1.2 2.3 -_-- 
3.5 3.4 1.6 

3.0 3.3 1.7 

97.8 98.3 9 8 . 3 -  -- 
98.0 98.1 98.4 

3.8 3.7 3.6 

2.0 2.0 2 .0  

2.2 1.8 .7 ---- - .. 
3.6 3.6 3.5 

3.8 1.4 3/6 

99.7 100.0 100.0 100.0 100.0 , 

100.0 100.0 100.0 100.0 100.0 

99.2 99.4 

90.9 08.3 

.o .2 

.o .o 

100 100 

99 99 

99 99 

12 12 

0 0 

Y Y 

99.6 99.7 99.8 99.7 

91.3 92.4 92.2 93.6 

.O .3  .O .6 

.o .o .2 .2 

100 100 100 100 

99 99 98 99 

99 100 99 99 

11 11 11 1 2  

07 /12 /91  
16.05.33 



BLwsWrn T ~ U U I U T I O N S  
LXCLL 

GEORGIA 
1993 

$. 9 ' RU-0220 
PffiL 1 or 2 

07/12/93 
16.05.33 

0 

A 1. RLSIDE16L WPmPR 92 93 93 93 93 93 93 0 .- SERVIQ 
87 87 88 89 88 87 - R W N R  - DIRgCiQRX MSISTANQ 96 96 96 96 96 96 - PRovIsIoNxNG 94 94 9d 96 94 94 - BIZLxffi IA5UIR.Y 95 95 95 94 93 94 

A 2. SXh7.L BUSINESS 92 91 94 94 93 93 93 0 
CUEmwER SLRVIO - RWAIR 94 95 94 93 92 92 - DIRFCXRY ASSISTANCE 94 95 95 94 94 93 - PROVISIONING 91 91 91 91 91 91 - B u z l f f i  IhTlzRY 93 94 94 95 95 96 

A 3. E D I W  BUSIPZSS 92 96 96 96 96 96 96 
CUSlUUER SLRYICT 

Ac 4. LAFm BUSINESS 92 

m 5. WDR BUSIrnS  90 

z - VOIcf 
L - Dm.4 

NSZCUER SERVICE 

CUSZCUER SERV:O 

6.  wLRU(0IRwGI -En = Y Y Y Y Y Y 0 

7. -Rx SERVIcf 
SERVIQ 

PUALm 
J.. -0mH 90 100 100 94 99 100 100 0 

1I-W 

llrl!EF.LxTA) 

a. UIRRIER -5s 90 96 96 94 96 98 97 - 
h 8 . T o T A T . m .  5.1 3.9 3.6 L O  3.9 4-Q e.0 0 

T m I E u R E P o R P A l 2  

ma to DFZE P P R C E ~  OPPORTLWITIES nlr 100.00 ' 
~ . m r m m o r E s  - 
A - lwls xu,  ~ w .  mmomms P - HISS EXCUSED N A RESULT OF HURIUCUXE AKDRfv 

B - J A N  - 1 no, M - 2 m, HAR I 3 m 
C - B Z T ~ O B L Y  

D - XIUR MOIiZ4 RUULT, 1 OPPOILIVMZY PPR PERIOD 
Z - ItlTOMPZIOB DRLY, KSULTZ NOT USED TOR EXCEL 
r-omEDmINnnnuaJ 
G - O~JKTNE UYS~RIT a- HISSED mR THW CONSECUZNE m s  
a -  OELY m ssl flls1115 IS Or?Icuu. 

SULTe Rum IS SHOWIP ?OR INTOR)(RTION ONLY 

= STRTLS x m  L' lwz  BST RESIILT IS Alxm O B l r n I y L  

- I - PEJnTSIOmL rnrrxl JULY 

-J= m r D  f l W E  BEEN W S T I D  'M m D W  
UI oB3LCCZVE 

ADJUSTZD PESULTS .%P2 NOT VALID TOR TREND m Y S I S  

DURING THL 3 EDITH ROLL PERIOD 
* - IRPX UUWER SVC CMPOMNT B R u L x D m  ON PAGL 2 -- Aw. HISSES WILL BL UWLRLIMD. S - NO JAN XSULT : 

N O T 1 0  - hCYT I U R  USE OR DISPOSVRE O ~ S I D L  B E U S O V P H  OR o? ITS SUBSIDIARIES EXCEPT UNDER WRITTEN ACPEEKFhT 



GEORGIA 
1993 

07/11/93 
16.05.31 

rr; zP?anS-PIC AccLauLcI 99.0 99.3 99.6 99.6 99.9 99.8 99.9 

am1 zP?anS-800/900~ 
h. an0 TRRNSWTIW TBD 

- -.. 
99.3 99.4 99.3 99.5 99.5 

B. 900 TBAI%SL&TIW TBD 97.8 98.5 98.9 99.6 99.7 

AcrP IzcL-SPPCRCELSS 4.0 3.0 2.8 2.9 3.1 3.3 3.6 
SINGLE C l R N l T  

Aw UltE-SPLC ACCESS 2.8 2.3 2.3 2.3 2.5 2.5 2.5 
DS1 

.8 .7 .6 .8 .9 1.2 

2.4 2.5 2.7 2.8 2.9 2.9 

2.3 2.3 2.3 2.5 2.7 1.0 

. .  w IzcL-SPLC K F E S S  1.6 
053 

ABC IzcL-SINGLF C E  3.9 
r A l L u R  RATL 

MG WICE-DSl/DS3 4.5 
r m L v R E  IULTE 

TCK BILLING-BILL K L  DATA: 
h. REL I N  7 DAYS 

8. Ra IN 8 DAYS 

rt nxuIpG-u\RRInKc 

USAGE 
GI BILLING-SVC ORDER 

T I E L I A E S S  

90.0 

100.0 

99.1 

TBD 

100.0 100.0 100.0 100.0 100.0 . 
100.0 100.0 100.0 100.0 100.0 

99.7 98.5 ---- 
63.3 70.8 

99.5 99.7 

81.6 88.6 

99.9 

91.9 

98.6 -- 
92.6 

m BLDmnG-CITG: 

n A. ta-1 MNTH 2.0 

1.0 

98 

98 

98 

1.2 .9 

.5 .9 

100 100 

99 99 

100 100 

1.0 .7 

.2 .o 

100 100 

99 100 

99 99 

1.7 

.O 

100 

99 

99 

.o 

.o 

100 

99 

99 

12 11 

0 0 

12 12 

0 0 

12 

0 

11 

0 

I Y Y 'I I 



R”.-C220 
Pffil 1 0’ 2 EXCEL 

KE-Y 

1993 

APR 

95  

94 

96 
96  

95  
96 

95  
97 
92 
98 
98 

07 /12 /93  
16.05.33 

llDp Ixcul OWECrIvE JPA 

96  

93 
97 
96  
97 
95  

94 
95  
93 
97 
97 

FEB M Y  m 

96 9 5  

MR 

96 

95  
96 
95  
96 
96  

95  
96 
93 
98 
98 

1. RLSIDXCE NSTOI(ER 

SZPsTCE - REPAIR - DIPZCIURY ASSIST- - PRDVISIONING - BILLIKQ 1WuIP.Y 
2. SlUlLL BUSINESS 92  

NSIOUER SERVICE -- REPAIR - DIPZCTORY ASSISTPACE - PWISIONING - BILLING INQUIRY 
3. m1m BUSINESS 92  

NS-R SERVICE 

4. LhRGE BUSINESS 92  

5. M O R  BUSINESS 90  

NSRWER SERVICE 

N Z W Z R  SERVICE -- VOICE - DATA 

~ . I ~ E Q . E X C H U N G E C R R R T E R  * 
SELMD m 

a. -FS SERVICE 

w A L m  
A. BLLTJom 9 0  

[INTFAUZA) 

( I m R w c p R )  
8. U U I R l l R  ACCESS 90  

a. %TAT, CuSTofa 5.3 
T R o m  REPom RRTL 

9 2  0 .  96  

94 
97 
95  
96 
95  

n 

93 92  
96 9 7  
97 96  

96 96  
95  95  

95 9 5  
96 9 5  
92 i 93  

A 0 

95 96 

92  
98 
97 

98 
98 

97 
98  A 

K 

Y Y Y Y Y 0 

100 

93  

2.9 

100 

97 

3.6 

100 

100 

2.5 

100 

9 9  

2.1 

90 

96 

2.6 

100 

99 

2.7 

0 

0 

100.00 

A 

P - U I S S  LXNSZU AS R RLSULT OP WBRICRNX AlWRFv 



?..?WTLCKY 

1991 

nDl2 OBJEI1TIW JAN FEE Iu\R APR MAY JUN JUL ALG SEP NOV DEC 

2% T%WS-PIC 99.0 99.7 99.4 99.8 99.1 99.7 99.5 

ATGI W S - 8 0 0 / 9 0 0 :  
A. 800 TRhNSLATION TBD 99.8 99.8 99.5 99.5 99.1 - -- 
s. 900 TIUNSLPXION TBD 98.6 99.2 99.4 99.9 99.8 

r n P  InCz-SPEC A m s s  4.0 1.5 3.6 1.1 3.5 2.8 3.1 

w ~ E - S D E C  M p s s  2.8 2.1 2.0 1.9 1.9 1.8 1.8 
SINGLE CIRCUIT 

DS1 
Aw InCz-SPEC hccEss 1.6 .9 .9 .9 .5 . I  .. .I 

ABG ).SL%-SINGLr CKT 3.9 1.8 1.8 2.0 2.4 2.6 1.1 
DSI  

FAILURT RRTL 
ABG =E-DSlIDSI 4.5 .7 1.1 1.3 1.8 1.9 7-1 

FAILURE WLTE 

TGK BILLING-SILL RLL DATh: 

A.  RLL IN 7 DAYS 90.0 100.0 100.0 100.0 100.0 100.0 , 

B. RU. IN 8 DAYS 100.0 100.0 100.0 100.0 100.0 100.0 

T G  BILLING-CAWLIER ACC 99.1 99.9 99.8 99.6 99.6 97.7 99.2 --- USAGE 

GI BILLING-SVC ORDER TBD 93.6 89.1 89.7 87.6 91.4 89.7 
TXKCLINEtS 

TG - N G - W :  

H h. WT-1 rmm 2.0 .6 .O 1.0 .5 1.5 .O 

B. DBO-3 rmms 1.0 .o .o .o .o .o -0 

M mv-SWITCH Pa2 9 8  99 100 100 100 100 100 

AG pR1v-sPEciDcsGL 98 100 100 100 100 100 100 

iVj PRDv-SPD2 DS-3 9 8  100 100 100 100 100 99 

% DDIPZFD ON TIWE 

% o X ( p L E  ON .Ne 

% =ZFD ON SXIQ 

L P R D v - ~ A C - % D D D w L T  
L PriDV-SP Ac SQ-\ DDD rrer 
L PPDV-SP Ac DS-% DDD 

Tow. Y OF CUflPONpPlTS I W X  9 12 12 12 12  11 12  

I OF -0NEmS -INS 0 0 0 0 0 0 0 
ODNSECJTIM nrss ALwwA)Io 

07/12/91 
16.05.31 



BELLSOUI'H TELECUMUUNICATIONS 
LXCEL 

UIUISIANA 

w - 0 2 2 0  
PAGE 1 O? 2 

07/12/93 
16.05.33 

m 
DLC I A I L m U  

1993 

h e R  

95 

9 1  
95 
96 
96 
95 

94 

97 
94 
93 
97 

JUN 

95 

92 
94 

96 
96 

94 

93 
. 9 4  

. 94 
93 
9 7  

_ .  

JIW 

95 

93 
94 
95 
96 
94 

93 
94 
94 

95 
97 

I E B  MR 

95 

92 

96 95 

96 
95 

94 

96 
94 

94 

98 

M Y  

94 A 1. RESIDENCE NSTQl%ER 9 2  

aLmQ 
-- REPAIR - DIRECTORX ASSISTANQ -- PROVISIONINO - BIUING INQUIRY 

a 2. s m  BUSINESS 
NSTOUER SERVICE 
- REPAIR 
-- DIRCCTORX ASSISTANCE 

95 

92 

95 

95 
96 
95 

94 

95 
94 

95 
97 

0 ._ 
92  
94 

96 
95 

94 

93 
95 

94 

93 
97 

9 2  0 

-PROVISIONING -- BIUING INQUIRX 
A 3. tIEDIM BUSINESS 

N S m  SERVICE 

AC 4. UUILiE BUSINESS 

WSTCF2R SERVICE 
a 5. M O R  BUSINLSS 

N S X ) ) ( E R  SERVICE 
E - VOICE 
E -- DRTA 

6. INTLRLXCHANGE CARRTER 

SERVICE LT 
7. SERVICE 

WALITY 
A. B C L U O ~  

IIKTRALXTA) 
B. U U W E R  ACCESS 

I IATEPLWA) 
A a. TUTAL cusrnxm 

TR0UBI.F REPORT RRTE 

92  

9 2  

9 0  

0 

Y Y Y Y Y Y 0 

9 0  

90 

5.3 

100 

95 

3.5 

99 

96 

3.2 

99 

92 

3.2 

97 

98 

3.0 

100 

99 

3.2 

100 

98 

3.4 

0 

0 

100.00 

P - H I S S  MMP) AS A RESULT OF HURRICWZ PJlDPZW 

-CE - NOT TOR USE OR DISCLOSURE 0LTSl.DE BEUSOLTH OR 01 n S  SUIIZIDIIWES EXQPT W E R  %?SEN AGRE- 



. 

pcz O ~ C P I Y L  JAN 

n r n S - P I C  Ac-7 99.0 99.8 

&=I --8001900: 
A. 800 l ’ P - U I W O N  TBD 

8.  900 TRlYsWION m D  

?=aP XICE-SPLC ACCESS 4.0 4.0 

u rZcE-SPLC A m s s  2.8 2 .2  
. SINGLF C I I W I Z  

US1 
zz.Y r=cE-SPEC A m s s  1.6 .6 

DS3 
d S  =E-SINGLE CIC 3.9  2.2 

FAILUP.? RRTE 
iW3 ECL-OSl/DS3 4.5 2.0 

rxLuRE RRTE 

.S5K EILLING-BILL PS> DATA: 

A. E L  IN 7 D X S  90.0 

8. RLL IN 8 DAYS 100.0 

-T E I L L I N G - C ~ E R h T  99.1 99 .6  
USlYjL 

GZ BIZLING-SVC ORDER TBD 83.1 
TIELIRLSS 

E eL5CNNG-CPX: 
E A. m-1 nom 2.0 .a 

E. DBO-3 1.0 -3 

100 

100 

100 

07/12 /93  
16.05.33 

?EB MR APR M I  JUN JUL A W  SLP OCT NOV DEC 

99.4 99.6 99.5 99.3 99.1 

99.8 99.8 99.7 99.6 9 9 . 6 -  -- 
99.6 99.7 99.5 99.1 9 9 - 1  

3.9 3.8 3.5 1 .5  3.8 

2.4 2.2 2 . 4  2.6 2.9 --- 
.6 .6 .I .9 .9 

. i  

2.2 2.4 2.5 2.6 2.6 

2.0 1 .9  2.0 2.2 2.4 

100.0 100.0 100.0 100.0 100.0 . .  
100.0  100.0 100.0 100.0 100.0 

98.3 99.7 99.7 99.5 99.9 ---- 
85.5 87.5 89.9 90.8 90.6 

.7 2.3 .9 .9 1.3 

.o .o .2 .o .o 

100 100 100 100 100 

100 99 99 99 100 

100 100 99 99 99 

- I OF CDPIpOKZhTS WT 9 12 11 12 12 12 11 

(I O? ODUPONLhTS -1WO 0 0 0 0 0 0 0 
C ~ ~ X U T I V E  nrss m- 

Y Y Y I Y r 



PAGL 1 or 2 

0 7 / 1 2 / 9 3  
16.05.33 1993 

&QR 

96 

93 
96 
97 
96 
96 

97 
96 
95 
96 
98 

svrz rxQL OBTLCrIvE 

A 1. n z s r n m -  9 2  

SLIOTIQ - -AIR - DIRECIURY ASSISTAUQ - P ~ I S I O N I I I O  - nm.itic INWIRY 
A 2. 6m.I.L B U S I R S S  92 

N S T O I I I R  SERVICE -- -AIR - DI-RY ASSISTANCE 

- PRDVISIONIIIG - BILLING INQUIRY 
A 3. XFDIUn BUSINZSS 9 2  

N-R SEXVICE 

x 4. wuuil BUSINESS 92 
NSTOHER SERVICE 

W 5. N O R  B U S I R S S  90 
N-R SERVICE 

2 - VOICE 

I - DATh 

6. INZEREXCHAIIGE UUUUER * 
SEKVICL m 

7. RETKIRX SERVICE 

QUALITY 

- A.821lsm 90 

(2-A) 

( I r n R L A T A I  

B. UUWER ACCESS 90 

A a . m . m m s m X a  5 . 3  
T R D m  REPORT RRTE 

JAn 

95 

93 
97 
96 
95  
96 

97 
96 
95 
97 
98 

MR 

96 

93 
97 
97 
95  
96 

97 
96 
'95 
96 
99 

TEB 

96 

93 
98 
96 
96 
96 

96 96 

94 93 
96 96 
97 97 
95  96 
96 96  

- ._ 0 

0 

97 
95 
95 
97 
98 

97 97 
97 96 
95  ii 95 
95 95 
97 97 0 

Y Y Y Y 

100 

96 

1 . 7  

100 

98 

1.5 

97 

9 1  

3.5 

100 

91 

1.3 

100 100 

93 95  



X m E  OBXCTIVL JAN FEB UUR APR UP.I JWN JUL 

FG TRRRS-PIC 99 .0  99.8 99.9 99.9 99.9 99.9 99.9 

=I puas-8001900x 
A. 800 TRRRSLATION TBD 99.8 99.5 99.6 99.1 99.8 -- 
B. 900  TPXSLRTION TBD 99.9 99 .5  99.3 99.3 99.6 

AwP r n - S P E C  ADass 4.0 4.2 1.7 3.2 2.6 2.6 2 .7  

w rnE-SPLC ACCESS 2.8 2 .1  2.3 2.0 1.9 1.9 2.0 
SINGLE CIFCUIT ---- 
DS1 

1.6 .O .O .O .O .O .-O w rnE-SPEC ACCESS 

?sG nrrE-SIKiLE CXT 1.9 2.8 2.4 2.5 2.3 2.4 2.5 

. .  
053 

FRTLUE RATE 

AB5 =-DSl/DS3 4.5 3.0 2.1 2.1 1.9 2.2 2.0 
IAILLFa RRTE 

FGK BILLING-BILL I(EL DATA: 

A. P S  IN 7 DAYS 90.0 

8. Rz IN 8 DRYS 100.0 

1 0 0 . 0  99.9 100.0 100.0 100.0 , . 
1DO.O 100.0 100.0 100.0 100.0 

FG BILLING-CRRIUIR ACi 99.1 100.0 100.0 100.0 100.0 100.0 100.0 
USAGE 

GI BILLING-SVC ORDLR TBD 86.4 
T I P S N E S S  

TG BLOUING-CITG: 

m A. m-1 M2W3 2.0 .o 

8. DBO-3 nONTHS 1.0 .o 

I OF DDIlpOilENTS EXCEEDING 0 0 
~ S E M I V E  HISS A u O w w  

90.6 92 .0  95.5 

1.9 .6 .3 

.6 .O .O 

100 100 100 

100 100 1 0 0  

9 9  100 100 

12 12  12 

0 0 0 

94.7 97.1 

1 .9  1.8 

.o . 3  

100 100 

99 9 9  

100 100 

12  1 2  

0 0 

Irn UiRR svc k Y Y Y Y I 1 

R V - 0 2 2 0  
PAGL 2 or 2 

PS. 16 

07/12/93 
16.05.33 

Affi SEP DCT NOV DEC 



NORTH CAROLINA 

1993 

JAN 

94 

90 
95 
96 
95 
94 

9 )  
97 9 3  

94 
90 

FEB 

94 

9 0  
9 5  
9 6  
9 5  
9 5  

9 3  
98 
93 
94 
99 

IUR 

95 

92  
96 96 

95 
95 

94 
90 
94 93 

99 

APR 

95 

92 
96 
96 
9 5  
95 

98 
90 
94 
94 
99 

M Y  JUN 

95 94 

93 9 2  
97 9 6  
95 95 
95 94 
94 94 

93 92  
97  96 
94 93 
93 9 3  
90 90 

92  -_  0 

9 2  0 

0 

Y Y I Y Y Y 0 

100 

97 

2 . 9  

100 

9 1  

2.7 

96 

92 

3.0 

100 

9 7  

3.1 

100 100 

99 98 

3.3 3 .2  

0 



FG TRRNS-PIC RccuRRcl 99.0 

A?GI lWJJS-800/900: 
A. 800 TPANSLXSION TBD 

B. 900 TRRNSLRTIDN TBD 

KJP MCL-SPEC ACCESS 4.0 

Aw UICE-SPLC l l c o s s  2.8 
s1Pm.E CIRNIT 

US1 

Aw )ZTcS-SPLC ACCESS 1.6 
053 

AB0 HXE-SINGLE CXT 3.9 
FAILUE RATE 

AB0 UICE-DSl/DS3 4.5 
I A I L U E  PATE 

FGX BILLING-BIU E L  DATA: 

h. E L  I N  7 DRYS 

B. R2 IN 8 DAYS 

IG BILLING-CmERACC 
UULGL 

GI BILLING-SVC ORDLR 

TlWCINESS 

XG BLOCXIRG-CITG: 
H h. 1.9T-1 t4OKPH 

B. DBO-3 1(DIcTxs 

AE PRoV-SVITcHAcz 

c0IIpLEE.D ON TI= 
Ac P€wv-sPLcAczsGL 

\ CUUPLFRD ON TI= 
AG PRDV-SPEC Acc DSVDSI 

% c0IIpLFRD ON TYKE 
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1992 EXCEL 
Indicator I 

Objective: 
92% Satisfied 

1992 
BellSouth 
Alabama 

Florida 
Georgia 

Kentucky 
Louisiana 

Mississippi 
North Carolina 
South Carolina 

Tillllwee 

Residence Customer 
Overall Satisfaction 

._ 
Measures 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, 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 Baing will be uacked as an 
unofficial componens beginning with the second quarter. 

There are no official objectives for individual components, only 
the overall satisfaction results for the makket segment. 
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96 
97 
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1991 EXCEL 
Indicator lb 

1992 
BellSouth 
Alabama 

Florida 
Georgia 

Kentucky 
LouXina 

North Carolina 
South Carolina 

Tennessee 

Mississippi 

Residence Customer 
Repair 

\ 

Measures the average percentage of residence repair survey 
respondents who indicated that their contacvwith'repaiiservice 
was satisfactory. 

Results are aggregated with the other components of Residence 
Customer Satisfaction (see Overall Satisfaction) as a simple 
average of the three-month'resuits 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 

.- .. .. ' ! .. . .. : 7 . /  '? 1 L . .  



1992 EXCEL 
Indicator 2 

0 bjective: 
92% Satisfied 

1992 
BellSouth 
Alabama 

Florida 
Georgia 

Kentucky 
Louisiana 

Mississippi 
North Carolina 
Souih Carolina 

Tennessee 

Small Business  Cus tomer ,  
Overall Satisfaction 

- -- 
Measures the average percentage of small business customer 
survey respondents who indicated that their overall contact with 
Directory Assistance, Repair, Provisioning, and Billing Inquiry 

Pj. + 

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 Billidg will be uacked 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 segmenr 



1992 EXCE 
Indicatol 

0 bjectiv, 
92% Satisfie 

1992 
BellSouth 
Alabama 

Florida 
Georgia 

Kentucky 
Louiriana 

Mississippi 
North Carolina 
South Carolina 

Tennwee 

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 Gfomation 
System (BRIS) provides the sample for 100 completed telephone 
interviews (conducted by an independent research fm) per 
Revenue Accounting Office per month. 

Results are reported monthly by State and Company as a three- 
month rolling average. , 



1992 EXCEL 
Indicator 8 

Objective: 
5 3  reportdl00 lines 

1992 
BellSouth 
Alabama 

Florida 
Georgia 

Kentucky 
Loubina 

Mississippi 
North Carolina 
South Carolina 

.Tennessee 

Total Customer Trouble 
Report Rate 

PJ. 6 

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, Ccnaex, 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 repons 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. 

. -_ 
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. 
Payout Comparison 

New Service Award Calculation 
- _  

1992 1993 
L 3 N ? > u d  CSP 1 

SC- I e d \asti no%+ 

146.25 .. . .  143.33’ d c u ( J  L e  2 o . b  

(October-YTD) 
// ccr( 0- s yd t L L c e  

I 
Alabama 

Florida * 116.25 
I C L d  el-. 

* 90.00 
: 

Georgia 127.50 110.00 

Kentucky 150.00 150.00 

Lousiana 138.75 130.00 

Mississippi 146.25 143.33 

North Carolina 131.25 116.67 

South Carolina 135.00 123.33 

Tennessee 142.50 136.67 

Bells ou th 
Telecommunications 137.06 127.00 

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

.. - .  
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FOR BELLSOUTH TELECOMMUNICATIONS, FLORIDA 

This report highlights the Florida fmdings from the values and vulnerabilities assessment 
conducted by the Ethics Resource Center, Inc. (ERC). These finfigs me 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 

 his section summarizes the findings according to the folldwing categories: 

. Florida C U l ~  

. Organizational Values 

. Vulnerabilities to Unethical Conduct 

FLORIDA CULTURE 

Overall, Florida participants' remarks on the BellSouth Telecommunications corporate culture 
were consistent with the fmdings 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 artists. Employees also amibuted 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 
Liemands. 

Interviewees gave two cultural reasons that may have conuibuted to Florida's past problems. 
Fit, 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. 

. 



OPERATING VALUES 

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

Sroled Operaling 

customer First Customer Service 

Respect for the Individual 

Pursuit of Excellence 

Positive Response to Change 

Community Mindedness 

Making Measurements 

Bottom Line 

VULNERABILFTIES 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 

. Measurements, Goal-Setting and Performance Evaluations 

Competition 

. Communication 

. Ethics Effort 

Manugement Issues 

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 
reinfoxe expected behavior. 

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

2 
. .  



does not have a state headquarters locatic 

- .. 
There was concern that supervisor trainiig 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 am 
stretched. Employees did not 

- 

P$ 3 O F 6  

Leadership 

. Some intcrviewees 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 
enford  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 
bmucracy. For example, because muble coding is such a qomplex sys-tern, it 
"leaves a lot of mom to play with the code." 

Measurements, Goal Setting and Performance Evaluations 

Measurements 

. The recent mechanization of measurement reporting has not stopped all of the 

Additionally, the emphasis on achievement of measurements has created an 
abuse. Employees haCe just found new ways to get around the system. 

environment where employees sometimes circumvent the systems and 
procedures to reach the target, without actually fixing the problem or 

- 
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I addressing the issues. People 
a If the ;umbers looked good, managen did not 

check t isee if they were legitimate. 

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

. 

commission compensation. 

Rewurd Sysremr 

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 

Interviewees perceived that the company was vulnerable in any area where 

allows for inconsistent implementation. 

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

Performance Appraisals 

. Employees indicated that there is not a set process for reviewing managers. If 
employees perceived that they WOW for a 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. 

Competifion 

. Some interviewees believed that employees aren’t convinced that 
competition wil l  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 emrging 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 trearment than a smaller customer. 

4 



Communications 

Proprietary Information 

' 3 .  
? 

BellSouth increasingly finds itself in situations where its 
business partners 
(e.g., ATLQT and other RBOCs). 

Some interviewees desire more 
guidance on &sonable business practices fM dealing with these 
relationships, on the boundaries that should be Set, and on the 
protection of the sensitive and proprietary information of 
BellSouth, its customers, and it partners. 

also customers, competitors and vendors ..- . 

\ 
... 

I\ 
I2 . Some employees stated that the company docs not do a good job 

of identifying sensitive material. LY 
15 
Internal Communications 

9. S OF 6 

. 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 up." 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 infomation passed to upper management is filtered and 
tinted, reflecting the "shoot-the-messenger" mentality and 
resulthg in a softened message that doesn't give a clear 
understanding of the problem. ab 

a? 
&a indicated a need to 
a4 

Even employees who did not believe that everyone 
.' 

. Employees would like to hear about problems and issues before 
they appear in the local newspapi. The fact that they don't 
fuels the feelings that management does not c m  or hust the 
employees. Some interviewees stressed the importance of 
communicating clearly to employees if downsizing actions are 
taken in the future. ._ 

3 i  
3L . Employees indicated that the company should communicate the results of this 

assessment to those who participated in the process. 

5 



Efhics Effort 

Company's Commitment 

. Employees perceive -..it 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, e n t  efforts will go 
unheeded. 

-- 

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

Ethics Ofice 

. 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 brcach of 
confidentiality if they approached the office. Employees wanted 
to how what the policies and prucedms 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 ResponsibilWs. 
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ETHICS ASSESSMENT EXECUTIVE REPORT 

FOR BELLSOUTH TELECOMMUNICATIONS 

F 
This repon is a summary of the values and vulnerabilities-as’~ssment conducted for BellSouth 
Telecommunications by the Ethics Resource Center, Inc. (ERC). The repon is orgznized into 
four secrions: 

Objecuve 

Approach 

Findings From Interviews, Focus Groups, and Survey 

Conclusions & Recommendauons 

OBJECTWE 

The objecrive of the assessment was to determine the appropriate approach and methodology 
for erhics aaining development. The assessment was designed to elicit employee perceptions 
of BellSouth values, culture, ethical issues and potenrial areas of vulnerabitiry. Tne findings 
include results from an employee survey fielded in December, 1992. 

The survey was designed to measure: employees’ knowledge of company policits and values 
and the degree to which they .xe known and communicated; employees’ arcituds about the 
company and its people; and employees’ skills in identifying and addressing pot-.  rial ethical 
issues and their experience in p,pomng observed rcisconduct. The survey wil! zlso be used 
as a benchmarking 1001 to mensure the ongoing effectiveness of BellSouth’s ethics pro,- 
and tr2ining efions. 

APPROACH 

The Center combined the data gatherd from interviews and focus ,groups conducted beween 
J a ~ ~ U a r y  loth and 2 1 s ~  1992 with data garhered from 22 individual interviews 2nd conference 
calls and 6 focus groups, encompassing a~proximarely 50 employees, conducted benveen hlay 
11, 1992 and June 19, 1992. 

Thefocus groups conducted between May 11, 1992 and June 19, 1992 were lccated in 

. -  
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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 functions and 
line management. Groups ranged in size from six to ten, with the average being eight 
panicipants. 

The survey was dismbuted to a representative sample of approximately'5.000 Bell3%uth 
Telecommunications employees in December, 1992. BellSouth was responsible for the 
selection of panicipants. Completed questionnaires were returned to ERC to ensure 
confidentiality. ERC forwarded approximately 2,500 surveys, the predetermined cut-off total, 
to Behavior Research Corporation (BRC) for tabulation. This represented a suong 50% 
response rate. 

REP-12 

. 

RESPONDENTS 
By Job Level -. 

Key Mgr/G:licer 9% 

,RESPONDENTS 
By Job  Responsibility 

Ha 68 Merkerina/Sales 9% Other E% 

Ext. A1:EirS 4% 

Clericel 7% NW/O,"s 26% 
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The survey contained 27 substantive and 4 demographic quesdons. seeking employee opinions 
regarding: 

The value of existing policies and code of conduct. 
Preferred formats for additional communicadons on ethics. 
The role of core values, key priorities, and orher imponaix goals and" 
values in BellSouth's operating culture. 
The commiunent of management, peers and direct repons 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 misconriuct. 
BellSouth's pracrices in repomng misconduct. 
Hypothedcal scenarios testing employees' understanding of corporate 
standards and their ability io apply those standards in parricular work- 
related situations. 
Assessment of BellSouth's risk of unethical conduct and its ethical 
culture in comparison to other companies. 

Almost a l l  respondents provided written responses to one or more open-ended questions 
included in the survey, including comments about: pressures to compromise BellSouth's 
standards of business conduct in order to achieve business objecrives; suggestions to make A 
Personal ResDonsibilirv 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 FXDINGS FROM IXTERYIEWS, FOCUS GROUPS, AND SURVEY 

This section summarizes the assessment Findings according to the following categories: 

Indusm, Chzracteristics 

Corporate Culture 

Organizadond Values 

Vulnerabilities to Unethical Conduct 

3 



920260-TL 

Page 5 
REP-12 

INDUSTRY CHARACTERISTICS 

hterviewees noted that industry members are under intense public scruany, at both the local 
and national level. In rerum for a quasi-monopoly status, the FC3OCs are expected to conduct 
business in a manner to maintain the "public utut." - -- p 

Historically, the regulation of the telecommunications industry created a mono:oly 
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 
uansformed a once staid industry into one that is becoming highly compcdtive. At the same 
time, many of BellSouth's services are still regulated, maldng it difficult to compete in bids 
for lucrative corporate business. Interviewees noted h t h  some frusuadon 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 employtes indicated b a t  
direct compeation places pressure on the company to reduce costs, an effort often achieved 
through the reduction of people. This sense of uncenainty has increased feeiings of mxiety 
and insecurity among some employees. 

Divestiture and deregularion in some areas of the business have led to a new phenomnon for 
some employees, nvnely the advent of real competition with other RBOCs m d  independent 
communications companies. Interviewees noted that this has led to some frusnadons: the 
"public was never really educated about d ivesam;  if they have problems, they don't 
understand when we say it's not OUT fault or our responsibility." This can put employees in 2 
difficult siruanon. Do they risk disappointing a customer or do they use company r e s o m t s  
to fx a competitor's problem? Some employees also recognized that the inausuy 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 btcomt 
commodides and as customers' requirements change, creating m even more compendve 
environment. 

CORPORATE CULTURE 

BellSouth has a 100-year history and there zre sdll some remnants of the bureaucnric. 
monopolistic, measurement-driven, pre-divestiture AT&T culture. 
been perceived as a hard working, ethical company with good compensation and bentfirs. 
However. when employees joined the company they thought they had concacted foi  a job for 
life. Many employees now feel that the company has violated that pact. 

Others recognize that the compmy's 
actions are necessary for survival in the marketplace, but acknowledge that people 2p1 

- 
frightened by the potential for downsizing and loss of the historical "family" relationship 

Overdl the company hzs 

3? 
, 3l-\ 

4 
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Differences 

Perceived fundamental cultural differences between the two former telephone subsidizies. 
Southern Bell and South Cenual Bell, can sometimes cause friction. For example: 

People from South Cennal are perceived as conservadve'and' f 
non-innovative in a market that is declining or stagnant. They 
draw a clean line between right and wrong, and are said to have 
bener procedures and a more cenualized s m c m .  Their 
philosophy is said to be "let me ask first." 

People from Southern Bell, on the other hand, are described as 
innovative and futuristic. 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. 

BellSouth Corporation is seen 2s different altogether. As one 
interviewee said, 

Interviewees also indicated that different cultures existed among the various states. Some of 
the differences were atmbuted to the corporate customer environment wirhin the individual 
states. There was a perception that Florida was more aggressive than other states within the 
company because of the technological innovations and intens- competition f2cing its markets. 

Employees 

There.was a perceprion that most of the execudves and employees have worked within the 
Bell system nearly all of their working lives with little or no exposure to other compmks or 
indusmes. Therefore, interviewees fear there may be a certain amount of naivete and 
resistance to change. This could put the connpany at a disadvantage both from a business and 
an erhical perspective since new challenges h m  increased comperiuon and from emerging 
market areas may not be fully anticipated. 

Decision-making and Comrnunicarions 

-There was a consensus among interviewees that rhe 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-messeneer" environment, a cultural ardiact inherited from 
ATaT, still exists. Employees are not enco-mged to repon problems. Som: managers are 
relucmt to tell bad news IO superiors and subordinates because they perceive they wil l  be 
labeled "difficult" or risk getting demoted or frred. - 

5 
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The company has historically placed strong emphasis on measurements. This emphasis began 
as a method of facilitating internal competition in an indusrr). where external competition did 
not exist. Consequently, the mindset has become one of managing to measurements rather , 

rhan to compeddve market factors. 

There is some cynicism about catchy phrases or "programs of-the month" used as mlying  
points IO motivate employees. Employees perceive that upper management does not take such 
programs seriously or follow throughwell with implementation. A concern was expressed 
that ethics would be such a program. 

Conflicts among depanments and tendencies of "turf protection" were noted wherein 
deparunents compere with each other and do not always share useful informarion, sometimes 
to the demment of h e  total organization. 

I t  (a 
\3 

- ,  

Establishing consistency between stated and operating values is a critical element in c rezhg ,  
maintaining q d  strengthening an ethical operating environment. Values provide the 
foundation that can guide subsequent action. Employees look IO the values as touchstones. 
especially when they are confronted with new, complex or "gray" issues and need guidance to 
make the right choice. 

Staled 

Customer First 

Respect for the Individual 

Pursuit of Excellence 

Positive Response to Change 

Communiry Mindedness 

Operating 

Customer Service 

Conformiry 

Making Measurements 

Bonom Line 

For most of BellSouth's stated values, almost 60% or more of respondents a-med that the 
values were equally imporrant to both them and to management. The most shared values 
were *'customer fist" and "e&cs." However, there were several values where respondents 
disa-ped on the relative importance to them and to manas cement. - 

6 
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Siared Values 

Customer First 

Most said that the company paid lip service to customer service, but when, forced t choose 
between service and the bottom line or internal measurements. the customer loses out The 
attempt IO take away beepers as well as an absolute policy of no ovemme were 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 cornpention 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 
withour sacrificing revenues and earnings. 

Some employees perceived that the focus on revenues generated by large corporare business 
neglected the interests of smaller customers. For example, service employees may forward 
requests for information from small customers in remore m a s  to the appropriate markedng 
groups, only to learn that marketing chooses not to devote resources IO such a small volume 
of business. Some employees perceived this as a breakdown in corporate values since a 
commitment was made to the customer that may not be honored. 

9 

74% of survey respondens believe that customer service is equally imponant to them 
and to management. However, almost one-founh (24%) of respondents indicated that 
customer service was more imponant IO them than to management. 

ResDect for rhe Individual 

Managers say they want to treat employees with dignity and respect, but are perceived to fail 
in their efforts due to ignorance or insensidvity . 
pressure to get results. and poor communicadons. One interviewee said, 

On the other nand, managers and employees alike 
noted the existence of a civil service mentality, parricularly ar the lower levels, where they 
perceive that it is tough to be fued or to fue someone for poor performance. 

2-3 
a7 
2s 
2 6  
2 7 
29 
2~ Our motto is 
30 indiividuual, pardcularly the employee. 

31 

Changes in the culture have also led to new pressures. 
;his pressure was uanslated as a lack of concern for the 

_ _  

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

7 
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Positive Resuonse to Chanee 

There is a 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 indusny. For example. some interviewees indicated that any 
selling activity was unethical, particularly if it involved g i v i q  lower incomt c u s t & x s  a 
choice to purchase features that they clearly could not afford or might not need. 

d 

. 62% of respondents believe that positive nsponse to change is equally imponant to 
them and to management. However, more than one-founh of respondents (28%) 
indicated that positive response to change was'more imponant to them than to 
management. 11% indicated that it was more imponant 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 too far in its zealousness for community 
programs such as United Way. 

. 56% of respondents said that community mindedness was equally imponant to them 
and to management. However, 26% indicated that it was more imponant to 
management, while 18% indicated that i t  was more imponant to them 

Pursuit of Excellence 

Some employees believed that the company's effons to embrace quality were genuine while 
others had mixed reactions about the company's commitment to quality as 2 long-term value. 

. 59% atmbuted equal importance for management and themselves regarding 
commiment to excellence and quality. However, more than one-third of respondents 
(35%) indicated that commitmtnt to excellence was more imponmi to them thm IO 
management. 

Operaring Values 

When nsked 10 identify characteristics that BellSouth valued, interviewees mentioned several 
outside the stated values. These characteristics included profitability, cost conuol, and 
making nxmrements. Survey respondents were asked to rate the imponance of these issues 
to th:m and to management. 

r n ?  : I ,  7 7 
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. While 63% stated that profitability was equally imponant to them 2nd to management. 
33% overall indicated that it was more important to management. Upper rnanageritnt 
employees were more likely to rate this characteristic as equally imponant, with the 
rating for "more imponant to management" increasing as level decrcased. For 
example, 39% of occupational employees rated the value more important to v management as opposed to 2390 of key managers. - -- 

. 55% of survey respondents said that cost ConUOl was equally imponant to them and to 
management. 32% indicated that cost conaol was more important to management. 
Again, higher level employees were more. likely 10 rate this characrcristic as equally 
imponant, with the rating for "more imponant 10 management" incieasing as level 
decreased. 41% of occupational employees said that COS[ conaol was more imponant 
to 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 functions with rhe excepdon of customer services and nerworWoperadons 
employees; 72% of which thought the value was more imponant to manegement. 

IMPORTANCE OF VALUES 

Values 

cuatornar serv~c. I 99.9 ; 
Prolll.blllly 100.1 ! 

I100 , 

0......, I. 1. 

9 
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VULWERADLITIES TO UXETHICAL CONDUCT 

Like most large companies in the United States, BeUSouth has had its fair share of what 
could be considered "common" ethical vulnerabilities: expense-repon abuse, unaut orized use 
of tools and supplies, drugs and alcohol, and petty theft'. -- i, 
Highlighted in this secrion are: 

1) systemic features that could create an environment where such activities are 
inadvenently encouraged or tolerated and 

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

These concerns are divided into the following categories: 

Measurements. Goal-Setting and Performance Evduations 

Policies and Procedures 
Competition 
Proprietary Information 
Inside Information 
Vendor Relations 
Other Areas 

Communicetion 

Employee Relations 

Ethics Effon 

Measurements, Goal Setting and Performance Evaluations 

Measuremenis 

1. hterviewees indicated that the em~has is  on measurements has created an environmenr 
where emdovees somerimes circumvent svstems and Drocedures to achieve eods. 
esDeciallv since those who meet measurements have historicallv done well. 
hterviewees perceived that unrealistic indices, lack of enforcement in disciplining 
unethical conduct. and performance objectives that sometimes conflict with stated 
values such as customer service have conmbuted to this environment. - 

I These issues were among ~e top ten ethics issues idenlifd by businesses in 2 1988-1989 survey conducted 
by ERc Of 2,000 corporalions 2cross eight indusuies. 

10 
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31 
33 53 

Survey results indicated that "making measurements" is viewed by 66% of 
respondents as more important to management. 31% indicated that "making 
measurements" was equally important to them and to management. However,' 
when asked whether they would exaggerate business results to win a contest, ' 

almost 98% indicated that they should report results accurately. 

Employees perceived that supervisors condoned acuvi:y IO 
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 acdon against 
employees who falsify trouble 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 installation. Employees 
perceived that customers were asked to sign a statement indicaung that 
services had been installed when they had not been. 

Interviewees perceived that people mmage to budgets instead of 
managing from budgets. 

_ _  

Unrealisric indices force people to manipulate reports or to lie IO 
customers. It was noted in one case that three-founhs of 
employees did not meet the "number of required tasks." but that 
management srill upped the requirement. Interviewees noted that 
there is no consideration of different levels of difficulty in 
performing different tasks. 

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

3Y . 
- .- 

Although employees perceived that the focus on measmments was changing to 
reflect customer satisfaction, some interviewees also thought that the pressure 
to make measurements would only increase as competition increased. 
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Re word Sysrems 

1. Some interviewees oerceived a conflict between what manaeement savs it values and 
what ir rewards. Some interviewees thought that indices needed to be readjusted to 
match corporate values. 

f - -_  

Management Team Incentive Awards are perceived to be manipulated. 

Employees perceived a conflict between JMOS tasks, which influence 
ptrformance evaluation and salary, and customer service, which does 
not direcrly influence performance measurements. For example, plant 
replacement jobs, which account for approximately 80% of the work, 
have prioriry 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. 

2. Some interviewees thoueht that manaeement needed to take a closer look at the means 
to the end. Interviewees perceived that the company was vulnerable in any are2 where 
measurements determined compensation. As quotas and comperirion increase and the 
workforce remains constant or decreases, vulnerzbility will increase. 

Incentive systems have resulted in a tendency to “load people up” with 
things they don’t understand or need. A c o n f m u o n  letter now goes 
Out to all customers to help circumvent these pracrices. In on, - case, a 
Rep went back repeatedly to a customer who wasn’t satisfied with a 
repair. 

12 
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Perfonnance Appraisals 

1. Interviewees uerceived that there had not been a eood svstem for evaluating 
performance based on merit. Some perceived an expectation for appraisals to conform 
to a bell-shaped c w e ,  causing concern among supervisors who didn't believe their 
employees belonged in the bottom range. Others perceived that .everyone i& "major 
conmbutor," making it very difficult for managers to break out of the rnold'and give 
other ratings that may more accurately reflect the employee's performance. Some 
interviewees did indicate. that the company is a y h g  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 a percepaon that the "potential evaluation", which 
influences promotability, may perpetuate the glass ceiling for 
women and minorities, especially if their skills are not noticed or 

16 aanslated into potenrial abiliries. r7 >. 

1s 

7 Some interviewees were concerned that there was no formal urocess for reviewing 
manaeen. Employees indicated that managers were not rated on how they evduate or 
develop people. 

There was a perception that when managers' development m d  feedback s . U s  
were weak, the process allowed them to fall back on the numbers. 2 3  

. . . .  a /  
94. - - 

3. Emulovees uerceived that the uressurc to eive to United Wav is unfair and m a v  
advenelv affect their oerfonnance. Managers ana craft believe their apprcsal m d  
their job can be affected by their enrollment; so they are encouraged to sign up. even 
if they intend to cancel. 

When asked to comment on concerns, one survey respondent stated, . . .  ?l\ 

3 2  
3 3  .. 
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1. Interviewees stated that even thouoh uolicies were in dace. if thines were eoine well. 
no one checked to see if thev were beine enforced. Several factors such as the 
reluctance to escalate problems, the focus on making -measurements: the la& of 
accountability and ownership, and the passive acceptance of ethical expectations led to 
processes that would not be detected unless somching went wrong. 

Cosr-curling & Expenses 

1. Inteniewees were. concerned about uerceived uressure to meet cost reducrion eoals. 

Participants noted that there was a lot of discussion of cost 
savings and curtailing expenditures, but that the company would 
then rum around and seemingly waste money. I 1  

I2 
13 
17 
IF 

There appears ro be a number of managers exemng pressure on 
employets to engage in  unethical conduct. such as violating 
approval levels by splimng up expense items. Also. 1 8  

14 
ao 

Cornperision 

1. Inteniewees realize that chanoes will have to t&e d a c e  within the comumv to 
comuete efiectivelv in the future. Some employees believe that the compmy wants to 
compete, but really doesn’t know how. Others kought that the company would 
encounter competition before it was ready. Still others thought that specii5c policies 
were in place IO address employees’ behavior when dealing with large customers who 
could also be parrners and competitors. Overall, the s w e y  results indicated that at 
least b e  fourths of respondents would protect proprietary information received from 
other companies and would not share proprietary information about BellSouth. 

Markedng groups selling to large customers or involved in 
pmersh ips  with potential 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 enuants to the markerplace. 
For exmple ,  if a new enuant announces a comperitive offering, 
what activities can be used to maintain market share that are also 
permissible wirhin company policy? 

14 
- - - - ,  ,.- 
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When ked. "If YOU often see speak with employees of BellSouth's 
competitors (e.g., due to future colocation a&reements or business reladonships 
with carriers and/or other RBOCs) and become aware of proprietary 
information that might be useful to other depanments/companies of BellSouth, 
is it acceptable for you to share that information?" 78% gav,e acceptable 
responses by saying "No, never" or "No, u n k s  the information is &ady 
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 insqucted by their supervisor to do so. 
Occupational employees (23%) were dso much less likely to h o w  what was 
acceptable than other levels (18% for first and second level, 11% for 
operational, and 13% for key managers and officers). 

ACCPETABLE TO SHARE COMPETITIVE INFO 
WITH OTHER DEPARTMENTS? 

Percentage 
60 .................................................................................... 

.............. 
.................................... ............... .............. 
................................... ............... 
................................... ............... 

O..-rr f n r  

When asked, "If you inaavenently discover that a compeutor's proprierary 
informanon (e.g.. pricing plans, new services inuoducdons. 'bid informanon) 
was left b-hind on an airplane, what is acceptable for you to do with this 
information?" only 2% said that they would read it and use whatever was 
useful. 

74% said that they would return it unread to the competitor md 39% said that 
they would either discuss it with the legal department or the Vice President 
Corporate Responsibility and Compliance or pass it to their supervisor. 10% 
indicated that they did not know what was acceptable to do with the 
information. 

15 
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Marketing 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 to their supervisor (13% versus 8% overall). Finance, 
accounting, regulatory, legal and external affairs respondents were more likely. 
to discuss the matter with the office of Corporate Responsibility and 
Compliance. (20% versus 13% overall) Customer service and 
networWoperauons 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 frst and second level management and 
only 6% for occupational respondents). Key managers and officers 
were less likely to return it to the competitor unread (63% versus 74% 
overall). First and second level managers and occupational employes 
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 
n 

D....... ...I 

Propriernry Infomarion 

1. BellSouth inaeasinglv finds itself i n  situarions where its business uanners are also 
customtrs. comuetirors and vendors le.c.. AT&TI. Some interviewees desire more 
guidance on reasonable business practices for dealing with these relationships, on h e  
boundaries that should be set, and on the protection of the sensitive and propnetvy 
information of BellSouth, its customers, and it partners. While the survey results - 
indicated that most respondents knew what w2s acceptable to share, a few enployets 
indicated that they would share proprietary information and in some cases, respondents 
did not know what was acceptable. 

16 
- . - . n - ,  n -  



920260-TL 
REP-12 
Page 18 

Some employees stated that the company does not do a good job 
3. of identifying sensitive material. 
3 

6 
7 

When asked, "If a friend, who doesn't work for BellSouth. asks you to confirm 
a mmor about a new product or service that BellSouth plans to inwduce, is it 
acceptable for you to share this informadon?" 72% responded "No, never." 9% 
said "Yes, as long as I don't show my friend any codidenrial 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 IO share the information as long as they 
did nor show confidential documents. Network/operadons respondccts were 
more likely to share the information if the friend had a legidmate need IO know 
(10% versus 7% overall). Finance and accounhg respondents were leest likely 
of all functional areas to share the informadon at all (79% versus 72% ovemll). 
Customer service respondents were more likely not to k m w  what to do (17% 
versus 14% overall). 

First and second level management and occupadonal respondms were more 
likely than other levels to share ths informadon as long as the friend didn't 
work foi a competitor (4% and 5% respecrively versus 2% for higher levels) or 
as long as they didn't show confidendal documents (9% and 12% respecnvely 
versus 6 % for higher levels). The lower level respondents were also more 
likely not to know what to do. 
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ACCEPTABLE TO CONFIRM RUMOR ABOUT NEW 
PRODUCT BELLSOUTH PLANS TO INTRODUCE? 

Percentage 

100 - - _  i r  .......................................................... .................. I ...................................................... I 
I 

.................# 
...................................................... ................. I 

I ...................................................... ................. 
20 

0 

inside Informarion 

When esked, "If you leamed through internal company channeis that Bd!South 
is about to be awarded a major new contract, is it okay for you IO advise 
friends to buy BellSouth stock based on that knowledge?" 75% rzsp0ncx.i "No, 
never" 2nd 21% responded "Yes, but only zfter it h2s become public." Both 
are acceptable answers. Respondents could choose more than o x  response. 
Only 1% said that they could advise the friend IO buy stock 2nd 6% responded 
"Don't know." However, 13% of customer senice respondents and 145 of 
occupational respondents said "Don't know." 

SHOULD YOU ADVISE ON STOCK PURCHASES 
BASED ON NEW CONTRACT? 

Percentaoe 

..... ..I .... 
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Vendor Relarions 

. When asked, "If BellSouth is sponsoring an event, which of the following people 
would be appropriate to ar~end as a guest of Bellsouth?" 28% responded "A manager 
from ATgLT who is working on a joint ven~ure with BellSouth" and 21% said "A ' 

customer representative from MCI," boh  acceptable answers. 38% indicateythat the 
question did not apply 10 them. Approximately one-founh 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 Adminisuation" 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 10 invite guests in al l  ihstances except "A program manager 
for the US General Services Adminisuadon." The percentage that indicated it was 
appropriate decreased with level in every other instance. with at least a 20% difference 
between operational management level responses and first and second level 
management responses for a customer representative for MCI, a vendor for Nonhern 
Telecom, and an AT&T manager working on a joint venture. At leas1 40% of both 
f in t  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 
oppomnity to pardcipate in such events, 16% of operational managers and 17% of 
key managers and officers also indicated "don't know." This would indicate that 
BellSouth should give employees more guidance on this issue. 

- ._ 

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

GREY RESPONSES ON WHO SHOULD ATTEND 
A BELLSOUTHSPONSORED EVENT 

'ercentage 
j ___-_  -___ ~ 

HTI Ven001 USGA Mor SI.1. Reg. Don? Know 
Response 

- r : . - - : , ? T  
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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 mswers. Responses were consistent across 
levels and functions. 

When asked, "If a member of your family has a fmaqgal interest in a smal4rprivately 
ownea supplier or vendor of BellSouth. are you obligated to 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 occupauonal level employees indicated that they should 
always repon the financial interest. while a larger percentage indicated that they did 
nor need to report if it didn't improperly influence their job responsibilities (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 b o w  whether they needed to repon 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.favorirism since downsizing h2s 
resulted in a number of recent colleagueslfriends selling back IO the company. 

20 
Oxher Areas 

. Some areas were cited where the current policies may not be adequate Oi may 
not be effectively communicated and enforced. Speciiically, they norea 

31 
32 
33 

35- 
36 

Intellectud properry policies: This has become increasingly imponant since 2 

greater number of employees are leaving at mid-career and going to work wiin 
other f m s  in telecommunicarions. 

International business pracaces: Although employees ckecrly involved in 
intemauonal business .were not interviewed, some empioyees who were 
interviewed wen concerned about competing in the hrernational marketplac:. 
They perceived that different ways of doing business could expose the 
company to r i s k s  that had not yet been idenrified. 

When asked how A Personal Responsibiliry could be more effecuve, one 
survey respondent szid, " - 
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Communications 

Inrernal Communicarions 

1. 

I 
8 
1 

31 
3 2  
33 

'3 'r- 
3. 

Some feel that information uassed to upuer manaeement is filtered 2nd tint&. 
reflectine the "shoot-the-messeneer" mentalitv and resuldne in  a softened message that 
doesn't eive a clear understandine of the uroblem. Many employees have med to go 
through channels to repon concerns, but found management to be unresponsive.. 

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

While the practice of having employees suiiace 
concerns to their immediate manager is recoinrnended, some 
employees have may misunderstand the intentions behind such 
requests. For example, they perceive thy - . . .  

Tntcrviewees were also concerned that information from umer rnzqnaoement did not 
reach them in a dmelv mmner. Employees would like to he= about problems and 
issues before they appear in the local newspaper. The fact th2t they don't fuels the 
feelings that management does not care or nust the employees. 

Some interviewees 
saessed the impomnce of communicating clearly to employees if 
downsizing actions u e  taken in the future. 

Current information sources, even hose that relate directly to the 
job functions, are deemed inadequate. 

- 
Survev results sueoest th21 more could be done to encounee emulovees to reuon 
- mkonduct and to overcoint the "shoot the messeneer" mentaiitv. Not only were hzlf 

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

During the past year. 30% of respondents personally observed conduct that h e y  
thought violated BellSouth's ethical standards. 48% of those who observed 
misconduct did not repon it to management, security, or another apropriate 
d e p m e n t .  Of the 48% who did not repon-c, 54% of those did nDt rmst 
BellSouth to keep the.repon confidendal and 50% feared rembuuon from their 
supervisor. These results were fairly consistent aaoss management levels. 

REASONS FOR NOT REPORTING OBSERVED 
MISCONDUCT 

Response  
- 

\ I 

i 

Dldn'l Irui l  

Faan4 rrlrlbullen 

NO whl~I l eb low~r  

Nono 01 bu8inea 

Didn't k n w  how 

Nobody Care. 

\ ! Q I .  
! 
I 

i '-\ I... 

- y - h  *.. 
\\ "1 I 

I 
I 

.I.. . 

0 10 20 $0 40  50 60 i o  
Percentage 

rn O..,.ll 

When asked. "If you wanted to repon knowledge of misconduct to an 
appropriate person or depurment, how often would each of the following 
situauons occur? ... Your position or pay would be at risk as a result of your 
repomng." only 10% indicated that this would "always" or "often" be the cae.  
20% indicated that this might happen occasionally. 

However. 57% responded that they did not know what would happen. The 
percentage of uncenainty increased at lower levels in the organizarion and 
decreased significantly at the top levels of managemtnt 

Empioyee Relations 

Supenvisory Issues - 
1. Survev resuits indicated that a rnaioritv of resuondents felt that BellSouth emolovees 

fulfilled their ethical resuonsibilities toward emulovees. 

22 
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When asked, "How often do BellSouth employets fulfill their ethiczl 
responsibilities toward management employees?" over 70% of survey 
respondents answered "always" or "often." 

EMPLOYEE PERCEPTIONS OF 
RESPONSIBILITY TO MANAGEMEKT EMPLOYEES' r 

Percentage 

_. -. . . .. 

. . - . __- __ 

A I r w e  011." GCC**. N e n r  Don'l K n o r  

Response 

When asked the same question regarding ethic$ responsibilities toward 
represented employees, 72% answered "always" or "often," with 16% 
answering "occesionally" and 11% saying that h e y  did not know. 

EMPLOYEE PERCEPTIONS OF 
RESPONSIBILITY TO REPRESENTED EMPLOYEES 

Percentage 

.. .- ._ ._ - -. __ _- 

A I r a p  011." OOC... N e n r  Don? Know 

Response  

I O S S U D . ~ ~ . ~  ,.,,*"# L"l "Drnl 

a o..r.,,on.l YOrn, a K q  Uwmll0llis.r 
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2. Ernolovees in interviews and focus moues indicated concern over the oressures caused 
bv downsizine. lack of manaeement contact in the field. and lack of Dreoaration for 
suoervisors to eive adeouate euidance or to detect misconduct. 

Interviewees perceived that future downsizing could overload 
supervisors’ spans of control, increase their ~esponsibi1ities;and 
consequently lead to an increase in safety problem. 

One survey respondent said, 

p 

1 
9 
Y 
Io 
\ \  

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 percepdon of a certain 
myopia on the pan of management. 

17 
14 
\ Y  
a0 

Inteniewees were concerned that supeMsois didn’t know enough to give 
adequate guidance or to detect misconduct. 

a3 

z< 
a.6 
a-7 .... . - 

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

Disciplinaiy Pracrices 

1. Interviewees Derceived that some double standards existed with rezard to both 
standards and disciDlinan actions. Examples ranged from overlooking quesrionabk 
behavior to less harsh discipline for top perfomen and minorities. Some interviewees 
were also concerned about the differences in gift 2nd entertainment policies across - 
functional lines such as marketing and purchasing, stating that the same policy should 
apply to all employees. 

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

Interviewees believe that top executives are not held to the same 
standards as the rest of employees. 

rr 
: 

- -_ 

Employees noted a discrepancy between the company value of respect 
for the individual and the practice of sponsoring company activities at 
private clubs which discriminate based on race or gender. 

\ b  
I? 
(?I 

An interviewee said that it's hard IO aniculatq the 

["here is a] 

2. Over one-rhird of sumev resuondents said 1h2t disciuline for unethical conduct wes 
eirher unuredicrable or inconsistent. 

When asked, "How would you describc BellSouth's merhods for disciplising 
employes who engage in unethical conduct?:" 

45% responded "generally fair," 35% responded "unpredictable or 
inconsistent," 18% did nor h o w ,  and 2% responded "generally unfair." 
Of those who responded that discipline was unpredictable or 
inconsistent, 48% had observed misconduct and 31% felt pressure to 
compromise standards to achieve business objectives. 

A slightly higher percentage of customer service and occuparional level 
employees rated discipline unpredictable or inconsistent. 
finance and accoundng employees (14% more than any orher major funcuonzl 
group) indicated that they did not know. 

Almost 30% of 

25 
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EMPLOYEE PERCEPTIONS OF 
BELLSOUTH DISCIPLINE 

Percentage 
I _ _  .. , 

f 

lncons~slent Don'l Know U"l.1, 

Response 

3. Amone interviewees. there was a uerceurion that sexual hanssment was not taken as 
seriouslv as it should be. 

One survey respondent sair 

4. Some interviewees also uerceived instances of neuonsm in  the comuanv. 

Interviewees stated that sometimes there is pressure to frnd 2 job 
for an employee's relative or friends of upper management, even 
when the individuals have flunked job tests. 

. . 

Efhics Effort 

ERC asked a number of the interviewees and focus group pardcipants to rate 
BellSouth's commitment to ethics in terms of its actual pracdce and operadons. On 2 
ten point scale, with ten being high and one being low, ratings varied between TWO and 
ten. In our noncomprehensive rally, senior management interviewees rated the 
demonsoared commitment to ethics on average at eight, whereas focus group 
pardcipants 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 high.:" or 

: "slightly higher." 25% thought that they were about the samz 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 
r - -- 

1. While interviewees were skeotical about manaeement's commirrnent to ethics. the 
maiorirv of survev resDondents.,indicated that manaeement often showed a commitment 
to ethical business conduct and that the extent of the commitment was iust about'rieht. 
hterviewees expressed concern about the direction of company leadership with respect 
to ethics and the tendency to depend too much on after-the-fact detecdon and conuols. 
rather than on prevention. 

When asked, "In your opinion, how often do the following individuals or 
groups show a commitment in pracrice 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 PERCEPTIONS OF SENIOR 
MANAGEMENT'S COMMITMENT TO ETHICS 

Percentage 

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

AIwnya Oll." OSC... N . n r  Don't Know 
Response 

*...I... ..** 
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EMPLOYEE PERCEPTIONS OF EXTENT OF 
SUPERVISOR'S COMMITMENT TO ETHICS 

100 ? 
80 

KO 

A 0  . - 
20 

0 

-_.- 

Too much Rlohl .~ NoI m o w h  Don'l Know 
Response 

I OSCYO.IiD..I a ,.,l2"d L"l uom, 
0 o..,.,ion., YS", K w  UgmltOtl icer 

*.'..I.., ...I 

Some interviewees believe that top management's acdons speak louder 
than their words and in some instances may contradict those words. For 
example, some interviewees perceived that management endorsed the 
quality effort, but wasn't really involved in it. 

I 2  

'4 
ao 

Company's Commirmenr 

1. Some interviewees felt that the comuanv was onlv &ne these acnons due to uublicint 
and remlatorv smtinv. They beiieved that erhics was just another 

interpret what's really important from the acdons they see. 
Employees perceive that although the words change over the yeas people 

. .. . 

Many inrerviewees perceived that some employees view noma1 

conuadictory to company values. Inrerviewees stared a need for 
a better understanding of what the company means by "ethics." 

business pracdces such as selling as unethical and therefore - 

29 
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2.  Sumev respondents indicated thrr their peen h2d 'a hieh level of commitment to 
erhical conduct. 

86% thought that their peers demonstrate commitmenr to ethical conduct and ' 

75% felt that the level of commitment was just about right. 62% felt that 
direct reports show a c o d u n e n t  to ethicalconduct and-57% thougF that the 
level of commitment was just about right. One-third of respondents indicated 
that the quesrion on direct reports was not applicable to them. 

Pressure IO Compromise 

1. However. survev resuondents felt that BellSouth emulovees mieht eneam in unethical 
conduct from rime to dme. This substandated interviewees' perceptions that the 
system could force them to fudge or bend rules to get the job done. 

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

26% of survey respondenrs thought it somewhat l k ! y  and 5% thought it 
extremely likely that BellSouth employees might engage in unethical conduct. 

36% of respondents thought that the likelihood of misconduct was not chan,+g 
and 18% believed tha! it was increasing somewhat. Only 2% thought that i t  
was increasing dramadcdly. 

.- 

2. Survev results showed that while most remondents did not feel uressure IO 

comuromise BellSouth standarcs to meet obiecrives. some did feel uressure. 

Over 55% of respondents said that they never felt przssure to cornpromist 
BellSouth's standards of conduct to meet business objectives. 26% said that 
they rarely felt pressm. However, 14% said that they periodicaliy felt such 
pressure and 4% said thcy felt pressure fS1y o f m .  

. Periodic pressure seemed to be higher for occupational level employees (18% 
versus 14% overall) and foi nenvorWoperarions (19%) and customer sewice 
(17%) respondents. In zddition. over 9% of occuparional level employes 
indicated that they felt pressure fairly often, as opposed to 2% or less of other 
levels. 

30 
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2. Overall. the maioritv of resuondents aupeared ro understand the ureferrcd brocess for 
seeking advice and for reuortine misconduc:. 

65% of s w e y  respondenrs indicated that they would go to their immediate ' 

supervisor fint to seek advice about BellSouth's standards. Including these ' 

respondents, a total of 94% of respondents would - -_ go to their s u p e r v v  as one 
of their top threc 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. 

However, 78% said that they would consult an employee at the same level and 
72% said they would repon misconduct to an employee zt the s m e  level in 
their top three choices for each. 

Overall, employees would seek advice from and repon misconduct IO orhers in 
the following order: 

Advice 
1. Supervisor 

3. D e p m e n t  Head 
4. Legd 
5.  Senior Management 

, 2. Peer 

* 
1. Supervisor 
2. Peer 
3. Deparcnent Head 
4. Securiry 
5.  VP Corporzre Responsibiiity 

While the Ombudsman and Office of Corporate Responsibility 2nd Compliance 
are intended to supplement, not circumvent the normd chain of command, the 
survey resulrs suggest a need for continuous communication ana reinforcement 
of the ethics process for asking quesdons and for reponing misconduct. The 
office ranked eighth overall as a place wher, employees would go to seek 
advice on BellSouth policies and standards of conduct. These results 
reinforced interviewees' perceprions that people would no: feel comfonable 
contacting the office. 

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

When my supervisor doesn't sausfactody address my concern" (40%); 
When it occurs out of rembudon for reponing misconduct" (32%); or 

(27%). 
When Human Resources doesn't sansfactorily address my concem" - 

All are acceptablc responses. 10% said they should repon it "Right away," 
12% said "Never," and 33% said "I have not heard of the Vicc President 
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Corporate Responsibility and Compliance." 

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

3. There was still uncenaintv about the actions BellSouth would undenake w h  
misconduct was reooned. 

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 PEWEPTIONS THAT 
MATTER INVESTIGATED & CONFIDENTIAL 

Percentage 

. .. _-__ .- 

Alr.y* 011." OGC... N e n r  Om'; Know 

Response 

I OCCuo.tim.1 E Z  w m a  LVI MOW 

a op.rr,;on., Ygm, KCI H ~ m Y 0 l I ; c e r  
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Occupational and first and second level management were more skepdcal than 
upper levels of management, with 23% and 26% respectively saying that 
reported misconduct would always be thoroughly and confidentially 
investigated. (Versus 49% for officers and key managers and 41% for 
operarional managers.) As a result, higher percenrages of occupational (23%) 
and lower level managers (18%) said that such matters would occasionally be 
thoroughly and confidentially investigated. 

Thes: results reinforce some interviewees perceptions of past investigadons: 

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

. - 

. .  , 3 3 . ,  
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Of the 30% of respondents who observed misconduct in the par;: year. 53% 
reponed it to the appropriate person. Of those that reponed it, 31% said that 
"nothing happened" and 23% said ha t  they "neve: received information on the 
outcome." Only 36% were either "very satisfied" or "somewhat satisfied" with 
the company's response. Another 20% were "somewhat. dissatisfied" and 30% 
were "very dissatisfied." - ._ P 

Customer services (58%) and lower level management (71%) respondents who 
reponed misconduct had significantly higher percentages of "dissarisfied" 
respondents than other functional areas or levels of management. (Versus 50% 
of somewhat and very dissatisfied respondents overall.) 
managers were dissatisfied with the company's response to reported 
misconduct, falling to 22% dissatisfacupn at the nighest levels of managemenr 

Survey results reinforct interview concerns that reponed misconduct was not 
taken seriously in the past. 

36% of operauonal 

RESPONSE TO REPORTED 
MISCONDUCT 

Percentage 

NDlhlnO Innel .  Comsl.  Collsr-U~ lnc0nc1. NO inlo R ~ I I I C .  

ResDonse 

I Occ"0.,lon.I zz , . l l l "6  L", YO", 

x Oo.r.,,.".l Morn, s., Ygml,Ol,,c.r 
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4. Survev results a i s 0  substantiated interview findines thet emulovees. DaJ-tiCUlarh those 
at lower levels. feared rembution and were not sure that contacts would rernzin 
confidenrid. 

About 60% of respondents thought that reponed misconduct would "alwa>.s" or 
"often" be thoroughly and confidendally invesngated. 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 confidentially invesdgated, while only 

- 7 A ... 
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42% of occupational employees gave the same response. 

Across all levels, 50% of the 48% of respondents who observed misconduct but 
did not repon it stated that they did nor do so because they "feared rembudon 
from supervisor." 

r ~ -- 
5. . Over one-third of suwev respondents did not know what would hauuen if thev 

reuoned knowledee of illeeal acrjvitv. 

When asked, "If you wanted to repon knowledge of misconduct to an 
appropriate person, or depanmenr. how often would each of the following 
siruauons occur? ... If the misconduct involved illegalily, the wrongdoer would 
be fired and the matter disclosed to the appropriate prosecuton/regulators?:" 

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

The percentage of respondents who did not h o w  what would happen 
increesed at lower levels. Of the 4% that said the appropriate ecdon 
would never be taken, 71% had observed misconduct in the past year 
and 41% had felt pressure to cornpromise standards in order to achieve 
busintss objecrives. 

EMPLOYEE PERCEPTIONS THAT 
WRONGDOER FIRED a MATTER DISCLOSED 

6. Survev resuondents selected four fomats that thev would consider mosr effective for 
ethics naininz. validntine BellSouth's ulanned offerings. - 

Interviewees perceived that a request to attend ethics naininz would not b: 
well received unless i; was presented as an area that had not been well- 
communicated in  the pasc, but would be supponed in the future. However. 

7 :  - .. I. h c c; 0 
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survey responses indicate that BellSouth's aaining plans are in line with those 
that respondents think would be most effective. 

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: . .v 

1) informal work group/depanment meetings (62%); 
2) formal ethics workshops (58%); 
3) video (42%); and 
4) newsletterdmemos (42%). 

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

Only 3% responded that none of the listed formats would be most effective. 
86% of rhe 3% where either occupauonal employees or fmt 2nd second line 
mulagers. 

Code of Conducr and A Personnl Resoonribilirv 

1. 

21 
a i  

2p 
2. 

Inteniewees exunssed a desire to see examules of "rrrev 2.~2~'' included in A 
Personal Remonsibilitv. 

People sign Personczl Responsibilities, but don't always read it. 
Many at craft level have been told. 

but according to the union, they are noi 
required to do so. 

Almost 77% of resuondents said that there were standards of conduct that urovided 
euidelines for their iob nsuonsibilities. 65% of surves resuonacnts rated A P e r s o d  
Resaonsibilin- and Conflict of Intenst forms as either ven' effecnve or fairlv effective 
in communiczrine BellSouth's commiunent to hieh ethical sranauds. When asked 
"As an employee, you are asked to read the booklet A Personal ResDonsibiliW, and to 
fill out Conflict of Interest forms. How would you describe thc eiiecdveness of these 
programs in communicating BellSouth's commitment to high erhiczl standards?:" 

18% of survey respondents found the booklet and conflict of interest forms 
very effective and 47% found them fairly effecuve. 
effective nor ineffective and 17% found them ineffecrive or very ineffective. 

20% found them neither 

Respondents who also indicated that they felt pressure 10 compromise standards 
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to meet objectives or who had observed misconduct were less likely to perceive 
the program as effecuve. 
found the programs ineffective. 29% who felt pressure, to conpromise and 25% 
who had observed misconduct found them ineffective. 

In contrast to the 17% of overall respondents who 

Lower levels tended to rate the p r o p m  someswhat less effec&e thafhigher 
levels. 

When asked. "Are there standards of conduct for BellSouth that provide 
guidelines for your job specific responsibilides?" 15% said "No" and 9% did 
nor know. 
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