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May 24, 1996

HAND-DELIVERED

Blanca S. Bayo, Director

Division of Records and Reporting
Gunter Building

2540 Shumard Oak Boulevard
Tallahassee, FL 32399-0870

Re: Joint Complaint of Florida Interexchange Carriers Association, MCI
Telecommunications Corporation, and AT&T Communications of the
Southern States, Inc., against BellSouth Telecommunications, Inc.
Docket No. _%_a(ag_g_tp

Dear Ms. Bayo:

Enclosed for filing and distribution are the original and sixteen copies of the
Joint Complaint of Florida Interexchange Carriers Association, MCI
Telecommunications Corporation, and AT&T Communications of the Southern States,
Inc., against BellSouth Telecommunications, Inc., in the above docket.

Please acknowledge receipt of the above on the extra copy enclosed herein and
return it to me. Thank you for your assistance.

Yours truly,
Joseph A, McGlothlin
JAM/jei
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' DOCUMENT NUMAFR -DATE

Arraat . 05793 mavau g

FPRSE- RECOF .-.‘";_,’,--""’ﬁﬁ?.l’{ﬁ




BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In re: Complaint of Florida ) DOCKET No. 740L5Y T
Interexchange Carriers Assocjiation,)
MCI Telecommunications Corporation,) FILED: May 24, 1996

and AT&T Communications of the G.*?“
Southern States, Inc., against whliivnd,

)
)
BellSouth Telecommunications, ) F ]
Inc. ) _11&;‘aler
) /

JOINT COMPLALNT
Pursuant to Rule 25-22.036, Florida Administrative Code, the

Florida Interexchange Carriers Association ("FIXCA"), MCI
Telecommunications Corporation ("MCI"), and AT&T Communications of
the Southern States, Inc. ("AT&T"), through their undersigned
counsel, hereby file their Joint Complaint against BellSouth
Telecommunications, Inc. ("BellSocuth"), and allege as foliows:

p 238 FIXCA is an industry association of Interexchange
Carriers who are authorized to provide intraLATA and interLATA
interexchange services in the State of Florida. FIXCA's business
address is:

Florida Interexchange Carriers Association, c/o

Joseph A. McGlothlin

Vicki Gordon Kaufman

McWhirter, Reeves, McGlothlin,

Davidson, Rief & Bakas

117 South Gadsden Street

Tallahassee, FL 32301.

2. MCI, a Delaware corporation, is authorized to provide
telecommunications services, including intralATA interexchange
service, in the State of Florida. MCI's business address is:

MCI Telecommunications Corp.

c/o Martha McMillin, Senior Attorney

780 Johnson Ferry Road

Suite 700
Atlanta, GA 30342,
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3. AT&T, a company incorporated in New York, is authorized
to provide telecommunications services, including intraLATA
interexchange service, in the State of Florida. AT&T's business
address is:

AT&T Communications of the Southern States, Inc.

c¢/o Michael W. Tye

101 N. Monrce Street, Suite 700

Tallahassee, FL 32301

4. BellSouth, a Georgia corporation, is a certificated local
exchange company that provides intralATA interexchange service in
the State of Florida. BellSouth’s business address is:

BellSouth Telecommunications, Inc.

c/o Marshall M. Criser

150 South Monroe Street

Sun Bank, Bldg., Suite 400
Tallahassee, FL 32301.

Jurisdiction and Authoxity of the Commission.

5. The Commission has statutory authority to ensure that all
providers of telecommunication services in Florida are treated
fairly, and to prevent anticompetitive practices by
telecommunication providers subject to its jurisdiction. Section

364.01(4) (£), Florida Statutes (1995).

Explanation of How Complaipnants’ Substantial Interests Are
Affected.

6. In Order No. PSC-95-0203-FOF-TP, issued in Docket No.
930330-TP on July 31, 1995, the Commission determined it would be
in the public interest to increase competition in the intraLATA
market by enabling customera to pre-select, from competing
alternatives, the interexchange carrier who will carry the

intralLATA calls the custcomer initiates with the convenient,




universally familiar 1+ dialing convention. (Prior to this
decision all 1+ intraLATA traffic had been reserved to the serving
local exchange companies, including BellSouth)., The Commission
ordered the four largest local exchange companies, including
BellSouth, to begin installing the technical capability to make
such pre-selection of intralLATA carriers possible, and directed
them to implement "1+ intralATA presubscription" by December 31,
1997.

7. All appeals relating to Order No. PSC-95-0203-FOF-TP
having been withdrawn, BellSouth (and the other large local
exchange companies) are presently in the process of preparing to
introduce intralATA presubscription.

8. In addition to the obvious technical requirements
associated with intralATA presubscription, BellSouth (and the other
local exchange companies) must devise the business practices and
procedures that will govern its implementation. Many of these
practices relate to the manner in which BellSouth contacts and/or
communicates with its local exchange service customers regarding
the customer’s right and opportunity to choose a carrier other than
BellSouth to carry intraLATA calls initiated by dialing 1+. 1In its
local exchange service area BellSouth is the gatekeeper to the
intraLATA competition ordered by the Commission. If in ite role as
the dominant local exchange carrier BellSouth engages in anti-
competitive measures designed to persuade the customer to retain
BellSouth as the customer’s intralATA carrier or impede the

customer’'s selection of an alternative intraLATA carrier, the




Commission’s decision to increase opportunities for intraLATA
competition would be frustrated. It is therefore essential to the
carrying out of the Commission’s policy decision that the interface
between BellSouth (when acting in its role as provider of local
exchange service) and the customer relative to informing the
customer of available options for intralATA service and/or
responding to the customer’s selection be fair, reasonable, and
non-discriminatory. As providers of intralATA services who will
continue to experience a competitive disadvantage until all
competitors’ intraLATA services are made available to potential
customers via the 1+ dialing pattern on a fair and non-
discriminatory basis, Complainants’ substantial interests would be
affected by any anticompetitive practice designed to distort,
subvert, or impede the implementation of the policy adopted bv the
Commission in Order No. PSC-95-0203-FOF-TP.
Ultimate Facte Alleged:

9. For several months, MCI, AT&T and other carriers have
been negotiating with BellSouth in an effort to ensure that the
practices and procedures BellScuth is developing to govern the
implementation of 1+ intralATA presubscription are fair, just,
reascnable, and non-discriminatory. The discussions have led to
mutually acceptable approaches to some aspects of the
implementation process.

10. Wich respect to certain other issues, however, BellSouth
is pursuing practices and procedures that are unfair, unreasonable,

and anticompetitive. Despite the fact that many of the fair and




neutral practices governing contacts between BellSouth and
customers that have been in place for some time in the analogous
context of interLATA carrier selection could easily be adapted to
the intraLATA situation, BellSouth is creating new, different, and
biased procedures with which to implement 1+ intralATA
presubscription. Upon information and belief, BellSouth intends to
unfairly leverage its position as dominant local exchange service
provider to thwart competition in the intralATA market by engaying
in the following anticompetitive practices:
(a) BellSouth has provided scripts and training
materials to its customer service representatives
that call for the BellScuth representative to
promote BellSouth’s intraLATA service to new local
exchange customers or customers ordering an
additional line before the representative offers to
identify the customer‘s intralATA carrier options.
While the scripts and training materials being
developed by BellSouth have changed over time (see
Exhibits A and B), the discriminatory promotion of
BellSouth’s intralATA service, to the prejudice of
competing carriers, has been a common theme
throughout their development.
(b) BellSouth has prepared messages for directories and
customer bille that wrongly imply that BellSouth
"owns® the intraLATA calling area. Such assertions

of geographical entitlement would mislead potential




customers with respect to BellSouth’'s competitive
position relative to other intraLATA carriers and
discourage thu local exchange customer from
considering alternatives for the customer’s
intralATA service needs.

(e) BellSouth has adopted a policy of imposing a
*change of Preferred Interexchange Carriers" (PIC)
charge on an existing customer’'s initial exercise
of the customer’s right to change intraLATA
carriers, even though no such charge will be
imposed on new customers. Like new customers,
existing customers will have had no opportunity to
select an alternative carrier prior to the
implementation of Order No. PSC-95-0203-FOF-TP. As
is the case in the interLATA context, new and
existing customers should be given a reasonable
opportunity to designate their preferred carrier
once without charge.

(d) BellSouth has adopted a policy of imposing Lwo
"change of PIC" charges on a customer who elects to
change the customer’s interLATA and intraLATA
carriers at the same ¢time, even though the
selections constitute a single transaction and

would warrant a single PIC change charge at most.'

! In Docket No. 950330-TP, Southern Bell has submitted tariff
revisions that embody the PIC charge policies that are the subject
of this Joint Complaint. The Commission considered the tariff




(e)

(£)

With respect to a new customer who is undecided
regarding the choice of an intralATA carrier,
BellSouth has devised a practice of "defaulting"

the undecided customer to BellSouth’s intraLATA
service, rather than placing the new customer in a

"no PIC" status until the customer makes an
informed, affirmative selection of its intralATA
carrier from available alternatives.

BellSouth has adopted a policy of telling existing
customers who contact BellSouth for the purpose of
selecting a different intraLATA carrier that they must
contact the new carrier to make such arrangements, rather
than processing the change directly upon receiving the
request. This practice differs from the way BellSouth
intends to treat new customers who select an intraLATA
carrier other than BellSouth. It injects an unnecessary
impediment to the customer’s exercise of choice that the
Commission intended to facilitate through the issuance of

Order No. PSC-95-0203-FOF-TP.

during the Agenda Conference of April 30, 1996. FIXCA and MCI
appeared and objected to these features of the rariff. The
Commission voted to place the tariffs in effect subject to
subsequent proceedings that may be initiated by affected parties.
Complainants intend to file a formal protest and demand a hearing
on the proposed tariff provisions.

7




(g) BellSouth intends to utilize customer data that it

obtains as a result of being the dominant provider

of local exchange service to market its intraLATA

service to cistomers who contact BellSouth (in its

capacity as local exchange service provider) for

other reasons (e.g. repair service) and who have

not selected BellSouth as their carrier for

intralATA toll calls.
Statutes and Ordexs Violated

11. Individually and collectively, these practices and

procedures are unfair, unreasonable, and anticompetitive, in that
each is an attempt to leverage BellSouth’'s role as the dominant
provider of local exchange service to discriminate against
competing intralATA carriers and in favor of BellSouth’'s own
competitive intraLATA services. Individually and collectively, the
practices and procedures vioclate Section 364.01(4) (f), Florida
Statutes (1995). Moreover, they are violative of Order No. PSC-95-
0203-FOF-TP, which, explicitly® and implicitly, envisioned that the
implementation of the 1+ intraLATA dialing parity policy adopted by
the Commission would take place on fair, reasonable, and non-
discriminatory terms. If allowed to become effective, each of

these practices would give BellSouth an unfair advantage, impede

! The Commission did not take evidence on or attempt to
delineate the specific business practices that BellScuth should
adopt to implement 1+ intralATA presubscription fairly. However,
it cited and approved a stipulation of parties to the effect that
new customers would be made aware of their intraLATA choices in the
same manner as they are informed of their interLATA options. Order
No. PSC-95-0203-FOF-TP, at p. 3B.




the ability of other carriers to compete for the intraLATA
customers, and thereby stifle the competition that was the
Commission’s ocbjective when it issued Order No. PSC-95-0203-FOF-TP.
Identification of Disputes of Material Fact

12. Complainants do not know at the present time whether
BellSouth disputes any of the material facts alleged herein.
Reguest for Relief

13. Based on the foregoing, Complainants request the
Commission to assert jurisdiction over this Complaint;
expeditiously conduct a hearing on the matters complained of
herein; determine that the practices and procedures for
implementation of 1+ intralATA presubscription identified and
described herein are unfair, unduly discriminatory, and
anticompetitive; and, using the practices successfully developed
for the implementation of 1+ interLATA presubscription as a
reference, prescribe practices and procedures that will prevent

BellSouth from engaging in anticompetitive behavior, treat all




telecommunications companies fairly, and realize fair intraLATA
competition among competing carriers based on true 1+ dialing

parity on a presubscribed basis.

g8 A. ot n
Vicki Gordon Kaufman
McWhirter, Reeves, McGlothlin
Davidson, Rief & Bakas
117 South Gadsden Street
Tallahassee, FL 32301

Attorneys for the Florida
Interexchange Carriers
Association

B [V

Richard D. Melson

Hopping Boyd Green & Sams
123 South Calhoun Street
Tallahassee, FL 32301

Attorney for MCI
Telecommunications Corp.
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Martha McMillin
780 Johnson Ferry Road
Suite 700
Atlanta, GA 30346

Attorney for MCI
Telecommunications Corp.

Robin Dunson

1200 Peachtree Street, N.E.
Suite 4038

Atlanta, GA 30309

Attorney for AT&T Communications
of the Southern States, Inc.

il ;

Mark Logan

Bryant, Miller & Olive

201 S. Monroe Street, Suite 500
Tallahassee, Florida 32301

Attorney for AT&T Communications
of the Southern States, Inc.




CERTIFICATE OF SERVICE
I HEREBY CERTIFY that a true and correct copy of the Joint

Complaint of Florida Interexchange Carriers Association, MCI

Telecommunications Corporation,

and AT&T Communications of the

Southern States, Inc., against BellSouth Telecommunications, Inc.,

has been furnished by hand delivery* or by U.S. Mail to the

following parties, this 24th day of May, 1996:

*Nancy B. White

c/o BellSouth
Telecommunications, Inc.

150 8. Monroe Street,

Sun Bank Building, Suite 400
Tallahassee F1 32301

*Noreen Davis, Esqg.

FL Public Service Commission
Division of Legal Services
2540 Shumard Oak Boulevard
Tallahassee, FL 32398-0850

ﬁinseih A. McGlothlin
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Exhibit A
Page 1 of 60
Richard 3. Acbertson South E3F1
Saes Vice Sremgent 2524 Colonnade Paruwey

Burmngnam, Alabama 142¢3
EN91080957

cune 15, 1985
TO: Interconnection Customers

SUSJECT: 1+ IntralATA Presubscription - Customer Contacts

In our Mzy 18, 1995 IC Workshop, we commitied to provide you
Tevised infcrultinn concerning the proceadures BellSouth would
use in customer contacts in the IntralATA Presubscription
envizcnment, as well as the procedures currently used in the
InterlATA environment.

Enclcsed is a document with scripts or other educational
inforzation for the various depa-tments within 3ellScuth with
ezplovees who handle direct contact with end usars for both =he
IntralATA and IntarIATA environzents. The conly changes in the
IntralATA procedures discussed in the May 18, 1995, workshop are
thesa ta be used by the Egqual Access Service Center. There hive
been no other changes to the IntralATA proceduras. This
inforzation will be covered again in the IC Workshop scheduled
£z July 20, 1995.

Please refer any guestions regarding this subject to your
BellSouth Account Team Representative or Michael Hurst at
205 977-1103

Sincerely,

ol Fenat
Htact. e

Enclosyre
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Exhibit A
Page 3 of 50

3ZLLSOUTH

INTRALAUA PRESUBSCRIPTICN

CUSTOMER CCONTACT INFORMATION

Customer Operations Unics
- Consumer Sarvicss
- Small Business Services
- BellSouth 3usiness Systems

I?0S8

= Public Comzuniczazicns

- Intezsconnec=ion
@ Inhanced Sarvice Praovide=s
o Incepencent Payphbcne Providers
0 Equal Access Service Center

- Operateor Sesvices

Network




Exhibit A
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3ELLSCUTE

INTRALATA PRESUZSCRIPTION

CUSTOMER CONTACT INFORMATION

CUSTCMER OPERATIONS UNITS




NIW CUSTCMER (Maani=zg N and T criers) -
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Exhibit A
Page 5 of 50

220 INTAA Pace |
CISTOMER CONTACT INTORMATICON -
CUSTOMER CPTZEATIONS UNCTS
CONSTMZR, SMALL 3USINESS, SELLSCUTT 30SINZss stoTeMs

Srier cf sales asgetiaci
Ecesl and wer—ical g
-

2s (same a3 =zcday)

-
—

I2TesIAS) (seme 2s Tocay)

b Bl
—

Aggssech cn Int—afamy
= Ganariz sxzlazatiza shAT customar has a chsiza of caFrisr to
casTr calls €3 aeasty ccmmunitias

= 35T ail5C cacTias T=csa calls

= 38T giless 15 sasvicas

- Ask custszmer {2 tThey would like T3 koow tle a2:es of the ctlher
ccmpanias who casTy these call
3 I2 7es - Teac 2ames Ia Sancdem crier (including §3/55H)

9 22 ag = 2IC =3 2ST

o)

—STIHG CISICMZRS

Aggrcaci on generic iaquisy _
o Ixzlaia custsmes bas choics -
o Zxplain 3ST gffess the sesvice



Exhibit A
Page 6 of 50

COU INTRA Page 2

—
v

N & T Customer Handling

]
“ul

Toanc Tatement (New customer adding.a line)

MT./Mzs. Customer cue 3 sscent changes in the competizive
2rza/envirinment you ncw nend TO chocse a carrisr ta casTy calls
¥ou make T3 + citlies in neasty communities/locaticns.

Scutiern 3ell will be happy ta contiaue to handle your calls far
vcu. We offer volume discount and there is no calling plan ==
sica up far.

[ 2150 Jave a2 list ol other companias who can ca-sy these calls.
Would wyocu like me to read the list T2 you?

Us2 this takle 5 determine action oo =ake.

3 mustomer Then yeu will . ., ., and .. .
TREZONES . e 4
Yag Jead names of entes/selesct chosen
availahls ca-riers cazriar for order
No Thank customer for gopulate/selact 28T
allcowing us o be LPIC of 0377 & L3CA
casTiar of choice ¢ "30" (bus afc)
I'a a0t sure Explain that we will pcpulate/salect 3ST
carry calls to nearby LPIC of 0377 and L2CA
communities until cf "UN" for undecided

nctified of any change and advisa no charge

in customer’s choice. will apply for ordar
issued to dnsiznatl
initial PIC selection

What are velume Explaia volume populata/select customer's
ciscsuncs? discounts choice of carrier

rNea-dby communities/locatizsns are cdefined as calls made cutside of the

-oczal call a-pa.
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SZU INTEA Fage 3
Tollzwizg ass scma guidelises s whiz:h wa will 2chesw:
- Vawes =-avifa isnfa-—masisp alkous 4 sammizelas castisss' sasvizes
TATES 9T CTIMS iSsoTAfTicn whiss sauld {silognny CUESISE3' Cinide.
- 22 AST mx=oTass soelareanic® I Inaé SASTLAD IvVeD ancToars.
- 3¢ zcT siscass wessizal sasvizas 4T same Ii3e ySU TR CisCuIsing
IoTTRLATA,.

Tragar T
— T —
AR P, ¥ o i
s 6. o et 50 A
'."“":__ e

selow ac3 sxampls and ncp-gxamels situa

-
-

Cuscomes AsSk3I, "Who 2as5 zhae lowestT Tazas?" SR muss
acriza =mam hp/she cces ast ‘cow thig izmfarmarniza.,

- -

Cagwomer TBSUESTI T2tg compasisca lnlsmaacics, 5i
-l -

i nl
g i LY

™ Scu=h Coass

§oamag ThmasT The Somme enTicned
~as ce27es —=an Cvmanils.

T -
-

SasTomes 23Xy, “Whe So 7o sacommancd?” SR raspends chac
za/gke =3n nos =32ac anv SacoomencatIchs.
SugTImes 2848, "Wic d2 vou csgal?* 3R regpends, "ATiTe.

L
—

Noew That we 2ave Ilalslhed discuss veer call
A-TRacEmA=tS lstT’s get 4 talapicre ztares IST yeu.

SR savs "lLet’'s go akead and cicese vous cSmmuRity
cissiar walls vou'rs siiskiag akeuzs veos dacisisn s=
gcher callliag Zsatuses.

-‘. l
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C20 ZNTRA Pace 4

£ the

carTviary.,

When they g2l

a Ty
25 w2 shceld usa the Igllzwing chac-t t2 decide what action to takas.

A m—

- .

customer he/she
Make a
=8 custTomeT &=

AT 8IS,

them t3 kae, ZST ©y Chair LPIC.

-2 custamer Then ycu wil.,

Jacuest s . . .

Saneriz Zxplain ta the
2as choice ¢
sales siz=h T3

Raep 257 Raview

to ses Lif

NPA NXX al-sacy csnvected.

- . " -

T3 N2A NXX Las

conver—ed . . .

-

I2 N2A NXX has

Exzlain he/ste

20T converted | .

E2s choices.

Caroiar Zxglain 35T coffec-s service.

Maks & sa’as 2itz=h fer cusscmer

to kesp 38T as

Aefer custamer

thaisr carrier.

Ty 71312

THén . . .

Issue crder wizh
selectad chpize.

S =

Issue "}A" griar.
Ciange L3CA f-zm
=ar" ¢ "30"

Isgue 77717

* 3 L
-5508 Cl.ael w2

selected choizs.
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COU INTER Page 1
PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS "
INTERLATA ENVIRONME!IT DISCLOSURE STATEMENTS
CURRENT WORDING
CUSTOMER OPZRATIONS UNITS

ZQUAL ACCESS DISCLCSURE STATEMENTS

A. UP-FRONT STATEMENT (RSC/2SC/VEC)

"SC3/58 will be handling long distance calls within your calling =cne,
7ou need to choose a Long Distancs Carrier T3 bandle calls made to
slaces gutside your £3/sc3 calling zone. I have a list cf companies
sarving vour address, if you'd liks f2r me to read theam =3 you."*

when the reguest is far a Federal Government account, the contase
sersonnel may ask che fgllowing questions cof the persen plecing the
crder: Will you be making a choice of the Long Distance Carrier or has
=12t cicice been made by somecne alse? If the person placing the order
~acdicates that he/she will he making the choice, then the contace
sersonnel should continue with the diselosu-s statement.

-2 the perscn is not authorized =a make the choice, no further
2isclesure is necessary.

As soon e&s the subscriber indicates he/she understands the up-front
scatement and chooses a Carrier, no further disclosure is necessa-y.

The subscriber is advised to contact the selected Carrier ta estehlish
a2 billing account.

Should the subscriber indicate be/she ig not familiar with Bqual Access
ST does not understand your fequest, the following statement is given:




Exhibit A
Page 10 of 60

COU INTER Page 2

ZZSCLCSURE STATEMENT IRSCKESCXV?QL

"You live in an area whers you czn choose a Primary Carrier to handlas
2ad Dill calls you make outside your calling zone. If you do not
Sioose a primary carrier and You want to place 1+ or 0+ calls outside
your area, a special access code will be required from the company ysu
wish to handle the call. The ccmpanies available are "

3 Offer carrier information from COFFI/CARRIER Screen.

0 The subscriber is advised to contact the Carrier to establish an
account.

NCTZ: Do not refer customers to U. s. Sprint unless customer reguests
Sprint telephone number,

—_—

3. "UNDECIDED* DISCLOSURE STATEMENT (RSC/BSC/VPC/ONLY) (mmmw

When the subscriber is undecided about a Carrier selection and reguests
=2 "shop” for a Carrier, srovide the following statement:

"Mr.Subscriber, since ¥ou are nct ready to select a Preferred Long
Distance Company, you cannot complete 1+ or 0+ calls cutside your
S3/5CB calling area. It will be necessary for You to use an access
coce from the company you want to handle these calls. You will be
cestricted from reac ing a long distance company operator when dialing
00- and SB/SCB will no longer provide operator assistance in reaching a
long distance Carrier for the completion of an interLATA call. Alss
You must dial 10XXX+0 to reach an interLATA operator. The calls you
will be able to complete are:

=1+ or 0+ calls within SB/SCR’s calling area,
-Calls to 800 and 900 numbers

~Calls to Directory Assistance

=0 dialed calls to reach S3/5C5's cperator

The subscriber may contact different Carriers for rates and/or other
information prior to making a PIC choice.




Exhibit A
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COU INTER Page 3

The subscriber is advised Lo contact the selected Carrier, once a
choice is made to establish and account.

IMPORTANT! Advise subscribher that a PIC chenge charge uiil not
2pply when a preferred Carrier is selected.

NCTZ: If a subscriber requests to be connected t5 an interexchange
carrier and that interexchange carrier is participating in Operator
Transfer Service (OTS) SB/SC3’'s Operators can hand off that call. The
Carriers support this service with per-call fees. Refer to Operator
Transfer Service Operating Standards for more information.

C.”HGH-OUOTE'DISCEQSUR! STATEMENT"

waen a subscriber selects a Carrier that is listed on the
"don-Quote/Non-Negotiate*” screen in COFFI/CARRIER Screen, the following
cisclosure statement should be provided:

"Mr.Subscriber, (name of IC) is providing a sarvice in your ares;
however, it ig a unigue type service, (describe service from
cescription on Screen) and requires you to negotiate the service with
them directly. The Carrier‘s telephone number is

The subscriber must be advised that ancther preferred Carrier selecticn
(or 2IC NONE) must be made in order to process the order for local
teleohone service and that a PIC change charge is applicable if the PIC
is changed to the "Non-quote* IC later,

If a subscriber placing a TiF order is pPresently PICed to the non=-quote
IC 2nd the IC is serving the new address, use the following statement:

"¥<. Subscriber, my records show your present Long Distance Co. .is
(name of PIC on record). De you wish to keep this Carrier as your
preferred Carrier at your new address?*

If the subscriber wants to keep the same PIC, the order should be
Senerated with the non-quoted IC.

NCTE: PIC NONE is not applicable for Public/Semi-public.
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COU INTER Page 4

UAL ACCESS - T&F" - DISCLCSURE STATEMENT (Applicable only if saxe
Carrier Available) i

"Mr. Sudscriber, my records show that your present Long Distance
Company is + Do you wish to keep the same Carrier at your
new address?*

= IF YZS: "Please call (Carrier of record) to change your
address and (if applicable) telephone number. "

"REFER FOR BILLING" - Subscribers selecting a Lunz Distance Company
must be advised to contact that company to establish a billing account.

E. TPIC NONE" - DISCLOSURE STATEMENT (RSC/BSC/VPC ONLY)

when the subscriber does not want a Preferred Long Distance Company,
grovide the following statement:

"Mr. Customer, since you have not selected a preferred Long Distance
Company, you cannot complete 1+ aor 0+ calls outside your S3/5CB calling
area. It will be necessary for you to use an access code from the
company you want to handle those calls. You will be restricted from
feaching a Long Distance Company operator when dialing 00 - and $3/5C3
will no longer provide operator assistance in reaching a long distance
Carrier for the completion of an interLATA call. Also, you must dial
10XXX+0o to reach an interLATA cperator. The calls you will be able to
complete are:

© 1+ or 0+ within SB/SCB calling area,

o Calls to 800 or 900 numbers,

0 Calls to Directory Assistance, g
o 0 dialed calls to reach a SB/SCB operator.”

The subscribver is advised:

"Should a preferred company be chcsen at a later date, you should
contact the Long Distance Company chosen, to establish an account and
to submit the subscription order. A PIC change charge is applicable at
that time."




Exhibit A
Page 13 of 50

COU INTZIR Page 3

f. "NON-NEGOTIATE IC* DISCLOSURE STATEMENT

When "Non-Negotiata" is reflected on the COFFI/CARRIER Screen, our
Conzact Perssanel will quote trat IC along with all of the other listed
Carriers in the normal manner. If a subscriber regquests the .
“Non-Negotiate" the Contact Personnel must advise the subscriber that
L2is Carrier has requested that Southern Bell/South Central sell nor
acce=pt orders for them and that the subscriber should contact the
Carrier. Explain to the subscriber that in order to process their
request for local service, the subscriber must make another Carrier
selection cr chosse the non-®resubscriptiecn option. Explain that a pIc
change is applicahle to changs to the "Non-Negotiate” Car-ier
selection, é: the Carrier submits an order on the subscriber’s bekals
at 2 later date.

Zxception:

Taf order, if subscriber already has the "Nen-negotiate”
Carrier and is moving in the gsame wire center, the Concact
Personnel may issue the ordar using that same IC.

DISCLOSURE STATEMENT
‘__.-___“
"Er. Subscriber, (name IC) is serving your area but requests that yau

call them directly to discuss service érrangements. Their telephcne
acober is - Fild
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BELLsSOUTH
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

I?CS

PUSLIC COMMUNICATIONS
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BELLSOUTHE
CUSTOMER CONTACT INFORMATION ;
IPQS
PUBLIC COMMUNICATIONS

IntralATA Presubscription Disclosure Statement

Southern Bell/South Central Bell will be handling long distance c2lls
made from the Public/Semi-Public telephone located on your premises
which are to points within your Southern Bell/South Central Bell
calling zone. You will need to choose a long distance carrier to
tandle 0+ dialed calls macde from the P2y telephone to points outside
your Southern Bell/South Central 3ell calling zone. . have a list of
companies serving your area if you would like me Co read theam to you.
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PUBLIC INTER Page 1
PRESUBSCRIPTION
CUSTOM!R CONTACT SCRIPTS -
INTERLATA ENVIRONMENT DISCLOSURE STATEMERTS
CURRENT WORDING
IPOS
PUBLIC COMMUNICATIONS

EQUAL ACCESS DISCLOSURE STATEMENTS

UZ-FRONT STATEMENT {PU!LIC/SEHI-PUBLIC!

"You need to chocse a Long Distance Company to handle 0+ dialed calls
frzm the Publiz/Semi-Public telephone on your premises ta poeints
outside your Southern Bell/South Central Bell calling zone. I have a
list of companies serving your address if you would like for me to read
thea to you."

DISCLOSURE STATEMENT (PUBLIC/~SEMI~-PUBLIC)

"four Public/Semi-Public telephone is locatad in an area where Ian
should make a choice of a Long Distance Company to handle 0O+dia ed
calls made from this telephone to points ocutside ycur South Central
3ell/Southern Bell calling zone. The companies available

é-..- L]

- -
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BELLSOUTH
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

IP0S
INTERCONNECTION
ENHANCED SERVICE PROVIDERS
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N & T Customer Handling

Uz Frone Statement (New customer adding a line)

Mr./Mrs. Customer due to recent changes in the competitive
area/envizonment you now need to choose a carrier to carry calls
you make to ¢ cities in nearby communities/iocations.

Southern Bell will be happy to cantinue to handle your calls for
you.

I also have a list of other companies who can carry these calls.
Would you like me to read the list to you?

Use this table to determine action to take.

If customer Then you will . . . AME
respends . . .
Yes Read names of entar/selsct chosen
available carriers carrier for crder
No Thank customer for populate/select BST
allowing us to be LPIC of 0377 & LPCA
carrier of choice of “BO" (bus ofc)
I'm not sure Explain that we will populate/select BST
carry calls to nearby LPIC of 0377 and LPCA
communities until of "UN" for undecided

notified of any change and advise no charge

in customer’s choice. will apply for order
issued to designate
initial PIC selection

What are volume Explain volume populate/select customer’s
discounts? discounts choice of carrier

*Nearby communities/locations are defined as calls made outside of the
local call area.
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ESP INTRA Page 2

Following are some guidelines we must acdhere to:

- Never provide infeormation about a particular carriers’ serviceg,
Fates or other information which could influence customer's choice.
= Do not express preference for one carrier over another.

T Do not discuss vertical services at same time you are discussing
intralATA.

Listed below are example and non-example situations.

Z¥AMDLE Customer asks, "Who has the lowest rates?” SR must
advise that he/she does not know this information.

NON-ZXAMPLE Customer requests rate comparison information. SR
states that the TV commercial mentioned that South Coast
was lots cheaper than Dynamics.

—

EXaMeL= Customer asks, "Who do you recommend?*® SR responds thas
he/she can not cffer any recommendations.

NON=-ZXAMPLE Cuostomer asks, "who do you use?" SR responds, “ATaiT".

XAMPLE Now that we have finished discussing your call
srangements let’s get a telephone number for you.

NON-EXAMPLE SR says "Let’'s go ahead and choose your community
carrier while you’re thinking about your decision on the
other calling features.




Zxisting customers can call us or one of the carriers.
us we saould use the following chart to decide

If customer
Teguest is . .

Ganaric

Feep 38T

L?IC for Specific
Cacrier

For List of
Carriers

Then you will . . .,

Explain to the customer he/she
has choice of carriers.

Review to see if
NPA NXX already converted.

—n-----‘--q-‘--——n-------q*--——'---

If NPA NXX has converted . . "

e LT —— . ——

If NPA NXX has not converted . .

Zxplain he/she has choicss.
Explain BST cffers sarvice.

Refer customer to 7777272

Exhibit A
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ESP INTRA Pags 3
When they call

what action to take.

-

Then . . .

Issue order wish
selected choirce,

e L —

Issue "R" order.
Change LPCA from

TS

Issue

Issue order with
selected choice.

202000
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ES? INTER Page 1

PRESUBSCRIPTION
CUSTOMER (ONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMERTS
CURRENT WORDING
IPQS
ENHANCED SERVICE PROVIDERS

The information exhibited in the Customer Operaticns Units section of
this document beginning on COU INTER Page 1 is also used in the BSP
Center for InterLATA customer contacts. »2lease reference that ses~ion
cf the document for details.
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SELLSOUTH
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

IPQS
INTERCONNECTION
INDEPENDENT PAYPHONE PROVIDERS
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IPP INTRA Page 1
N & T Customer Handling

Uo Iront

Statement (New customer adding.a line)

¥r./Mrs. Customer due to recent changes in the competitive
area/environment you now need to choose a carrier to CaAr:sy calls
You make to = cities in neardy communities/locations.

Scuthern Bell will be happy to continue to handle your callg for
you.

I also have a list of other cumganils who can carry these calls.
Would you like me to read the list to you?

Use this table to determine action to take.

If customer Then you will . , ., And . . ,
-esponds . . .,
Yes Read names of enter/select chosen
available carriers carrier for order
No Thank customer for populate/select 25T
2llowing us to be LPIC of 0377 & LPCA
carrier of choice of "BO" (bus ofc)
I'm aot sure Explain that we will populate/select BsT
carry calls to nearby LPIC of 0377 and LPca
" communities until of "UN" for undecided

notified of any change and advise no charge
in customer's choice. will apply for order
; issued to designate

initial PIC selection

What is volume Explain volume

populate/select customer’s
discounts

choice of carrier

rNearby communities/locations are defined as calls made cutside of the
local call area.
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IPP INTRA Page 2
following are scme guidelines to which we will achere:

- Never provide informatiocn about a particular carriers’ secvizes,
rates or other information which could influence customer’s choice.
- Do not express preference for cne carrier over another.

- Do not discuss vertical services 2t same time you are discussing
int-alATA.

Listed below are example and non-example situations.

EXAMPLE Customer asks, "Who has the lowest rates?” SR must
acvise that he/she does not know this information.

NON-ZXAMPLE Customer requests rate comparison informaticn. SR
states that the TV commercial mentioned that South Coasc

was lots cheaper than Dynamics.

EXAMPLE Customer asks, "Who do you recommend?" SR responds that
he/she can not cffer any recommendations.

NON-ZXAMPLE Customer asks, "Who do you use?* SR responds, “ATAT",

EXAMPFLE Now that we have finished discussing your call
arrangements let’'s get a telephone number for you.

NON-EXAMPLE SR says "Let's go ahead and choose your community
carrier while you’re thinking about Your decision on the
other calling features.




Existing customers can call us or one cf the
us we should use the

If customer
reguest is . . .

Generic

Keep BST

LFIC for Specific
Carrier

Far List of
Carriers

carriers.
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IPP INTRA Pags 3
When they call

following chart to decide what action £0 take.

Then you will . . .

Explain to the customer he/she
has choice of carriers.

Review to see if
NPA NXX alreacy converted,

-

If NPA NXX has converted . . .

-------—‘ﬂﬁ--u-----n-—--“—“----

If NPA NXX has not converted . .

Explain he/she has choices.
Explain BST offers service.

Refer customer to 777772

Then . . ,

Issue order with
selected choice.

Issues "R« order,
Change LPCa from
"DF" to =po~

s

Issue 22222

Issue order wish
selected chpi~e.

X000
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I2P INTER Page 1|

PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
IPOS
INDEPENDENT PAYPHONE PROVIDERS

The information exhibited in the Customer Operations Units gectizn of
this document beginning on COU INTER Page 1 is also used in cthe I®P
Canter for InterLATA customer contacts. Please reference that section
sf ths document for details.
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EELLSOUTH

INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

IPCS
INTERCONNECTION
EQUAL ACCESS SERVICE CENTER
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Revised June 7, 1995
UNAUTHCRIZED PIC SCRIPT
(Draft)

Following is the suggested script that will be used when a customer
calls in claiming an unauthorized change in their carrier for IntralLATa
calls:

Rep: BellScuth Equal Access Service Center, this is Jane Smith,
how may I help you?

Customer advises that he/she is subscribed to Carrier XYz incorrectly.

Rep: Mr./Mrs. Customer, I will be glad to assist you. What is your
name, area code and tslephone number?

Customer responds appropriately.
(The Rep accesses the customer’s recard to verify the PIC).

Rep: Mr./Mrs, Customer I have accessed your record. We show that an
order was placed on your behalf by Xvz company indicati:g service

was negotliated with them to handle your long distance calls to

nearby communities inside of the South Central/Southern Bell

calling area on (PCA Date). I have scme questions to ask you for
clarification.

Ask questions similar to the following:

= Did you request this change?

- Bave you talked to anyone with XYZ company?

= Have you received any correspondence from XYZ company
concerning a change to your service?

Customer responds appropriately.

Rep: I will be happy to change you back to your previcus carrier at no
charge to you. Mr./Mrs. Customer you have two options (only if
Carrier participates in Expedited PIC Switchback) available to

you.
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EASC INTRA Page 2

Exzedited PIC Switchback where aoplicable

We can credit the previsun PIC changa charge on your next
asath’s bill and bill XYZ company appropr ately. :

or

We can initiate an investigaticn and request proof of
autiorization which will take approximately six to eight weeks.
At the end of this time should XYZ company provide some type of
authorization, we will mail this information to you for
validation. Should you dispute the validity, we will cradit you
t3e PIC change charge and bill XYZ company appropriately. If you
€2 nct dispute the validity, we will bill you the PIC change
ctarge that was waived when we changed you back to your previous
casrier.

Customer replies appropriately.

Aep: Mr./Mrs. Customer we will issue an order due today to change you
beck to your previous carrier. 1Is there anything else I can help
ycu with today?

Cestomer replies appropriately.
Rep: Thank You for calling BellSouth Equal Access Service Center.
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EASC INTER Page 1!

Revised June 7, 1995
UNAUTHORIZED PIC SCRIPT i

Following is the script that is used today when a customer calls in
claziming an uwnauthorized change in their carrier for InterLATA calls:

Rep: BellSouth Equal Access Service Center, this is Jane Smith,
bow may I help you?

Customer advises that he/she is subscribed to Carrier XYI incorrectly.

Rep: Mr./Mrs. Customer, I will he glad to 2ssist you. What is your
nzme, area code and telephone number?

Customer Tesponds appropriately.
(The Rep accesses the customer’s record to verify the PIC).

Rep: Mr./Mrs. Customer I have accessed your record. We show that an
order was placed cn your behal# by XYZ compeny indicating se-vice
was negotiated with them to handle your long distance calls
outside of the South Central/Southern Bell calling area on (PCA
Date). I have some guestions to ask you for clarification.

Ask questions similar to the following:

- Did you request this change?

- Bave you talked to anyone with XYz company?

- Have you received any correspondence from XYZ company
concerning a change to your service?

Customer responds appropriately.

Rep: I will be happy to charnge you back to E:ur previous carrier at no
charge to you. Mr./Mrs. Customer you have two options (only if
Carrier participates in Brpedited PIC Switchback) available <o
?ou -
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Txpedited PIC Switchback where apcolicable

We can credit the previcus PIC change charge on your next
month’s bill and bill XYZ :ompany appropriately. ‘.

Cr
We can initiate an investigation and request proof of
authorization which will take approximately six to eight weeks.
At the end of this time should XYZ company provide some type of
authorization, we will mail this information to you for
validation. Should you dispute the validity, we will credit you
the PIC change charge and bill X¥Z company appraprittnlii If you
do not dispute the validity, we will bill you the PIC c nge
charge that was waived when we changed you back to your previous
carrier.

Customer replies appropriately.

Rep: Mr./Mrs. Customer we will issue an order due today to change you
back to your previous carrier. Is there anything else I can help
you with today?

Customer replies appropriately.

Rep: Thank You for calling BellScuth Equal Access Service Center.
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3ELLSOUTH -
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

1208
OPERATOR SERVICES
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CUSTOMER CONTACT SCRIPTS
INTRALI TA ENVIRONMENT .
OTS CALL ZXAMPLES

CALL 4
0-Coin/NCN/Cellular
CUsT: "I want to make a call, ccnnect me to XXX (a

participating OTS carrier).

Operzzar transfers the call to the requested carrier and does not
screen 2 determine if the call is an intralATA call.

0=

CUsSYs “I want to place a call to (Columbus, GA)."
QFER: *what is the number, please?"

Cus?: (?rovides number to an intralATA point)

Operz%or comzletes the call.

CALL 6

a-

CUS?Y: "Operator, I want to place a conference call.” .
CPER: "I'm sorry, you will need to call the conference

provider of your choice.*
CO5T: "OK, thanks."
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CALL 14

a.-

CUST: "What is XiXX's (IC) access code?” (Carriur subscribes_to
OTS.)

OPER: “I'll be glad to transfer you to XXX. Just one moment.”

Cperator transfers to requested carrier.

CALL 15

0=

CUST: “what is carcier BBB's access code?" (Carrier does not
subscribe to 0TS.)

OPER: "I'm sorry I do not have that information. Please
contact B2B's customer service number for that
information."

CUST: "OK, thanks.*

CALL 16

0+

CUST: “This is a collect call, my name is Susie.”

OPER: "Thank you."

Operator processes the collect call as usual. The number anqs § -6
times.

OPER: “"There is no answer. Please try your call later."”
CUST: “Try another number for me. It’'s in New York."
QPER: "I'm sorry, that is not a Southern Bell call. Which

carrier would you like to use?"
CUST: "YYY." (Carrier subscribes to 0TS.)

Operator erases the first intraLATA number and connects the customer to
the requested carrier.
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CALL 18

a-

CuST: "I reached a wrong number c:lling XXX XXX XXXX(an
intralATA point). Can you give me credit?”

0PZR: "I'm sorry you had trouble. I'll give you credit if
your call was placed through Southern Bell. Would you
like to redial your call?"

CUST: "Yes, thanks."

If the customer indicates the call was placed by an 0TS participating
carrier, offer to transfer to the carrier. If the customer indicates
tae call was placed by a non-participating OTS carrier, refer to the

ca-risr's customer service number.

CALL 19
0= COIN
CUST: "I reached a wrong number calling XXX XXX XXXX(an
intraLATA call) end the telephone kept my money."
OPZR: “I'm sorsy you had trouble. What company processed your
cell?"
CUST: *Southern Bell."
O?=R: "Thank you, I’'ll give you credit and reconnect your

call.”

Operator gives equivalent service (one minute credit) and places the
call.

1f the customer indicates the call was placed by an 0TS participating
carrier, offer to transfer to the carrier. If the customer indicates
the call was placed by non-participating OTS carrier, refer to the
carrier’s customer service number.

1f the customer does not know what company placed the call, the
cperator should provide one minute credit for the initial period and
process the call. The customer will be advised that Southern Bell is
providing this service.
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PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
OPERATOR SERVICES

CTS CALL EXAMPLES
CALL 1 (0-~COIN)
OPER: "Southern Bell, may I help you?"

CUuST: "I reached a wrong number calling 2120897-4783 and the phone did
nct retusn my money." (If number is keyed IC will display.)

OPER: “I'm sorry, that is not a Scuthern Bell call. I will transfer
you to an operator who can assist you."

Enter IC + 288 + START + POS RLS
If ATAT does not subscribe to OTS:

OPZR: "I'm sorry, that is not a Southern Bell call.
Fcr assistance, plezse dial 102880." 0

AZter customer acknowledges, press CA CALL and POS RLS.

Call 2 (0=) .
CPER: "Southerm Bell, may I help you?"

CUST: "I want to place a2 czll to Seattle, Washington.*

OPER: "I'm sorry, that is not a Southerm Bell call. Which
interexchange Carrier would you like to use?"

CUST: "I would like to use XXX." (Customer selects a non-participeting
IC.)
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OTS INTER Pags 2

C2ER: "I'm sorry, XXX does not participate in our operator transfer
service. Please contact them directly by calling their customer
service number, " ;

CUST: "Do you have the nunberT” ’
QPZR: “You may obtain the number from Directory Assistance (411),"
CUST: "Thank you."

OPER: "You’'re welcome."” Press POS RLS.

Czll 3 (0-BOTEL)
QPER: "Southern Bell, mzy I help you?"

CUST: "I want to place a call to 313-643-7234." (If number is kayed IC
will display.)

CPER: “I'm sorry, that is not a Southern Bell call. Which
Interexchange Carrier would you like to use?*”

CUST: "I don’'t know."

OPER: "I can connect you to XXX, YYY, or CCC. Wwhich would you prefer?
(Operator must read all pe-ticipating carriers cn the list.)

CUST: "Connect me to YYY."

OPER: “"Just a moment, I‘ll connect you."
Prass IC + (IC code) + START + POS RLS.
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0TS INTER 2age 3

call 4 (0~-COIN)
OFZR: "Southern Bell, may I help you?* )

CUST: "I want to make a ccllect call, connect me t3 X¥X (an IC
ca-Tiar).

“FER: "What Area Code and number are you calling?*®

CUST: "XXX-XXX=-XXXX."

CPEZR: "Enter XXX-XXX=XXXX + START. (Call is IntraLATA.)

"This is a Southern Bell call. I'll be glad to assist you. May I have
your name please?"

CUST: "Sandy Stone."”

OPZR: "Thank you." Complete the call as usual.

call 5 (0=-)
O?ZR: "Southern BSell, may I help you?”"
CUST: “How much is a call to New York?*

OPER: "I'm sorTy, that is not a Southern Bell call. which
Interexchange Carrier would you like to use?”

CUST: "XXX." (Customer selects participating carrier.)

OPZR: "One moment please, I'll be glad to transfer you." Press IC +
(IC code) + START POS RLS.

call 6 (0-)

CPER: "Southern Bell, may I help you?"
CUST: “"Operator, I want to place a conference call."”

OPER: "I'm sorry, you will need to call the conference provider of your
choice. "

CUST: "Thank you.”"
QPER: "You're welcome." Press CA CALL and POS RLS.
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Call 7 (0-Screen 79 Cellular Mcbile)

CPER: "Southern Bell, may I help you2*

CUST: “Connect me to CCC."
(Customer requests a carrier subscribed to 0Ts.)

CPER: "What area code and number are you calling?*
CUST: "XXX-X0X-Xxxx."

CPER: "Enter XXX-XXX-XXXX + START. (IC displays.)
"Cne moment, I’ll be glad to transfar you." ?Press IC + (IC code) +

START + 20S RLS.

—

Call B (Screen Code 88)

OFZR: “"Southern 3ell, may I help you?*"

CUST: “I reached a wrong number on a call to New Jersey. I deposised
$1.85, can you return my money? "

OPER: "I'm sorry, that is not a Southern Bell call. Please check the
instruction card on the telephone for information concerning bow «5
obtain a refund.”

CUST: "There is no instruction card here."

OPZR: "I'm sorry, please dial "00" for further assistance."”
CUST: "Thank you.*

CPER: :You're welcome." Press CA CALL and POS RLS.
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Call 9 (0-)

OPER: "Southern Bell, may I help you?" ] -

CUST: "I'm blind, can you assist me on a call to San Diego,
California?"

OPER: "I'm sorry, that is not a Southern Bell call. Which
Interexchange Carrier would you like to use?”

CUST: "2ZZ" (Carrier subscribes to 07TS.)

OPER: "One moment, please. I’'ll be glad to transfer you." Press IC +
(IC code) + START + POS RLS.

Call 10 (0-)
OPER: "Southern Bell, may I help you?"
CUST: "I want to make a ccllect call to Mexico"

OPER: "I'm scrry, that is not a Scuthern 3ell call. Which
Interexchange Carrier would vou like to use?"

CUST: "I don’‘t know."
CPER: "I can transfer you to XXX,YYY or CCC. Wwhich do you prefer?*”
CUST: "Connect me to the cheapest one.”

OPER: "I'm sorry, we do not have access to carrier rate information. I
can transfer you to XXX,YYY or CCC. Which do you prefer?* .

CUST: "Just connect me to the one ycu would use.”

OPER: "I'm sorry, it will be necesssary for you to select a carrier or
dizl "00." :

CUST: "I don‘t know anything about carriers.”
OPER: "Just onme moment, I‘ll connect you to my supervisor.®

Supervisor Note:

Advise the customer we do not have access to carrier rate information
and it will be necessary for him/her to select a carrier. If the
customer refuses to select a carrier, advise that you will be unabla to
complete a transfer and refer the customer to “00."
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call 11 (0-Coin Ind)

CPER: "Scuthern Bell, may I helg you?" _
CUST: "What do I dial to make a calling card call to London, Eagland?»

OPZR: "I'm sorry, that is not a Southern Bell call. which
interexchange Carrier would you liks to use?"

CUST: "XXX." (Carrier subscrides to 07Ss.)
OFZR: "One moment, please. I’'ll be glad to transfer you. "
?ress IC + (IC code) + START + POS RLS.

call 12 (0-)

OFZR: "Southern 3ell, may I haljp you?*®
CUST: "I was cut off on a call Lo Dallas, Texas."

OPER: "I'm sorry, that is not a Southern Bell call.
Which carrier did you use to place your call?"

CUST: "2B3." (Carrier does not subscribe to 07s.)

QPER: "Please call 323B’'s customer service number for further
2ssistance.”

CUST: "Thank you."
OPER: "You're welcome." Press CA CALL and POS RLS.
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call 13 (0-)
CPER: "Southern Bell, may I help you?*
CUST: "(Customer crying, extremely upset.)

"My child has been hurt and I'm trying to call my husband in
washington, DC. Please help me! Burry!*®

CPZR: "I'm sorry that is not a Southern Bell call. Which carrier would
vou like to use?"

CUST: "I don't care. This is an emergency!"

OPZR: (Connect to first IC on list).

I will need to transfer you to another operator and my equipment will
not allow me TO stay on the line. Please advise the other gperator you
kave an emersency."

CUST: "You're welcome. One moment, please.” Press IC + (IC code) +
TRAT + 205 PLS.

Call 14 (0=-)

OPER: "Southern Bell, may I help you?"
CUST: "What is XXX's (IC) access code?" (Carrier subscribes to 07S.)
OFER: "I'll 5Se glad to transfer you to XXX. Just one moment."

CUST: “Thank you."
OPZR: "Have a good day." Press IC + (IC code) + START + POS RLS.
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OTS INTER Page 7

Call 1S (0+)

GPZR: "Southern Sell, may I help you?* _
CUST: "This is a collect call, my nime is Susie.,"

OPER: "Thank you." Enter correct class charge Number rings five- six
tines.

CUST: "Try another number for me. It's in New Orleans.*

CPER: "I’'m sorry, that is not a Southern Bell call. Which
Intarexchange Carrier would you like to use?*

CUST: “YYY." (Carrier subscribes ta 0TSs.)
CPZR: "One mcment, please. I‘ll be glad to transfer you.-"

?ress CLD + START to erase the intr-alATA number. Press IC + (IC code)
+ START + P0S RLS.

call 16 (0-)

OPZR: "Southern 3ell, may I help you?"
CUST: "I need Directory Assistance in Dallas, Texas."

CPER: "I'm sorry, that is not a Scuthern Bell call. What carrier would
yYou like to use?”

CUST: "XXX." (Customer selects a nonparticipating carrier.)

OPER: "I'm sorry, XXX does not participate in our operator transfsr
service. Please call their customer service number for assistance.

CUST: "OK."
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SELL:OUTH
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

NETWORK




Background
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The attached information provides Contact
Personnel with variocus Questions and Answers
regarding l+ IntraLlATA Presubscription
filings.




Description

o

(Q1)

(Al)

(Q2)

(A2)
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Page 1

My customers have been reading about 1+
IntralATA Presubscripticn in the papers.
What ..s it? .

During the d{th quarter of this yer=,
Florida and Kentucky customers will have
a choice as to who carries their
IntraLATA long distance calls.

Will this become available to all Florida
and Kentucky customers at the same time?

No, implementation will begin in che 4th
Quarter of this year and must be
completed by December 31, 1997.

(QlL)

(Al)

(Q2)

(A2)

Does this mean there will be a PIC for
IntralATA and for InterLATA.

Yes, customers will be able to choose
their IntralATA carrier. BellSouth will
h:;u & PIC code to be used for Int-alLATA,
only.

Will we be able to promote BellSouth to
our customers?

This decisicn has not yet been mads.
Several scenarios are being addressed and
Contact Personnel will be advised how to
handle the two PIC environment in the
next few months.
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Page 2
Presubscription IntralATA

Customer Contact Scripts
IntraLaTA Environment Wording

INTRALATA
CARRIZRS/REPAIRS SERVICE INQUIRIES STATEMENTS

When a request ig received from a Carrie:fﬂepaiz $erVica_psrsannal for Toll
Restrictions information, the Contact Personnel will feview the subscriber-s
rezerds for the Tell Restriction USOCs and provide the following answer:

"Yes, the subscriher has ordered a service for 7Toll Restriction~
OR
"No, £4e subscriber’s line is not Toll Restricted. »

If the Carrier/Repair service asks if , line is restricted for intralaATa
Service the Contact Personnel may use the following Statement;

“Yes, zhe subscriber hasg ordered a SeIvice that will restrict int-ara=a
calling,*

OR

"No, the subscriher has not ordered a service that will restrice intrarara
calling.* If the Carrier/Repair Service Fequests any other information
concerning the subscriber's Toll Restriction service, ir TST be explained

that the Cnrrie:fnqpair Service must contact the subscriber for add tional
infcrmation, ;

NOTE:
The Contacs Personnel must verify that the Carrier/Repair Service personael
making the Tequest is the Carrier on the subscriber's record, .

OPTIONAL SERVICES

FULL DIsCLosupe STATEMENTS ARE REQUIRED IN CONNECTION WITH THE RECOMMENDATION

OR SALE oF arr OPTIONAL SERVICES.

OPTIONAL SERVICES ARe DEFINED As ANYTEING BEYOND TEE ACCESS LINE, carc amp
OTHER APPLICASLE MANDATORY CHARGES. y

VHILE CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY MUST se
'EGOTIATED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOSURE
‘OVERED.

) Clearl communicate to customers the optiocnal nature of each optional
ervice that ig recommended orderad.
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Page 1

Provide a clear descripticn of each optional service rescormended or
dered.

Provice the rate charged for each optional service recommended or ordersd,
Make surs the customer understands =hat optional services arse not fequired
ootain basic telsphone service. -

Make sure the customer understands that optional sarvices can bs cancelss
any time without a cancella=icn ctarge. .
! (SERVICE PLANS ONLY) Advise there ara exclusions which will be detzilsd =z
a2 first bill. Cover the exclusions if ~equested by the customer.

*TEESE PROCEDURES APPLY IN ADDITION TO ANY REQUIREMENTS MANDATED IN YOUR

ib da {3 P

-"ln—rﬂn—l-—-—l“——‘

P o e ke

=

There’'s a simple sclution to meeting these quidelines:
- 3e straightiorward and totally honest with every customar
= ?romise only what you can honestly deliver

OPENING STATEMENT
"Mr. Customer, we have a Service Plan which provides for our dete-mining

whather a telephone service problem is with your inside wiring or jacks or
with and individual set. The Service Plan provides for Southern 3ell/South
Cantral Bell to maintain or repair all ingide telephone wiring associazted wi=s
besic services excluding damage caused by fire, acts of God, riots, acts of
we=, gross negligence, will damage, vandalism or wi-e not meeting Southe—m
Bell's/South Central Bell's technical standards or installation gquidelines.
The Service Plan does not cover repair of tal;g:un- equipment. The plzn is
cptional. You may choose to maintain the ins wir and jacks yourself.
The charge for the plan is § a month. Would you 1 me £o order the Flan
for you?*

CLCSING STATEMENT

‘Thank you for subscribing to the Service Plan. You will receive on your
telephone bill a statement outlining the terms and conditions of the Servics
?lan. Please review the statement and if you agres o such terms and
concitions, than pay the charge. Payment will indicate your acceptance of tha
c2mms and conditions for the Service P?lan.”
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Page 4
INTERLATA PRESUBSCRIPTION

NETWORK

CRRRIERS/REPAIRS SERVICE INQUIRIES STATEMENTS

When a request is received from a Carrier/Repair Service personnel for Toll
Restrictions informaticn, the Contact Personnel will review the subscriber’'s
racords Jor the Toll Restriction USOC’'s and provide the following answer:

"Yes, the suhsgribsr has ordered a service for Toll Restriction® OR “&s, the
susscriber’s line is not Toll Restricted."

If the Carrics/Repair service asks if a line is rastricted for interLiTa
saTvice the Contact Personnel may use the following statement:

"Yes, the subscriber has ordered a service that will restrict interLATA
calling." OR "No, the subscriber kas ncs ocrdered a service that will restric:
interLATA calling.” 1If the Carrier/Repeir Service recuests any other
infzrmation concerning the subscriber's Toll Restricticn service, it must =e
explained that the Carrier/Repair Service must contact =he Subs-—:oer 2or
adciticnal information.

NOTE:
The Contact Personnel must verify that the Carrier/Repair Service
personnel making the request is the Carrier on the s scriber’s recorsd.

OPTIONAL SERVICES

FULL DISCLOSURE STATEMENTS ARE REQUIRED IN CONNECTION WITH THE RECOMMENDATION
OR SALE OF ALL OPTIONAL SERVICES.

OPTIONAL SZRVICES ARE DEFINED AS ANYTHING BEYOND THE ACCESS LINE, CALC AND
OTEZR APPLICASLE MANDATORY CEARGES.

WEILZ CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY MUST SE
NEGOTIATED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOSURE
COVERED.

CORTACT PERSONNEL MUST:

l) Clearly communicate to customers the opticnal nature of each opticnal

service that is recommended ordered.
2) Provided a clear description of each cptional service recommended or

orderead.
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Pags §
3) Provide the rate charged for each opticnal service Tecommended or aorderad.
4) Meke sure the customer understands that optional services are not reguirad
T2 cbtain basic telephone service.
5) Mzke sure the customer tnderstands .that opticnal sarvices can be canceled
at any time without a cancellatisn charge. 2
6) (SZRAVICE PLANS ONLY) Advite thers ars exclusions which will be detailed an
the first bill., Caver the eiclusions if requested by the customer.

*THISZ PROCEDURES APPLY IN ADDITION TO ANY REQUIREMENTS MANDATED IN YOUR
STATE.

There’s a simple solution to meeting these quidelines:
=~ Be straightforward and totally honest with every customer
- Promise only what you can honestly deliver

OPENING STATEMENT

"Mr. Customer we have a Service Plan which provides for our determining
whether a telephone service problem is with your inside wiring or jacks or
with and individual set. The Service Plan provides for Southern Bell,'south
Central Sell to maintain or repeir ell inside telephone wiring associated with
basic services excluding damage caused by fire, acts of God, riots, acts of
war, gross negligence, willful damage, vandalisa Or wire not meeting Southerm
Bell’s/South Cent-al Bell's technical standards or installation guidelines.
The Service Plan does not cover Tepair of telephone equipment. The plan is
optional. You may choose to maintain the inside wiring and jacks ycurself.
ghe charge for the plan is § & monta. Would you like me to order the Plan
or you?"

CLCSING STATEMENT

"Thank you for subscribing to the Service Plan. You will receive on your
telephone bill a statement outline the terms and conditions of the Service
Plan. Please review the statement and if you agree to such terms and
conditions, then pay the charge payment will indicate your acceptance of the
terms and conditions for the Service Plan.*




EXHIBIT B
INFORMATION PROVIDED BY BELLSOUTH DURING

KENTUCKY PSC PROCEEDING ON FEBRUARY 15, 1996
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Kentucky PSC Data Request
DuJunemmeTMHﬂﬁngDudFebmuy 15, 1996
Feoruary 29, 1996 .
Jtem No. 1
Page 1 of 1

REQUEST: Provﬁanwdndmpyofolbl.‘menomuim.uudbﬂheadlm
BuhmOﬁmMmfmmh&mﬁm%MmmﬁWWWTﬁ
Presubscription.

RESPONSE: See attached.

Exhibit 1
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Overview (GA,KY)

Toll Calls dialed as 1+ or 0+ within the intraLATA calling zone were previously carried by
the local exchinfe ie. BellSouth. To place calls using another carrier it was
necessary to dial that carrier®s access code.

On 12/29/4, the first PublicS:wiocCummis:ion(PSC)ordeneqnirhflhebcﬂuchmgc
companies to provide other carriers equal access for intraLATA toll without the use of an
access code was issued in Kentucky. imilar orders were also issued by the PSC staffs in

Floriaa and Georgia.
Note: BellSouth has decided to use the term ALocal Toll@ when referring to
intraLATA service
Search _ Repeat Search Prior Topic'
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PSC Order Presubscription Guidelines (GA,KY)

mncmmmmrmmmmmmfummmudw

toll presubscription:
. LodhwhanwﬂhmuhﬁtodhONLchﬂmd
other com carry Local Toll calls.

Nete: abth;uﬂmmaychamLmlToﬂwﬂmby
contacting their carrier of choice.

Exhth!gnntmwillmthblllotd They will be assigned to the local
exchange company until they initiate a change of carriers.

» 4 party line Local Toll calls must be carried by the local exchange company and
+ A new service choice of undecided will default to the local exchange company.

Customer Optlons

hn-tuwmmcmmumwmﬂnhmmmdmm
intraLATA , as well as, an InterLATA

Search Repeat Search Prior Topic *
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Customer Options

In states where PSC orders have been customers will have the options of selecting an
IntralLATA , as well as, an InterLATA ;

The customer may select:
» the same carrier for each service or

« a different carrier for each service.

Conversion Processes for Local Toll (GA,KY)

Intreduction

Prior to customers able to choose a carrier to handle their Local Toll calls, several
different conversion activities must take place.

Search _ Repeat Search Prior Topio
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Network Switch Conversion

Network switches for selected NPA/NXX*s will convert to Local Toll equal access weekly.
The conversions will take place on Sundays. ;

The conversion process will continue until the entire state is converted.

This process could take up to two years per state.

The conversion start dates are as follows:

ss#= RESIZE THIS CHART ****
State Date
Kentucky 1072295
Georgia 120395
Florida Unknown
Other States Dates to be announced per PSC orders
Search | Repeat Search Prior Topic .

LZ 1o g ebey
g uqiyx3




OLD States NewDocs UpdDocs More Updates More...
State: KY Book Reference Guide Subject: INTRALATA (14LOCAL TOLL) PRESUBSCRIPTION (GAKY) .

New Codes
The following new codes will become effective with each NPA/NXX conversion:

-mc-udmmmmmwmmmmmm
+ LPCA - used to indicate the presubscribed carrier arrangement.

BellSouth LPIC
The BellSouth LPIC is 0377.

Code Sets for LPCA
Two new code sets for LPCA will be added with each conversion:
« UN - is used to denote undecided.
Note: A selection of undecided is only as an initial selection

when the customer establishes new and can not decide on a
carrier. When this situation occurs assign the BellSouth LPIC of 0377

and a LPCA of UN.
« DF - is used to denote default to BellSouth.
Nﬂt:'l'henode_:eu BO and FR lpplyperexntmg procedures. .3
Search Repeat Search Prior Topic %
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Nete: There is no LPIC NONE condition with Local Toll. The local
exchange company is the default carrier.

Other LPCA Code Sets ‘
Other LPCA code sets input by various groups other than Service Representatives may
appear on the customer record.
The code sets are:
#s2% RESIZE THIS CHART ****
Codeset | Defimition
CL Carrier List
CM Carrier Mechanized
cp Carrier Paid - Mechanized
cv Carrier Verbal - EASC use only
DF Default - IntraLATA Conversion
Codeset chart cont.
ss2s RESIZE THIS CHART ****
Search Repeat Search Prior Topic:
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(Codeset | Definition

BA 5 Equal Access
EB Electronic Bonding

EP Electronic Bonding (carrier paid for

change)

ES Expedited Switchback - EASC only
MG Merger (replaces CL, CM, & MR)
MR Manual Resolution

Codeset chart cont.

sss= RESIZE THIS CHART ****

Codeset Definition
RT Right Touch
SE System External
Administrative Management Service
(AMS)
SF ite LPIC Switchback -Thisis a
FREEZE code
A\ | System Internal Administrative
Search “T Repeat Search ' Prior Topic
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sss2 RESIZE THIS CHART **** "

Codeset Definition

RT Right Touch

SE System External
Administrative Management Service
(AMS)

SF te LPIC Switchback -This is a
FE"RngE code

Si System Internal Administrative

SR Submitted Reseller

UF UPIC - this is a FREEZE code (used
by EASC only)

RNS Enhancements

As each NPA/NXX con RNS will be enhanced to provide the list of interexch
prmhuihedurﬂminvmmm. 53

Search

Repeat Search _ Prior Topic.
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CRIS & SOCS Conversions A

CRIS & SOC*s will database conversions to add the BellSouth LPIC and default
LPCA to embedded records and pending orders.

The conversions will take place at the end of each month.
Nete: Because the Network switch conversions may take
information even the Network switch conversion for that NPA/NXX has

taken place. The LPIC information will not be visible until after the CRIS &
SOCs conversion at the end of the month.

SOER Edit

ASOERdltrqﬂﬂnﬁlthSRtomunLﬂCmdlLPCAMI NPA/NXX has
converted will be put in place.

Search Repeat Search Prior Topic.
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The customer®s LPIC should be 0377 (BellSouth) and the LPCA sh_uld be DF (default)
unless a change of carrier is/has been initiated.

The edit condition will exist:

« If the order is issued on or after the NPA/NXX conversion date and
« on all orders with inward activity. :

Nete: RNS will be enhanced to prompt when the edit condition exists.

Custemer Contacts for Local Tell (GA,KY)

Introduction
:ﬂmllltheimplanmhﬁm of Local Toll presubscription, some customer contact procedures

change.
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New Customers

New customers MUST be advised they have a choice of carriers for their Local Toll calls.

Disclesure Statements

mmulmummmdonuhammhvablﬁmhumhdﬁm
« advise that other carriers are available

« an offer 1o read the list of available carriers and

« 2 statement advising the customer that BellSouth also provides the service.

Search | Repeat Search | Prior Topic
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The following are example of disclosure statements:
o Mr/Mrs Customer, due to the new competitive environment we are entering,

you are now to select a long distance carrier for the Local Toll calls,
calls made your zone Lo communities. | will be giad to
advise you of the carriers available, is one of these carriers.

-Mrmw,ywmmrqnhdmﬂedlmmymhmm
distance calls made within your LATA, as well as calls made outside your
calling LATA. BellSouth would like to be Local Toll provider for the calls
within your calling LATA. We have been andling these type calls for you in
mmmuoﬁuwmlﬁnu ad to advise you of the
& available, or | can make arrangements for BellSouth to be your carrier

T Order Customers

q.?lnlll‘gordmuvﬂl advise customers they have a choice as to who carries their 1+ Local
toll calls.

Search Repeat Search | Prior Topic.
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T Order Customers

%lﬂTﬂdﬂ:ﬂﬁﬂlﬂﬂﬂWMhlﬂlMﬁN'ﬁOwﬂﬂMl*w

E%ﬂﬂﬁl{t&ﬂﬁﬁd&dﬂuﬂﬂmﬂntu@

calls.
Nete:
Unless a different the carrier shown will be retained on the T

On Line Transfer

If the Local Toll and InterLATA carrier choices are the same and the carrier participates in
on-line transfer, follow existing m procedures.

If both carrier choices are not the same do not offer to on-line transfer. Instruct the
customer to contact each carrier.

Search Repeat Search Prior Topic'
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If BellSouth is the only Local Toll carrier and the InterLATA carrier is the same on all
lines, and the carrier participates in on-line transfer, follow existing on line transfer

Note: RNS'ﬂlpmvHelheSRﬂthlnDLTmﬁuweﬂu,ﬂum
name and number when it is appropriate to offer on line transfer. %

Non- Negotlate
InhelﬂlTulluniui:m-ugoullefonovubﬁn;uquﬂ access procedures for

[Fon-negotiate].

LPIC Change Requests

When an existing customer calls the Service Center to a change of carrier only,
he/she should be referred to the carrier of choice to place their order.

The customer should be advised that the carrier of choice needs to establish an account for
him/her, and provide information about the service.

Search Repeat Search Prior Topic
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Note: If a customer insists that we issue his/her order, we should issue the order
and advise that they still need Lo contact the carrier to establish an account.

Neote: Read the list of carriers only if the customer request.

The customer should also be referred to the carrier to update, ch or inquire about their
pending mechanized LPIC order. e P

If the customer’s request is for other order activity ie. a T&F and tlul-y initiate a change of
mriu.deﬁthm‘:cht_icemtbcmudﬂmdrdulhemwmm

for notification. mwﬁ-milm

Carrler Infermation Requests

Requests for carrier information such as rates, calling plans, access codes, etc., should be
referred to the carrier. g o

Unchanged Equal Access Procedures

Several exist al access procedures also apply to Local Toll.
Thepmoelmigsindn& l:::dtlnsor: S
« referral of [unauthorized PIC]| changes to the Equal Access Service Center
(EASC)
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A new BOCRIS LPIC

screen is accessed by entering

Neote:
LPICinthe B IS command and depressing F4.

e ———

Local Toll Change Charges
Intreduction

Customers may ch carriers for several different reasons. If change charges are not paid

by the carrier, the end user is billed.

Search
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LPIC Change Clarge

A LPIC change charge of $1.49 per line applies each time the LPIC is changed with the
exception of a change from "UN" (undecided) to a carrier.

There is no charge to change from UN to a carrier.
The LPIC change charge is in addition to charges billed for InterLATA (PIC) changes.

Nete: The CRIS billing system will sutomatically apply the LPIC change charge
when applicable. w

Other LPIC Change Charge
Orders issued for other work may also incur the LPIC change charge.
Examples of orders written for other work where LPIC change charge applies include:

« a change of LPIC on a regrade of a 2 party line to an individual line (regrade
charges may also apply) and

« change of a carrier on a [kransfer of contract]| order.

Search Repeat Search Prior Topic’
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Order Issmance for Local Toll

Introduction
RNS will be enhanced to mmim:ﬂﬁingmmvityhdudhqﬁdins
Local Toll companies to the Control Panel pull down list.

Service Order Effective Date

Saviceuﬂulmchmpurddllnednﬂmﬂﬂmmthehmdmmthﬂum
switch NPA/NXX conversion date.

Note: The other Local Toll carriers must abide by this same rule.

3270 LPIC Order Entry
For instances where it is necessary to enter LPIC via the 3270 the order entry is:
s=s% RESIZE THIS CHART ****

I1 1PR/PIC XXXX/PCA XX, mm dd yy
/LPIC XXXX/LPCA XX, mm dd yy

Search Repeat Search Prior Topic'
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Waive LPIC Charges

lnlnﬂ;nmwhuuhhnmymwﬂuLFICehmﬁlmnm,thehulingtnnmcthn
entry

IBI WIPC

Note: This exhibit is not intended to be all inclusive. All other service order entries are the
same as those used for PIC.

Due Date Interval
The due date interval for LPIC is the same as it is for PIC.

HOWTO GET HELP
When help is needed, use the following chart:

sss* RESIZE THIS CHART ****
If question concerns... Then press...
Document Format :.m
Document Content BME
System Performance Problems TOC
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ss23 RESIZE THIS CHART ****
If question concerns... Then press...
Document Format QAG|
Document Content SME]
System Field Support Systems
021296
END OF SUBJECT
<
Q
@
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Search Repeat Search Prior Topic o 2
%) =
- m

0T






