
EST COMPANK 

TITLE: I N D M  OF CONFIDENTIAL WORKPAPERS PERIOD 

DATE DECEMBER 14,1993 
AUDITOR: RKY 

NE imim 

#OF BATES 
PAGES NO. wp NO. DESCRIPTION 

CONF 
YIN 

1 REPORT 
44 OVERVIEW OF WASSP 1 N I I  . ...- 

PROCESS 

DhTREPORT7m 40 NIA 
D6TREPORTU03 44 NIA 

44-1 
44-2 
45 OVERVIEWOF 

3 NIA DISPATCH PROCESS 
45-1 INPUT AND 

1 NIA 
3 NIA 

DISPATCH PROCESS 
45-2 VISITS TO OFFICES 
45-3 WEIGHTING OF 

3 FO1AS3W 0000003 DISPATCH ITEMS 
FOlADJw 0000004 

45-4 INTERVIEW ABOUT 
3 NIA 
3 NIA 
2 FO1A93WWooO% 

WEIGHTING 
45-5 DISPATCH CONTROLS 
45-Y1 BULK JOBS 

FOlA03W 00000~5 
WEIGHTING PROCEDURES 28 F01AS3W 0000026 

THRU 
F01A93W 0000ou 

45-0 

46 OBSERVATION OF 
SERVICE TECHS 2 NIA 

4 6 1  OBSERVATIONS OF 
3 NIA SERVICE TECH WORK 

46-2 QUESTIONSAND 3 FO1AS3W 0000005 
, ANSWERS RE SERVICE THRU .. 

FO1AS3W 0000007 TECH WORK 

TECH REPORTING 5 F01AS3WO00005a 
40-3 PROCEDURES FOR 

THRU 
FO1AS3W 00000~0 

SAMPLE SELECTION 1 NIA 47 

SAMPLE SELECTION 4 NIA ..47-1 

47-2' SAMPLE FORMULAS 3 FOlA93W 0000109 
- 

THRU 
FOlAWW 0000111 

47-3 O'NE MONTH PROFILE 19 F01A93W0000112 
THRU 
FOlW3W 0000130 

47-4 C0,UPUTER PROGRAU ~ - _. - _.. 
PRC)TECTION 2 NIA 

4 7 6  PRCIGRAM WCUMENTATIO 5 NIA 
48 TEC H ANALYST 

PRCJCEDURES 2 NIA 
48-1 TEC:H ANALYST 

PROCEDURES 3 NIA 
48-2 BST LETTER TO FCC 3 FOlAS3WOOOOOC3 

THRU 
FOlAS3W 0000085 

DOCUMENT H ' W E R - D A T E  

0023 I JAH-68 
FPSC-REGCED~/~EPORTING 



BST COMPANY: 

TITLE- INOM OF CONFIDENTIAL WORKPAPERS 
PERIOD: NElZl31192 
DATE: DECEMBER 14.1883 
AUDITOR RKY i 

WP NO. DESCRIPTION 
#OF BATES 
PAGES NO. 

CONF 
YIN 

WASSP PROCEDURES 18 FOlAO3W OOOOOae 
THRU 
FOlAO3W 0000083 

WASSP PROCEDURES 2 FOlAS3W 0000084 
THRU 
FOlAS3W 000008s 

20 FOlAS3W 0000088 

48-Ul 

48-2pL 

48-2i3 INTERVIEW SKILLS 
WORKSHOP 

THRU 
FOlAOSW 0000107 

1 NIA 

VERIFICATION OUTPUT 1 FOlAS3W MM0202 
3 FOlAS3W000015a 

484 SOURCE DOC'M 
4 8 4 1  
48-31-1 WALS 

THRU 
FOl AS3W 0000158 

3 FOlAS3W 0000159 4841-2 WALS 
THRU 
FOlAS3W 0000161 

48-Ul-U1 SOURCEOOC'M 1 FOlAS3W000018 
3 FOlM3W 0000165 48-31-212 SOURCE DOC'M 

THRU 
FOlAWW 0000187 

THRU 
48-3/15 WALS 3 FOlAS3WW00171 

FOlAOlW 0000173 

4 8 4 1 4 1  SOURCEDOC'M 1 FOlA93W0000174 
4 8 4 1 4  SOURCEDOC'M 2 FO1AS3WOO00170 

FOlAS3W OOOOl(19 

VERIFICATION OUTPUT 1 FOlAS3W 0000206 
3 FOlAO3W 0000131 

4 8 4 2  
--I WALS 

THRU 
FOlA03W OOOO133 

4 FO1AS3WOOOO134 
THRU 

- FOlA93W 0000140 
4&3/2-N1 SOURCEDOC'M 
4 8 4 4  PTR PROCEDURES FOR 

4 8 4 5  EXAMPLE OFSAMPLE 

4 - 3 / 2 4  WALS AN0 SOURCEDOC'M 

4 NIA 

CORRECTIONS 4 NIA 

1 NIA 
4 NIA 
2 NIA 
9 MI. 

t 
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COHPANY: EST 
TITLE: WERUIEY OF UASSP PROCESS 
PERIOD: IYE 12/31/93 
DATE: DEC 9, 1993 
AUOIIOR: RKY 

According to De!oite and louche there are three primary nodules 
utilized !n the Wassp process (1) sanple selection (2) Data collection Gq-' 

q+-a- (3) and Data Rnalysis. 

PSC staff believes there are tuo further areas to the process, 
DISPRICH, RND PERFORMRNCE OF YORK. 

The follouing is an overvieu of all five areas. Details are on 
subsequent uorkpapers noted here. 

1. DISPRTCH 

In order for the service technicians to get their wrk, the following process 
occurs: '' Requests for telephone servicc (servica orders) go th> a systsl ealled SOeS 
and requests for maintenance go thrwgh a systens called LHOS. (Service Order 
Comiunications Systen - LMP Haintenawe Operations Systsls) 
The input into SOCS and LMS o into Mapper and are dispatched to the technician 
from Napper via the technids's Coiputer kcess Terminal (CAT), vhich they 
carry around uith then. Uork cwpleted dispatched through Mapper are 
docunented on the Display Craft Uork Smnary (DCW 

Requests for Designed Circuits go through SOCS and requests for 
maintenance of designed troubles go through Uork Force Wministration 
Control (UFA-C). 

The input here for service orders of Designed tiruciuts and maintenance of these 
are dispatcned through a systsl called RA06 -6 (Route and Dispatch Systan and 
the technician receives via the CAT. 

PSC staff visited the clntoaer service office and observed hou orders are taken 
and put into 9MS. Staff visited the Cwtour Rapair Service Rnalysir Bureau 
uhere trouble are taken and input into LMS. Then staff visited an Installation 
and Maintenance Center (Ik) &re service orders and troubles are dispatched 
fron. Staff did not 7 RAD5 dispatch systen 

and obsarvations and controls. 

Staff question& Rick King, Steve Uenderberg, Steve %nu and John Long 
hou the troubles and service orders are dispatched out of  Happer. Ihis 
is a conplex program developed and aaintained by A T U .  There are six 
criteria used to assign the trwbles. They are I) tine to cowitlent, 
?) Distance to Jab, 1) Distance to Hme, 4)Out o f  Service, 5)Subsequent 
Jobs and 6)Priority. 

-&- 
5' 



COnPkNY: 
IITLE: 
PERIOD: 
O A K :  
AUDITOR: 

EST 4 

TrE iu31m 
OUERUIEU OF YASP PROCESS 

DEC 9, 1993 
RKY 

i 

Staff  also questioned h a t  controls were i n  PI~CS to Bake sure th i s  was 
uorking properly and c w l d  nut be manipulated. 

See up na.q& far dc ta i l s  of di$ptach program and cantrols. 

11. PERFDRtlRNCE OF YORK 

PSC staff rodeditbatruck uith a service technician FTM t he  POTS 
category and a &%chnician frca the cable repair category. Both 
are dispatched out the Mapper. 

Staff observed hou the technician accessed h i s  jabs thrwgh thr CRT, 
did h i s  jobs, closed cut jobs through the CAT, f i l l e d  out h i s  RF 152 
time sheet and f i l l e d  aut h i s  Yark Rct iv i t y  Log for  the saapla. 

See up no% for  detai ls of hw service tech d o n  h i s  job and 
controls so that he f i l l s  out the froa correctly. 

/ 

111. Sample Selection 

kcord ing  t o  DBl report dated n a r d  1993 a Stat  Sample of technicians i s  taken 
fror the Payroll tiaster Data Base (PNOE). This i s  a Bel lSwth Date Base used t o  qyt' maintain enployee infonation. The sample program called Extract s t r a t i f i e d  the 

4 4 - 2  universe of employees i n to  homenous categories based on state and KC. The 
SAnPLER program se lecb  randpm sample of techs to  part ic ipate i n  uork ac t i v i t y  
log portion. Those selected w i l l  part ic ipate for one ueek. The SIMPLER prograi 
also generates a random saiple of the above t e c h  t o  part ic ipate i n  the technical 
analyst intarvieu (about 30f of sample). Logs for 3 days are selected for tech 
analyst revieu proudures. These procedures are described i n  up No . 
Sample size and structure of saiple has been designed so that a 3-oonth Network 
Technician Labar distr ibut ion Prof i le i s  ta rs t .4  t o  achieve a 952 confidence 
level with a precison of to r  - 32 
corresponds to  approxiuattly + or - 
oversarpled i n  the salple selection nodule t o  account for days not there 
(vacation, i l lness,  ueekend/ue&day shifts.) 

9 - / p ,  / 6  

f i e l d  reporting code. The precision 
Technicians selected are 

Staff intervieved the stat ist ic ian,  Kaith.Johnson, who wrote the progran for the 
sample and explained hi5 prcgram in detai l .  Ses UP. No!-/lfor de ta i l s  o f  hou 
the prograi works and the controls. 



COHPANY: BST 
TITLE: OWRUIEY OF USSP PROCESS 
PERIOD: TYE 12/31/93 
om: DEC 9, 1993 
AUDITOR: RKY . 

UP NO. 

1'). A, ORTA COLLECTION 
6 .  TECHNICAL ANALYST PROCEDURES 

Per Rick King, 
explained above. He inputs the data ti&enerat&he saiple. 

Per DLT the technical analyst sends prior to4he we& samples I )  a list of 
technicains selected 2) the apprblate logs, and 3) Instructions to the 
Technicians Hanager. The Tech Hanager gives to tech supervisor. lkcprding to 

&ny conversations with Rick King, Steve Uanderberg and Steve Shau, the technical 
analyst does not send the samples out. Rick King and Steve Uqnderberg send the 
saaples out. Also, in fly conversations uith Rick King, Steve Uenderberg and 
Steve Shau, the uble nonth of saaple selection is sent t o  the tech manager at 
one time and sent to the tech supervisor at one time. Also, the tech supervisor 
notifies the tech to be sapledthe Friday before his ueck. 

Per DLT the tech's report tine in 15 minute intervals on the logs. Staff 
observed this also. Yhen completed the techs give logs to supervisor and any 
discrepancies resolvd 
additional revieu. 

Id+ + t I \ o s o f o ~  

The supervisor sends to the technical analyst for 

PSC staff ohseruations regarding data collection and 
controls and observations regarding technical analysts interviews and controls. 

U. DATA ANIKYSIS 

, Per DLT, the data derived fro8 the Logs are input into Y a w  data bass 

L\q, processor. INPUT program provides fo; input a h  storags o f  data by 44 -1 uork group. 
IMWl program develops tile distribution ratios and other data anlaysir 
for each w r k  group. Yassp distributes the increments of hours 
reported to each FRC and calculated t of t'ime assigned to each FRC. 

Rccording to my conversations uith Rick King, Steve Uenderberg, and 
Steve Shau, the profile for each aonth is a total of 3 Mnths 
saaplcs(not awerage). The profile is applied t w  months later. For 
exanplc, October profile consists of Aug, Sept and kt dab. This 
profile is applied to December. 

detailed information re ddta analysis. 

7 



CONPRNY : EST 
TITLE: OVERUiEU OF URSSP PROCESS 

% T i :  DEC 9 ,  1993 
AUDITOR : RKY 

2ERIOD: T x  i z m 9 3  

OTHER ITEHS OBSERVED 

Yhile reviewing DIT uork staff notad that for cost saving analysis, DIT 

sinutes per day by not k i n g  tn fill out the IITR faris. 

PSC staff questioned Rick King and Steve Wanderberg as ta hou they came 
up uith the 15 minute asamption. They said that it uas through df! h observation, conversatians and ravieu uith technicians. There uils no 
foraal study done. Uhile PSe staff obserrvd the tine it t w k  tu0 
technicians to fill out their forms and it appears that 15 minutes is 
reasonable, staff only sa4 tuo technicians and cannot drau a 
conclusion. Recomaend that if use 15 minutes as tine saver a formal 
study be performed and doculented. 

@ relied upon BST assumption that each service technician uould save 15 d 

Q 
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July 14, 1993 ' 

BellSouth Corporation 
1155 Peachtm Street, NE. 
Atlanta, Georgia 30367 

Dear S k  

We are pleased to present the results of our special study to asses certain aspects of BellSouth 
Telecommunications, Inc.'s (BellSouth) Work Activity Statistical Sampling Process (WASSP). 

BACKGROUND 

.. 

-. .:A . . -- 
Suite 1700 
100 Peechvee Sveer 
Atlanta. Georgia 30303-1- 

Telephone: (404) 220-1 500 
Facsimile: (404) 220-1 583 

The WASSP methodology is a statinically-based time reporting methodology proposed to replace 
existing time reporting methods utilized by certain p u p s  of network technicians. WASSP is intended to 
enhance the measurement of work activities which form the basis for the separation of costs of network 
technicians' regulated telecommunications work activities &om the CON of nonregulated work activities. 

We have previously issued a report, dated March 5, 1993, pertaining to the assessment of the functionality 
of the WASSP methodology and other qualitative factors. This report is supplementary to the previously 
issued report and should be read with that understanding. 

The remainder of this report presents the scope and methodology employed in this supplementary study 
and our resulting kdings. conclusions and recommendations, which are presented in separate reports 
attached as Exhibits. 

SCOPE OF SUPPLEMENT TO SPECIAL STUDY 

Our special study was performed at the request of BellSouth to provide an external assessment of the 
proposed WASSP methodology, which has been implemented on a parallel basis in all nine states in the 
BellSouth geogmphic region. awaiting regulatory approval. Our procedures are intended to provide .. information to respond to the Federal Communications Commission (FCC) and state regulators, and this 
report should not be used for any other purpose. This supplement to the special study included three 
primary activities - Assessing System Functionality, Examining'the Internal Control Smcture over 
Financial Reponing, and Assessing the Policies and Procedures Associated with Training of the Technical 
Analyst. 

r 

OeloitteTouche 
Tohmatsu 
International 



meit w mad2 by conducting an examination Of the SyStCm'S aclual ~ S s w e m e i t  of network 

&~&outh's politics for time repbrting under Part 32 - Uniform System of Accounts. Our 
adv j t i a  id the state ofFlorida for the t h e  months ended June 30,1993 in cornpi ice  

, 

d 6 o n  was made in accordance with standards established by the American Institute of Certified 
o ~ m t s  and, accordingly, included such procedures as we considered necessary in the 
CS. ,AJ shown in Exhibit A, our opinion pertaining to the examination is unqualified. 

. .  
n e  v i f i c  procedures we employed generally paralleled the three p k  modules utilized in the 
wasp process - Sample Selection, Data Collection and Data Analysis. A summary of o& primary 
pmdurcs pcrfomed to test each of those modules is included in Exhibit B. Those procedures were 
p c r f o ~ ~ ,  together with other procedures. to form our opinion included in Exhibit A. 

.. - ,  

. ' '<.. 5 ... 

!+;@ :: 
,- .*::: . . .. 

. . h' . uung the InrernaI ConImI Szruckre Over Financwl Reporting ... , 

, . .  

The second activity performed was an examination of BellSouth WASSP management's assertion that 
BellSouth maintained an effective internal control .structure over financial reporting for the segment of the 
internal control m c t u r e  pe&ing to the WASSP process durins the three-month period ended June 30, 
1993. 

Our examination was made in accordance with standards established by the American Institute of 
Certified Public Accountants and, accordingly, included obtaining an understanding of the applicable 
segment of the intcmal control suucture; testiog, and evaluating the desiga and operating effectiveness of 
the internal control structure; and per fodng such other procedures as we considered necessary in the 
circunsrances ai shown in Exhibit C. Our opinion pertaining to the examination is unqualified. 

The specific control criteria established by BellSouth WASSP management to maintain an effective 
internal control suucwc are inc1uded.h an appendix to Exhibit C 

Assersing Policies qnd Procedures Associated with Training of the Technical Analysi 

For the assessment of the policies and procedures associated with the e i n g  of the technical analysts, 
the approach utilized and our subnajy findings are as follows: 

. .  

- 

I. Our approach to assessing the policies and procedures associated with the training of the technical 
analysts included consideration of several aspects, such as: 

Entry level and continuing education courses, 
Analyst policies and procedures manual, 
Knowledge of FCC time reporting requirements, 
Effectiveness of the interview process, and 
Error resolution. 

- 2 -  t 



Our approach consisted of obtaining an understanding of the poUcies and procedures associated with the 
above aspects of the technical analyst through: 

- Interviewing and observing job performance of the analysts to understand their duties, job 
functions, background, experience, training, knowledge of FCC t h e  reporthg rules and effective 
interiiew techniques, 

- Interviewing makgement who have supervisory responsibility over the analysts to assess their 
perception of the analyst's ability to perform identified job functions. 

- Assessing the information available to the analysts to perform identified job duties includiig the 
following, 

- Analyst policies and procedures manual 
- BellSouth time reporting manuals, and - Access to source data of network technician time reporting. 

Based on our assessment, the policies and procedures relating to the tdning of the technical analysts 
allow for effective entry level and continuing education of technical analysts based on estab= 
criteria for this position. Technical analysts are selected through an interview process from a pool of 
candidates that possess knowledge of and experience in outside plant architecture, network 
technician time repoiting, including knowledge of FCC time reporting rules and regulations, and 
exhibit strong interpersonal skills. . 

Once selected, technical analysts are trained through a combination of the following: 

Reading the Technical Analyst Reference Manual, WASSP Policies and Procedures Manual and 
the Technical Analyst Handbook, 

~ 

Technical analyst staffmeetings covering BellSouth time reporting policies and practices 
regularly conducted by WASSP management, 

Periodic performance appraisals conducted via WASSP management's observation of "live" 
analyst phone interviews. These appraisals focus on the analyst's interview and error resolugon 
techniques, and 

Continuing education courses that combine both a base time reporting curriculum as well as a 
curriculum specifically tailored for the needs of the individual technician as periodically reviewed 
and approved by WASSP management 

Training of the technical analysts is arranged and/or conducted by WASSP management with 
considerable experience in FCC time reporting requirements. The current centralization of the 
analyst location further facilitates efficient training. 

Implementation of Prior Recommendations 

In conjunction y4th the above activities, we assessed management's responses perlaining to the 
implementation of our procedural recommendations associated with the WASSP process, included in OW 

report dated March 5 ,  1993. We have also formed additional observations relating to various aspects Of 

$ 

- 3 -  



the WASSP process. Our assessment of the status of the implementation of these original observations, 2s 

well as our additional recommendations. are included in our Letrer of Recommendations at Exhibit D. 

Additiondly, we were requested to perform ccr& procedures to test management's analysis of the 
rejxrting impacts associated with the proposed implementation of the WASSP process in the BellSouth 
nine-state geographic region pertaining to the application of Part 32, Pan 64, Pan 36. and Part 69 ofthe 
Rules and Replations of the FCC. The procedures we performed and our findings are included in a 
report under separate cover. ' 

* * * e *  

We would like to acknowledge the excellent coopention and assistance given our study team during the 
course of om study. We would be pleased to discuss any aspect of our report with you. 

We appreciate this opportunity to be of service. 

Veryrmlyyoun, * 



4. 

' EXHIBIT A 

Touche 
a i 

Suite 17W Telephone: (404) 220-1500 
100 Peachtree Street Facsimile: (404) 220-1583 
Atlanta. Georgia 303031943 - 

INDEPENDENT ACCOUNTANTS' ATTESTATION REPORT 

BellSouth Corporation 
Atlanta, Georgia 

We have examined the accompanying Statement ofNetwork Technician Labor Disaibution Profiles for the 
state of Florida for the three-month period ended June 30,1993. Our examination was made in accordance 
with standards established by the American Institute of Certified Public Accountants and, accordingly, 
included such procedures as we considered necessary in the circumstances. This Statement is the 
responsibility of the Company's management Our responsibility is to express an opinion on the Statement 
based on our examination. 

The Statement of Network Technician Laboi D h b u t i o n  Profiles was derived from BellSouth 
Telecommunications, Inc.'s Work Activity Statistical Sampling Process (WASSP) on the basis described in 
the Notes to the Statement of Network Technician Labor Distribution Profiles. 

In our opinion, the Statement of Network Technician Labor D h b u t i o n  Profiles for the state of Florida 
referred to above presents, in all material respects, the Nework Technician Labor Distribution Profiles for 
the state of Florida for the three-month period ended June 30,1993 in conformity with the basis described in 
the Notes. 

. 

July 14, 1993 

DeloitteTouche 
Tohmalsu 
International 

t 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHXICL43 LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
THREE-MONTH PERIOD ENDED JUNE 30,1993 
(Continued) 

Field 
Reporting 

Code 

22M 
45M 

248C 
248M 
548C 
548M 

12M 
52M 
68E 
68M 

257M 
257R 
377M 

R57M 

R57R 

97BI 
97B W 
97BP 
97BR 
98EI 

98EW 
98ER 
5532 
5533 
5534 
5535 
5536 
553A 
5539 

WORK GROW - I&M POTS 
JOB FUNCTION CODE - 4100 

Description 

AERIAL CBL-METALLIC 
BURlED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC W I E  (DROPS) 
BURIED SVC-WIRE (DROPS) 
BURIED SVC-WIRE (DROPS) 
AERIAL CBL-METALLIC-BLDG ENT 
INTRABLDG NETWK CBL-METALLIC 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE INSTL 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 

CIRC EQPT-DIGITAL-SUB PR GN SYS 

CIRCUIT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC 

CIRCUIT EQfT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC 

INSIDE WIRE-BASIC-INSTL 8r REARRANGE 

INSIDE WIRE-BASIC-SVC PLAN 
INSIDE WTRE-BASIC-MTCE 
INSIDE WIRE-NON BASIC INSTL &REARRANGE 
INSIDE WIRE-NON BASIC WARRANlT 
INSIDE WIRE-NON BASIC TIME & MTL 

CIRC EQPT-DIGIT&SUB PR GN SYS 

DIGlTAL ELECTRONIC SWITCH EQF'T 

FEEDER 

FEEDER 

INSIDE W-BASIC-WARR4NTY 

MISC MEETINGS 
UNION ACTIVITIES (PAID) 
EXCELLENCE THROUGH QUALITY (QWL) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G:, NO ACCESS) 
NO TROUBLE FOUND 
OTH MTCE EXP 

Labor 
Distribution 
Percentage 

3.74% 
16.05% 
1.88% 
7.45% 
2.80% 
8.01% 
2.18% 
0.16% 
2.55% 
3.27% 
0.05% 
0.28% 
0.04% 
0.10% 

0.24% 

4.45% 
0.84% 

10.41% 
0.80% 
0.59% 
0.16% 
0.25% 
4.38% 
0.04% 
1.04% 
2.04% 
2.51% 
3.75% 
0.01% 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN MOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
THREE-MONTH PERIOD ENDED,JUNE 30,1993 
(Continued) 

WORK GROUP - I&M POTS 
JOB FUNCTION CODE - 4100 

(Continued) 

Field 
Reporting 

Code 

5 1OC 
m7c  
248X 
548X 
257C 

, TRVL 

Description 

STOREROOM 

AERIAL SVC WIRE (DROPS>ACCUM DEPR 
OIGlTAL SUBSCRIBER PAIR GAIN-FIBER 

BCTRIED SVC WIRE (DROPS)-ACCUM DEPR 
CIRCUIT EQPT-DIGITAL-SUB PR GN SYS 
TRAVEL &BREAKS 

TOTAL - I&M POTS 

.; i:.:, c .. .. 
.I c .. 

Labor 
Distribution 
Percentage 

0.66% 
0.02% 
0.0 1 % 
0.01% 
0.23% 
m 
100.00% 

I 

J-F -7- 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
THREEMONTH PERIOD EMDED'srnVE 30,1993 
(Continued) 

WORK GROUP - I&M SPECIAL SERVICES (SSI&M) 
JOB FUNCTION CODE - 4110 

Field 
Reporting 

Code 

22M 
45M 

248C 
248M 
548C 

.548M 
12M 
52M 
68E 

68M 
68Y 

257M 
257R 

377M 
F257M 

F 2 7 R  

758M 
378C 
378M 

358NM 
558C 

I. 558M 
418M 
97BI 
97BP 
97BR 

Description 

AERIAL CBL-METALLIC 
BURDED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
AERIAL CBL-METALLIC-BLDG & 
NTRABLDG NETWK CBL-METALLIC 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE-INSTL 
OTH NON-CPE EQFT Ew-NETWK TERM WIRE 
OTH NON-CPE EQPT EXF'-NETWK TEERMINATING WIRE- 
RMVL 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
CIRC EQPT-DIGITAL-SUB PR GN SYS 

CIRCUIT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OFTIC 

CIRCUlT EQPT-SUESCRIBER PAIR GAIN SYS-FIBER OPTIC 

OTH TERM EQPT-SUB PR GN EQPT 
UTH TERM EQPT DIGITAL NON-CPE NCTE 
OTH TEFW EQPT DIGITAL NON-BE NCTE-EGG 
OTH TERM EQPT DIGITAL NON-BE NCTE 
OTH TERM EQFT-ANALOG N C E  
OTH TERM EQPT-ANALOG NCTE 
STA APPARATUS-BOC OWNED-REGULATED 
INSIDE WIRE-BASIC-INSTL & REARRANGE 
INSDE WIRE-BASIC-SVC PLAN 
INSIDE WIRE-BASIC-MTCE 

DIGITAL ELECTRONIC SWITCH EQPT 

FEEDER 

FEEDER 

Labor 
Distribution 
Percentage 

1.66% 
11.52% 
0.43% 
0.86% 
0.30% 
0.81% 
5.64% 
2.09% 
9.64% 
6.26% 
0.60% 

0.52% 
0.59% 
0.23% 
0.67% 

0.50% 

0.32% 
2.46% 
1.05% 
0.03% 
3.68% 
4.67% 
3.03% 
0.20% 
0.32% 
0.01% 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
THREE-MONTH PERIOD ENDED JUNE 30.1993 
(Continued) 

WORK G R O W  - I&M SPECIAL SERVICES (SSI&M) 
JOB FUNCTION CODE - JI IO 

(Continued) 

Field 
Reporting 

Code 

9SEI 
98EW 
98ER 
728C 
658M 
628C . 
730C 
630M 
628X 
730X 
5532 . 
5534 
5535 
5536 
553A 
5539 
5 1OC 

F257C 
F758M 

158C 
257C 
558X 
758X 
378X 

'. 117M 
TRVL 

Description 

INSIDE WIRE-NON BASIC INSTL 8: REARRANGE 
INSIDE WIRE-NON BASIC WARRAhTY 
INSIDE WIRE-NON BASIC TIME & MTL 
COMPANY COMM STAND ALONE 
COMPANY COMM EQFT 
COMPANY COMM Ih'TRASYS 
DATA CONTROLLERS &WORKSTATIONS 
DATA CONTROLLEds & WORKSTATIONS 
CO COMM INlXSYSTEM-ACCUM DEPR 
DATA CONTROLLERS & WORKSTATIONS-ACCUM DEPR 
MISC MEETINGS 
EXCELLENCE THROUGH QUALITY (QWL) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G.. NO ACCESS) 
NO TROUBLE FOUND 
OTH MTCE EXP 
STOREROOM ' 

CIRC EQPT-SUB PR GN SYS-FIBER OPTIC FEEDER 
OTH TERM EQPT-SUBPR GN EQPT-FIBER OPTIC FEEDER 
LGE PBX-911 INSTALLKTIONS 
CIRCUlT EQF'T-DIGlTAL-SUB PR GN SYS 
OTH TERM EQPT-ANALOG NCTE-ACCUM DEPR 

OTH TERM EQ-DIG NONCPE-ACCLM DEPR 
OTH TERM EQ-SUB PR GN EQ 

OPERATOR SYSTEMS 
TRAVEL & BREAKS 

TOTAL - I&M SPECIAL SERVICES (SSI&M) 

I 

Labor 
Distribution 
Percentage 

3.37% 
0.38% 
1.52% 
0.05% 
0.08% 
0.23% 
0.39% 
0.15% 
0.08% 
0.03% 
3.70% 
0.60% 
2.79% 
1.48% 
2.80% 
0.07% 
1.75% 
0.13% 
0.03% 
0.14% 
2.14% 
0.54% 
0.01% 
0.13% 
0.02% 

_LelQ46 

100.00% 

- 9 -> 



BELLSOUTH CORPOIUTION i 

STATE?v€EhT OF X E T W O W  TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
T H R E E - M 0 . m  PERIOD ENDED JUNE 30,1993 

- 

WORK GROUP - I&M CORPORriTE CO.\lMUNICATIONS 
JOB FUNCTION CODE - 4120 

Field 
Reporting 

Code 

2'A 
4 3 1  

X8M 
548M 

12M 
52M 

. 68E 
68M 
68Y 

257M 
257R 
377M 

F257R 

758M 
578C 
378M 
558C 
558M 
418M 
72SC 
658M 
658C 
628C 
730C 
630M 

'. 728X 
658X 
628X 
730X 
5532 
5533 
5535 
5536 

Description 

Labor 
Distribution 
Percentage 

CSL-MET.4LLIC 
BURIED CBL-METALLIC 
.4€RL4L SVC WIRE (DROPS) 
BUIUED SVC WIRE (DROPS) 
AERIAL CBL-METALLIC-BLDG ENT 
tNTRABLDG NETWK CBL-METALLIC 
OTH NON-CPE EQPT EXP-NETWK TERhl WlE-INSTL 
OTH NON-CPE EQPT U(P-NETA'K TERM WIRE 
OTH NON-CPE E Q U  EXP-NTWK TERMINATING WIRE-RMVL 
ClRC EQPT-DIGITAL-SUB PR GN SYS 
CIRC EQPT-DIGITAL-SUB PR GN SYS 

CIRCUIT EQPT-SUBSCRLBER PAIR GAIN SYS-FIBER OPTIC 

OTH TERM EQPT-SUB PR GN EQPT 
OTH TERbl EQPT DIGITAL NOS-CPE XCTE 
OTH TERM EQPT DIGITAL NON-CPE NCTE-REG 
OTH TERM EQPT-ANALOG NCl-E 

STA APPARATUS-BOC OWNED-REGULATED 

DIGITAL ELECTROMC SWlTCii EQPT 

FEEDER 

OTH TERM EQPT'-ANALOG NCTE 

COMPANY COMlvf STAND ALONE 
COMPANY COMM EQPT 

COMPANY COMM LNTRASYS 
DATA COhTROLLEFS & WORKSTATIONS 
DATA CONTROLLERS & WORKSTATIONS 

COMPANY COMM EQPT-PBX INSTALLATIONS 

CO COMM EQ-STA APPARATUS EQ-ACCUM DEPR 
COMPANY COMiM EQUIP-PBX-ACCLTM DEPR 
CO COMM INTRSYSTEM-ACCUM DEPR 
DATA CONTROLLERS AND WORKSTATIONS-ACCUM DEPR 
MISC MEETINGS 
UNION ACTIVITIES (PAID) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 

t 
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0.12% 
0.29% 
0.05% 
0.74% 
1 .OS% 
0.89% 
0.93% 
0.53% 
0.07% 
0.01% 
0.01% 
0.01% 
0.04% 

0.12% 
2.06% 
0.35% 
0.83% 
1.33% 
0.18% 
1.M% 

11.26% 
1.38% 
8.12% 

17.13% 
29.52% 
0.12% 
0.10% 
0.28% 
0.97% 
1.90% 
0.04% 

0.16% 
1.77% 



BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
T H R E E - M O V  PERIOD ENDED JUNE 30,1993 

- 
(Continued) 

EIeld 
Reporting 

Code 

5i3A 
5539 
51OC 
558X 

.mvL 

s. 

WORX GROUP - I&M CORPORATE COMMUNICATIONS 
JOB FUNCTION CODE - 4120 

(Continued) 

Description 

NO.TR0UBLE FOUND 
OTH MTCE EXP 
STOREROOM 

TRAVELANDBREAKS 
OTH TERM EQF'T-ANALOG NCE-ACCUM DEPR 

TOTAL - I&M COW.ORATE COMMUNICATIONS 

I 

- I 1  - 

Labor 
Distribution 
Percentage 

0.07% 
0.71% 
1.20% 
0.11% 

14.1346 

- 100.0096 



BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHMCLtY LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 

(Continued) 

‘ 
THREE-IMO~TH PERIOD E3DED JETYE 30,1993 

WORK GROUP - I&M PUBLIC COMMUNICATIONS (COIN) 
JOB FUNCTION CODE - J180 

Field 
Reporting 

Code 

22M 
45M 

248C 
248M 

. 548C 
548M 
12M 
52M 
68E 

68M 
68Y 

257M 
257R 
377M 

P 3 7 M  

98EI 
98EW 
98ER 

88E 
88M 
88Y 

188E 
‘- 188M 

188Y 
288E 

Description 

Labor 
Distribution 
Percentage 

.a CBL-METALLIC 
BURIED C B L - M E T W I C  
AERIAL SVC WIRE (DROPS) 
X5RI.U SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
AERlAL CBL-METWC-BLDC ENT 
IhTRABLDG NETWK CBL-METALLIC 
OTH NON-CPE EQPT EXF’-I”A‘K TERM WIRE-WSTL 

OTH NON-CPE EQPT EXP-NIWK TERM WIRE-RMVL 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
DIGITAL ELECTRONIC SWITCH EQPT 
CIRCUIT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC 
FEEDER 

INSIDE WIRE-NON BASIC W.4RFAhTY 
INSIDE WIRE-NON BASIC TIME & MTL 

OTH NON-CPE EQPT EXP-.XETWK TERM w m  

. 

=SIDE WIRE-NON a m c  INSTL & REARRANGE 

PUB TEL T E E  EQPT UNIV-INSTL 
PUB Tu TERM EQPT UNIV 
PUB TEL T E W  EQPT UNTV-RMVL 
PUB TEL TERM EQPT-COIN OP-INSTL 
PUB TEL TERM EQPT-COIN OP 
PUB TEL TEERM EQPT-COIN OP-RMVL 
PUB TEL TERM EQPT-COWLESS INSTALLATION 

I 

- 12- 

0.78% 
2.62% 
0.24% 
0.70% 
0.37% 

0.28% 
0.05% 
0.28% 
0.27% 
0.01% 
0.10% 
0.01% 
0.02% 
0.01% 

0.05% 
0.02% 
0.10% 
0.01% 
0.69% 
0.23% 
5.95% 

35.88% 
3.27% 
0.32% 

0.99% . 
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BELLSOUTH CORPORATION 

. 

(Continued) 

Field 
Reporting 

Code 

288M 
288Y 
988E 

988M 
988Y 

. 5532 
5533 
5534 
5535 
5536 

553A 
5539 
51OC 
TRVL 

,. 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 
THREE-MONTH PERIOD ENDEP JUNE 30,1993 

- 

WORK GROUP - I&M PUBLIC COMMUNICATIONS ( C O m  
JOB FUNCXION CODE - 4180 

(Continued) 

Description 

PUB TEL TERM EQFT-COINLESS 
PUB TEL. TERM EQFT-COINLESS-RMVL 
PUB TEL TERM EQPT INSTALLATION 
PUB TELTERM EQPT 

MISC MEETINGS 
UNION A- (PAID) 
EXCELLENCE TKROUGH QUALITY ( Q W )  
GEN CLASSROOM TMNJNG 
OTH UNCLASSIFIED PROD COSTS (E.G.. NO ACCESS) 
NO TROUBLE FOUND 
OTHMTCEEXP 
STOREROOM 
TRAVEL&BREAKS 

PUB TEL TERM EQPT-RMVL 

Labor 
Distribution 
Percentage 

1.90% 
0.07% 
0.08% 
0.01% 
0.01% 
4.70% 
0.01% 
1.61% 
0.22% 
1.09% 
3.54% 
0.02% 
4.70% 

28.81% 

TOTAL - I&M PUBLIC COMMUNICATIONS (COW 100.00% 

t 

- 1: - 
I 
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BELLSOUTH CORPORATIOX 

ST.4TEMENT OF NETWORK TECHNICLU LABOR DISTEUBUTIOK PROFILES 
FOR THE STATE OF FLORIDA 

(Continued) 
THREE-MONTH PERIOD ENDEq JU7V-E 30,1993 

. WORK GROW - CABLJYFACILITIES MAINTENANCE 
JOB FUNCTION CODES - 4250/4260 

Fieid 
Reporting 

Code 

22M 
15M 

248C 
248M 
548C 
548M 

, l'& 
52M 
68E 

5M 
68Y 

257M 
257R 
377M 

F257M 

6 8 ~  

F257R 

758M 
378C 
378M 
97BI 

97BW 
97BP 
98EI 

630M 
5532 
5533 
5534 
5535 
5536 
5534. 
5539 

Description 

Labor 
Distribution 
Percentage 

AERIAL CBL-METALLIC 
BURIED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
AERIAL CBL-METALLIC-BLDG EKT 
I N i L D G  r V F I w K  CSL-METALLIC 
OTH NON-CP'C EQPT EXP-NETN'K TERM WIRE-INSTL 

UG CBL-METALLIC 
OTH NON-CPE EQFT EXP-NETWK TERMINATING WIRE- 
RMVL 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
CIRC EOFT-DIGITAL-SUB PR GN SYS 

OTH NON-CPE EQFT EXP-NETWK TERM W R E  

DIGITAL ELECTRONIC SWITCH EQPT 
CIRCUIT EOPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC - 
FEEDER 
CIRCUrr EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC 
FEEDER 
OTH TERM EQPT-SUB PR GN EQPT 

OTH TERM EQPT DIGITAL NON-BE NCTE-REG 

MSIDE WRE-BASIC-WAFLRANTY 
INSIDE WIRE-BASIC-SVC PLAN 

-0TH TERM EQFT DIGITAL NON-CPE NCTE 

INSIDE MRE-BASIC-INSTL & REARRANGE 

INSIDE WIRE-NON BASIC INSTL & REARRANGE 
DATA COhXROLLERS & WORKSTATIONS 
MISC MEETMGS 
UNION ACTMTIES (P.uD) 
EXCELLEWE THROUGH QUALITY (QWL) 
GEN CUSSROOM TRAMING 
OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 
NO TROUBLE FOUND 
OTH MTCE EXP 

7.01% 
33.48% 
0.05% 
0.37% 
0.13% 
1.34% 
0.73% 
0.86% 
0.56% 
0.14% 
4.78% 
0.05% 

2.69% 
4.44% 
0.10% 
5.88% 

2.74% 

0.54% 
1.89% 
3.47% 
0.00% 
0.02% 
0.07% 
0.14% 
0.06% 
2.22% 
0.04% 
0.65% 
1.18% 
0.58% 

0.11% 
0.18% ~ 

- 14- 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF FLORIDA 

(Continued) 
THREE-MONTH PERIOD ENDES JUNE 30,1993 

. WORK GROUP - CABLElFACILITIES MAINTENANCE 
JOB FUNCTION CODES - 4250/4260 

(Continued) 

Field 
Reporting 

Code 

51oc 
F257c 
F758C 

52c 
257C 
318X 

TRVL 

Description 

Labor 
Distribution 
Percentage 

STOREROOM 0.18% 
CRC EQPT-SUB PR GN SYS-WER OPTIC FEEDER 2.58% 
OTH TERM EQPT-SUB PR GN EQPT-FIBER OPTIC FEEDER 0.11% 
I[NTRABLDG NETWX CBL-M€TALLIC 0.05% 
CIRCUIT EQPT-DIGEALSUB PR GN SYS 6.18% 
OTH TERM EQ-DIG NONCPE-ACCUM DEPR 0.01% 
TRAVEL & BREAKS km%2 

TOTAL - CABLE REPAIR 100.00% 

.. 

I 
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BELLSOUTH CORPORATION 

NOTES TO STATEMENT OF NETWORK TECHMCIAN 
LABOR DISTRIBUTION PROFILES FOR THE STATE OF FLORIDA 
FOR THE THREE-MONTH PERIOD ENDED JUNE 30,1993 

1. BASIS OF PRESENTATION 

The accompanying Statement of Network Technician Labor Distribution Profiles presents, in 
s-ay form, the result of BellSouth Telecommunications, Inc.‘s (BellSouth) Work Activity 
Smistical Sampling Process (WASSP) applied to me= the activities of groups ofnetwork 
technicians in the State ofFlorid2 during the three-month period ended June 30,1993 for reporting 
in accordance with BellSouth‘s policies pertaining to the application OX Part 32 - Uniform System of 
Accounts. WASSP was applied to measure the work acuviues of network technicians dperating in 
four lnsmllation and Maintenance (l&M) work groups and CablelFacilities Maintenance work.group 
using natisucal sap l ing  and evaluation techniques, as follows: 

I&M - POTS 
I&M - Special Services (SSI&M) 
I&M - Corporate Communications 
I&M - Public Communications 
CablJFacilities Maintenance 

For each I&M and CabldFacilities Maintenance work group, the Statement presents a h e - &  
composite profile of the percentages of work activity summarized by specific work activity 
descriptions which correspond to defined field reponing codes. Field reporting codes form the basis 
for reporting of network technician time into BellSouth’s financial systems. 

2. DESCRJPTION OF THE WORK ACTWTTY STATISTICAL SAMPLRJG PROCESS 
(WASSP) 

WASSP is a statistical methodology designed to gather sample data and statistically estimate the 
work activin of work reporting &ups. WASSP consists of three related process modules for 
sample sele&os data c & c t i ~ ~  and d e .  Each of these processmodules are described 
below: - 
The Sample Selcclion Module 

The Sample Selection Module has been designed to select a statistically valid sample of network 
technicians *om the Payroll Man- Database O B ) .  a BellSouth database used to maintain 
employee information. f ie  EXTRACT p r o m  of the Sample Selection Module searches the 
PMDB and stratifies the universe of employees into homogenous categories based upon state 
boundaries and work groups (by job function code). For each job function code, the SAMPLEfJ 

-rates a random sample of technicians IO panicipate in the work activity log completion 
portion of the Data Collection Module. Nenvork technicians selected will participate in the process 

f I -  

The SAMPLER program of the Sample Selection Module simultaneously -u . -  
t 2  

generates a random sample of the above sampled technicians to participat- ‘ I  st 
interview portion of th-e Data Collenion Module. Work Activity Logs (Logs- e days ofthc 
selected network technician’s work week are randomly selected for technical analyst review 
procedures described in the Data Collection Module. 

1 
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Sample size and the svucturc of the sample has been designed so that a threemonth Network 
Technician Labor Distribution Profile is targeted to achieve a 95% confidence level with a pncision 

r'of+3% for each field reporting code ~mfile percentage estimated by WASSP. The precision 
corresponds to approximately 2 6fteen minutes, the lowest increment of time reporting for network 
technicians under the WASSP time reponing process. Technicians selected are ovenampled in the 
Sample Selection Module to account for daysbn which the technicians are not present &e., 
vacations, illness. &d days off). 

The Data Collection Module 

Prior to the month sampled. a list of the technicians to be sampled, the appropriate Logs, and 
instructions arc forwarded to WASSP field management by the WASSP Center. The field 
management then disseminates the Logs and inmuctions to a supervisor for dispersal to the selected 
technicians. Technicians participating in WASSP report their time by work activity in rnkimum 
increments of fifteen minutes. Logs have been developed for each work group listing predominant 
work activities of each subject work group. 

Once completed by the network technician. the Logs are submitted to the supervisor yho reviews the, 
Logs. Arithmetical technical anfiyst 
tor detailed review. 

Telephone interviews of thefechnician's supervisor arc conducted to test a random sample of 
The xlection of those to be interviewed is determined ~ u g b  the networ 

Sample Selection Module. The interviews arc generally conducted withim three business days of the 
Log preparation date and prior to the input of the work activity.data into the WASSP database 
processor. The interviews arc conducted by the technical a d y m  and arc accomplished through 

. .  

. 
telephone interviews with the selected technician's supervisor. The inteMews consist of the 

Work activity data, derived from the Logs, arc input into the WASSP database processor. The 
INPUT program of the WASSP database processor provides for the input of the sampled data and 
stores the input data in files by work group. Data in the files can be changed. appended, or deleted 
using the INPUT progam. 

.. The IMOUT program of the WASSP database processor develops the time distribution ratios am% 
ofher data analysis for each work gro 
%JAgL!A?ASSP distributes the inc 
calculates the percentage of time assigned to each field reporting code. 

r which labor distribution percentages are estimated by 
ofhours reported.to each field reporting code and 

4 

Data generated by WASSP is available to interfacing MTR systems with no changes to formats or 
requirements. The WASSP allocation profiles arc available to be $put into the MTR time reporting 
tables and would be available for MTR off-line processing to create a report detailing the field codes 
which have been generated and passed to the Company's Financial Processor (TP). 



EXHIBIT B 

BELLSOUTE CORPOR.ITION 

SUMhlARY OF PRIMARY PROCEDURES PERFORMED 

Exhibit A includes an attesrtion repon puraining to an examination of the Statement of Network Technician 
Labor Dismbution Profiles for the sate ofFlorida for the thret-month period ended June 30,1993. This 
‘summary presents the primary procedures we performed as PM of our examination. These procedures 
represent only a pvdal listing and were conducted ro form our opinion included in Appendix A but not to 
express an opinion on any of the individual WASSP processes. 

The procedures we performed were srmcrured to parallel the three modules in the WASSP sdtistical 
estimation process as follows: . 

Test of Sample Selection Module 
Test of Data Collection Module 
Test of Data Analysis Module 

Test of Sample Selection Module 

Perform rests to v e e  the completeness andaccuracy of nework t echn ic i anb&&maUQ ’ n fiom which 
es arc s el&. The primary procedures for this phase include: 

Assess the statistical design and review the program logic of the computer program which perform the 
statistical selection process of network technicians for implementation of the statistical design, 

Assess the effect of creating&t&e,month urofile on the statistical sampling and evaluation process, and 
# W W  "tee‘ .‘ 

Test the completeness of the database which provides h w o r k  technician information for sampling. Test 
the accuracy of the employee inforniation (i.e., name, responsibility code, social security number, job 
function code, etc.) by referencing, via random sample, both to and from independent source documents. 

Test of Data Collection Module 

Obtain an undemanding of and rest the adminimation of the collection of network technician data. The 
primary procedures for this phase include: 

DOCUIIICIII the procedures and related oversight controls ssociated with the data collection process, 

Test compIiance with the stated procedures by selecting field technicians and examining documentary 
evidence of compliance with data collection procedures, and 

Test the effectiveness of data collection procedures to accurately reflect the field technician description 
of work activity to the appropriate Field Reponing Code by comparing the reported work activity for a 
limited number of selected field technicians to independent source documenrs &e., assigmRent records. 
aouble tickers, dispatch records, etc.). t 

t 
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Test of Data Analysis Module 

Tea the computer applications utilized to process the data. The procedures for this phase include: 

&sei the statistical evaluation and preparation of profiles of the reported work activities of the selected 
network technicians, 

- 

Review the program logic of the computer program which processes network technician work activity, 

Assess the computer progm's implementation of the ststistical function, 

Test the validity of the computer allocation of work activity by reprocessins the dara obtained in the data 
collection module under audit conml, 

Test the validity of input data by a p i n g  the network technicians' work activity as selected in the data 
collection module to the related input program source, and 

Test the validity of output data by agreeing the network technicians' work activity, as selected above, to 
the p r o p  inclusion in the output file. 

' - 
,. . -- - - 

- .. . - .- - 

: 

I 
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INDEPENDENT ACCOUNTANTS REPORT 

EXHIBIT c 

Suhe 1700 
100 Psachrree Street 
Atlanre. Georaia 30303-1943 

Ts!e?hone: (4341 220-1 500 
Facsimile: (4C4) 220-1 j83 

BellSouth Corporauon 
Atlanta. Georgia 

We have examined management‘s assenion, included in its representation letter dated July 14, 1993, that 
BellSouth Corporatipn mainrained an effective internal conrrol suucrure over financial reponing for the 
segment of the internal control ~rmcturc penaining to the Work Activiry Statistical Sampling Process 
(WASSP) during the three-month period ended June 30.1993. Management’s description of the WASSP 
proccss to which the i n t d  control smcrure pertains and specific conml criteria established by 
management are included in the Appendix. 

Our examination was made in accohce.with standards established by the American Institute of Certified 
Public Accountanu and, accordingly, included obtaining an understanding of the internal conml s b u m e  
over financial reporting. testing and evaluating the design and operating efiectivenus of the internal control. 
snucture, and such other procedures as we considered necessary in the circumnances. We believe that our 
examination provides a reasonable basis for our opinion. 

Because of inherent limitations in any internal control structure, errors or irregdarities may occur and not be 
detected. Also, projections of any evaluation of the internal control stn~cture over financial reporting to 
future periods arc subject to the risk that the inurnal conml structure may become inadequate because of 
changes in conditions, or that the d e p e  of compliance with the policies or procedures may deteriorate. 

In our opinion, management’s assertion that BellSouth Corporation maiutained an effective internal control 
smcture over financial reporting for the segment of the internal control structure perraining to the WASP 
process during the three-month period ended June 30, 1993 is fairly stated in all material respects, based 
upon the control criteria included in rhe Appendix 

This repon is intended solely for the information and use of BellSouth management and to assist you in 
.responding to inquiries h m  the Federal Communications Commission and Rate regulatory authonues, and 
should not be used for any other purpose. . 

July 14, 1993 

Oelaitteiouche 
Tohmatsu 
International 

t 
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APPENDIX 

i 
BELLSOUTH CORPORATION 

BELLSOUTH MANAGEMENTS DESCRIPTION OF WORK A m  STATISTICAL 
SAMPLING PROCESS TO WMCH THE INTERNAL CONTROL S T R U W  PERTAINS 
AND RELATED CONTROL CRITERIA 
FOR THE THREE MONTHS ENDED JUNE 30,1993 

The Work Activity Statistical Sampling Process (WASSP) is a Sratinical methodology designed to gather 
sample data and statistically estimate the work activity of work reporting groups. WASSP consists of three 
Elated process modules for sample selection. data collection, and data analysis. Each of these process 
modules and the related primary control criteria established by management are described below 

The Sample Selecfion Module 

The Sample Seleaion Module has been designed to select a statistically valid sample of network technicians 
h m  the Payroll Mmer Database (PMDB), a BellSouth database used to maintain employee information. 
The EXTRACT program of the Sample Selection Module searches the PMDB and slntifies the universe of 
employees into homogenous categories based upon state boundaries and work groups (by job function code). 
For each job function code, the SAMPLER.propm generates a random sample of technicians to panicipate 
in the work activity log completion portion of the Data Collection Module. Network technicians selected 
will participate in the process for one work week The SAMPLER program of the Sample Selection Module 
simultaneously generates a random sample of the above sampled technicians to participate in the technical 
analyst interview portion of the Data Collection Module. Work Activity h g s  (Logs) for three days of the 
selected network technician’s work week are randomly selected for technical analyst review procedures 
described in the Datz Collection Module. 

Sample size and the structure of the sample has been designed so that a bee-month Network Technician 
Labor Distribution Profile is targeted to achieve a 95% confidence level with a precision of 53% for each 
field reporring code profile percentage estimated by WASSP. The pmision corresponds to approximately 5 
fifteen minutes, the lowest increment of time reponing for network technicians under the WASSP time 
reporting process. Technicians selected are oversampled in the Sample Selection Module to account for days 
on which the technicians are not present (is., vacations, illness, and days off). 

The primary control criteria include: 
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Structural Q u q  Language (SQL) used in the module appropriately specifies the relevant Job Function 

PCI-SOMC~ files are adequately maintained and contain updatedhd proper Job Function Codes; 

Appropriate diskette handling procedures are utilized h m  the point of extraction and sample selection; 

Secuiry administration procedures and program change controls control against unauthorized changes to 
he Exuact Process; 

Usage of the relevant input files (current period diskettes) IS verified by management; 

’. Codes to be extracted; 

3 
I 

- 2 1  - 31 



The progarn is designed to produce a valid sample; 

4 Management reviews rrsulu of s m p l e  selection for appropriate size and reasonableness; and, 

Security adminimation procedures and progmn change conmols control -&pinst unauthorized changes 
the sample selection process. 

The Data Collection Module 

Prior to the month sampled. a list of the technicians to be sampled, the appropriate Logs, and instructions are 
forwarded to WASSP field management by the WASSP Center. The field management then disseminates the 
Logs and inmuctions to a supervisor for dispersal to the selected techniciurs. Technicians participating in 
WASSP report their time by work activity in minimum increments offifteen minutes. Lo-n &G 
developed for tach work .qoup listing predominant uprk activities of each subject work mup .  

Once completed by the network technician, the Logs M submitted to the supervisor who reviews the Logs 
Arithmetical discrepancies are resolved and the Logs M forwarded to the technical analyst for detailed 
review. 

Telephone interviews of the technician's supervisor ~IC conducted to test a random sample. of network 
technician's Logs. The selection of those to be interviewed is determined through the Sample Selection 
Module. The interviews YC generally conducted within threebusiness days of the Log preparation date and 
prior to the input of the work activiry data into the WASSP database processor. The interviews are 
conducted by the technical analysu and are accomplished b u &  telephone interviews with the selected 
technician's supervisor. The interviews consist of the supervisor reviewing the source documentation with 
the analyst who compares such information to that recorded on the Log. If emn are detected and cannot be 
resolved, the technical analyst contacts the network technician directly. Once resolved, errors &e corrected 
by the technical analyst on the Log. 
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The primary control criteria include: 

Field supervisor receives selection notification vi2 E-Mail and agrees the list to a follow-up list; 

Supervisor conbols access to work activity logs; 

Supervisor reviews (signs) the work activity logs after completion; 

Work Activity Logs ( W a s )  are sorted by State and placed into respective bins for receipt by analyst; 
* _  

Analysts agree the WALS to the sample selection list; 

Analysts review W A t s  for reasonableness; and, 

Analysts perform subsample testing by interviewing employees and comparing data to the source 
documents. 

The Dala Analysis Module 

Work activiry data, derived from the Logs, are input into the WASSP databve processor. The N U T  
program of the WASSP database processor provides for the input of the sampled datr and stores the input 
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data in files by work group. Data in the files can be changed, appended, or deleted Using the INPUT 
Pro- 

n e  MOUT program of the WASSP da&base processor develops the time disvibution ratios and other &= 
analysis for each work goup for which labor dismbution percentages are estcmated by WASSP. WASSP 
distributes the increments ofh0.m reported to each field reponing code and calculates the percentage oftime 
assigned to each field &porting code. 

Data generated by WASSP is available to interfacing MTR system uifh no changes to formats or 
requirements. The WASSP allocation profiles are zvailable to be input into the MTR time reponing tables 
and would be available for MTR off-line processing to crerte a rcpn detailing the field codes which have 
been generated and passed to the Company's Financial Processor (FP,. 

The primary control criteria include: 

WAL is logged in by input personnel and agreed to the sample list: 

On-line edit checks an performed during data entry; 

+ 
Data entry personnel print queries that are agreed to the WALs by independent data entry personnel; 

Management pelforms an on-line quuy.to verify completeness of umple using social security numbers; 

Security adminisuation procedures and pro- change controls in the system control against 
unauthorized access and changes to the input and analysis process: 

3. The%-- les is performed by management only, monthly 

* Management reviews the Profile Precision report for completeness and reasonablene& 
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EXHIBIT D 

Telephone: 14041 220-i500 
Facsimile: (4041 220-1583 

i Suite 1700 
100 Peachtree Street 
Atlanta. Georgia 30303-1943 . 

JuIy 14, 1993 

BellSouth Corporation 
1155 Peachuet Street,N.E. 
Atlanta, Georgia 30567 

Dear Si: 

This repon pertains to our observations and recommendations related to certain matters noted during our 
special smdy penaining to the BellSouth Telecommunications, Inc. Work AcriVity Statistical Sampling 
Process (WASSP). 

We have previously issued our report, dated March 5,1993, which included our observations and 
recommendations resulting &om OUT special study of WASSP conducted during the three-month period 
ended December 3 1,1992. 

For this report, we have included all observations and recommendations included in our feport dated 
March 5, 1993. together with BellSouth management‘s resgonses concerning the impkernentation status of 
these recommendations. Baed on our procedures performed for the three-month period ended June 30. 
1993, the responses are representative of the stam ofactions taken by management to implement our 
recommendations. We have also included additional observations and recommendations that will be useful 
to you in enhancing the WASSP procas.. 

This report is intended solely for the use of BellSouth management and to assist you in responding to 
inquiries kom the Fedeial Communications Commission and state regulatory authorities. 

Yours truly, 

OeloitteTouche 
Tohmatsu 
International 
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BELLSOUTH CORPORATION 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
i 

A. STATUS OF OBSERVATIONS AND RECOMMENDATIONS IN OUR REPORT DATED 
MARCH 5,1993 ' 

L POLICIES AND PROCEDURES 

SOURCE DOCUMEKTS USED FOR ANALYST INTERVIEWS 

Observation and Background 

?he technical analyst is required to perform a detailed review of selected L o g  kom the total populition of 
Logs returned to the analya The detail review consists of a technical analyst's phone interview with the 
supervisor of the technician whose Log was randomly selected by the WASSP sample selection program. 
The technical analyst requests the supervisor to describe the activities as reported by the technician on source 

created by the technician to evidence hifier activities and used by the supervisor to- 
documentation maintained at the supervisor location However, the technical analyst does not have acce ss to 

-- . - . .. . __ - 
review completed Log. . - 

Require source documentation to be forwarded to the technical anaIyst concurrently with the completed and 
reviewed Logs. Absent hard copy source documentation. allow analyst on-line access to this information, 
where applicable. 

BellSouth Management Response 

G c t i v e  April 1993, aII technical analysts have on-line access to Loop Maintenance Operations Systems 
(LMOS) which contains the documentation created vi0 cia3 access (Displqy Cia$ Work Summary/DispIqy 
Job Information (DCWS/DJI) FULL CLOCK NARRplTKE). This will allow the analyst to view source 
dpcrrmentation for the m a j a r d  s) of the sample 
technicians. For those subselected technicians not on cra~6 access, source documentation will be submitted 
alona with the work activiy logs. this will provide the analysts with the greatest amount of infirmation 
available for veri$cation of the work activiy logs. 

* 
POLICIES AND PROCEDURES IN THE E W  OF A NATURAL DISASTER 

Observation and Background 

Currently there are no formal policies and procedures penaining to the application of the WASSP 
methodology in the event of a natural disaster. Consequently, formal guidance is not available as to the 
effect of a natural disaster on the areas of sample selection, work activities performed by network 
technicians, reporting procedures, analyst and supervisor review procedures and methodology associated 
with data analysis. Formal policies and procedures wouid promote an effective operation of the process in 
the event of a narural disaster. 
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Recommendation 

Create, document and implement f0r;r.d policies and procrdures pcnaining to the application of the WASSp 
merhodology in the event o i a  natural disaster. 

BellSouth Management Response 

The WASSP Policies and Procedures Manual documents the U'ASSP dtsurrcr recovery palicy developed in 
February 1993. This policy. which was communicated in a Fchnwn 22. lYYJ lerrer ro the BellSouth 
Telecommunications (BSlJ mi? Method and Programming Stufir (1% m L*II us thr BULL Time Share 
Administrotion group lacared at the 8ISData Center. ensures ;hut BST m ill hi* able to continue rhe timely 
collection anaproccssing of the appropriate work acriviy informution In rhc event of a disaster. 

POLICIES, PROCEDURES AND CONTROLS MANUAL 

Observarion and Background 

Currently, a policies, procedures and controls manual in relation IO the implementation and operation of the 
WASSP process does not exisr A policies. procedures and controls mul will provide an effective 
resource in terms of WASSP process consistency and integrity and would reduce disruption in the event of 
various evens such as organizational changes. employe: m o v e r .  and natunl disasters. 

Recommendation 

Create and maintain a policies, procedures and controls manual to incorporate all critical aspects of the 
WASSP process. Disseminate this manual IO those time reponing personnel wno will benefit from its use. 

BellSouth Manogement Response 

BST has established. within the W A S P  orzanization. a manager position with responsibility for all nemark 
timuqwrm ' p.policies and procedures. This position wi!l issudconcur in procedures ta thejeld forces 

-S ond be responsiblefor all other documentation for WASSP. 

Concurrent with a.vprova1, WASSP will become the "oficial" time reportinE svsrem for autside plant forces. 
As such, all oppropriate documentation (KASSP Policies and ProcenkexMaml. BellSouth System 
Practices (BSP) as well as updared M R  documentation) has been distribudd to th,e affeciedBSTpersonne1 
for u e  upon approval. 

TECHNICIAN USE OF PERSONAL LQGS 

Observation and Background 

Network technicians in certain of the sates in the BellSouth geogaphic region arc maintaining informal logs 
of trouble jobs received and work performed in addition to that required by the current Craft Access System. 
This occurs via the documentation of specific trouble job information on form s6025 or $6571. The 
maintenance of informal trouble job logs represents an inefficient and unnecessary utilization of BellSouth 
resources and is currently not required by WASSP mana_eement or BellSouth time reporting personnel. 

t 
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Recommendation 

Eliminate network technician use of infgrmal logs in areas where the Craft Access System is utilized. 

Bellsouth Management Response 

BSTogrees that apractice of the kind described here is an ineficient use of company resources and on 
J a n u q  21. 1993 issued immctions to the field forces reemphasizing to them thaisuch aproctice should be 
stopped 

LOG-OFF PROCEDURES FOR THE CRAR ACCESS SYSTEM 

Observation and Background 

Network technicians at times "log ofi" of the Crafr Access System at a time subsequent to the ac& time of 
completion of the trouble job even thou@ the time shown on the Log is correct This can occur if &e 
technician logs off on a current trouble job after receipt of and mvel to a new trouble job. As technical 
analysts are placing reliance on the Detail Cmft Work Summary (DCWS) generated by 
System as a sow e dowment-differqces --- relaiing - to the above must ~e mvestlgated. 

Recommendation 

Access 

Require technicians to "log off of the Craft Access System immediately upon completion of each nouble 
job. Consider the feasibility of Craft Access System modification such that a technician may not receive 
orders for his next job without "logging off" of the current job. 

BellSouth Management Response 

BSThas reviewed the recommendation above and is of the opinion that implemenration ofsuch a 
requirement is not cost effective and that it would create operational ineficiencies for the technician 
since the "log oflprocedures for the Craj A c c m  System have no impact on the classipcation of a 
technician's time to the 
vendors at this time. 

RECEIPT AND REVIEW OF WORK A 

Observation and Background 

Interviews conducted by techpical analysts do not always occur within three working days as prescribed 
imder established WASSP criteria. Delays in analyst interviews occasionally occur due to the remote 
location of the technician which requires an additional day for the supervisot's review before mailing to the 
technical analyst. Additionally, Logs forwarded to the.technical analyst via fax machine are delayed due to 
the volume of fax transmissions. 

ilso, 
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Recommendation 

Provide one-day mail service fiom remote locations and obtain additional fax machines to ensure the time!v 
receipt of Log. i 

BellSouth Management Response 

BST installed three additional far  machines during thejrst week ofApril 1993 bringing to nine the total 
number of machines available for receipt of work activity logs. Additionalb. BST uses one-doy mail service 
form the major metropolitan locations. 

TIMELY SUPERVISOR REVIEW OF WORK ACTIVITY LOGS 

Observation and Background 

Supervisors are requirid to review Logs the day after the Logs are completed by the network technicians. 
We observed instances in which such review was substantially beyond the one day requirement 
Additionally, in some.of the remote offices the supervisors do not have printers. Consequently, ifthe 
~ ~ p e r v i s ~ ~  use the DCWS in their review pmced-ec nf nP- urce 
documentshxwth er offices'via mail. These situations cause delays in the supervisor review and 
forwardiing of Logs to the technical analysts. However, in these remote locations, we observed that the 
supervisor often has on-line access to the DCWS. 

Recommendation 

Instruct supervisors to perform Log reviews the day subsequent to completion by the technician. 
Additionally, advise supervisors who choose to use the DCWS in their review process to pfom Log 
reviews via on-line inquiry of the Craft Access System ifhard copy documentation is not readily available. 

BellSouth Management Response 

The supervisors have been reinstructed to review and forwad I -s to the WASP Center by 
the n u t  business day. The supervisory review is intended to be o test for reasonableness for irerns such as 
work group of the technician. mathematical accuraq completeness of the log. as well as other unique items 
partinrlar to a supervisbr's group. It is not intended for the supervisor to pace evey workfunction to the 
source documentation. as the i d e p b e v  iew is Dedonned L ~ J  the technical analyst. 

The technical analyst conducts the detailed review and tracing of workpeg/onned to source documentation 
'IS" for information on an as-needed basis. using the supervisor and tec-r 

Therefore, BSThas no plans to pursue any changes in ow'currentpractices relative to the review of the work 
octiviry logs. 

. .  
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W G  OF TECHMCAL AXALYSTS 

Observation and Background 

There is currently no formal training program for the technical analysts involved in the WASSP Process 
p e w g  to work procedures, FCC time reporting rules, effective interview techniques, emr resolution and 
other matters. 

Recornmenabtion 

Develop, document, and implement a f o n d  w i n g  program for the technical analysts. This program 
should encompass e n w  level training courses as well as continuing education w i n g  courses to inform the 
analysts of any updates or changes in FCC time reponing requkcments, any updates or changes in the 
WASSP Process and other pertinent subjects. This p r o m  would be an essential ingedient in the 
consistent implementation of the d y a  function. 

BellSouth Management Response 

The expertise of the technical analysts is oftical to the ~ c c e s s  of the WASSPprocess. As such, the BST 
comptrollers organization (owners of ihe WASPprocas) rely on rotational emvlwees from the NPW rk .y 

candidate must have an in-depth lor owledpe nf nr well as cmerience in. outside olant architechrre and areas 
of the telecommunicationr business relared io time reporting for outside technicians. This includes a great 
f-m 1 work verfo- the technicians as well as howledge ofFCC rules and reporting 
reauirements (varricularly nonregulated activities). 

Given.the above requirements forjob assignment, initial training consists of obtainin a compiete 

Procedures Manual. BST reco-ation as a criticalpart of the WASSP 
process. As such, the Technical A l p m i -  %%e-hbI Cost O d e  rand a refresher 
on B r s  F- ' r-cti 've subiect matter cczerts. The ana!ysts have ako 
attended o three-doy Integrated Internal Controk Training class as well as the Network Manager's 
Administrative Conference. 

i 

the positions of technical ~ ~ h t s .  In order to qual13 for an anaiystposition. the 

. 

, 
. -  

understanding of the process t tion including +. the WASSP Po ICIPI  and 

' 

As apart of the overall documentation of the process as mentioned earlier, BST has incorporated into that 
documentation a "Technical Analyst Handbook" which includes the references used by the analysts. as well 
asasu oestedtr ' . 
this position This continuing education training wriculum is agreed to by the analysts and their supervisor 

' to ensure the continued high level of knowledge required for 

bas= 

ROTATION AND COVERAGE FOR ABSW TECHNICAL ANALYSTS 

Observation and Background 

-:chnicaI analysts an assigned to review Logs for one parricular state. No plan currently exists for the 
-ation of technical analysts nor does a plan exist to cover for an analyst in the event of illness or vacation. 

4 
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Recommendation 

Develop. documenf and implement a rotation plan whereby the technical analym are rquired to 
periodically rotate their states of responsibility. Additionally, develop, docurnenf and implement a plan in 
the event of analyst absence due to illness or vacation. - 

BellSouth Mhagement Response 

Effective April 1993, BST implemented an Analysts Coverage Schedule detail& the mlysts'primmy and 
backup state responsibilities through December 1993. These assignments will be rotated every six months 
beginning Januav 1994 to e m r e  that there is adequate coverage for all states in the absence of any of the 
analysts. 

EXI'BANSION OF THE C W T  ACCESS SYSTEM DOCUMENTATION 

Obsemation and Background 

During the review of the Log, the supervisor, at times, determines if the technician's time is charged to the 
proper work activity by comparing the activities as reported on Logs to source documentation Currently 
source documentation includes Detail Cnft Work Summaries @CWS) generated eom the computerized 
Craft Access System andor existing Mechanized Time Repon m) forms prepared by the technician. The 
current space allowed for description on the Craft Access System DCWS for each disuibution number (42 

enoueh to fully describe the task performed by the technician This situation 
on the same trouble job. As such, the technician is required 

characters) is not always lxge 

time reponing processes. However, as the IWR form will be eliminated once the WASSP pmtess is fully 
implemented. the C.dt Access System will become the chief source of documentation medium available to 
the technician and sufficient space should be given to the technician to allow him to perform an efficient 
reporting of time. 

Recommendation 

Add additional space in the Craft Access System field for description of each trouble job performed by the 
technician. This will allow sufficient information to be recorded in the C d t  Access System and to promote 
accurate reporting of technician work activity. 

BellSouth Management Rcrponse 

. .  E.vansion of the CraJ Access System to allow additional narrative space i s  not .mar-. 
=as it is not allowed to manufacture sofware, is not the "owner" of all asuects of craft access. 
Therefore. it m a t  rely on outside vendors in order to effect expansions a d o r  changes to craJ access and 
certain operations system that are involved 

The issue ofaddi 

fiatures within the system do not make this a realistic option for BST. 

has been. and will continue to be. investigated along with all other 
access enhancements. However. the costs of such changes and associated impacts on other 
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As a result of this recommendation, thefieldsupervisors have been instructed to sign the completed logs 
urior to submission to the WASSP Center. - 

It is important to note that in 95%+ of the occurrences the uristing'narative space is adequatefir 
technicians to describe workperfmed. In those rare instances when crafr access natrative space & limited, 

Eckeo to provide supplemental dommehtation on workperjbnned 

WORK A C l W h  LOG SIGN-OFF BY SUPERVISOR AND DATA INPUT PERSONNEL 

BST will issue procedures instructing involved technicians to use F d 2 5  - I S C  or FOm 6S71-C (Work 
- 

Observation and Background 

Supervisor and data input personnel signature on the Logs, although required upon completion of these 
individual's assigned duties, is not consistently obtained. Although it appears that the assigned duties are 
generally performed by these individuals, consistently requiring a signature will provide a means of 
documenting accountability. 

Recommendation 

Require all supervisors to sign and date the Logs after their review. Require all data input peaonnel to sign 
and date the Logs upon entering the Log data into the WASSP system. 

BellSouth Management Response 

BST's Procehres for Venpcation of Work Activity Data Input, which were developed and implemented in 
April 1993, require the inputpersonnel to iktial the work activity logs afer input and the ver*ingpersonnel 
to initial the system printout aper they @v e compared it to the appropriate work activ?~ log. Also, WASP 
Center management personnel periodically review a sample of the logs and associatedprintouts to monitor 
the effectiveness of this COnRO1. 

' 

II. STATISTICAL METHODS 

PROSPECTIVE UNIVERSE TECHNIQUE 

Observation and Background 

Currently. all samples of network technicians throughout the thm-month profile period are generated from 
an e m c t  of the Ph4DB as of the beginning of the three-month profiiqxrJvd . I h ~ s  methodology will not 
account for changes in technician composition since the initial exhaction. Such changes may include 
network technician employ men^ blmsfer. or termination. 

Recommendation 

Develop procedures to account for changes in the composition of network technicians subsequent to the date 
of the data extract 

1 
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BellSouth Managemen! Response 

Efective with the July 1993 sample selections processed in June 1993. BST implemented a monthlv duo  
extract program IO select the universe dftechnicians to be sampledfrom the Payroll MLterfiie Dato Base 
(PmB)). This revised procedure win emure that the cornpaition o f  the network technicians u the most 
current available (See Note I.) 

QUALITY CONTROL SAMPLE SIZE 

/ 

Observation and Background 

As the WASSP process is implemented in the nine-state BellSouth geographic region, the pwl of network 
technicians for the entire BellSouth region may be viewed as one population for network technician quality 
convol sampling purposes. Ifthis view is acceptable, then a reasonably high level of assurance in.regard to 
error rates can be obtained through the use of Acceptance Sampling techniques. This can be accomplished 
with much less work than is presently contemplated. 

Recommendation 

Consider reducing the number of network technician quality control interviews through the use of one 
region-wide interview sample versus separate intemiew samples for each state. 

BellSouth Management Response 

Because of statepblic sm!iceurmmiccion consid- the WhSPprocess will continue to strartfi the 
univ&se3t&&icianxae sampled into homorenous categories based upon state boundqieiandjob 
finct&u (workgroups) for a while. HoweverFBST will t a k  this recommendation under advisement. 

SELECTING THE NUMBER OF WEEKS IN A MONTH 

Observation and Background 

... . . 
~~ 

~~ 

-. 

It is the system user's responsibility, for the SAMPLER application, to input the number of weeks in any 
particular month. An error in the number of weeks input parameter could result in a reporting week being 
improperly excluded from the sampling population. 

Recommendation 

Adopt a more simplistic decision d e ,  as follows: 

If a Wednesday at the end of the month falls in the current month, that month has five weeks. 

Funher. we recommend that a table of months and weeks be input at the be- the ear and reviewed 
by suoervisory DC 
similar to the way parameters are codified in the Data Analysis Module of the WASW process. 

I .  
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BellSouth Management Response 

In April 1993, the Sample Selection Uyr's Guide was prepared as Section 2 ofthe WASSP Policies and 
Procedures Manual. ThepuTose of this section of the manual is to provide the documentation a d  
instructions necessav to process the Sample Selection Module o f B S S P .  &hibit 4 in this user's guide is a 
table that Iisu the number and data for each week i h month for This Will eliminate the need for 
the sample selection operamr having to assume responsibiliiyfor d e t e z n g  the number of we& of a c h  
month as well a the date each week begins. This exhibit will be updated in November of each year for me in 
making the sample selections in the following year. 

TRACKING AND EVALUATION OF WORK ACTIVITY LOG ERRORS 

Observation and Background 

A feedback system is not currenth used to track and evaluate the num ber and ~VDC- tecte.1 
by the supervisors during their review of the technician's Logs or by the technid analv .T& during their 
rewew and interview procedures. Any e r r ~ ~  noted by supervisors or technical analysts while performins 
fhelr duties should be evaluated to determine any advcne impact on the suf3ciency of the initial statistical 
sample of network technicians and to c o n h  that the extent of oversampling is sufficient to maintain 
targeted levels of statistical assurance. 

. 

. .  
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Recommendation 

Develop, document, and implement a feedback p r o w  to accumulate and sratistically evaluate the 
continued validity of the Network Technician Labor Profiles for any errors idenrified by the supervisors and 
technical analysts on the Logs during their review procedures. Provide a medianism within this process to 
evaluate the effect of any errors on the precision of the profiles and on the number of selections of network 
technicians required to participate in the WASSP Process. 

BellSouth Monagement Response 

A Summary of Adjustments process has beei: developed and documented in the Technical Analyst Hc-..~ook 
Rowever. this process has not yet been activated due to the fact that BST has been reviewing 100% ojrhe 

,work activiy logs during the development phase of the WASSPproject. 

IIL COMPUTER PROCESSING APPLICATIONS AND CONTROLS 

EXIRACT FILE CREATION 

Observation and Background 

Improper changes to the SQL routines may be made and not be detected. Mistakes could be made in 
entering the QMF and ISPFPC commands while crearing and down loading files. 

Recommenab:wn 

Create five versions of the SQL routine, one for each sampling population. Add program statements to 
automatically save the files in the correct format and libraries. Add these programs to the automatic job 
scheduler. 

._ 
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BellSouth Management Respome 

The SQL routine was replaced with a data extract application that no longer requires the operator to input 
the O m  andlSFFPC commandr. This will eliminate the concern over inpui errors while crating and 
downloading the files. .Also. a DBASE Wprogram is now used to auromatical[yfbmat the universe of 
technicians into the appropriate lexr recordr. create a back up ofthe teXtfi1.S andprint an output report 
listing the input and ourputfiles,file names andnumber of employees on each file. These reformatted 
recordc are distributed to 45 t a t  filer (one per state. per JFC workgroup. i.e.. C:/wASSP/W4lOO.lXJ for 
mechanical input into the Sample Selection program. (See Note I . )  

Observarion and Background 

Files with similar names could be interchangeed. resulting in improper processing in later stages ofthe 
WASSP process. 

Recornmenahtion 

Maintain a manual log to detail the times, dates, and sues of the files created The log should also indicate 
the state for each file. the external label of the diskette, and the dirtcrory in which the files are stored. 
Require the operator to initial and date each enay in the log as documenration ofprocedure performance. 
Additionally, place external labels on diskettes that clearly indicate the states and time periods of the files 
contained on the diskettes. Finally, use naming conventions (e.&, "FLO19Y) when crezting DOS directories 
to separate files and identify them to their time periods and nates. Modify the pro-gams described above to 
print an audit trail rcpon showing the penineat details of processing: file names. file sizes, file creation dates, 
any exceptions in processing. 

BellSouth Management Respome 

Efective with the July 1993 sample selectionr processed in June. a DBASE Nprogram was used to reformat 
the text record; containing the universe oftechnicians. These reformarred records are distributed to 45 ra t  
files (oneper state. per JFC workgrouP, i.e.. C:\WASSPL4L\4100.~. These tar  files are backed up to a 
diskette labeled C:ICDATAICPRSl. Txrfor X month andyear. Thir DBASE IYprogram ako orints an audit 
tra$repodl&ting the Input Files, Output Files. Date Last Processed and the Number OfEmployees on each 

i 

..-LE-- ou utfile. (See Note A) . - -_ 

LOWS 1-2-3 
I .  

Observation and Background 

Improper changes to work sheets and macro routines may be made &d not be detected. 

* 
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Recommen&tion 

Modify file attributes in DOS to read-only. Modi@ macros to close the work sheet (Without saving) 
automatically upon completing processing. 

BellSouth Management Response 

\ Efictive with the May 1993 Sample Selections processed in April, the Sam-vle Selection- Was 
--p&&&a incap-commendations. 

Observation and Background 

The I M P 0 R T . W  macro may not execute as intended if the window and other global work sheet settings 
are not created as expected. 

Recommendation 

Modify the logic of the macro to set all window and global work sheet settings at the beginning of 
processing. Replace the (BIGRTGKT) command with p r o m  steps to position the cursor to a specific 
location prior to importing data into the NET1. NET2. N!ZT3. NET4. and NET5 ranges. . 

BellSouth Management Response 

Efective with the May 1993 Sample Selections processed in April, the Sample Selection program was 
mod@ed to incoqJorate the above recommendntions. 

Observation and Ba&gound 

The I M P 0 R T . W  macro is designed to require the operator to enter the name of the file (including sub- 
directory) to which the results of processing are to be saved. If the operator chooses a misleading name, 
mors may result in later processes. 

Recommendation 

Require the operator to maintain an audit Oail of processing and use appropriate conventions (e.& 
"WLOl92wETwORK1.WK3") for naming files. Also require the operator to document in a log the names 
and contents of files created and to document any deviations h m  the expected procedum. 

BellSouth Management Response 

The Sample Selection User's Guide documents the standardizedsub-directoty andjle names (state 
abbreviations. quarter andyear) repiredfor the sample selectwn'macro. A run log for documenting the 
date($. names and contents of thejles created will be added to incorporate these guidelines as soon a 
possible. 

I. 



Observation and Background 

Once the WASSP process is fully operational the operator will be required to execute the LASTS.4hQ.m 
p r o w  45 times each processing cycle 6nce for each of the five network technician work groups in each of 
the nine states in.the BellSouth geogaphic region, which is inefficient 

Recommendation 

Modify the logic of the LASTSAhQ.WK3 macro to automatically UCCCU~C all 45 network technician 

- 

SamplCS. 

BellSouth Management Respome 

The macro was modged in April 1993 to run an entire state at once so that rhe macro is only executed nine 
times. 

Observation and Background 

The LASTSAMP.WK3 work sheet is designed to allow the operator to: 

Recommendation 

Modify the logic of the LASTSM.WK3 macro to perform additional edit checks and only allow valid 
responses. 

BellSouth Management Response 

acc I onlyfinnly established naming conventions for inputfiles, IO n e  
prompt the operator for the appropriate sample period and to only allow sample size within a rangeporn an 
establithed minimum up to the universe sue 

Enter invalid sample choices (Le., something other than 1, 2, 5.4, or 5); 

Enter an incorrect file name to be read into the work sheet; 

Enrer the sample period without a prompf and 

Modify the Sample Size and Number of Weeks parameters incorrectly. 

. .  
. .  

I. 

FORTRAN APPLICATIONS 

Observation and Background 

Improper changes may be made to the FORTRAN programs and not be documented. 



Recommendation 

Place the source code versions of the FOFTRAN programs into a *test# environment to which the operator 
does not have access. Resmct the operatoh access to FORTRAN Source code and means for compiling 
program into the production environment 

BellSoufh Management Response 

- 

'a 

Beghning in April 1993, a specific User LD has been reservedfiir uw h? thc Statistician Pennission for all 
programs accessed by U'ASSP Center Personnel has been chanpd t r r  E~LTUIC vnlv. 

Observation and Background 

File naming conventions do not identify the year of the period to bc procesxd. 

Recommendation 

Modify the FORTRAN programs to use a file naming convention hat includes the year of the period to be 
-<. processed. .- 

BellSouth Management Response 

Sincefire storage limitations do not allow more than three monthr of h t a  to he stored on-line at arry one 
time. there w n  be only one JAN4150. for trample. stored at any givm time. Thus, BST does not consider the' 
modpcation recommended IO be necessary. 

Observation and Background 

Erron can be made when maintaining the CODES and COUNT files. 

Recommendation 

Add program for maintaining the CODES and COUNT files. These p r o m  should contain edit routines 
to ensure that the records in the CODES and C O W  files are all in Ihe proper format. and it should maintain 
a log of maintenance activity. Use password protection techniques to control maintenance using edit utilities 
or means other than the maintenance propms. 

BellSouth Magernen f Rerpome 

h e  CODES and COViVT~les were passwordprotected in April I993 with the password coded into the 
appropriate FORTRANprograms. Since these programs have &eque only permission the mer is not able 
to retrieve the password. 



. _ I  i. ., 
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Nore I IO BellSouth Management Response 

Certain recommendations in Part II and Pari Ur. as nored, were implementedsubsequenr to Deloitte & 
Touche's test period. However, it should be noted that BST h a  and will continue to have compemating 
conrrolr in place and operating that miligate the concerns raised by Deloitte& Touche. Thus, BST 
demonsuated that there were no impacts on the clw$carion oythe technician's time to the appropriate 
work function 

.. 
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BELLSOUTH CORPORATION 

WORK ACTMTY STATISTICAL SAMPLING PROCESS 

B. ADDITIONAL OBSERVATIONS AND RECOMMENDATIONS FUkULTING FROM 
PROCEDURES PERFORMED FOR THE THREE-MONTH PERIOD ENDED JUNE 30,1993 

REVIEW OF WORK ACTMTY LOGS 

Observation and Background 

Interviews conducted by technical analysts 
under established WASSP criteria Delays in analyst interviews occur primarily due to delays in the 
forwarding o f L o p  to the analyst as prescribed under established WASSP criteria 

not always occur within the time requirement as prescribed 

Recommendation 

Reinforce WASSP policies with supervisors to forward the completed and reviewed Logs to the analyst 
within the time requirements as prescribed under the established WASSP criteria 

WORK ACTIVIT( LOG SIGN-OFF BY SUPERVISOR 

Observation and Background 

Analyst, supervisor. and data input personnel signatures on the Logs, although required upon completion of 
these individual's assigned duties, are not consistently obtained. Although it appears that the assigned duties 
are performed by these individuals, consisrently requiring a signaturewill provide a means of documenting 
accountability. 

Reinforce WASSP policies which require all analysts and supervisors to sign and date the Logs after theu 
review. Reinforce similar WASSP policies with data input personnel. 

I 
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March 5, 1993 

BellSouth Corporation 
1155 Peachtree Street, N.E 

r;' Atlanta, Georgia 30367 8 Dear Sirs: 

8 
2 3 

3 
5 

8 $8 0 8 ,  
0 re 8 Z  u. ze 

We are pleased to present the results of our special study to assess certain aspects of BellSouth 
Telecommunications, Inc.'s Work Activity Statistical Sampling Process (WASSP). 

The WASSP methodology is a statistically-based h e  reporting methodology proposed to replace existing 
time reporting methods uti- by certain groups of network technicians. WASSP is intended to enhance 
the measurement of work activities which form the basis for the separation of costs of network technicians' 
regulatedtel~unications work activities from the costs of nonregulated work activities. 

The remainder of this report presents the scope and methodology employed in the study and our findings, 
conclusions and recommendations resulting from the study, which are presented in separate reports 
attached as Exhibits. 

# 

E i  

$L 

t # SCOPE OF STUDY 
a a: 
0 2  
g 5  
U z 
5 purpose. 
i 
K n 

Our study was performed at the request of BellSouth Corporation to provide an external assessment of the 
proposed WASSP methodology, which is in effect as a test system, not yet in production and awaiting 
regulatory approval. Our external assessment is intended to provide information to respond to the Federal 
Communications Commission (FCC) and state regulators, and this report should not be used for any other 

W 
Our study was performed pursuant to our proposal, dated December 1, 1992, and included two primary 
forms of assessment activity - Assessing System Functionality and Assessing Other Qualitative Factors. 

Assessing System Functionality 

The first form of assessment activity we performed was intended to assess the functionality of the WASSP 
methodology which was being applied as a test system to measure network technicians' regulated and 
nonregulated work activity in the state of Alabama during the three-month period ended December 3 I, 
1992. Our report is included herein as Exhibit A. 

t I 



This assessment was made by conducting an examination of the system's actual measurement of network 
technicians' work activities for the three months ended December 3 1,1992 in compliance with BellSouth's 
policies for time reporting under Part 32 - Uniform System of Accounts. Our examination was made in 
accordance with standards established by the American Institute of Certified Public Accountants and, 
accordingly, included such procedures as we considered necessary in the circumstances. As shown in Exhibit 
A, our opinion pertaining to the exambation is unqudied. During the course of our work, we also formed 
observations relating to internal accounting controls and have included cccOmmendatiOllS pertaining thereto in 
our Letter of Recommendations at Exhibit C. 

The specific procedures we employed generally paralleled the three. primary modules utilized in the WASSP 
process - Sample Selection, Data Collection and Data Analysis. A summary of our primary procedures 
performed to test each of hose modules is included in Exhibit B. Those procedures were performed. toge.ther 
with other procedures, to form our opinion included in Exhibit A. 

Assessing Qualitative Issues 

In addition to performing the e m  ' 'on to test the fimctionality of the WASSP process applied on a test 
basis, we also performed a series of procedures to assess certain aspects of WASSP which would not be 
comprehended by the aforementioned test of system functionality. Our procedures in these areas were 
conducted to assess specific aspects of the WASSP process, evaluate and conclude on our findings and suggest 
recommendations for improvement or modifications to existing or proposed practices. The qualitative issues 
comprehended by these procedures included: 

Estimated annual net cost savings associated with the implementation of the WASSP process in the nine- 
state BellSouth geographic region, 

Analysis of the reporting impacts associated with the proposed implementation of the WASSP process in 
the state of Alabama and an estimate of impacts for the BellSouth nine-state geographic region, based on 
the Alabama data, pertaining to the application of Part 32, Part 64, Part 36, and Part 69 of the Rules and 
Regulations of the FCC, 

> 
K 
4: 

Assessment of the suitability of the WASSP methodology for time reporting by network technicians in 
all nine states in the BellSouth geographic region, z - 

2 
-I w 
K 
P 

Assessment of policies and procedures associated with the technical analyst, 

Assessment of controls associated with the WASSP process, and 

Assessment of the relevance and suitability of WASSP reporting procedures in the event of possible 
M ~ U I ~  disasters, including disaster recovery procedures pertaining to the WASSP computer-based 
systems. 

For two of the issues listed above, the estimated annual net cost savings associated with the implementation of 
the WASSP process and the analysis of the reporting impacts pertaining to the application of Part 32, Part 64, 
Part 36 and Part 69 of the Rules and Regulations of the FCC, the procedures we performed and our findings 
are included in separate reports presented in Exhibits D and E, respectively. 

- 2  
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For each of the remaining qualitative issues described above, the approach utilized in our procedures and 
our summary findings and recommendations are as follows: 

I. Suitability of The WASSP Methodology for Time Reporting by Network Technicians in all Nine 
States in the BellSouth Geographic Region 

Our approach to assessing the suitability of the WASSP methodology for time reporting by network 
technicians in all nine states in the BellSouth geographic region included the following: 

Obtained an understanding of the critical attributes of the WASSP time reporting process (is., 
input information, forms, organizational in6ashuch1re, sampling methodology, Mew procedures 
and data analysis) and the transferability of the existing attributes between states. This included: 

- Reading applicable WASSP literature, 

- Interviewing maoagement. technical analysts. supervisors. BtltSouth's staff statistician, and 
network technicians to obtain an understanding of their job duties and to solicit their views of 
dif€erencm in job fimctions across the nine states, 

- Examining forms and reports used in the WASSP process (Le.. instructions, Work Activity 
Logs ("Logs") and IMOUT allocation reports). 

Assessed the consistency of applicable policies and procedures of network technicians pertaining to 
time reporting between states in which the WASSP methodology is being trialed. This included: 

- Accompanying network technicians in the states of Alabama, Tennessee, and Kentucky on 
actual trouble jobs to assess the similarities in job duties and time reporting procedures, 

- Interviewing network technicians supervisors and technical analysts to assess the similarities in 
job duties, 

- Observing technical analysts in the performance of the job duties to assess the similarities in 
review procedures, 

- Examining applicable WASSP time reporting forms to assess the consistency of network 
technician work groups and field reporting codes between states. 

Interviewed time reporting management in each of the nine states in the BellSouth geographic 
region to assess the consistency of time reporting practices and state demographic differences 
under existing MTR and proposed WASSP methodologies. 

Based on our assessment, the WASSP process appears to be a suitable methodology in all nine states 
in the BellSouth geographic region. The critical attributes of the WASSP process (Le., input 
information, forms, organizational infrastructure, sampling methodology, review procedures, and data 
analysis) appear to be substantially identical in the states currently utilizing the WASSP process on a 
trial basis. Further, our assessment did not disclose the absence of any critical attributes that would 



be required for the implementation of WASSP in the remaining states in which trials have not ken 
performed. 

Based upon our assessment, we have. recommended that BellSouth: 

Create and maintain a policies and procedures manual to incorporate all aspects of the WASSP 
p-s and disseminate this manual to those time reporting pcm~d who will bendit h m  its 
use. 

Elite network technician use of informal logs in areas where the. Craft Access System is 
U t i l i .  

Consider reducing the number of analyst interviews through the use of one region-wide interview 
samale versus smarate interview samales for each state. 

5 z 
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The detailed recommendations pertaining to these items are included in our Letter of 
Recommendations at Exhibit C. 

Policies and Procedures Associated with the Technical Analyst 

Our approach to assessing the policies and procedures associated with the technical analyst included 
consideration of several aspects, such as: 

Supervision, 
Knowledge of FCC time reporting requirements, 
Ability to question supervisor or technician or challenge the time reported by the technician, 
Effectiveness of the interview process, 
Rotation, 
Absences due to sickness or vacation, and 
Training.. 

Our approach consisted of obtaining an understanding of the policies and procedures associated with 
the above aspects of the technical analyst through: 

- Interviewing and observing job performance of the technical analysts to understand their duties, job 
functions, background, experience, training, knowledge of FCC time reporting rules and effective 
interview techniques, 

- Interviewing supervisors and technicians to assess their perceptions of the effectiveness of the 
analyst interview process, and 

- Interviewing management who have supervisory responsibility over the analysts to assess their 
perception of the analyst's ability to perform identified job functions. 
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- Assessed the information available to the analysts to perform identified job duties including the 
following; 

- BellSouth time reporting manuals, and 
- Access to source data of network technician time reporting. 

Based on our assessment, the policies and procedures rela!ing to the technical analysts appear to allow 
for effective administration of the WASSP process based on established criteria for this position. 
Supervision of the technical analysts is conducted by WASSP mauagement with considerable 
experience in FCC time reporting requirements. The current centralization of the analyst location 
further facilitates efficient supervision. Technical analysts appear to have sufficient knowledge of 
FCC time reporting requirements through practical work experience and a working knowledge of 
BellSouth time reporting policies. 

The format of the technical analyst interview process is structured to permit technical analyst phone 
htervicws with supervisors of randomly selected network technicians who have submitted Logs. The 
interview requires the supervisor to describe the network technician's work activities based on source 
documentation maintained at the supervisors location. 

This proms appears reasonably effective; however, the effectiventss of the function could be 
enhanced in several respects and, based upon our assessment, we recommend that: 

Source documentation of network technicians work activities be forwarded to the technical analyst 
concurrently with the completed Logs, 

Develop, document, and implement a f o d  training program for technical analysts, and 

Develop, document, and implement a plan for rotation and coverage during absence or illness of 
the technical analysts. 

The detailed recommendations pertaining to these items are included in our Letter of 
Recommendations at Exhibit C. 

III. Controls Associated with the WASSP Process 

We assessed the controls associated with the WASSP process to include general computer controls 
and application system controls in the following areas: 

General Computer Controls 

Security 
ProgramChanges 
Computer Operations 

Application System Controls 

Sample Selection Module 
Data Collection Module 
Data Analysis Module 



Our approach to assessing general computer controls included the followbg: 

Assessed mechanized and manual measures for securing the WASSP systems, 

Assessed program testing and quality wntrol procedures, and 

Assessed the schedule for processing of WASSP programs and related procadurn. 

Our approach to assessing applications system wntrols included the following: 

Assessed the procedures for creating data extract files, transferring of such files to diskettes, and 
maintenance of such diskettes after transfer, 2 

tl Plan, 

z 
0 

u) 

S r a  5 2  being processed, 

z 4 
Assessed the mechanized and manual measures that all data is accurately and completely obtained q and processed, 

Analyzed data entry procedures and edits, and 

Analyzed input edits, program logic, and statistical methdology associated with the EXTRACT, 

Analyzed each field in the data extract to determine how the field is used to satis@ the sampling 

Analyzed the contents of Lotus 1-2-3 files after extract import to identifl the state and time period 

5g 
: !i  
' q 
2 e; 
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2 A 
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y. $ 0  SAMPLER, and IMOUT computer applications. 

Based upon our assessment, recommendations have been made in the following general areas: t to. 
m e  "Extract" file creation and maintekce > a 5  
q Fortran programming controls. 

2 
W 
U n 

Lotus 1-2-3 file creation and maintekce 

The detailed recommendations pertaining to these items and detailed recommendation on controls 
resulting from the attestation engagement are included in our Letter of Recommendations a! Exhibit C. 

TV. Relevance and Suitability of WASSP Reporting Procedures in the Event of Natural Disasters 

To assess the relevance and suitability of WASSP reporting procedures in the event of natural 
disasters, including disaster recovery procedures pertaining to WASSP computer-based systems, our 
approach consisted of first obtaining an understanding of BellSouth's policies and procedures. We 
conducted interviews of management, technical analysts, supervisors, and network technicians to 
solicit their views on the effect of a natural disaster on the following: 

- Sample selection, 
- Wotk activities performed by network technicians, 
- Reporting procedures, 
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- Analyst and Supervisor review procedures, and 
- AJlocation of work activities between regulated and nonregulated services. 

We also conducted interviews and reviewed written backup and recovery procedures pertaining to 
disaster recovery procedures for WASSP computer-based systems. 

Backup policies and procedures have been pnpand for cases where the WASSP procss is not 
available to be utilized due to a disaster M g  the WASSP system. Disaster recovery plans 
included o&ite stow, maintcaan ce of manual records of network technician work activities, backup 
of WASSP programr and data, and the use of the most recent WASSP-ge.nerated network technician 
labor profiles until the system is restored 

Management believes that the WASSP system would continue to be functional in the event of a 
natural disaster and p r o p  to instruct users of the methodology to continue to use the system, as 
permitted by the circumstances. Based upon our assessment, we bave recommended that BellSouth 
develop written policies in relation to the effect of a natural disaster on the various aspects of W A S P  

r;’ 

3 

s!! 

2 
0 

v) 

: I ,  process to include: 

- Sample selection, 
- Performance of work activities, - Reportingprocedures, 
- Supervisor and analyst review procedures, 
- Analysis of work activity data, etc. 

The detailed recommendation pertaining to this item is included in our Letter of Recommendations in 
Extubit C. 

* * * * *  
a = :  
0 2  We would like to acknowledge the excellent cooperation and assistance given our study team during the 

course of our study. We would be pleased to discuss any aspect of our report with you. 

We appreciate thls opporhuuty to be of service. 

Very truly yours, 

g 5  
U 

i 
W 
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EXHIBIT A 

INDEPENDENT ACCOUNTANTS' ATTESTATION REPORT 

BellSouth Corporation r;' 
5 Atlanta, Georgia 
M 
E! 
2 2  

We have examined the accompanying Statanent of Network Tachniciau Labor Distribution Profiles for the 
state of Alabama for the three-month period ended December 31.1992. Our examination was made in 

accordingly, included such procedures as we considered necessary in the circumstances. This Statement is the 

based on our exammati on. 

E ' accordance with standads established by the American Iastitute of Certified Public Accountants and, 

2; 
responsibility of the Company's management. Our responsibility is to express an opinion on the Statement . .  

3- 8 $ The Statement of Network Technician Labor Distribution Profiles was derived from BellSouth 
p 8 
K E$ 

Telecommunications, Inc.'s Work Activity Statistical Sampling Proms (WASSP) on the basis described in the 
Notes to the Statement of Network Technician Labor Distribution Profiles. 

In our opinion, the Statement of Network Technician Labor Distribution Profiles for the state of Alabama 
referred to above presents, in all material respects, the Network Technician Labor Distribution Profiles for the 
state of Alabama for the three-month period ended December 3 1,1992 in conformity with the basis described 
in the Notes. 

$ 5  
4 

W Atlanta, Georgia 
K 
P March 5, 1993 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 

WORK GROUP - I&M CORPORATE COMMUNICATIONS 
JOB FUNCTION CODE - 4130 

Field 
Reporting 

Code 

22R 
45M 
45R 

548M 
52M 
52R 
68E 

68M 
68R 

257R 
758M 

378M 

558M 

37ac 

55ac 

72ac 
6 5 8 ~  
65ac 
62ac 
730C 
630M 
5532 
5534 
5535 
5536 
553A 

TRVL 
68Y 

6zax 
72ax 
730X 

51oc 

845M 
65ax 

Desaiption 

AERIAL CBLMETALLIC 
BURIED CBLMETALLIC 

BURIED SVC WIRE PROPS) 

INTRABLDG NETWK CBL-METALLIC 

BURIED CBL-METALLIC 

INTRABLDG NElWK CBL-METALLIC 

OTH NON-CPE EQPT EXP-NETWK TERM WJRE-INSTI 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
OTH TERM EQPT-SUB PR GN EQPT 
OTH TERM EQPT DIGITAL NON-CPE NCTE 
OTH TERM EQPT DIGITAL NON-CPE NCTE-REG 
OTH TERM EQPT-ANALOG NCTE 
OTH TERM EQPT-ANALOG NCTE 
COMPANY COMM STAND ALONE 
COMPANY COMM EQPT 

COMPANY COMM INTRASYS 
DATA CONTROLLERS & WORKSTATIONS 

MISC MEETINGS 
EXCELLENCE THROUGH QUALITY (QWL) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 
NO TROUBLE FOUND 
TRAVEL & BREAKS 

COMPANY COMM EQPT-PBX INSTALLATIONS 

DATA CONTROLLERS & WORKSTATIONS 

OTH NON-CPE EQPT EXP-NTWK TERMINATING 

CO COMM INTRSYSTEM - ACCUM DEPR 
CO COMM EQ-STA APPARATUS EQ-ACCUM DEPR 
DATA CONTROLLERS & WORKSTATIONS-OTH COSTS- 

WIRE-RMVL 

ACCUM DEPR 
STOREROOM 
REMOVAL OF CORPORATE EQUIPMENT - ACCUM DEPR 
BURIED CABLE - FIBER I 

TOTAL - I&M CORPORATE COMMUNICATIONS 

Labor 
Distribution 
Percentage 

.13% 

.60% 

.02% 

.IO% 
24% 
.37% 
.02% 
.04% 
.02% 
.05 % 
. l l %  
.os % 
.25 % 

7.03% 
23.41 % 

.75% 
3.21% 

23.21 46 
.61% 

.61% 

.05% 

.63 % 
12.01 % 

.05% 

.17% 
1.41% 

. la% 

. la% 

21.98% 

.3a% 

1.98% 
,0296 
.04% 
,0996 

100.004% 
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BELLSOUTH CORPORATION 
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STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - I&M POTS 
JOB FUNCTION CODE - 4150 

Field 
Reporting 

Code 

22M 
22R 
45M 
45R 

248C 
248M 
248R 
548C 
548M 
548R 
52M 
52R 
68E 
68M 
68R 

257M 
257R 
377M 
377R 
378C 
97BI 

97Bw 
97BP 
97BR 
98EI 

98EW 
98ER 
5532 
5533 
5534 
5535 
5536 
553A 

TRVL 

Description 

AERIAL CBL-METALLIC 
AERIAL CBL-METALLIC 
BURIED CBL-METALLIC 
BURIED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
BURIED SVC-WIRE 
BURIED SVC-WIRE 
BURIED SVC-WIRE 
INTRABLDG NETWK CBL-METALLIC 
INTMBLDG NETWK CBL-METALLIC 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE INSTL 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
DIGITAL ELECTRONIC SWITCH EQPT 
DIGITAL ELECTRONIC SWlTCH EQF'T 
OTH TERM EQPT DIGITAL NON-CPE NCTE 
INSIDE WIRE-BASIC-INSTL & REARRANGE 
INSIDE WIRE-BASIC-WARRANTY 
INSIDE WIRE-BASIC-SVC PLAN 
INSIDE WIRE-BASIC-MTCE 
INSIDE WIRE-NON BASIC INSTL & REARRANG 
INSIDE WIRE-NON BASIC WARRANTY 
INSIDE WIRE-NON BASIC TIME & h%TL 
MISC MEETINGS 
UNION ACTIVITIES (PAID) 
EXCELLENCE THROUGH QUALITY (QWL) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 
NO TROUBLE FOUND Z 

TRAVEL & BREAKS 
1 

Labor 
Distribution 
Percentage 

2.72% 
4.89% 
5.24% 
7.46% 
5.23 % 
6.95% 
4.01 % 
2.92% 
2.02% 
2.86 % 
.03% 
.01 % 
.94% 
.44% 
.54% 
.OS% 
.53% 
.22% 
.02% 
.01% 

3.28% 
.24% 

7.39% 
.64% 
.72% 
.01% 
.12% 

1.82% 
.18% 
30% 
.29 % 

1.08 % 
2.77% 

33.17% 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHMCIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - I&M POTS 
JOB FUNCTION CODE - 4150 

(Continued) 

Field 
s R m  
-I Code Description 
5 

3c AERIALWIRE 8 3M AERIALWIRE 
k i  3R AERIALWIRE 

8 i[ 
g E; 
t ' 30. gil 

z 

v) w 

a =  248X AERIAL SVC WIRE (DROPS)-ACCUM DEPR 
68Y OTH NON-CF'E EQPT EXP-NTWK TERMINATING q WIRE-RMVL 

a- TOTAL - I&M POTS 

0 %  a e S  

e: a. 
0 s  
$ 5  
q 

2 
a n 
W 

Labor 
Diitribution 
Percentage 

.23 % 

.02% 

.12% 

.02% 

.01% 

100.00% 
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BELLSOUTH CORPORATION 
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STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - I&M PUBLIC COMMUNICATIONS (COIN) 
JOB FUNCTION CODE - 4180 

Field 

Code 
Reporting 

22M 
22R 

45M 
45R 

248C 
248M 
24813 
548C 
548M 
548R 

68E 
68R 

257R 
98EW 
98ER 
88M 
88Y 

188E 
188M 
188Y 
288E 
288M 
288Y 

78E 
78Y 

988E 
988M 
988Y 
5532 
5533 
5535 
5536 
553A 

AERIAL CBL-METALLIC 
AERIAL CBL-METALLIC 
BURIED CBL-METALLIC 
BURIED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
WIRJ.%INSTI 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
INSIDE WIRE-NON BASIC WARRANTY 
INSIDE WIRE-NON BASIC TIME & MTL 
PUB TEL TERM EQPT UNIV 
PUB TEL TERM EQPT' UNIV RMVL 
PUB TEL TERM EQPT-COIN OP-INSTL 

PUB TEL TERM EQPT-COIN OP RMVL 

PUB TEL TERM EQPT-COINLESS 
PUB TEL TERM EQPT-COINLESS-EXP-RMVL 
PUB TEL TERM EQPT PUB-CPE-INSTL 
PUB TEL TERM EQPT PB-CPE RMVL 

PUB TEL TERM EQPT-COW OP 

PUB TEL TERM EQFT-COINLESS INSTALLATION 

PUB TEL TERM EQPT-INSTALLATION 
PUB TEL TERM EQPT 
PUB TEL TERM EQPT-RMVL 
MISC MEETINGS 
UNION ACTIVITIES (PAID) 
GEN CLASSROOM TRAINING 

NO TROUBLE FOUND 
'OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 

Labor 
Distribution 
Percentage 

.15% 

.87% 
1.24% 
1.02% 
1.05% 
54% 

1.03% 
.88% 
.07% 
.43 % 
.58% 
.07% 
.03% 
.02% 
.IO% 
.37% 
.08% 

5.45% 
39.16% 
3.05% 

.06% 
1.44% 
.39% 
.13% 
.02% 
.21% 
.76% 
.19% 

3.97% 
.IS% 
.32% 
.47% 

1.22% 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - I&M PUBLIC COMMUNICATIONS (COIN) 
JOB FUNCTION CODE - 4180 

(Continued) 

Field 
Reporting 

Code 

TRVL 
248X 
68Y 

51oc 

Description 

TRAVEL & BREAKS 
AERIAL SVC WIRE (DROPS)-ACCUM DEPR 
OTH NON-CPE EQPT EXP-NTWK TERh4JNATING 
WIRE-RMVL 
STOREROOM 

TOTAL - I&M PUBLIC COMMUNICATIONS ( C O N  

Labor 
Distribution 
Percentage 

33.29% 
.06% 

.OS% 
.98'R, 

100.0096 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - I&M SPECIAL SERVICES (SSI&MJ 
JOB FUNCTION CODE - 4190 

Field 
Reporting 

Code 

22M 
rn 
W 
v) 

22R 
45M 
45R 

248C 
248M 
248R 
548C 
548M 
548R 
12M 
12R 

52M 
t m  52R 

68E u o x  c -p 
0 2  h8M 
c 5  
U 

3 
W 
U a 

z 
68R 

257M 
257R 

F257R 
758M 
378C 
378M 

358NM 
558C 
558M 
418M 
97BI 

97BW 
97BP 
97BR 

98EW 
98ER 

Description 

AERIAL CBL-METALLIC 
AERIAL CBL-METALLIC 
BURIED CBL-METALLIC 
BURIED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
AERIAL CBL-METALLIC-BLDG ENT 
AERIAL CBL-METALLIC-BLDG ENT 
INTRABLDG NETWK CBL-METALLIC 
INTRABLDG NETWK CBL-METALLIC 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE-INSTL 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
CIRC EQPT-DIGITALSUB PR GN SYS 
CIRC EQPT-DIGITAL-SUB PR GN SYS 

OTH TERM EQPT-SUB PR GN EQPT 
OTH TERM EQPT DIGITAL NON-CPE NCTE 
OTH TERM EQPT DIGITAL NON-CPE NCTE-REG 

OTH TERM EQPT-ANALOG NCTE 
OTH TERM EQPT-ANALOG NCTE 
STA APPARATUS-BOC OWNED-REGULATED 
INSIDE WIRE-BASIC-INSTL & REARRANGE 
INSIDE WIRE-BASIC-WARRANTY 
INSIDE WIRE-BASIC-SVC PLAN 
INSIDE WIRE-BASIC-MTCE 
INSIDE WIRE-NON BASIC WARRANTY 

OPTIC FEEDER 

OTH TERM EQPT DIGITAL CPE NCTE 

INSIDE WIRE-NON BASIC TIME & MTL 

- 14 

Labor 
Distribution 
Percentage 

2.54% 
1.58% 

10.45% 
3.10% 
1.42% 
.67% 
3 2 %  
.26% 
.09% 
.17% 

1.49% 
.41% 
.63 % 
.35% 

16.22% 
2.42% 
1.70% 
.91% 
.23 % 
.16% 
.04% 

1.07% 
.63 % 
.01% 

2.86% 
2.22% 
2.65% 

.06% 
,0496 
.34% 

7,37% 
.12% 
.43 % 



BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - I&M SPECIAL SERVICES (SSI&M) 
JOB FUNCTION CODE - 4190 

(Continued) 

Field 
Reporting 

Code 

730C 
5532 
5533 
5534 
5535 
5536 
553A 
TRVL 
248X 
68Y 

158M 
540M 
558X 

Description 

DATA CONTROLLERS & WORKSTATIONS 
MISC MEETINGS 
UNION ACTIVITIES (PAID) 
EXCELLENCE THROUGH QUALITY (QWL) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 
NO TROUBLE FOUND 
TRAVEL & BREAKS 
AERIAL SVC WDRE (DROPS)-ACCUM DEPR 
OTH NON-CPE EQPT EXP-NTWK TERMINATING 
WIRE-RMVL 
LGE PBX BOC OWNED-9 11 INSTALLATIONS 
OTH WORK EQPT PLANT CHARGES 
OTH TERM EQPT-ANALOG NCTE-ACCUM DEPR 

TOTAL - I&M SPECIAL SERVICES (SSI&M) 

Labor 
Distribution 
Percentage 

.12% 
2.31% 

.06% 
2.33% 

.SO% 

.31% 
2.29% 

26.94% 
.01% 

1.33% 
.09 % 
.11% 
,1496 

100.0096 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THRZEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - CABLE REPAIR 
JOB FUNCTION CODES - 4230,4240 

Field 
Reporting 

Code 

22M 
22R 

45M 
45R 

248C 
248M 
248R 
548C 
548M 
548R 
68E 
68M 
68R 
5M 
5R 

257M 
257R 

377M 
377R 

F257M 
75811.1 
97BI 

97BW 
97BP 
97BR 
98EI 

98EW 
98ER 
728C 
658M 
730C 
630M 
5532 
5534 
5535 
5536 
553A 
5539 

Description 

AERIAL CBL-METALLIC 
AERIAL CBL-METALLIC 
BURIED CBL-METALLIC 
BURIED CBL-METALLIC 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
AERIAL SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
BURIED SVC WIRE (DROPS) 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE-INSTI 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
OTH NON-CPE EQPT EXP-NETWK TERM WIRE 
UG CBL-METALLIC 
UG CBL-METALLIC 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
CIRC EQPT-DIGITAL-SUB PR GN SYS 
DIGITAL ELECTRONIC SWITCH EQPT 
DIGITAL ELECTRONIC SWITCH EQPT 
OPTIC FEEDER 
OTH TERM EQPT-SUB PR GN EQPT 
INSIDE WIRE-BASIC-INSTL & REARRANGE 
INSIDE WIRE-BASIC-WARRANTY 
INSIDE WIRE-BASIC-SVC PLAN 
INSIDE WIRE-BASIC-MTCE 
INSIDE WIRE-NON BASIC INSTL & REARRANG 
INSIDE WIRE-NON BASIC WARRANTY 
INSIDE WIRE-NON BASIC TIME & MTL 
COMPANY COMM STAND ALONE 
COMPANY COMM EQPT 
DATA CONTROLLERS & WORKSTATIONS 
DATA CONTROLLERS & WORKSTATIONS 
MISC MEETINGS 
EXCELLENCE THROUGH QUALITY (QWL) 
GEN CLASSROOM TRAINING 
OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 
NO TROUBLE FOUND 
OTH MTCE EXP 
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Labor 
Distribution 
Percentage 

1.15% 
17.44% 
1.59% 

13.06% 
25% 

1.01% 
3.70% 

.17% 

.57% 
2.39% 

.03 % 

.M% 

.25 % 
1.82% 
2.21 46 
8.18% 
3.39% 
.01 % 
.03 96 
.29 96 
.09% 
.08 56 
.01% 

3.80% 
.70% 
.03 % 
.o I % 
,2196 
,0596 
.30% 
.15% 
.05% 

1.48% 
.79% 

1.25% 
.82% 

2.28% 
.13% 
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BELLSOUTH CORPORATION 

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES 
FOR THE STATE OF ALABAMA 
THREEMONTH PERIOD ENDED DECEMBER 31,1992 
(Continued) 

WORK GROUP - CABLE REPAIR 
JOB FUNCTION CODES - 4230,4240 

(Continued) 

Field 

Description 

TRAVEL & BREAKS 
AERIALWIRE 
AERIAL WIRE 
AERIAL WIRE 
AERIAL SVC WIRE (DROPS)-ACCUM DEPR 
STOREROOM 
BURIED CABLE - FIBER 

TOTAL - CABLE REPAIR 

I7 - 

Labor 
Distribution 
Percentage 

29.71 % 
.18% 
.01% 
.17% 
.01% 
.Ol% 
.12% 

100.00% 



BELLSOUTH CORPORATION 

NOTES TO STATEMENT OF NETWORK TECHNICIAN 
LABOR DISTRIBUTION PROFILES FOR THE STATE OF ALABAMA 
FOR THE THREEMONTH PERIOD ENDED DECEMBER 31,1992 

1. BASIS 0:: PRESENTATION 

The accompanying Statement of Network Technician Labor Distribution Profiles presents, in 
summary fonq the result of BellSouth Telecommunications, h.'s  @eUSouth) Work Activiq 
Statistical Sampling Process (WASSP) applied to measure the activities of groups of network 
technicians in the State of Alabama during the three-month period ended December 31,1992 for 
reporting in accordance with BellSouth's policies pertainiag to the application of Part 32 - Uniform 
System of Accounts. WASSP was applied to measure the work activities of network techniciaw 
operating in five InstaUation and Maintenance work groups using statistical sampling and 
evaluation techniques, as follows: 

I&M - Coporate Co~nuni~at ions 
I&M - POTS 
I&M - Public Communications 
I&M - Special Services (SSI&M) 
Cable Repair 

For each I&M and Cabie Repair work group, the Statement presents a threemonth composite profile 
of the percentages of work activity summanzed ' by specific work activity descriptions which 
correspond to defined field reporting des. Field reporting des form the basis for reporting of 
network tecbnician time into BellSouth's financial systems. 

DESCRIPTION OF THE WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
(WASSP) 

WASSP is a statistical methodology desig;led to gather sample data and statistically estimate the work 
activity of work reporting groups. WASSP consists of three related process modules for sample 
seldon,  data collection, and data analysis. Each of these process modules are described below: 

The Sample Selection Module 

The Sample Selection Module has been designed to select a sgtistically valid sample of network 
technicians from the Payroll Master Database (PMDB), a BellSouth database used to maintain 
employee information. The EXTRACT program of the Sample Selection Module searches the PMDB 
and stratifies the universe of employees into homogenous categories based upon state boundaries and 
work groups (by job function d e ) .  F D ~ h . ~ ~ ~  g enerates a 
random samo . le &echnicians to_earticipate in the work activity log completion portion of the Data 
Collection Module. Nehvork technicians selected will participate in the process for one work week. 
The SAMPLER program of the Sample Selection Module simultaneously generates a random sample 
of the above sampled tecbjcians ~ t o p a r t i c i p a t e j . R ~ ~ ~ y s ~ n ~ ~ ~ i e ~ v  portion of the Data 

2. 

Collection Module, selwte&net)vork technician's work_wcek.-e- 
randomly selected proceduresdescnhed~inthe.D~.a..C.o~lection Module. 

7 .-- - 
\ 
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Sample size and the structure of the sample has been designed so that a threemonth Network 
Technician Labor Distribution Profile is targeted to achieve a 95% confidence level with a precision 
of 33% for each field reporting code profile percentage estimated by WASSP. The precision 
corresponds to approximately fifteen minutes, the lowest increment of time reporting for network 
technicians under the WASSP time reporting proccss. Technicians selected are oversampled in the 
Sample Selection Module to account for days on which the technicians are not present (is.. vacations, 
illness, and weekendweekday shifts). 

The Data Colleciion Module 

Prior to the week sampled, a list of the technicians to be. sampled, the appropriate Logs, and 
instructions are forwarded to each sampled technician's manager by the technical analyst. The 
manager then disseminates the Logs and instructions to a supervisor for dispersal to the selected 
technicians. Technicians participating in WASSP report their time by work activity in minimum 
increments of fiftecn minutes. Logs have been developed for each work group listing predominant 
work activities of each subject work group. 

Once completed by the network technician, the Logs are submitted to the supervisor who reviews the 
Logs. Discrepancies are resolved and the Logs reviewed by the supervisor are forwarded to the 

.-.- technical analyst for additional review. 

Telephone interviews of the technician's supervisor are conducted to test a random saraple of network 
-- technician's Logs. The selection~of thosetah.  inte&wedisdetermine&~ouvh the Sample Selection 
Module. The interviews are generally conducted within three business days of the Log p r e p a r a t i s  
&-nor to the input of the work activity data into the WASSP database processor. The 
interviews are conducted by the technical analysts and are accomplished through telephone interviews 
with the selected technician's supervisor. Jhe interviews consist of the supervisor reviewing the 
source documentation with the analyst who compares such information to that recorded on the Log. If 
errors are detected and cannot be resolved, the technical analyst contacts the network techncian 
directly. Once resolved, errors are corrected by the technical analyst on the Log. 

The Data Anatysis Module 

Work activity data, derived from the Logs, are input into the WASSP database processor. The 
INPUT program of the WASSP database processor provides for the input of the sampled data and 
stores the input data in files by work group. Data in the files can be changed, appended, or deleted 
using the INPUT program. 

The IMOUT Droeram of the WASSP database processor develops the time distribution ratios and 
other data analysis for each work group for which labor distribution percentages are estimated by 
WASSP. WASSP distributes the increments of hours reported to each field reporting code and 
calculates the percentage of time assigned to each field reporting code. 

Data generated by WASSP is available to interfacing MTR systems with no changes to formats or 
requirements. The WASSP allocation profiles are available to be input into the MTR time reporting 
tables and would be available for MTR off-line processing to create a report detailing the field codes 
which have been generated and passed to the Company's Financial Processor (FP). 1 
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EXHIBIT B 

BELLSOUTH C9RPORATION 

SUMMARY OF PRIMARY PROCEDURES PERFORMED 

Exhibit A includes an attestaton report Pertaining to an examination of the Statement of Network Technician 
Labor DisCributon profiles for the state of Alabamaforthettmmnonth period ended Deoanber 31,1992. 

represent only a partial listing and were conducted to form our opinion included in Appendix A but not to 
This summary presents theprimaryprocedures we p e r f o r m e d  as part of OUT exanmab . 'OnThtseprocedUns 

f a r p n s s a n o p i n i ~ o n a n y o f t h e ~ ~ w A s s P p ~ .  

5 
I: estimation process as foum: 

2 .J 0' wf  i 

'Ibe prccedura we performed were structured to p d e l  the three modules in the WASSP statistical 
v) 

2 5  a 3  Test of Sample Selection Module 
Test of Data collection Module 
Test of Data Analysis Module 

Tests of Sample Selection Module 

Perform tests to verify the completeness and accuracy of network te-chnician input information &m which 
samples are selected and to validate the computer applications utilized to process such information. The 
primary procedures for this phase include: 

Test the completeness of the database which provides network technician information for sampling. Test 
the accuracy of the employee information (i.e., name, responsibility code. social security number, job function 
code, etc.) by referencing, via random sample, both to and h m  independent source documents. 

selection module as to the applications' statistical selection process. 

Test of Data Collection Module 

$9 
O' i' 
o 3' 
a ,.I 
0 B i  
LL Bo, 
'2 $ 
u ,.% 

0 , .  
> *  a g  
U 

i w 

v, A 

Review and test the methodology and the program logic of the computer applications in the sample 

z 
U n Obtain an understanding of and test the administra tion of the collection of network technician data. The 

primary procedures for tbis phase include: 

Document the procedures and related oversight controls associated with the dam collection process, 

Test compliance witb the stated procedures by selecting field technicians and examining documentary 
evidence of compliance witb data collection procedures, and 

Test the effectiveness of data collection procedures to accurately reflect the field technician assignment of 
work activity to the appropriate Field Reporting Code by comparing the reported work activity for a 
limited number of selected field technicians to independent source documents ($.e., assignment records, 
trouble tickets, dispatch records, etc.). 

- 2 0 -  
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Test of Data Analysis Module 

Review the data analysis methodology and test the computer applications utilized to process the data. The 
procedures for this phase include: 

Review the statistical methodology associated with the analysis of information obtained from the Data 
Collection Module, 

Obtain an understanding of design and wding of the data analysis spe~i6cationS to process the network 
technician work activity, 

Test the validity of the computer allocation of work activity by reprocessing the data obtained in the data 
collection module under audit gel, 

Test the validity of input data by agreeing the network technicians' work activity as selected in the data 
collection module to the related input program source, and 

Test the validity of output data by agreeing the network technicians' work activity, as selected above, to the 
proper inclusion in the output file. 

- 2 1  



EXHIBIT C 

5 
2 
0 

March 5,  1993 

BellSouth Corporation 
1155 Peachtree Street, N.E. 
Atlanta, Georgia 30367 

Dear Sin: 

This report contains observations and recommendations related to Certain matters noted during our special 
study pertaining to the BellSouth Telecommunications, Inc. Work Activity Statistid Sampling Process 
(WASSP). We believe the obsemtions and recommendations will be useful to you in improving the WASSP 
process. 

This report is intended solely for the use of BellSouth management and to assist you in responding to inquiries 
from the Federal Communications Commission or state. regulatory authorities. We would be please to discuss 
these comments with you and, if desired, to assist you in implementing any of them. 

Yours truly, 

- 22 



BELLSOUTH CORPORATION 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 

OBSERVATIONS AND RECOMMENDATIONS 

I. POLICIES AND PROCEDURES 

SOURCE DOCUMENTS USED FOR ANALYST INTERVIEWS 

Observation and Background 

The technical analyst is required to perform a detailed review of selected Logs fiom the total population of 
Logs returned to the analyst. The detail review consists of a technical analyst's phone interview with the 
supervisor of the technician whose Log was randomly selected by the WASSP sample selection program. The 
technical analyst requests the supervisor to describe the activities as reported by the technician on source 
documentation maintained at the supervisor location. However, the technical analyst does not have access to 
source documentation created by the technician to evidence hisher activities and used by the supervisor to 
review completed logs. 

Recommendatwn 

Require source documentation to be forwarded to the technical analyst concurrently with the completed and 
reviewed Logs. Absent hard copy source documentation, allow analyst on-line access to this information, 
where applicable. 

POLICIES AND PROCEDURES IN THE EVENT OF A NATURAL DISASTER 

Observation and Background 

Currently there are no formal policies and procedures pertaining to the application of the WASSP 
methodology in the event of a natural disaster. Consequently, formal guidance is not available as to the effect 
of a natuml disaster on the areas of sample selection, work activities performed by network technicians, 
reporting procedures, analyst and supervisor review procedures and methodology associated with data 
analysis. Formal policies and procedures would promote an effective operation of the process in the event of 
a natural disaster. 

Recommendation 

Create, document and implement formal policies and procedures pertaining to the application of the WASSP 
methodology in the event of a natural disaster. 

- 23 - 



POLICIES, PROCEDURES AND CONTROLS MANUAL 

Observation and Backgrowad 

Currently, a policies, procedures and controls manual in relation to the implementation and operation of the 
.. WASSP process does not exist. A policies, procedures and controls manual will provide an effective resource 
in terms of WASSP process consistency and integrity and would reduce disruption in the event of various 
events such as organizational changes, employee turnover, and natural disasters. 

Recommendation 

Create and maintain a policies, procedures and controls manual to incorporate all critical aspects of the 

- 

L; - ., 
.. . s '. 2 WASSP process. Disseminate this manual to those time reporting personnel who will benefit from its use. 

0 ~ C' 

8 
rn 

.. - .. 

TECHNICIAN USE OF PERSONAL LOGS 

Observation and Background 

Network technicians in certain of the states in the BellSouth geographic region are maintaining informal logs 
of trouble jobs received and work performed in addition to that required by the current Craft Access System. 
This occurs via the documentation of specific trouble job information on form #6025 or #6571. The 
maintenance of informal trouble job logs represents an inefficient and unnecessary utilition of BellSouth 
resources and is currently not required by WASSP management or BellSouth time reporting personnel. 

Recommendation 

Eliminate network technician use of informal logs in areas where the Craft Access System is utilized. 

n o  ' TRACKING AND EVALUATION OF WORK ACTIVITY LOG ERRORS - 
Observation and Background z 5  

U - s 
i 
W 
U a 

A feedback system is not currently used to track and evaluate the number and type of errors being detected by 
the supervisors during their review of the technician's Logs or by the technical analysts during their review and 
interview procedures. Any errors noted by supervisors or technical analysts while performing their duties 
should be e v a l u a t e d t o & ~ ~ ~ e - ~ m p - ~ . o n  the sufficiency of the initial statistical sample of 
network technicians . . and . .. ___ to .. . .. confirm . . . . . that the extent of o a g  is sufficient to maintain targeted levels of 
statistical assurance. 

Recommendation 

Develop, document, and implement .a feedback program tQ acc.utnulate and statistically . - .  . . evaluate . . . the continued . 

validity of the Network Techniciar?. Labor Profil&.for --. any . .. errors . .. . . identified . by the supervisors and tecliiiiit- 
analysts on the Logs during their review procedures. Provide a mechanism within this process to evaluate the 
effect of any errors on: the precision of the profiles and the number of s+ctions of network technicians 
required to participate in the WASSP process. 
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LOG-OFF PROCEDURES FOR THE CRAFT ACCESS SYSTEM 

Observation and Background 

Network technicians at times "log off' of the Craft Access System at a time subsequent to the actual time of 
completion of the trouble job even though the time shown on the Log is correct. Tbk can occur ifthe 
technician logs off on a current trouble job after receipt of and travel to a new trouble job. As technical 
analysts are placing reliance on the Detail CraA Work Summary ("DCWS") generated by the CraA Access 
System as a source doaunent, differences relating to the above must be investigated. 

Recommendation 

Require technicians to "log off' of the Craft Access System immediately upon completion of each trouble job. 
Consider the feaXXtfofC!iaft-KE35i'Sj%Ein modification such that a'technici may not receive orders for 
his next job without "logging off' of the current job. 

RECEIPT AND REVIEW OF WORK ACTIVITY LOGS 

Observation andBackground 

Interviews conducted by technical analysts do not always occur witbin three - __..-.- w o h h p  ap D rescribed d e r  
. Delays in analyst interviews occasionally occur due to the remote location of the 
additional day for the supervisor's review before d i g  to the technical analyst. 

s 
-I 
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v) 
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K Z  
3 z  
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0' G; 
. .  '$ established WAS 5 5 .' technician which 

P '5 L q  
r e i  transmissions. 

$E , 2 s Recommendation 

Additionally, Logs forwarded to the technical analyst via fax machine are delayed due to the volume of fax 

2 e z  

t ;i? sei 

z 5  

z 

Provide oneday mail service from remote locations and obtain d d i t i o ~ l  fax machines to ensure the timely 
receiptofhgs. . 0 2  

U 

i 
W 
U 
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TIMELY SUPERVISOR REVIEW OF WORK ACTIVITY LOGS 

Observation and Background 

Supervisors are required to review Logs the day after the Logs are completed by the network technicians. We 
observed instances in which such review was substantially beyond the one day requirement. Additionally, in 
some of the remote offices the supervisors do not have printers. Consequently, if the supervisors use the 
DCWS in their review procedures, they must obtain hard copies of DCWS source documents from other 
ofices via mail. l&e situations cause delays in the supervisor review and forwarding of Logs to the 
technical analysts. However, in these remote locations, we observed thatthe supervisor often has on-line 
access to the DCWS. 

.. ~~ ... - . -- 

$ 
1 

Instruct supervisors to perform Log reviews the day subsequent to completion by the technician. Additionally. 
advise supervisors who choose to use the DCWS in theiLreview process to perform Log reviews via on-line 
inquiry of the Craft Access System if hard copy documentation is not readily available. 
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TRAINING OF TECHNICAL ANALYSTS 

Observatwn and Background 

There is currently no formal training program for the technical analysts involved in the WASSP process 
pertaining to work procedures, FCC time reporting rules, effectve inteMew techniques, error resolution and 
other maltem. 

Recommendation 

Develop, document, and implement a formal training program for the technical analysts. This program should 
encompass entry level training courses as well as continuing education training courses to inform the analysts 
of any updates or changes in FCC time reporting requirements, any updates or changes in the WASSP process 
and other pertinent subjects. This program would be. an essential ingredient in the consistent implementation 

5 z 
0 

8 
v) 

g H ofthe analyst fimction. 
K z  ' $$ g + 
cn: 

ROTATION AND COVERAGE FOR ABSENT TECHNICAL ANALYSTS 

Observation and Background 

Technical analysts are assigned to review logs for one particular state. No plan currently exists for the 
rotation of technical analysts nor does a plan exist to cover for an analyst in the event of illness or vacation 

0' p 
I? OOH 
0 !P 
m. 95 
Y ~ 

0 fi ' Recommendation 
U E? 
.2d r . 

Develop, document, and implement a rotation plan whereby the technical analysts are required to periodically - - 
rotate their states of responsibility. Additionally, develop, document, and implement a plan in the event of 
analyst absence due to illness or vacation. 

- -- I 

K g  > *  L 
2 EXPANSION OF THE CRAFT ACCESS SYSTEM DOCUMENTATION 
5 - 

observation and Background 

During the review of the Log, the supervisor determines if the technician's time is charged to the proper work 
activity by comparing the activities as reported on Logs to source documentation. Currently source 
documentation includes Detail Craft Work Summaries (DCWS) generated from the computerized Craft 
Access System andor existing Mechan i i  Time Report (MTR) f o m  prepared by the technician. The 
current space allowed for description on the Craft Access System DCWS for each distribution number (42 
characters) is not always large enough to fully describe the task performed by the technician. This situation 
can occur if more than one service is performed on the same trouble job. As such, the technician is required to 

-% 
;. 

< + \ 

continue the description of the work performed on this trouble job on the manually completed MTR form. 
This situation does not currently present a problem due to the dual reporting nature of the WASSP and MTR 
time reporting processes. However, as the MTR form will be eliminated once the W A S P  process is fully 

tschnician and sufficient space should be given to the technician to'allow him to perform 3n efficient reponing 

- 

implemented. the Craft Access System will become the chief source of documentation medium available to the 

of time. 

:: 
. .- . 
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Recommendation 

Add additional space in the Craft Access System field for description of each trouble job performed by the 
technician. This will allow su5cient information to be recorded in the Craft Access System and to promote 
accurate reporting of technician work activity. 

WORK ACTIVITY LOG SIGN-OFF BY SUPERVISOR AND DATA INPUT PERSONNEL 

Observaiion and Background 

Supervisor and data input personnel signature on the Logs, although required upon completion of these 
individual’s assigned duties, is not consistently obtained. Although it appears that the assigned duties are 
generally performed by these individuals, consistently requiring a signature will provide a means of 

1;’ 
5 
W v) 
v) documenting accountability. 

Recommendation 

Require all supervisors to sign and date the Logs after their review. Require all data input personnel to sign 
and date the Logs upon entering the Log data into the WASSP system. 

ne  11. STATISTICAL METHODS 
(r ez 

. z8 9 E’ go PROSPECTIVE UNIVERSE TECHNIQUE 

. u- t $, Observation and Background 

a ‘ < e: 
n e  Currently, all samples of network technicians throughout the three-month profile period are generated from an 

ehqract of the PMDB as of the beginning of the three-month profile period. This methodology will not account 
for changes in technician composition since the initial extraction. Such changes may include network 
technician employment, transfer, or termination. 

Recommendation 

Develop procedures to account for changes in the composition of network technicians subsequent to the date of 
the data e1Tract. 

z 5  
2 s 
i 
a n 
W 

QUALITY CONTROL SAMPLE SIZE 

Observation and Background 

As the WASSP process is implemented in the nine-state BellSouth region, the pool of network technicians for 
the entire BellSouth region may be viewed as one population for network technician quality control sampling 
purposes. If this view is acceptable. then a reasonably high level of assurance in regard to error rates can be 
obtained through the use of Acceptance Sampling techniques. This can be accomplished with much less work 
than is presently contemplated. 
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Recommendation 

5 z 
0 

Consider reducing the number of netwrk technician quality control interviews through the use of one region- 
wide interview sample versus separate interview samples for each state. 

SELECTING THE NUMBER OF WEEKS IN A MONTH 

Obsuvaiion and Background 

It is the system user's responsibility, for the SAMPLER application, to input the number of weeks in any 
particular month. An error in the number of weeks input parameter could result in a reporting week being 
improperly excluded from the sampling population. 

Recommendation 
v) 

g $ 
a 0% ' 
!$ 
$ 

g g 
t gf EXTRACT FILE CREATION 

Adopt a more simplistic decision rule, as follows: 

If a Wednesday at the end of the month falls in the current month, that month has five weeks. 

Further, we recommend that a table of months and weeks be input at the begiMing of the year and reviewed by 
supervisory personnel to minimize the necessity for clerical decision and controls throughout the year, similar 
to the way parameters are codified in the Data Analysis Module of the WASSP process. 

5 $  
2 f %  

6 $2 
p 81  

I $ 

q 2: 

111. COMPUTER PROCESSING APPLICATIONS AND CONTROLS 

Observation and Background 

Improper changes to the SQL routines may be made and not be detected. Mistakes could be made in entering 
the QMF and ISPFiPC commands while creating and down loading files. 

Q 2  ' 
z z 
A 
W ce 
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Recommendation 

Create five versions of the SQL routine, one for each sampling population. Add program statements to 
automatically save the files in the correct format and libraries. Add these programs to the automatic job 
scheduler. 

Observation and Background 

Files with similar names could be interchanged, resulting in improper processing in later stages of the WASSP 
process. 
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Recommendation 

Maintain a manual log to detail the times, dates, and sizes of the files created. The log should also indicate the 
state for each file, the external label of the diskette, and the directory in which the files are stored. Require the 
operator to initial and date each entry in the log as documentation of procedure performance. Additionally, 
place external labels on diskettes that clearly indicate the states and time periods of the files contained on the 
diskettes. Finally, use naming conventions (eg., “FL0193”) when creating DOS directories to separate files 
and identify them to their time periods and states. Modify the programs described above to print an audit trail 
report showing the pertinent details of processing: file names, file sizes, file creation dates, any exceptions in 
processing. 

>: 
LOTUS 1-2-3 4 

5 
f3 Observation and Background * 

Improper changes to work sheets and macro routines may be made and not be detected. 
a e  

0 $ Recommendation 
i 

Modify file attributes in DOS to rea.d-ody. Modify macros to close the work sheet (without saving) i t * . automatidy upon completing processing. 

0 . 8 :  
p: e i  
0 fis 
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@ Observation and Background 
= ! 2  

The IMPORT.WK3 macro may not execute asintended if the window and other global work sheet settings are 
5 not created as expected. 

5 Recommendation 
i 
W 

a n Modify the logic of the macro to set all window and global work sheet settings at the beginning of processing. 
Replace the (BIGRIGHT} command with program steps to position the cursor to a specific location prior to 
importing data into the NETI, NETZ, NET3, NET4, and NET5 ranges. 

Observation and Background 

The IMPORT.WK3 macro is designed to require the operator to enter the name of the file (including sub- 
directory) to which the results of processing are to be saved. If the’operator chooses a misleading name. errors 
may result in later processes. 

i 



Recommendation 

Require the operator to maintain an audit trail of pmcessing and use appropriate conventions (e.g., 
'WLOI92WETWORKl.WK3") for naming files. Also require the operator to document in a log the names 
and contents of files created and to document any deviations from the expected procedures. 
Observation and Background 

Once the WASSP proccss is fully operational the operator will be requind to Q(cuLtc the LASTSAMP.WK3 
program 45 times each pmcessing cycle once for each of the five network technician work groups in each of 
the nine states in the BellSouth geographic region, which is inefficient. 

Recommendation 2 
Z 
0 

Modify the logic of the LASTSAMP.WK3 macm to automatically execute all 45 network technician samples. 

Observation and Background 

The LASTSAMP.WK3 work sheet is designed to allow the operator to: 

1 

1 

- 
Enter invalid sample choices (is., something other than 1.2, 3,4, or 5) 

Enter an incorrect file name to be read into the wok sheet 

Enter the sample period without a prompt 

Modify the Sample Size and Number of Weeks parameters incorrectly. 

5 Recommendation 
I 
W =I 
a responses. a 

Modify the logic of the LASTSAMP.WK3 macro to perform additional edit checks and only allow valid 

FORTRAN APPLICATIONS 

Observation and Background 

Improper changes may be made to the FORTRAN programs and not be documented 

Recornmendation 

Place the source code versions of the FORTRAN programs into a "test" environment to which the operator 
does not have access. Restrict the operator's access to FORTRAN source code and means for compiling 
programs into the production environment. 
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Observation and Background 

File naming conventions do not identify the year of the period to be p d .  

Recommendation 
i 

Modify the FORTRAN programs to use a file naming convention that includes the year of the period to be r;: processed. 5 

E i  
u) 
0 

3 3  
0 5' Obseivation andBackground 
z $ 

E A 

Errors can be made when maintaining the CODES and COUNT files. 

5 Recommendation 

0 rr: 
Add programs for maintaining the CODES and COUNT files. These programs should contain edit routines to 

0 - ensure that the records in the CODES and COUNT files are all in the proper fonnat, and it should maintain a 
'f. $! log of maintenance activity. Use password protection techniques to control maintenance using edit utilities or 
t means other than the maintenance programs. 
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March 5, 1993 

EXHIBIT D 

BellSouth Corporation 
1155 Peachtree Street, N.E. 5 

8 
aw 
a z  

2 
0 Atlanta, Georgia 30367 

Dear Sirs: 

We have performed the procedures requested by you, as described below, to the accompanying Schedule of 
Estimated Annual Net Cost Savings and associated supporting schedules of Estimated Annual Gross Cost 
Savings and Estimated Annual Cost of Implementation of the BellSouth Telecommunications, Inc. Work 

.A&!? Statistical Sampling P m s .  This report is solely for your information and is not to be referred to 
or dstnbuted to anyone who is not a member of BellSouth management or the Federal Communications 
Commission for any purpose. Our procedures performed and our findings are as follows. 

A. 

K s  
a 
5 

$'- 
2 -1 8 
0 E, 
9: cos 

' ul2 
t 2 

Schedule A - Schedule of Estimated Annual Net Cost Savings 

1. We compared the "Estimated Annual Gross Cost Savings" amount to Schedule B and found them 
s g 

to be in agreement. 
2 e: 
$ 5  

2. We compared the "Estimated Annual Cost of Implementation" amount to Schedule C and found D 

them to be in agreement. 
0 2  

P 
5 
i 
W 
U a 

3. We determined that Schedule A was mathematically accurate 

Schedule B - Schedule of Estimated Annual Gross Cost Savings 

1. We compared the "Number of Technicians" to the BSCMS report "BellSouth Region Forces as of 

B. 

March I ,  1993" and found them to be in agreement. 

2. We compared the "Estimated Hours Saved Per Day" to a BellSouth prepared analysis and found 
them to be in agreement. BellSouth management assumes that technicians will save fifteen minutes 
daily completing Logs compared to the existing M e c h a n i m m e  Reporting ("MTR') form. 

3. We compared the "Estimated % of Employees Not Reporting Under WASSP" to a BellSouth 
prepared analysis and found them to be in agreement. 

99 - 3 2 -  
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6. We recalculated the "Estimated Annual Gross Cost Savings'' by multiplying the "Estimated Houn 
Saved Per Year" by the "Average Technician Hourly Cost" and found such amounts to be in 
agreement. 

5 
i ~ 

W 
U n 

4. We recalculated the "Estimated Hours Saved Per Year" by multiplying the "Number of 
Technicians" by the "Estimated Hours Saved Per Day" by the "Estimated % of Employees Not 
Reporting Under WASSP" by 20 workdays per month by 12 months per year and found the 
amounts to be in agreement. Management has made the assumption that technicians will work an 
average of 20 workdays per month during the year. 

5 .  We compared the "Average Tmhician Hourly Cost" to the management report named "Analysis 
of Direct Labor and Related Costs-Craft Forces" for the period ending December 1992 and found 
such amounts to be in agreement. The Avemge Technician Pay Rate includes benefits. 

7. We compared the "Total Estimated Annual Gross Cost Savings'' to the sum the estimated annual 
gross cost savings for each job function code and found them to be in agreement. 

Schedule C - Schedule of Estimated Annual Cost of Implementation 

1. We recalculated the "Estimated Cost of Payroll at Full Implementation" by multiplying the number 
of employees which WASSP management has represented it is approved to hire by an estimated 
average salary per employee provided to us by BellSouth and found the amounts to be in 
agreement. 

2. We agreed the "Estimated Data Processing Cost," "Estimated Equipment Cost," and "Estimated 
Telecommunications Cost" to BellSouth prepared analyses and found them to be in agreement. 

3. We recalculated the "Annual Depreciation of Equipment" assuming a 5-year life and straight-line 
depreciation. 

4. We recalculated the "Estimated Travel and Training Cost" by multiplying BellSouth estimates of 
ten training personnel by $2,000 in cost per week by 25 weeks per year. 

5 .  We determined that Schedule C was mathematically accurate. 

Because the procedures we performed were not sufficient to constitute an audit in accordance with 
generally accepted auditing standards, we do not express an opinion on the accompanying Schedules 
referred to above. In performing these procedures, however, no matters came to our attention that caused 
us to believe that such schedules should be adjusted. Had we performed additional procedures, matters 
might have come to our attention that would have been reported to you. This report relates only to the 
items specified above. and does not extend to BellSouth Corporation's financial statements taken as a whole 
for any date or period. 

Yours truly, 
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SCHEDULE A 
BELLSOUTH TELECOMMUNICATIONS, INC. 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
SCHEDULE OF ESTIMATED ANNUAL NET COST SAVINGS 

(000's) 

ESTIMATED ANNUAL GROSS COST SAVINGS (Schedule B) $24,618 

ESTIMATED ANNUAL COST OF IMPLEMENTATION (Schedule C) 

ESTIMATED ANNUAL NET COST SAVINGS 



1 

BELLSOUTH TELECOMMUNICATIONS, INC. 
SCHEDULE B 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
SCHEDULE OF ESTIMATED ANNUAL GROSS COST SAVINGS 

f 
5 
v) Job Function Code 
W 
v) 
0 4 150 I&M POTS 

4 I30 I&M Corporate 
4180 IBrMFublic 

9' 4190 I&M Special %ices 
42XX I&M Cable Repair 

Total Estimated Annual 

2 .= 
0 i$ 
3 ' f j  
0 P Gmss Cost Savings 

(r 25 

9 SB 
0 a: 

z 5  * z z 
i 
a n 
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Estimated 

Employees Estimated 
x of (SOOO) 

Estimated Not Estimated Annual 
Hours Reporting Hours Average Gross 

Number of Saved Under Saved Technician Cost 
Technicians Per Day WASSP Per Year Hourly Cost Savings 

7,422 0.2s 90% 400,788 539.59 S 15.867 
292 0.25 75% 13,140 39.59 520 
440 0.25 75% 19.800 39.59 784 

1,144 0.25 85% 58.344 39.59 2.310 
5,137 2,584 0.2s 80% 124.032 4 I .42 - 

$24,618 - 

- -  
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ITH TELECOMMUNIC .TIONS, ., . ,. SCHEDULE C 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
SCHEDULE OF ESTIMATED ANNUAL COST OF IMPLEMENTATION 

Estimated Cost of Payroll at Full Implementation 

Estimated Data Processing Cost 

Equipment Cost: 
PCS 
Fax Machines 

Total Estimated Equipment Cost 

Estimated Annual Depreciation of Equipment 

Estimated Telecommunications Cost 

Estimated Travel and Training Cost 

Total Estimated Annual Cost of Implementation 

(000's) 

$1,133 

100 

100 
20 - 

120 - - 
24 

25 

- 500 

- $1,782 - 

I 
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EXHIBIT E 

March 5, 1993 

BellSouth Corporation 
1155 Peachtree Street, N.E. 2 

Y 
2 
0 Atlanta, Georgia 30367 

m 
2 z  Dear Sirs: 

? J 
a 2  

We have performed the procedures requested by you, as described below, to the accompanying schedules 
pertaining to the implementation of the Work Activity Statistical Sampling Process in the state of Alabama 
for the month of January 1993 for BellSouth Telecommunications, Inc. as follows: 

This report is solely for your information and is not to be referred to or distributed to anyone who is not a 
member of BellSouth management or the Federal Communications Commission for any purpose. Our 
procedures performed and our findings are aS follows. 

A. 

g $[ 
m 5 :5 
I? !% Schedule of the Part 32 reporting impacts 

Schedule of the Part 64 reporting impacts on account 6362 

Schedule of the Part 36 interstate reporting impacts and the Part 69 application to access elements 

Pa: 
a e i  

D 

n e  
& $  
- 2 Schedule A - Schedule of Part 32 Reporting hpacts  r 
-1 
W a n. 

I .  We compared the amounts of "Reported Dollars" to a management report that applies labor and 
benefit rates to the hours reported by the network technicians under the Mechanized Time 
Reporting (MTR) system and found them to be in agreement. 

2. We compared the amounts of "Profiled Dollars" to a management report that applies labor and 
benefit rates to the network technician hours as distributed in the WASSP process and found them 
to be in agreement. 

3. We determined that Schedule A was mathematically accurate. 
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B. Schedule B - Schedule of Part 64 Reporting Impacts 

I. We compared the amount of "Reported Dollars'' and "Profiled Dollars" to a management report 
that summarizes all account 6362 field reporting codes and found them to be in agreement. 

2. We compared the amounts of the "Total Account 6362" for "Reported Dollars" and "Profiled 
Dollars" to amounts prcseated in Schedule A and fowd them to be in agreement. 

3. We determined that Schdule B was mathematically accurate. 

C. Schedule C - Schedule of Part 36 Interstate Reporting Impacts and the Part 69 Application to Access 
Elements - 5 

0" 1. We compared the amounts of "Difference Actual Versus Profile" to amounts presented in Schedule 
A and found them to be in agreement. 

u) 
0 2. We compared the amounts of " P a  36 Interstate Separations" to a management report that 

separates the "DifFerence Actual Versus Profile" amounts between the interstate and intrastate 
components and found them to be in agreement. 

3. We compared the "Part 69 Application to Access Elements" to a management report that allocates 
the "Part 36 Interstate Separations" between the "Common Line," "Traffic Sensitive," "Special 
Access," and "Inter-Exchange'' components and found them to be in agreement. 

v, 4 
0 a: 
pE 9% 
2 g 

4. We compared the amounts of "Total Balance Sheet" and "Total Income Statement'' for the 
"Difference Actual Versus Profile" to amounts presented in Schedule A and found them to be in 

I G agreement. 

5 .  We determined that Schedule C was mathematically accurate. 
t 3 a 2% 

0 :  
K g  ' Because the procedures we performed were not sufficient to constitute an audit in accordance with 

generally accepted auditing standark, we do not express an opinion on the accompanying Schedules 
referred to above. In performing these procedures, however, no matters came to our attention that caused 
us to believe that such schedules should be adjusted. Had we performed additional procedures, matters 
might have come to our attention that would have been reported to you. This report relates only to the 
items specified above, and does not extend to BellSouth Corporation's financial statements taken as a whole 
for any date or period. 

Yours truly, 
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BELLSOUTH TELECOMMUNICATIONS, INC. 
SCHEDULE A 

SCHEDULE OF THE PART 32 REPORTING IMPACTS 
RESULTING FROM THE IMPLEMENTATION OF THE 
WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
IN THE STATE OF ALABAMA 
FOR THE MONTH OF JANUARY 1993 

Part 32 Account 

Balance Sheet 

2123 
2124 
2220 
2232 
2341 
2362 
2411 
242 1 
2422 
2423 
2426 
243 1 
3 100 

Total 
Income Statement 

61 16 
6123 
6124 
621 I 
6212 
623 I 
6232 
6311 
6341 
635 I 
6362 
641 1 
642 1 
6422 
6423 
6424 
6426 
643 1 
644 I 
65 I2 
6533 
6334 
6728 

Total 

Reported 
Dollars 

S 73228 
118:053 

395 
49,079 
5,343 

37,215 
117 

272,482 
6,606 

147,564 
3 03 

11,783 
22,574 

$ 744,742 

$ 75 1 
57,210 

118,061 
1,199 

14,620 
5,086 

294,236 
7,68 1 
6,486 

161,078 
1,337,298 

34 I 
2,123,816 

164,625 
1,845,905 

849 
12,080 
21,638 

73 
863 
906 

761.002 
59 

$6.936,063 

Profiled 
Dollars 

S 44,658 
92,730 

40,140 

3 12,308 

17 1,249 

19,635 
17,006 

$ 697,726 

$ 1,060 
103,218 
92,5 1 I 

14,544 

513,264 
25,553 

824 
156,985 

I ,3 12,138 

2.0 16.495 
159,100 

1.806;205 

13,182 
14,907 

3.616 

749,477 

$6,983,079 

Difference 

$ 28 570 
125’323 ~1 
(49,079 
(5,343 
2 925 
(117) 

39,826 
(6.606) 
23 685 

7,852 
(5,568) 

$ (47,016) 

(303) 

$ 309 
46 008 

(25:550 
(1,199 

(76 
(5,086 

219,028 
17,872 

(23 160 
(54 I 

(107,221 
(5.325 

(39.700 
(849 

1.102 
(6.73 I 

I;:%: 

(59 

$ 47.016 
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SCHEDULE B 
BELLSOUTH TELECOMMUNICATIONS, INC. 

SCHEDULE OF THE PART 64 REPORTING IMPACTS 
RESULTING FROM THE IMPLEMENTATION OF THE 
WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
IN THE STATE OF ALABAMA 
FOR THE MONTH OF JANUARY 1993 

Description 

Nonregulated 

Regulated 

Total Account 6362 

Part 32 Account 6362 
Reported Profiled 
Dollars Dollars Difference 

$ 969,117 $ 950,001 $ (19,116) 

368,181 362,137 (6.044) 

$1,337,298 $1,312,138 $ (25,160) 



SCHEDULE C 
BELLSOUTH TELECOMMUNICATIONS, INC. 

SCHEDULE OF THE PART 36 INTERSTATE REPORTING IMPACTS 
AND THE PART 69 APPLICATION TO ACCESS ELEMENTS 
RESULTING FROM THE IMPLEMENTATION OF THE 
WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
IN THE STATE OF ALABAMA 
FOR THE MONTH OF JANUARY 1993 

I 

s 
4 

3 Part 
v) w 
v) 

32 Account 

2 8  8 Balance 

2123 
2124 

2341 
2362 

0 2 2423 
& 5 2426 

243 1 
3 100 

3 
E 

Total Balance -1 u a Sheet a 

Difference 
Actual Versus 

Profile 

$ (28,570) 
(25,323) 

(395) 
(49.079) 
(5,343) 
2.925 

(1 17) 
39,826 

(6,606) 
23,685 

(303) 
7,852 

(5,568) 

(47.0 16) 

Part 36 Part 69 Application To Access Elements 
Interstate Common Traffic Special Inter- 

Separations Line Sensitive Access Exchange 

(16,883) 
(1.299) 

, 711 

9.785 
(1,623) 
5,819 

(74) 
t.929 

(29) 

(12,535) - 4,919 

(7.43 1) 

(12.517) 

$ (1.095) 

(970) 

(J.926) 

(3) 



SCHEDULE C 
(Continued) 

BELLSOUTH TELECOMMUNICATiONS, INC. 

SCHEDULE OF THE PART 36 INTERSTATE REPORTING IMPACTS 

RESULTING FROM THE IMPLEMENTATION OF THE WORK 
ACTIVITY STATISTICAL SAMPLING PROCESS 
IN THE STATE OF ALABAMA 
FOR THE MONTH OF JANUARY 1993 

AND THE PART 69 APPLICATION ACCESS FLEMENTS 

Part 
32 Account 

Difference Part 36 
Actual Versus Interstate 

Part 69 Application Access Elements 
Common Traffic Special Inter- 

Profile Separations Line 
~ ~ ~~. 

Sensitive Access Exchange 

Income 
Statement 

6116 
6123 
6124 
6211 
6212 
623 1 
6232 
6311 
6341 
6351 
6362 
6411 
642 1 
6422 
6423 
6424 
6126 
643 I 
644 I 
6512 
6533 
6534 
6728 

Total Income 
Statement 

Total Accounts 

11.869 

$ (666) 

- 
- 

- 31,323 - 5.996 

S - 1.070 

43 

$32 

- 
- - 

47.016 

$ -  

(25.493) 

S (20.574) - $ 18.806 - 
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COMPANY: BST 
TITLE: DISPATCH PROCESS 
PERIOD: !IYE 12/31/93 
DATE: DEC 9. 1993 
AUDITOR: RKY 

WP NO. 

1. DISPATCH 

PSC staff was provided with the practice for 
Weights using ADW and DWAL. This on on w p  NO. 

From out observation and review, Staff determined that controls were 
needed in the Mapper, and for the person who changes the weights in the 
Mapper system. 

Mapper: 

Per answer to.Req 9, Attchment 4, the coapany states that Mapper has no 
qi-f P A  d t k  

or nonregulated when going 
is not always 

Also, there may be a 
problems that looks regulated, but turns out to be deregulated or vise versa. $3--' 

Person who changes the weights: (control Dispatcher) 

In an interview with Roberto Suarez, Manger, Network Support, Steve 5haw. Staff, 
Manager, Network support and Earl Hergelberg. Staff Manager, Network Support, 
the following was determined: 

I asked hypothetically if 

if the dispatcher knew he was in the saple and weight all the reg jobs 
heavily so that he could have a better change of getting a reg job. 

ervice tech and a control dispatcher could 
get together and somehow h k  e the dispatcher only give him reg jobs of 

The Company ans*ered as follows: 

There is no mechanical separation for a quick see of reg and &reg in 
the systes. 
separately and when he has 500 to 600 in the system, it is not possible 
to start selecting certain jobs and weighting them differently. 

The Dispatcher sets commitments and is responsible to meet these 
commitments. If the weights are changed, he might not meet commitments. 

If commitments are not met, there are hu&fines by the PSC. 

In answer to PSC Request No. 3, the company stated that there was no 
recommended weighting policy, each IMC determines their own based on 

The Control Dispatcher is not in the 4 - 4  flow A of t e system of the service tech, they do not k n o w  who is sampled. 

The control dispatcher would have to look at each one 

the needs of that center. <-3 f a  



CCUpANY: 
TITLE: 
PWIOD: 
DATE: 
AUDITOR: 

UP NO. 

1. DISPATCH 

GENERAL OVERVIW 

In order for the service technicians to get their work. the following process 
ocms: 

Requests for telephone service (service orders) go through a system called SOCS 
and requests for maintenance go through a systems called IMOS. (Service Order 
Comunications System -- Loop Maintenance Operations Systems) 
The input into SOCS and W S  o into Mapper and are dispatched to the technician 
from Mapper via the technic 
carry around with them. Wor + completed dispatched through Mapper are 
d m e n t e d  on the Display Craft Work Summary (DSfS) 

Requests for Designed Circuits go through SOCS and requests for 
malntenance of designed troubles go through Work Force Adninistration 
Control (WFA-C) . 
The input here for service orders of Designed ciruciuts and maintenance of these 
are dispatched through a system called RADS -6 (Route and Dispatch System and 

' 6  Computer Access Terminal (CAT), which they 

e technician receives via the CAT. 

PSC staff visited the customer service office and observed how orders are taken 
and put into SOCS. 
where trouble are taken and input into LMOS. 
and Maintenance Center (IMc) where service orders and troubware dispatched 
from. 

Staff visited the Customer Hpair Service Analysis Bureau 
Then staff visited an Installation 

Staff did not visit the office where the RADS dispatch system is. 

FACTS: 

A detailed descirption of the visits is on w p  No. 45-2. 
The following questions and answers regarding controls resulted from 
these visits and observations. 

The service orders and troubles are dispatched out of Mapper. 
According to Answer to Req 9, atttachment 4 ,  Mapper is a system 
developed and maintained by AT". .fS - r( 
In our interview with John Long we were told that the troubles and 
service orders are weighted in the computer system and this determines 
h o w  they are dispatched out. When a service tech dials in from his 
terminal he gets the next weighted job based on certain criteria. 
Criteria are on UP no. qL-A., g 3 .  I 



COMPANY: 
TITLE: 
PERIOD: 
DATE: 
AUDITOR: 

WP NO. 

1. DISPATCH 

EST i 

DISPATCH PROCESS 
TYE 12/31/93 
DEC 9, 1993 
iucr 

All management personnel within the IMC have the ability to adjust weights if 
necessary. 

Also, IMC is not concerned with which techs are in the sample basis. 
jobs are not categorized in the Mapper as reg or dereg; therefore 
changing weight factors cannot bias the sample. 

In answer to Req. 9,Attachment 4 ,  the company stated: "The company must $ have the ability, for operational efficiency reasons, to assign work to 
partlcular tech or groups.. :' Also "the company must have the 
necessary flexibility in order to meet the needs of the business." 

d scenarios of why are provided by the company and are on wp 

Another control is "... a Supervisor of the technical analysts as well as 
a Management Control Position ..,l%view the profiles as developed by 
the WASSP process or reasonableness and lnvestigate and resolve any 

CONCLUSION : 

anomalies. ** 4 5 - f 
Based on my observations of the'system and being in the field, it 
appears that there is reasonable assurance that the dispatch system 
cannot blas the sample. 
are being sampled and the system according to the company does not have 
the capability to separate reg and &reg work). 
even though the weights can be changed without any.approva1, it is 
neaessary to do this for flexibility in the field to serve the 
customer. Results of the profiles of the sanple could display any 
unusual circumstances that need to be checked. 

(the system does not know which service techs 

It also appears that 





Items 4 & 5 

Requests for provisioning on Plain Old Telephone Services 
(POTS), Non Designed Special Services and Public Communications 
(Coin) are input into SOCS which is the Service Order 

4 Communications System. Requests for maintenance on these same 
services are input into LMOS which is the Loop Maintenance 

@ 
‘29 Operations System. 

The Service Order requests (provisioning) and trouble reports 
aintenance) for those services input into SOCS and LMOS are 

dispatched out of MAPPER and received by the technician via 
their Computer Access Terminal (CAT). 

Work Completed for those services dispatched through MAPPER are 
documented on the Display Craft Work Summary (DCWS). 

7 

Request for provisioning of Designed Circuits are input into the 
Service Order Communications System (SOCS). Requests for 
maintenance on Designed Troubles are received through the Work 
Force Administration Control (WFA-C). These services are 
dispatched through the Route and Dispatch System - 6 (RADS-6), 
and received by .the technician via their Craft Access Terminal 
(CAT). 

Work completed for those services dispatched through RADS are 
documented on Field Work Tickets 6571. 





BST 
OBSERVATIONS OF WORK AT DIFFBRENT OFFICES 
AND OBSERVATIONS OF SERVICE TECH WORK 

- 
COMPANY: 
TITLE: 

PWIOD: . Tlg 12/31/93 
DATE: NOVEMBER 29, 1993 
AUDITOR: RKY 

WP NO. K- > 
MONDAY, NOV. 22 

1. Visited customer service office where orders are taken. 
Sat with service rep and listened in on how they take a service order 
or any other request that they get. 

All the information for new service orders or new feature orders is put 
into computer (SOCS) and sent to where the information is used to put 
the services in order. 

Their input goes to the Installation and Maintenance Center (IMC) where 
it is then dispatched out of Mapper. See below. 

2. Visited Customer Repair Service Analysis Bureau (CRSAB). 
Sat with customer repair rep and listened in on how she handled repair 
calls and enters into system. 

Each trouble goes through an automatic MLT test which does 42 tests on 
the line. 
to dispatch and are fixed in the Central Office. 

Those troubles that need human touch go to the IMC into the tMos system 
where it is then dispatched out of Mapper. 

The CRSAB 1s open 24 hours. 

3. Visited an IMC where the troubles are dispatched from. 

Before describing how the trquble are dispatched, explain how the 
service ~echs get the t r o w .  

Each service tech has a hand held computer access terminal on his 
person. He dials into the terminal and a repair job automatically comes 
up on the terainal giving him information on where and sometimes what 
the problea is. 
some go to the Maintenance Center before going in the filed. 

Company personnel said that about 50% of the troubles do not go 

See below, 

Host service techs go directly from their home and 

How are the troubles dispatched? 
of Mapper. 

Interview with John Long, System Adninistrator at the MC. 
Steve Shaw, Staff Manager, Miami 
Rick King. Manager, Comptrollers, Birmingham $ 
Steve Venderberg, Manager, Comptrollers, Brirningham 

SOCS and WOS input -- Dispatched out 

/o 2- 



COHPANY: 
TITLE: 

PEXIOD: 
DATE: 
AUDITOR: 

BST 
OBSERVATIONS OF WORK AT DIFFERETT OFFICES 
AND OBSERVATIONS OF SERVICE TECH WORK 
TYB 12/31/93 
N O W E R  29, 1993 
RKY 

WP NO. 

There are six categories of dispatch in the maintenance office. 

1. General Residence TRoubles 
2. General Business TRoubles 
3. gei-@!al residence service order 
4. general business service order. 
5. special circuits (network tech) 
6. cable dispatch. 

The troubles and S e r b  orders are weighted in the computer system 
and this determines how they are dispatched out. When service 
tech dials in from his terminal he gets the next w e i d d  job. 

There are 5 categories of service techs. 
Three categories dispatched from IMOS (POTS 1.2,3,4 above), Cable (6. 
above) and Coin (not listed above). 
from RADS. Special Circuits (network tech) and System Technicians 
(these people work on BST only). 
PSC staff did not look at RADS dispatch systm. 
How are the troubles and service orders weighted? Weighted to provide 
the best possible serivce. 

How many district offices are there in Florida? name them. 
Provide general wqighting for the district office we observed. 
Provide general wegiht for all offices in Florida. 
Expl n how the general weighting is determined 4 n how the general weighting can be changed. What procedures in each office. 
!&plain how the weighting can be changed maryIwlly how in each office. 
Who has access6 to the system in each office to change weights. 
What controls are in place so that no one person can change weighting. 
Do they get reports of which have been changed and follow up if 
reasonable. Provide reports. If not, recommend follow up. 

There are 2 categories dispatched 

Each district weighudifferently. 

As explained takes a big.deal to change the general weighting The Control 
supervisor has to talk to the Manager, and Staff manager before makes a change 
in weights. The Control supevisor, Assistant Manager and M a n ~ e r  has access to 
the system. 

It was also explained to us that in this office, one person Rocky put on weights 
on the hottest items. The small stuff he does alone. 

Can change weight on the RTE Mask on the bottom. 



COMPANY: BST 
TITLE: 

PERIOD: TYE 12/31/93 
DATE: N O W E R  29, 1993 
AUDITOR: RKY 

WP NO. 

The two sections are as follows as far as disptach and weighting. 
For the service tech: 
1. What you do by title? 
2. Where you are? area. 

For the types of troubles and Service Orders. 

1. 

OBSERVATIONS OF WORK AT DIWEQ3NT O!?FIcBs, 
AND OBSERVATIONS OF SERVICE TECH WORK 

What work need to get done. 
a. title 
b. priortiy within a geographic area 

1. irate custcaer 
2. type of customer -- illness 
3. poles down or wire tap 
4. time to cmitment 
5. distance to hone 
6. subsequent reports, calls twice on same trouble. 
weights build all by thmselves. 

The logistics of h o w  the computer works? AT" computer programs in three large 
volumes --week long course. 

How can this be aanewered so that it can bias a sample? Example, if the control 
supervisor knew a service tech was in the sample arid that service tech was in a 
certain at-ea, he would weight all the regulated jobs higher than the 
nonregualted jobs in the area for that week, giving the service tech a better 
chance of pulling up a regulated job on his computer access terminal. 
Can this happen? What controls are in place so this doesn't happen? 
Service Orders area of concern. Maybe make reconmendation, need more 
controls. - + q r - 4  

F 

TUESDAY, NOV 23 
\ / 

Went to Maintenance Center t 
Daniel Martin. 

technician to ride with hin. 

he accessed his first job thro cess TeCdMl (CAT). 
Itwas a service order and had 
to the meter room in the nursi 
Went to the room of the 
Went back to cross box ice installed. 
Used CAT to test that 6 

Charged all tine to c 
on his time sheet. 

e cross box in the street, then 
re the servlce order WBB requested. 

10 Y 
Q 

me 4% and c it to meter room 68E 

Then he filled out the sample form on which he checked off what he did. 
~ 

~~ ~~ ~~ 
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11/30/93 

PROVIDE BY 12/3/93 

Re: Weighting of Dispatch ltdms. 

A. 
.................................... 

Please iist the IMC offices in the state of Florida. 

. . .- 

b. 

C. 

Provide general weighting for each Mc office 

Explain h o w  general welghting is determined for each office. 

D. 
generated system. mat procedures in each office. Document if 
available. 

=lain how general weighting can be changed using the computer 

6. Emlain how the weighting can be changed manually in each office. 
What procedures in each office. 

F. vho has access to the system in each office to change weights: 
Who changes and w h o  approves. 
Names and positions. 

1. general wighting through the computer 
2. aanaual changes. 

Oocuaent if available. 

C. 
weighting? Doclaent if available. 

What controls are in place So. that no one person can change 

H. Are there reports of changw in weighting, either aanual or 
colputer. Is If so Provide for the Mc offlce I visited for the month 
of October. If there are reports, is there a follow up review to 
determine if the change in weighting is reasonable?' 

If there are no reports for changes in weighting, is there any type of 
follow up for the changw that take place to determine if they are 
reasonable? 

I. In ow visit to the Mc center in H l ~ i ,  we were told that it takes 
a big deal to change the general weighting. The control Supervisor has 
to talk to the Manager awl Staff Manager before makes a change in 
weights. We were alro told that in that offlce one person put on the 
weights. that is the control BupcLyIsor. 
"hot" 1- hiuelf without approval. 
nears. 

He ahto can change certain 
Please explain w h a t  "hot" items 

, 
J. Referring to I above, please an~wer the following hypothetical qwstion: 

If the Control supervisor k n e w  a service tech was in the sample and 
that service t&h w a a  in a certain area, he could weight all the 
regulated joke higher than the norregulated jobs in the area for that 
week, giving the service tech a better chance of pullng UP a regulated 
job on his cmupter acCaer tlrrlnal. CM this happen? What controls 
are in place SO this doesn't happcn? 
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FPSC request3 

i 

RE: Weighting of dispatch items 

a. North Dade West Palm Beach 
South Dade Indian River 
Central Dade Gainseville 
South Broward Jacksonville 
North Broward Orlando 
Coastal West Florida 

b. There is no Company recommended weighting policy. 

c. Each IMC determines its' own weighting based on the needs of 
the business. 

d. There is no programmable computer generated methods to adjust 
weights. 

e. Weighting can be changed manually in each office via the ADW 
or  RTE/ITE transaction. 
regarding weight adjustment. There is no Company recommended 
weighting policy. 

f. All management personnel within the IMC have access to change 
weights. Weight changes are generally performed by the control 
supervisor. No approvals are necessary, changes are made by 
management personnel. 

1. As stated in d. above there is no computerized method to 
adjust weights. 
2. Manual changes are generally performed by the control 
supervisor position. 

g. All management personnel within the IMC have the ability to 
adjust weights if necessary based on #e needs of the business. 

h. There are no reports generated or maintained on weight changes. 

i. Hot items are those reports that generally require an immediate 
dispatch due to circumstances surrounding the report, ie; 

-Each office has local procedures 

- - 

medical emergency, line in road, etc. 

j. IMC is not concerned with which technicians are in the Sample 
base. In addition, jobs are not categorized as regulated or 
deregulated in Mapper. Therefore weight factors cannot be used 
to determine regulated or deregulated work items. 

FOlA93W 0000004 





i INTERVIEW WITH 

ROBERTO SUAREX, MANBAGER, NFlwoRK SUPPORT 
STEVE SHAW, STAFF MANAGER, W O R K  SUPPORT 
EARL MWGELBERG, STAFF MANAGER, NETWORK SUPWRT. 

THESE THREE PEOPLE ARE THE XMPIJ34ENTATION STAFF M R  WASSP FOR 3 
G E O G W I C  AREAS. 

Rick King and Steve Venderberg are the core staff for 
Brimlngham. 

Wassp not controlled by network. Controlled by comptrollers, and 
implemented by network. 

Earl supports the dispatch function. 

The Supervisor sald that Johrfong who we had our\nterview with at the 
IHC was not th$upervisor of he office and he might have led u6 astray 
in some of his answers and he wanted to clear that up. 

When the Service Orders and trouble cone int*MAPPER 
nogweighted yet. Mapper will plot mechanically 
location then then go through the algorythms in 
ADW (weighting) criteriq. 

The algorythms tay the same, but the factors are changed. The person 
who changes tdactors is the Dispatch Control supervisor. I asked how 
he knows what to put in the system. 
experience in the MAP. Most changes are geoggr(iilhic locations. 
Controls for changes in weighting. There are no standards -- no 
reports. Depends on dispatch area, different points for different 
areas. 

For example, will weight residence heavily starting at 8 in the morning 
because business is not open yet. 
weight to businesses because they are open. 

The weights. Controls how far somebody will drive. Weekends are 
different. 
night before. 
ccmnitaents set. 

John Long said that when any change in weighting need manager and 
asistant manager(not right. 

The Dispatch Controls Supervior's job is to clean up the MAP, do 
today's work today. % does not need manager or assistant manager to 
change weights. Have to change weights according to what is happening 
In the field. 

I asked about checks and balances -- missed qppolntments. 
to meet the Commission rule on commitments. 

Based on trial and error in 

Then at 9 or 10 will change the 

!lhe Dispatch Control Supervisor, sets up each AM or the 
The dlpatch is from 7 to 7. The priority is to make all 

.bbu-.p M1a-I 

They have 
And have to report a l l  

/2 1 missed appointments. Report goes to Tallahassee. 
A /  
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THESE THREE PEOPLB ARB THB IMPLDENTATION STAFF FOR WASSP FOR 3 
GEOGRAPHIC AREAS. 

Rick King and Steve Vendexberg are the core staff for 
Brimingham. 

Nature of Repairs: 
Company says people who call in really don't know the nature of 
repairs. Sometimes they say it is inside and it is really outside and 
vice versa. 

If the Company really knew what the exact problems were, then they 
could have separate groups for reg and nonreg work. 

Bxplanatfon of DAA and AA. 

DAA are Dispatch Administrative Areas. 
"home DAA". A supervisor could have nore than one DM. It is a 
geographical area broken into DAA. 

Each DAA is broken doesn into AA. 
area. There may be two cross boxes in an AA. They could be i to 25 
AA's in a DAA. The DAA and AA's are assigned based on trouble history. 
The ares are change and nubers are changed depending on where the 
trouble are. 
midline because it changes every day. 

The Mapper systems is used nationally-- since 1978 here in Florida. 

I asked if a service tech and a control dispatcher could get together 
and swehow have the aspacther only give him reg jobs or if the 
dispatcher knew he was in the sample weight all the reg jobs heavily so 
that he could have a better chance of getting a reg lob. 

CODlpany said that if a serv& tech were to do only reg work. it would 
Set thebystem awry. There are 500-600 jobs pending a day, not really 
possible to look at picture of each trouble or service order to reset 
weight. 

The control dispatcher is not in the flow of the system o f  the service 
tech, 

Also, there is no mechanical separation for quick see of reg and 
dereg. 
job and when the service tech gets out there it 1s a dereg Job. 
public does not know al l  the time what is ref and dereg. 
in the system is not alxolute. 

Each supervisor is assigned a 

Allocation Areas are a cross box 

Needs a daily look on factors in society. Cannot be aset 

The dispatcher is responsible to make hie commitments. 

they do not know who is sampled. 

Also the infornation in the system could indicate it is a reg 
The /I3 the data put 



INTERVIW WITH 

ROBERTO SUARW, MANBAGER, NETWORk SUPPORT 
STEVE SHAW, STAFF MANAGER, NETWORK SUPPORT 
EARL KERGELBERG, STAFF MANAGER, W O R K  SUPPORT. 

THESE THRE PEOPLE ARE THE IMPLPMWTATION STAFF FOR WASSP FOR 3 
GEOGRAPHIC AREAS. 

Rick King and Steve Venderberg are the core staff for 
EJrimingham. 

The Dispatcher is also responsible for setting the commitment. 

The Company says there are huge fines for not making commitnents. 
The dispatcher is highly concerned with cwitments. 

Per Conpany 
If the Factors are changed via the ADW, that is if adjust one fact in 
AdW. all the jobs in the Maintenance Center will change, all jobs will 
change because of this factor. 

If the factor is changed in a mask via FtTWITE -- the only factor that 
can be changed for one job 1 he Priority. 

When asked again if the dispatcher could talk to a ST and set the reg 
Jobs at higher priority, cmpany said would have to know the phone 
number anmd pull up the job and then change priority. There are 
500-600 jobs scheduled in a day, would take a lot of time to look UP 
each job indlvidually and change the priority. 

Can access a job and change 
the priority factor. This w f 11 not change any other job in the center. 

t 

C A .  
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BELLSOUTH TELECOMMUNICATIONS 

Controls To Prevent rlPre-Determinationrr of Work Performed by 
Outside Technicians 

Most troubles are dispatched mechanically via Mechanized 
Mapper Assignment (MMA), a system developed and 
maintained by AT&T. The MMA system uses the following 
criterion for assigning technicians to troubles: 1) Time 
to commitment 2) Distance to Job 3) Distance to Home 
4) Out of Service 5) Subsequent Jabs 6) Priority. 
The system maintains all appropriate information relating 
to technicians based on Assignment Areas (AAs) , in order 
to maximize assignment efficiences. 

when the technician "logs in" for an assignment, MMA 
selects the most desirable job available based on all the 
criterion described above. 

RESIDENT CONTROL: MMA has no kno ledge of .who %ampledU 
technicians a r e . + d  6 L +. 

5+. ('k-ILL 2 m a P r 4  

With the exception of certain nonregulated troubles 
reported (such as "jack out o f  wall"), customer troubles 
cannot be identified as regulated or nonregulated at the 
time of dispatch. Generally, the type work needed to be 
performed to clear the trouble will not be known until 
the technician begins the job assignment. All instances 

, of reported trouble are screened to the greatest extent 
*possible, and the company dispatches a technician only 
when other efforts to clear the condition are not 
successful. Therefore, as stated above, trouble 
conditions are usually unknown at the time of dispatch. 

RESIDENT CONTROL: Trouble8 cannot be predetermined as 
regulatad or nonregulated. 

The Company must have the ability, for operational 
efficiency reasons, to assign work to particular 
technician(s) or technician group(s). some examples of 
why and when the company uses this assignment method are 
as follows: 

Not all technicians are as qualified to do all 
I 



Aeachment 4 
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types of work as others. A Services Technician should 
not be dispatched to repair a cable cut on a 200 pair 
cable; It is much more efficient for a Cable Repair 
Technician to do this work. 

There are instances where work on a particular 
job is incomplete at the end of a work day. 
In many of these instances, it only makes good 
business sense to have the same technician 
complete this work because of knowledge of the 
existing job. So, the company must be able to 
pre-assign this task. 

Certain technicians have expertise on certain 
types of facilities as well as for certain 
customers. As an example, a technician might 
be assigned to do all work for a large airport 
due to the unique knowledge required. The 
company must have the ability to assign this 
technicians work uniquely. 

In the event of disasters such as hurricanes 
or floods, the company must be able to assign 
work in "bulk" in order to restore service as 

/ quickly as possible. 

The technician must have the ability to remove 
a job if circumstances dictate. For example, 
if a technician receives a trouble at 8 : 0 0  and 
in the ramarks section the order says "access . after 1:QQ", the technician would call the 
Maintenance Center to have this job reassigned 
for efficiencies sake. However, in these 
instances, the source documentation received 
by the technicians* supervisor as well as the 
technical analysts in the WAssp center would 
indicate oach job that has been removed. 
Those romvod jobs ara oubject to review by 
tho analysts as well as supervisors. 

9; -,- --t 
. 

As displayed above, the company must have this necessary 
flexibility in order to meet the needs of the business. 

RESIDENT CONTROL: None of the involved systems or 
individuals have knowledge of which technicians are 
selected for the sample. 



Attachment 4 
Page 3 of 3 

i 

As an additional control, the company has in place a Supervisor of 
the technical analysts as well as a Management Control Position, 
who each review the. profiles as developed by the Work Activity 
Statistical Sampling Process €or reasonableness and would 
investigate and resolve any anomalies. 

. . 
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1 1 / 30/93 

PROVIDE BY 12/3/93 

Re: Bulk Dispatch 

Please explain ''.bulk; Jobs. 
of dlstort the sample. Are bulk lobs dispatched through the CAT? If 
BO. how? If not, how dispatched. 

Explain and give exaaples on how this does 



. .  - 

FPSC Request 6 

BUIX JOBS 

"Bulkingaa of jobs is 
2 technicians on more tha 

a method of efficiently dispatching 
c e job at a time in order to reduce 

unnecessary travel between jobs by mechanically selecting jobs in 
close proximity to one another. The bulking of technicians is 
mechanized. Jobs that are bulked t o  technicians are dispatched 
through the CAT terminal. 

Bulking cannot distort the WASSP sample. There is no category of 
regulated or deregulated work items. The Bulk program determines 
which jobs to assign technicians based on (1) which DAA 
has the most work, (2) which AA has the most work, and (3) common 
FZ (final distribution facility). The local IMC can also add a 
additional sort item for  service orders based on customer request 
of morning or afternoon appointments. 

. 
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nfe magen. adw-iper nfe-mnagen.adw-oper 

MJUSTING DISPATCH HEIGHTS USING MW AND DPVAL 
i 

INTROWCTION With LMOS 11170 Generic 3.  the Mechanized MapperlAssigner 
(MA) features were introduced. which enabled LMOS t o  a u t m a t i c a l l y  determine 
and dispatch the best job  for a craf t .  I n  addit ion, i t  also provided report  
capabi l i t ies  t o  m n l  t o r  the dispatch process, and several transactions 
allowing the area control  supervisor t o  control  the job select ion process. 

The MMA aispatch job  select ion formula I s  cont ro l led by each dispatch 
Management Center (MC). or Super dispatch K for t h e i r  own c r a f t  .force by 
means o f  the ADW - Assign Dispatch Weights transaction. as described i n  the 
section en t i t l ed  "The ADW Transaction - Assign Dispatch Weights" (nfe- 
mnagen.adw). This transaction l e t s  you assign parameters, and set f lags which 
determine how jobs are assigned t o  your craftpersons. 

The DPVAL report  allows the user t o  see the numerical resu l ts  o f  applying the 
job selection formula t o  a S e t  of work i t e m s  and the resu l ts  o f  changing 
them. I t  i s  described i n .  the section e n t i t l e d  "DPVAL Report - Oisplay 
Dispatch Values" (nfe-rcmd.dpva1). The "TOTAL" column on the repor t  provides 
the values that r e s u l t  from running the dispatch algori thm on each work i tem.  
The job that has the largest  value i n  this column i s  the job  tha t  would be . 
dispatched to  a c ra f t  now i f shelhs were dispatched from the locat ion 
speci P i ed on the report .  

Changes i n  the con t ro l l i ng  parameters can be implemented a t  any tlme. and 
become effect ive imnediately. The sett ings o f  these parameters w i l l  a f fec t  
the efficiency o f  your MC. Therefore, i t  i s  important tha t  the effects o f  
changing the parameters are wel l  understood by the MC management. 

This guide provides an overview o f  the e f fec t  o f  changes t o  the ADW 
parameters, and explains how changing any parameter affects the operations o f  
the en t i re -  center. Several basic examples are given t o  demonstrate the 
resul ts  o f  changing thir+ on the operation o f  the system. This document 
concludes with a b r i e f  sect ion explaining one way tha t  group t u r f s  can be used 
t o  increase dispatch e f f i c iency .  

JOB SELECTION PARAMETERS There are two ktnds o f  ent r ies on the ADW mask. 
The f i r s t  t e l l s  the system which jobs to consider for dispatch and whether t o  
t e s t  the lime o f  the- Job t ha t  i s  dispatched. while the second defines the 
weights f o r  the algori thm t h a t  determines which one o f  these jobs i s  actual ly 
dispatched. Figure 1 shows a typ ica l  ADH mask. as i t  would look on your 
screen. The options tha t  control  which jobs w i l l  be considered and the 
test ing options are: 

TEST ON DISPATCH? 

TEST ON RETURN? 

TIME DELTA? 

Page 1 
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DISPATCH PARAMETERS 
ESTIMATED CWPLETION TIME 
ACCESS WINDOH INCRfMENT 
DISPATCH PARAMETER WEIGHTS 

TIME TO COMMITMENT 
DISTANCE TO JOB 
DISTANCE TO HOME 

SUBSEQUENTS 
OUT-OF-SERVICE 

PRIORITY . . ._ -. _ _  . . 
JOB TYPES: 

P W  0 PDF 4 PDH PDG 
PDB 6 PO2 0 PO3 0 PO4 

0 PDS 0 
0 PDS 0 

EXIST. WGT 
150 

0 

100 
36 
7 

40 
40 

ao 

PDC 0 
' PWS 

NEW WGT 

PWF 

DISPATCH SELECTION AND TEST OPTIONS 
TURF DISPATCH N WITH I OPTION? N 
CONSIDER FUTURE COMMITMENTS Y . WITH APPOINTMENTS? N M I F I ?  N 
TEST ON DISPATCH? N TEST ON RETURN? N 

TIME DELTA 0 

------------------ ..................... 
F l g u r e  1. A typ ica l  ADW mask 

TURF DISPATCH? (New I n  G2) 

WITH I OPTION? (New i n  G2) 

CONSIDER FUTURE COMHITMENTS? (New I n  G2) 

WITH APPOINTMENTS? (New I n  G2) 

H I F I ?  (New I n  G2) 

- _ _  -. 

These e n t r i e s  w i l l  NOT be d i s c u s s e d  I n  t h i s  document, s l n c e  t h e y  do not 
n u m e r i c a l l y  a f f e c t  t h e  d i s p a t c h  formula. They a r e  d i scussed  i n  n fe -  
nmagen.adw. however. The o t h e r  e n t r l e s  on t h e  mask a r e  parameters  that  a r e  
used t o  c a l c u l a t e  the v a l u e  used to s e l e c t  t h e  bes t  job for  a c r a f t  frm those  
considered. These parameters  a re :  

1. ESTIMATED COMPLETION TIME - The e s t i m a t e d  c o m p l e t l o n  t i m e  parameter  i s  
used t o  d e t e r m i n e  when an e x t r a  200 p o i n t s  a r e  added to  t h e  TOTAL 
column b y  t h e  d i s p a t c h  formula for  t h o s e  jobs j u s t  about  to m i s s  t h e i r  
comnitment.  T h i s  pa ramete r  s p e c i f i e s  t h e  amount o f  t i m e  r e m a i n i n g  t o  

( l a s t  mod 8/17/87) I L I  
I 
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comnitment, a t  which time the ext ra 200 points are t o  be added. The 
estimated .cmpletion time Parameter i s  specif ied i n  minutes t o  the 
nearest h a l f  hour. For example. l f  the parameter 1s s e t  t o  240 
minutes, the 200 ext ra points 1s  added t o  a l l  jobs with comnitments 
tha t  are missed. or due w l th ln  four hours. The estimated completion 
t i m e  parameter can have a maximum value o f  900. 

2. ACCESS HINDOW INCREMENT - (New wi th  Generlc 2) The access wlndow 
increment parameter determines how many extra points a re  added t o  the 
TOTAL column by the dlspatch formula for  those jobs that  are current ly 
in, or one h a l f  hour before t h e i r  access window. That i s ,  If there i s  
an access requirement of af ter  1O:OO AM and before 5:OO PH f o r  a job, 
the job w i l l  have these Points added from 9:30 AH u n t l l  5:aO PM. The 
extra half hour a t  the beginning o f  the window represents the t i m e  f o r  
the c r a f t  t o  t ravel  to the next job, and assumes that  the c r a f t  w i l l  
not  ar r ive a t  the job s i t e  too long before the access window begins. 
The access wlndow' lncrement parameter can have a maximum value o f  200. 

3. DISPATCH PARAMETER WEIGHTS - The MMA j ob  selection formula evaluates 
s i x  character lst tcs of each-job before adding them t o  the to ta l .  You 
get the weights f o r  each of .  these on the ADH mask. and then HMA 
mul t lp l les  them by the actual values o f  the character ist ics o f  the 
job, rather than an on /o f f  basls l i k e  the Estimated Ccinpletton. Time 
and the Access Window Increment. By get t ing  the weight t o  be usddon 
each of  these character ist ics.  you can contrpl the re la t i ve  Importance 
the formula gives to each one. The maximum weight value that  can be 
s e t  i s  200, and the mlnimum value i s  zero. Each o f  these parameter 
weights has i t s  own column on the DPVAL report,  so you can see how 
they in teract  wi th  each .other. 

These character ist ics are: 

A. TIME TO COMMITMENT - How much t h e '  i s  l e f t  between the tlme 
when the dtspatch formula i s  Iceking f o r  a new job for 
asslgnmnt. and the comnitment tlme associated with the job. 
The der ivat ion of the actual numerical value f o r  t h i s  
character is t ic  may be found i n  the "nfe-rcmd.dpva1" document. 
For our'burposes. i t  i s  su f f t c ien t  t o  know tha t  the f t n a l  value 
associated wi th the T ime  to Comni tment parameter increases by 
thr value of  the welght for every h a l f  hour before the 
carmitment. For example, if the "Time t o  Comnitment" weight I s  
set to 100. and a cer ta in  job i s  due a t  5:aO PM today, the Time 
t o  Comnitment value for.  t h i s  job, as shown on the OPVAL report. 
w i l l  be 100 points  higher a t  2:30 PM than i t  was a t  2:OO PM. 

E. DISTANCE TO JOBI - The2 t ravel  t fw between the craftperson's 
current locat lon,  and the locat ion associated wi th  the job. 

( l a s t  mod 8/17/87) Page 3 
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The weight you entered on the ADW mask 1s multlplled by the 
travel time to the job. Since you want to select jobs that are 
closer to the craft, thls parameter is actually subtracted from 
the TOTAL value, so It 1s preceded by a minus slgn when 
displayed ln Its own column. The travel t l m s  are determined 
by the MMA geography tables for your K. and represent an 
estimate of the average amount of time between a location in 
one area and a location in another area. The numbers in the 
geography tables usually represent minutes, but they may 
represent another unlt of time in soma areas. If you have any 
questions about the units of travel time used in your geography 
tables, check with your staff otganltatlon that j e t s  up and 
maintalns them. For the purposes of this document. the use o f  
minutes i s  assumed. 

C. DISTANCE TO HOME - The travel' time between the craftperson's 
h a w  location, and the location associated with the job. Thls 
parameter 1s handled just llke the Distance to Job parameter 
when the dispatch value is computed. 

0. OUT-OF-SERVICE - If .' the job 1s associated with an 
out-of-servlce condltlon. polnts are added to the TOTAL value 
equal to 10 tlmes the welght entered on the ADW mask. 

E. SUESEWENTS - The number o f  subsequent reports associated with 
the job 1s multiplied by 10. and then by this welght. These 
are then added to the TOTAL. 

F. PRIORITY - The ptlorlty value associated with the Job. This is 
determined by multiplylng the number of priority flags by 0 .  
and aadiiij rhe priority rankifig fritor fcr t k  ?!?a  Te€erd - 
associated with the job. (Thls number i s  limited to 255.) 
Thls prlorit value 1s then multfpiled by the weight shown on 
the ADW mas z . The priority flags ate set by custcmer line 
record infomiation (the prlorlty line flag, PRI). and by 
lnfornation entered when the work ltem 1s created (the customer 
irate. .CIR, and customer cornbent. CC. flags). 

4. JOE TYPES - The job type parameters refiect the welghts o f  different 
job types in the job selection formula. For each job type, except 
prograamable work, you can enter a parameter value from 0 to 9. The 
parameter value that represents the fob type o f  the work item is 
multiplied by 100 and added to the TOTAL vaiue. 

SUGGESTIONS FOR ADJUSTING THE DISPATCH WEIGHTS From our experience, any 
'reasonable" set o f  weights will provide good results. However, you can get 
better results by revlewing and adjustlng the values several tlmes a day to 

* 
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r e f l e c t  the changing condit ions i n  the area served by your Management Center 
(MC). The fo l lowing guidel ines should be combined wi th  experience frm. your 
local center t o  achieve the best resul ts .  I n  th i s  section. we describe a 
step-by-step form to help you, and then present a s e t  of suggestions for 
adjusting these sett ings t o  f i t cer ta in  circumstances i n  the center. The 
suggestions do not attempt to cover a l l  conditions that may occur, but instead 
are a s e t  o f  examples for you t o  use as a guide. 

As we describe the method, pieces o f  the form w i l l  be included wi th  .the t e x t  
t o  demonstrate how the calculat ions might be performed. 

ESTIMATED CLEARING TIME (ECT) and TIME TO COMMITMENT (TTC) - The 
estimate of length of time to  c lear  a job should be the f i r s t  ADW 
parameter se t .  This determines when a "bonus" o f  200 points i s  added 
t o  the TOTAL, because the job  i s  approaching i t s  commitment, and i f  i t  
i s n ' t  dispatched soon, the commitment w i l l  be missed. The parameter 
value i t s e l f  should- be based on the actual average clear ing time f o r  
your center. Round t h i s  value UP t o  the next h a l f  hour. This insures 
tha t  the "bonus" i s  put i n t o  e f f e c t  soon enough. I f  the clear ing 
times for your center vary g rea t ly  from one craftperson t o  another, . 
you may want to increase t h l s  value by an addi t ional  half-hour or 
two. This helps insure tha t  the job  w i l l  be completed even i f  a 
slower c r a f t  gets it. 

Once the Estimated Clearing Time (ECT) has been s e t ,  the Time t o  
Comnitment (TTC) weight should be se t .  This w i l l  form the base on 
which the sett ings of most o f  the r e s t  o f  the parameters and weights 
w i l l  be made. The value of the TTC parameter also determines how much 
the ECT "bonus" a f fec ts  the TOTAL, so i t  i s  best t o  check back t o  see 
i f  the ECT "bonus" i s  what you want i t  t o  be, compared t o  the TTC 
parameter. I f  not, adjust the TTC parameter to get the r i g h t  value. 
A simple. ca lcu lat ion can t e l l  you how much sooner a job w i l l  be . 
dispatched if i t  i s  "about t o  m i s s "  i t s  coni tment:  If you div ide 100 
by the TTC. the answer i s  the average number o f  hours ea r l i e r  that  a 
job wi th  the ECT "bonus" would be dispatched than the same job without 
the bonus. A suggested s ta r t i ng  value f o r  the TTC weight i s  100. 
which would dispatch these potent ia l  missed comnitments one hour 
sooner. I f  a4arge r  ECT "bonus" i s  desired, decrease the TTC weight. 

I f  you would ra ther  not  give a bonus f o r  "about t o  m i s s  ccimnitment" 
jobs. you have two a l ternat ives"  F i r s t ,  i f  the ECT parameter I s  s e t  
t o  zero, t h i s  means the bonus i s  only given to those jobs that  have 
already missed t h e i r  cormitment. With t h i s  al ternat ive.  the same 
procedure for se t t i ng  the TTC should be followed. The second 
a l te rna t ive  i s  to e f f e c t i v e l y  negate the bonus en t i re ly .  This i s  done 
by ge t t ing  the ECT to i t s  mrimum value. 900. and w i l l  serve t o  add 
the bonus t o  ALL jobs due today (assuming that  you+ workday i s  l e s s  

t 
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13 H u l t i o l v  11 ne 12 bv 2. 
14 H o r  many minutes f a r t h e r  do you want a c r a f t  t o  

t ravel  to take a job t h a t  i s  due an hour e a r l i e r ?  

can be handled, continue. Otherwise. sk ip  t o  xxxxxxxxx 
l i n e  25. XXXXXXXXX 

T T  
weight. 
I f  you want t o  check to see whether a l l  your jobs XXXXXXMX 16 

nfe-mnagen.adw-oper 

x x xx x x x x x 
XXXXXXXXX 

XXXXXXXXX xxxxxxxxx 
XXXXXXXXX 
xxxxxxxxx 
Xxxxxxxxx 

ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL 

i 

than 15 hours long). I f  t h i s  a i te rna t ive  i s  chosen, the selection of 
the TTC weight i s  not  c r i t i c a l  a t  t h i s  stage, and should be set t o  100. 

I 
I 

DISTANCE TO JOB - The Dlstance t o  Job (DTJ) weight and the TTC weight 
work together t o  determine the r e l a t i v e  mer i t  o f  t ravel ing a l i t t l e  
far ther  t o  take a job  tha t  might be due ea r l i e r .  There are s e v e r a l  
ways one may look a t  t h i s  re la t ionsh lp  between the DTJ and the TTC. 
two o f  which are dfscussed next. 

Tke obvious reiarPomtrtp between the DTJ and tha T f C  I:. “Ucu wCk 
more do I want to t rave l  t o  take a job  tha t  i s  due one hour sconer?” 
Usually t h l s  value w i l l  be not  more than a f e w  minutes. From th l s  
relat ionship.  the simplest way to ca lcu late the DTJ weight i s  the 
following: I 

Page 6 
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17 
18 
19 
20 
21 
22 

23 
24 

25 
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Mul t iD ly  l i n e  11 by l i n e  12. xxxxxxxxx 
Enter the number o f  c r a f t  i n  the area o f  i n te res t  xxxMxxxx 
Mul t ip lv  l i n e  17 bv l i n e  18. XXXXXXXXX 
Enter the number o f  fobs i n  the area o f  in terest .  X x M x x x x X  
Divide l l n e  19 by l i n e  20. XXxxxXxxX 
Enter the largest distance-in.the area o f  XXXXXMXX 
in terest .  
Divide l i n e  18 by the qreatest distance. XXxxxXXXX 
Divide l l n e  19 by 30. This i s  the la rges t  value XXXXXXXXX 
o f  the DTJ parameter tha t  w i l l  not cause any xx)3m)oo( 
unnecessary missed comnitments. XXXXXXXXX 
Enter the number from e i ther  l i n e  15 or 24, ' 

based on your own judgement. This 1s the DTJ XxXxXxxxX 
weiqht. 

XXxxxXXxx 

ADJUSTING DISPATCH WEIGHTS USING MW AND DPVAL 
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Another way t o  look a t  the DTJ and TTC relat ionship.  and thereby s e t  
the DTJ weight i s  to ask. "Can I take th is  nearby job without missing 
other jobs wi th  e a r l i e r  comnitments i n  a given area, assuming the ECT 
i s  an accurate estimate o f  the time I need to do each job?" The 
answer i s  yes. unless It i s  phys ica l ly  impossible t o  do a l l  the work 
before the ccmitment t imes.  To insure t h i s  resu l t ,  f l r s t  describe 
the area you wish t o  cover. This w i l l  usual ly be a DAA or supervisor 
t u r f .  Determine the greatest distance tha t  a c r a f t  would t ravel  i n  
t h i s  area from the geography tables. Also, determine the. current 
number o f  jobs and c r a f t  i n  the area. Now the fo l lowing steps can be 
used to calculate the maximum value o f  the DTJ weight that  w i l l  not 
cause any unnecessary missed comni tments. 
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A Divide l i n e  12 by 50. keeping 2 decimal places. 
26 Enter the resul t  here. 
A 
27 
A Mu l t i p l y  l i n e  26 by l i n e  27. This i s  the XXXXXXXXX 
28 

How many hours a a r l i e r  do you want t o  dispatch a 
PO8 j ob  than a Po0 job? 

di f ference between the weight o f  a PDB job  and a XXXXxxx)M 
PW lob. 

The basic philosophy behind t h i s  approach I s  that, assuming no more work comes 
in. and a l l  jobs are handled as planned, the.same c r a f t  can take the job  tha t  
i s  due f i r s t  a f t e r  helshe f in ishes another job  and s t i l l  have t i m e  t o  complete 
i t  before the conmitment expires. I t  i s  important t o  note that  t h i s  i s  the 
greatest value o f  DTJ t ha t  insures no UNNECESSARY missed comnltments. Often, 
however. i t  i s  advantageous t o  use a higher value: If the load i s  very heavy. 
and you must m i s s  comaitments anyway. you might as well  m i s s  ones that  are f a r  
away. rather than waste c r a f t  time dr iv ing.  

Again. we rerntnd you tha t  these are only  guidelines. If the experience i n  
your own center suggests otherwise. do not  hes i ta te t o  use your own judgement. 

The remaining weights can a l l  be s e t  i n  two d i f f e r e n t  ways: they can be 
compared w i t h  the TTC weight (How much sooner do I want t o  dispatch t h i s  
job!), or wi th  the DTJ wetght (How much fa r the r  would I t rave l  t o  take t h i s  
job?). E i ther  way y ie lds  an equivalent resu l t .  The next f e w  parts o f  the 
form w i l l  have two sections. The f i r s t ,  or ' A '  section of  the form (Figures 5 
and 7) should'be f i l l e d  out  i f  you want t o  compare them wi th  the TTC weight. 
and the second, or '8 '  section o f  the form (Figures 6 and 8) i f  you want t o  
compare them wi th  the DTJ weight. 

JOB TYPE PRIORITIES - The Job Type P r i o r i t y  weights should be. s e t  
next. These determine which types o f  jobs you want to be dispatched 
f i r s t .  i f  a l l  other factors  are equal. When you select  e i t h e r  the 
number o f  hours e a r l i e r  o r  minutes fa r the r  . the c r a f t  w i l l  t rave l  t o  
take the higher p r i o r i t y  job, remember t o  include addi t ional  time If 
the type o f  job  usual ly  takes longer to f i x .  as w e l l  as the emphasis 
you want t o  place on it. 

Two sample pieces o f  the form are displayed below. I n  these samples. 
we use the PDF ana PW j ob  types. The sa16 prJCEsj jhCi;ld b; repeated 
f o r  a l l  your job  types, comparing each ( i n  the example, PDF) against 
the job  type w i th  the lowest p r i o r i t y  ( i n  the example, PW). 

. 

XXXMXXXX 
XxxXXxxXX 
XXxxXxxXx 
XXXXXXXXX 

Figure 5. ADW Weight. Calculat ion Table--Part 4A ( p a r t i a l )  
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B 
26 PDF job than a PDO lob? 
B 
27 
B Oivide line 22 by 50. This i s  the difference XXXXXXXXX 
28 between the weioht o f  a PDF Job and a PDO lob. X m  

How many hours earl i er do you want to d i  spatch a 

Multiply line 21 by line 12. 
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A How many hours earlier do you want to dispatch a 
43 job that i s  Out of Service? 
A Multiply line 43 by line 12. 
44 
A Divide line 44 by 5. This i s  the COS weight. 
4s 
A How many hours earlier do you want to dispatch a 
46 job for each Subsequent Report? 

Multiply l i n e  46 by line 12. A 
47 
A Ofvide line 47 by 5. This i s  the SUB weight. 
48 
A 
49 
A 
so 
A 
51 

. -  , . -. * - 

How many hours earlier do you want to dispatch a 
job for each Priorltv Factor? 
Multiply llne 49 by line 12. 

Divide line 50 by 5 . .  This Is the PRI wei,ght. 

XXMXXWO( 
XXXXXXXXX 
XXXXXXMX 
xxxxXxxxX 

XXXXXXXXX 
XXXXXXXXX 

xxxxxxxxx 
xxxxxxxxx 
xxxxxxxxx 
xxxxmxx 

xxxxwxxx 
xxxxxxxxx 

xxxxxxxxx 
xxxxxxxxx 
xxxxxxxxx 
xxxxxxxxx 

XMXXXXXX 
xxxxxxxxx 
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How much farther would you send a craft to take 
a job that i s  Out of Service? 
Multiply line 43 by line 25. 

XXXXXXXXX 
xxxxxxxxx 
XXXXXXXXX 
XXXXXXXXX 

Divide line 44 by 10. This i s  the 00s weight. XXXXxXXXX 
xxxxxxxxx 

How much farther would you send a craft to take 
a job for each Subseauent Report? 

XXXXXXXXX 
xxxxxxxxx 3 XXMXXXXX 
xxxxxxxxx 

Divide line 47 by 10. 

a job for each Priority Factor? 

Divide line 50 by 10. This i s  the PRI welght. 

This is the SUB welght. XXMXXXXX 
Xxxxxxxxx 

How much farther would you sent a craft to take 

Multiply line 49 by line 25. 

xxxxxxxxx 
xxxxxxxxx 
xMXXWOO( 
XXXXXXXXX 

XXXM(XXXX 
XxXxXXXXX 
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- 
B 
43 
B 
44 
B 

B 
46 
B 
47 
8 

8 

B 
50 
B 
51 

- 
- 
Q5 

- 
- 
4a 

49 
- 

- 
- 
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It i s  important to note that the number of subsequents and priority 
flags can be substantially greater than one for a job. This means 
that these factors, lf weighted heavily, could easily override 
everything else in an extreme case. For example. If a customer has 
called in five subsequent reports, the value added to the formula will 
be five times that of a job with a single subsequent report. Caution 
1 s  advised against getting these weights too high. 

DISTANCE TO HOME (DTH) - This last parameter reflects how strongly you 
desire the craft force to be forced toward their home location. One 
c m n  strategy of  dispatchlng craft i s  to assign a flrst morning job 
for the craft near the.edge of their turf, and then work the craft 
back to the home location during the day. Increasing the value of 
this parameter increases the strength o f  the pull. In theory, this 
causes the craft to b e  dispatched to jobs that are p percent of the 
way from their current location to their hoaw location, on the 
average, where - 

100 (DTH) 

DTJ + DTH 
P -  

Page 10 
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This ,parameter actua l ly  works on a two-level basis. If the c ra f t -  
person i s . i n  the same DM as the home location, the c r a f t  would tend 
t o  move toward Ms closer to the home location. However. i f  the 
craftperson i s  i n  an ou t ly ing  DAA. the parameter on ly  af fects  movement 
across DAA boundaries- i t  has no e f f e c t  w i th in  the out ly ing OM. 
because every job i n  tha t  DAA i s  assumed t o  be the same distance to 
the home location. 

No guidelines or formula have been devised t o  determine the best value 
for t h i s  parameter. but a r u l e  of thumb based on experience i n  several 
companies i s  tha t  a good value for the DTH weight i s  about 15% - 25% 
o f  the DTJ weight. which generates a value o f  p which i s  also around 
20%. The DTH value should be modified by your own experience, o f  
course. 

ACCESS WINOOW INCREMENT (AWI) [New wi th Generic 21 - The Access Window 
Increment parameter. creates a bonus to get jobs dispatched wi th in  
t h e i r  access windows. Thts parameter i s  not meant t o  be a major 
contr ibutor t o  the TOTAL value, but ra ther  t o  make the dif ference 
between jobs when a l l  other factors  are equal. If you donl t  want a . 
bonus for jobs i n  the access’window. j u s t  s e t  the parameter to  zero. 
Otherwise. ge t t ing  the AWI weigth to twice the TTC weight w i l l  provide 
a one hour bonus to jobs i n  t h e i r  access window. 

This parameter i s  an al l-or-nothing value. Jobs wi th  an access window 
w i l l  e l ther  have th i s  parameter se t .  or w i l l  not  be considered f o r  
dispatch. Jobs without an access window can be worked anytime. and 
are never given these points. 

CHANGING THE DISPATCH WEIGHTS TO REFLECT CHANGING K CONDITIONS Di f ferent  
conditions i n  the K reaulre d i f f e r e n t  setttngs from the base wetghts 
described above. The fol lowing s i tuat ions are j u s t  a f e w  o f  those that  you 
w i l l  experience i n  your MC. Good adjustment o f  the parameters w i l l  keep the 
MC running s m t h e r .  - 

MORNING APPOINTMENTS - In the morning. many Hcs emphasize gett fng a l l  
of  the i r  appointments out o f  the way. I f  there i s  a heavier than 
usual load of-morning.uork. ra i s ing  the time t o  comnitment weight w i l l  
increase the probab l l l t y  o f  dtspatching.a morning job. and therefore 
w i l l  handle the heavy load of morning work. This makes the morning 
jobs more Important. and helps insure tha t  they are dispatched soon 
enough. I f  you have a Generic 2 system. increasing the Access Wlndow 
Increment to i t s  maximum value of 200 w i l l  a lso help solve th is  
problem. 

END OF THE DAY - Near the end o f  the day, you may haye f in ished the 
work comnitted for today. When the c r a f t  request another job a t  t h i s  

4 
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i 

time, .a job i s  dispatched that  i s  due tomorrow. (This  option' can be 
turned o f f  on G2 systems. i f  you want.) Since you have ext ra time and 
f l e x i b i l i t y  in .d ispatch ing,  many MCs choose to work on the jobs tha t  
w i l l  most negatively a f fec t  t h e i r  service resu l ts  f i r s t .  Therefore, 
increase the out-of-service. subsequent. and p r i o r i t y  f lag  weights. 
Also, you may not want any unnecessary t ravel ,  so a s l i g h t  increase i n  
the distance to home weight might also be benef ic ia l .  

HEAW OVERLOAD - Occasionally during severe weather, your MC may be 
t o t a l l y  swamped w i th  work. I n  t h i s  case, i t  i s  important to 'd ispatch 
the most urgent jobs f i r s t .  However. since many of  the jobs tha t  a 
c r a f t  w i l l  complete w i l l  have already missed t h e i r  c m i t m e n t s  anyway, 
i t  i s  a good idea not  to waste c r a f t  time travel ing.  Boosting the 
out-of-service and distance to job weight. and possibly also 
decreasing the time to commitment weight. i s  advised i n  t h i s  s i tuat ion.  

A SIUPLE EXAMPLE OF THE EFFECTS OF CHANGING~ DISPATCH HEIGHTS The fo l lowing 
simole examole w i l l  demonstrate the e f fec ts  o f  chanaina the disDatch weights. 
Firit. we w i l l  describe the area we are dealing w i t %  i n  the exahple. and-then 
we w i l l  demonstrate ge t t ing  the base dispatch weights. This w i l l  a l low us t o  
show some o f  the e f fec ts  o f  changing them. 

GEOGRAPHY FOR OUR EXAMPLE I n  our example, we are going t o  use a s impl i f ied 
MC which has only four DAAs. and AAs wi th in  each DAA as fol lows: 

Page 12 
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ADJUSTING DISPATCH WEIGHTS USING A D W  AND DWAL 

AA Geographies: 
----_I- . 
DAA 849: 

- 
<-lo min--> M 122991 

( 1  minute within each AA.) 

DAA 922: 

<-lo min--> 

( 1  minute with each AA.) 

DAA 923: 

<-5 mfn---> 

( 1  minute within each AA.)  

DAA 850: 

10 
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(1 minute within AAs 3322 and 4431. 3 minutes within AAs 3399 and 4499.)' 

This MC i s  covered'by hro supervisor groups, 'A' and I C ' ,  each having 8 craft 
working for them. Nomlly. supervisor A i s  responsible for jobs in O M S  849 
and 850. and supervisor C i s  responsible for DAAs 922 and 923. However, craft 
f r m  each group are allowed to take jobs from one of the DAAs in the other 
turf, to help each other out when necessary. For this reason the two turfs 
overlap: the turf for group A also includes DM 922. and the turf for group C 
also includes OM 850. This i s  shown by the following two OTD reports: 

--------__-__------___I________________--------------- 

MCMD DTD MC I70 QAA SUPV GRP A EHP CODE PRTR REQ BY 
PAGE ARG 

ESPOSIT0.R GROUP: A HOME DAA 849 

849 850 ' 
922 ' 923 

PAGE 1 - EN0 

KIR8Y.J.L. GROUP: C HOME DAA 923 

a49 850 

922 923. 

PAGE 1 - EN0 
-----------___----________I_ 

Figure 9'; OTO Masks for the %,in the example. 

Today we have a modwate load in our s m p l e  K, overall. However, a very 
local thunderstorm passed through last night,. causing a large number Of 
reports in OM 850. The following jobs are pending dispatch right now: 

Page 14 (last mod 8/11/87) 
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--------------- - - ----- 
MCMD DPJ K.170 OAA SUPV GRP MP COO€ PRTR REP BY 
PAGE ARG 

JOBS PENDING DISPATCH FOR MC: 170 O I - O B - ~ ~  0 9 0 1 ~  

DAA I S T  RTE TTN TN LOCATION COMMIT TIME MCM COS SUBS L a49 PW 400 0 3 i m a  815-626201s 01-0a-a7 0600~ 4 

815254-1199 A 8 

ai5254-2299 A B 

aisz54-2299 A B 

a15254-3399 A 8 

ais254-4431 A B 

aiszs4-4431 A B 

ai5254-3322 A B 

PW 400 0312799 ~15-6262oia oi-oa-a7 O ~ O O P  

PW 400 0312830 815-6262028 oi-oa-a7 O ~ O O P  

as0 PDO 101 03124a9 ais-6~62003 oi-oa-a7 OIOOP 

PW 102 0312551 ais-6262005 . oi-oa-a7 O ~ O O P  

PDO 102 0312saz 815-6262007 01-08-87 O ~ O O P  

PDF 400 0312613 815-6262071- 01-08-87 O ~ O O P  

PW 400 0312644 815-62620a5 O I - O B - ~ ~  O ~ W P  

4 

4 

4 

4 

922 

923 

PW 400 031267s ai5-6262oa6 

m a  400 0312706 815-6262031 
. PW 400 0312737 ai5-626203~ 

.. 

P W  102 0407567 217-5462001 

P W  102 0407598 217-5462002 

PW 102 0407629 217-5462005 

a1szs4-3x2 A B 

ai5254-3322 A B 

ai5254-3399 A B 

ai5254-3399 A B 

217315-2299 A B 

oi-oa-a7 O ~ O O P  

01-08-87 0600~ 

O I - O B - ~ ~  0600~ 

01-08-87 0600~ 

01d8-87 0600P -.  _ _  - ~... 

217315-2224 A B 

217315-2606 A B 
oi-oa-a7 O ~ O O P  

4 

* 

4 

4 

4 '  

4 
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ADJUSTING DISPATaf WEIGHTS USING A D W  AND DPVAL 

AN INITIAL SETTING OF THE DISPATCH WEIGHTS The f i r s t  step I n  Sett fng the 
dispatch weights i s  t o  gather the information and make the decisions tha t  form 
t h e  basis o f  calculat fon o f  the weights. For t h i s  example we have decided: 

Based on TREAT reports, we know tha t  our average c lear ing t i m e  f o r  a 
simple (PW) job i s  about 138 minutes. 

To s e t  our Distance To Job (DTJ) weight, we decided tha t  we would want 
c r a f t  t o  d r ive  about f i v e  minutes fa r ther  to take a job due 10 minutes 
sooner. As an addi t ional  check we want to be absolutely sure t o  close 
a l l  the storm-related troubles today, i f  we can. The area tha t  we 
w i l l  consider i s  our "problem" area (SUPV group A. who has 11 jobs i n  
DAAs 849 and 850). Remember tha t  although DAA 922 i s  i n  SUPV A ' S  
t u r f ,  i t  i s  not h i s  main responsib i l i ty .  We a lso make the addi t ional  
assumptions that  we have 8 c r a f t  t o  cover the area, and tha t  our 
longest dlstance to t ravel  i s  10 minutes (from the geography). 

Next, we w i l l  s e t  the weights f o r  the speci f fc  job  types. We know 
tha t  a PDF job  takes almost two hours longer than a PW job. 

Troubles on business c l r c u i t s  average about one hour longer than 
residence, but  our d i s t r i c t  manager i ns i s t s  t h a t  we provide our best 
service to them. To handle th is ,  we add an addi t ional  two hours on 
top o f  the one hour to insure tha t  there i s  no r isk  o f  misslng these 
c m i  tments. 

For our other weights. we want t o  give a 4 hour "bonus" i f  the trouble 
i s  Out O f  Service (COS), and 2 hours f o r  each Priori ty Flag (PRI )  or 
Subsequent Report (SUB); 

-Once re have t h i s  iiiFcr?.zt?rm;letm enter :: t i i  t k  A.C: k:$it C;!t&lation 
Table and compute our weights: - 
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ADJUSTING DISPATCH HEIGHTS USING ADH AND DPVAL 

9 I f  l i n e  1 1s NO, s k i p  to l i n e  13. Otherwise. 
enter the averaqe c l e a r i n q  t i m e  f o r  your center. 

10 Round l i n e  9 up to the next  number d i v i s i b l e  by 
30. Enter It here and on I l n e  11. 

11 Thls i s  the ECT parameter. 
12 This i s  the TTC weight. 
13 MUltfDlY the TTC parameter by 2. 
14 How many minutes f a r t h e r  do you want a c r a f t  to 

t rave l  to  take a j o b  t h a t  i s  due an hour e a r l l e r ?  
15 Div ide l i n e  13 by l i n e  14. This i s  the  DTJ . 

138 X X X X X X X X X  
XXXXXXXXX 

150 xxxXXXXXX 
XXXXXXXXX 

200 xxxxxxxxx 
5 XXXXXXXXX 

X X x x x X X x x  
XXXXXXXXX 

xxxxxxxxx 150 
XxxXXxWOX 100 

wei qht. 40 

can be handled, continue. Otherwise. s k l p  to XXXXXXXXX xxxxxxxxx 
l i n e  25. 

16 I f you want to  check to  see whether a l l  your jobs  MXXXXXXX X X X X X X U X I  

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

23 
24 

25 

In te res t .  IO 
Dlv ide l i n e  18 by the  qrea tes t  distance. 1091 xxxxxxxxx 
Div ide l i n e  19 by 30. This i s  the largest value 36 XXXxxxXXX 
o f  the DTJ parameter t h a t  w i l l  not cause any XXXXXXXXX 
unnecessary missed ccimnl tments. XXXXXXXXX 
Enter the number from e i t h e r  l i n e  15 or 24. . XXXXXXXXX 36 
based on your own judgement. This i s  t h e  DTJ XXXXXXXXX 

A 
26 
A 
27 
A 
28 

Div ide l i n e  12 by 50. keeping 2 decimal places. 2 xxxxxxxxx 
Enter the r e s u l t  here. xxxxxxxxx 
How many hours ear l i .er  do you want to d ispatch  a 1+2 - 3 XXXXXXXXX 
PDB l o b  than a PO0 Job? xxxxxxxxx 
M u l t i p l y  l i n e  26 by l i n e  27. Th is  i s  the  MXWO(XXX 6 
d i f fe rence between the weight of  a PO6 j o b  and a XXXXxXXXX 

4 

Page 17 

136 

A 
29 
A 
30 

PO0 lob. 
HOW many hours e a r l i e r  do you want to d lspatch  a 
PDF l o b  than a PO0 job?  
M u l t i p l y  l i n e  26 by l i n e  29. This i s  the d i f f e r -  XXXXXXXXX 
ence between the weiqht o f  a PDF j o b  and PW fob. XXXXXXXXX 

2 XXXXXXXXX 
xxxxxxxxx 
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B 
49 
B 
50 
B D l v i d e  l l n e  50 by 10. T h i s  i s  the PRI  weight. XXXXXXXXX 
51 XxxXXXXXX 

HOW much far ther  would you send a c r a f t  t o  take 
a job f o r  each P r i o r i t y  F a c t o r ?  
Mul t ip ly  l i n e  49 by l i n e  25. 

ADJUSTING DISPATCH WEIGHTS USING ADW AND D W A L  
i 

- 

XXXXXXXXX 
M000aO(XX 
XXXXXXXXX 
woo(xxxxx 

F i n a l l y  for our D i s t a n c e  To Home (DTH) weight. we choose 20% of  t h e  OTJ v a l u e  
( l i n e  25  o f  t h e  form).' or 7. These w e i g h t s .  as e n t e r e d ,  a r e  shown on the 
following ADW mask: 

AOW MC 170 EC 170 01-08-87 1059A 

DISPATCH PARAMETERS EXIST: WGT NEW WGT 
ESTIMATED COMPL TIME 1 50 
ACCESS WINDOW INCREMENT 0 

100 
DISPATCH PARAMETER WEIGHTS . 

TIME TO COMMITMENT 
DISTANCE TO JOE 36 
DISTANCE TO HOHE 7 
WT-OF-SERVICE a0 
SUESEWENTS 40 
PRIORITY 40 
JOE TYPES: 

P W  0 PDF 4 PDH PDG 0 PDS 0 PDC 0 
PDE 6 PO2 0 PO3 0 PO4 0 PDS 0 PWS PWF 

DISPATCH SELECTION AND TEST OPTIONS 
TURF DISPATCH t i  WITH I OPTION? N 
CONSIDER FUTURE COHnITMENTS Y WITH APPOINTMENTS? N M I F I ?  N 
TEST ON DISPATCH? N TEST ON RETURN? N 

TIME DELTA 0 

( l a s t  mod 8 /17 /87)  
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CASE 1: Now t ha t  we know what Is happening i n  our area, . l e t ‘ s  take a look 
a t  the OPVAL reports for lt. F l r s t .  w e ’ l l  look a t  the jobs i n  C ‘s  t u r f ,  from 
a craf t  located I n  fhe same AA ( D M  923. M 2699) as the home loca t ton  for the 
supervisor: 

------ -----_1-------- -- 
MCMO OPVAL MC 170 DAA SUPV GRP C M P  COOE PRTR REP BY 
PAGE ARG 

OISPATU EVALUATIONS FOR MC: 170 01-08-87 l l O l A  

OAA AA ISTRTE TTN EST AH1 SA SUBS COMM P R I  OIS HOHE TOT 
150 000 0080 0040 0100 0040 0036 0007 

PO0 POG PDF . P K  POH POS 
. oo00 oo00 0004 0000 OOOO 

PO6 PO2 PO3 PD4 PO5 
0006 0000 0000 0000 0000 

850 3399 PO0101 0312489 
4431 PO0102 0312551 0800 OOOO 11700 oo00 -01080 -00210 011210 
4431 PO0102 0312582 0800 oo00 11100 oo00 -01080 -00210 010610 
3322 PDF400 0312613 0800 OOOO 11100 oooo -01080 -00210 011010 
3322 P W 4 0 0  0312644 oo00 oooo 11100 oooo -01080 -00210 009810 
3322 PO0400 0312675 0800 0000 11100 0000 -01080 -00210 010610 

0800 0000 12100 oooo -01080 -00210 011810 

PAGE 1 - MORE ------------------ 
MCHO DPVAL MC 170 O M  SUPV GRP C EHP CODE PRTR REQ BY 
PAGE 2 ARG 

3399 PO8400 0312706 . 0800 0000 11100 OOOO -01080 -00210 011210 
3399 P00400 0312737 

922 2299 PO0102 0407567 
2224 PO0102 040’2598 

‘0800 0000 11 100 ao00 -01080 -00210 010610 
0800 oo00 11100 OOOO -00540 -00105 011255 
0800 OOOO 11100 oo00 -00540 -00105 011255 

923 2606 PO0102 0407629 0800 0000 11100 oo00-OOO36 -00007 011857 

Page 20 ( l a s t  mod 8/17/87) 
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I n  th i s  case;- the c r a f t  w i l l  be dlspatched t o  the job w i th  the highest index 
next (TTN 0407629). unl.ess another c r a f t  has already been dispatched on it. 
Notice that the c r a f t  w i l l  tend to stay near h i s  home locat ion.  This i s  t rue 
even when there I s  heavy load I n  the system. This c r a f t  may end up helping 
out i n  D M  850 l a t e r  I n  the day, but not  u n t i l  a l l  the work i n  DAAs 922 and 
923 i s  dlspatched. accordlng to  the above report.  

C M E  2: Our next report  shows a s imi la r  s i tua t ion  for  a c r a f t  I n  group ' A '  
that  i s  also current ly  working i n  the same AA as h i s  home locat ion (DAA 849. 
AA 1199): 

DISPATCH EVALUATIONS FOR MC: 170 01-08-87 l l O l A  

DAA AA ISTRTE TTN EST AWI SA -.SUBS COW P R I  D I S  HOME TOT 
150 OOO 0080 0040 0100 0040 0036 0007 

PW PDG PDF PDC PDH PDS 
~ o o 0 0 o O 0 4  oooo oooO 
PO8 PO2 PO3 PO4 PDS 
OOO6ooOOOoO0 oooOoooO 

849 1199 PO0400 0312768 0800 OOOO 11100 OOOO -00036 -00007 011857 
2299 PW400 0312799 OOOO 0000 11100 OOOO -00180 -00035 010885 
2299 PW400 0312830 0800 OOOO 11100 OOOO -00180 -00035 011685 

850 3399 PO0101 0312463 0800 oo00 12100 oooO -00540 -00105 012455 
4431 PW102 0312551 0800 oo00 11700 oo00 -00540 -00105 011855 
4431 PW102 0312582 0800 OOOO 11100 O O W  -00540 -00105 011255 

PAGE 1 - MORE 
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------- 
HCHD OPVAL 
PAGE 2 

3322 
3322 
3322 
3399 
3399 

922 2299 
2224 

-I---------. 
. MC 170 O M  

ARG . 
P O F W  0312613 
PDO400 0312644 
P W W  0312675 
PO8400 0312706 
P W 4 0 0  0312737 
PW102 0407567 
Po0102 0407598 

0800 oo00 11100 0000 -00540 -00105 011655 
OOOO OOao 11100 OOOO -00540 -00105 010455 
0800 Oaoo 11100 OOOO -00540 -00105 011255 
0800 oo00 11100 oo00 -00540 -00105 011855 
0800 oo00 11100 OOOO -00540 -00105 011255 
0800 OOOO 11100 OOOO -01080 -00210 010610 
0800 oo00 11100 0000 -01080 -00210 010610 

PAGE 2 - EN0 --------- - I--- ------------- 
Figure 14. Example OPVAL Report #2 

I n  th i s  case, the comaitment time becomes the over r id ing  factor.  The best job 
f o r  the c r a f t  i s  TTN 0312489. even though i t  requires t rave l i ng  t o  another O M  
t o  get it. Note that  t h i s  j ob  is ' leos  than tro hours f r u n  i t s  comnitment and 
w i l l  probably be missed, but  barely. Even so. the system makes an e f f o r t  t o  
dispatch it. 

CASE 3: Assume tha t  t h i s  c r a f t  d w s  c a l l  in, and I s  dispatched on TTN 
0312489. What i f  the next c r a f t  c a l l s  i n  from group A. and he i s  also i n  M 
1199? The jobs tha t  are avai lab le for  him are the same ones as before, so we 
can use the same DPVAL report ,  j u s t  ignor ing the job  that  was already 
dispatched. Notice the three jobs w i th  the highest values tha t  are s t i l l  on 
the l i s t ,  namely TTNs 0312768, 0312551. and 0312706. These are extremely 
close i n  value. This impl ies tha t  the order they are dispatched depends a l o t  
on the weights. One job i s  close t o  the c r a f t ' s  current  iocarion. another i s  
a PD8 job. and the t h i r d  f s  due a t  3:00. ra ther  than 6:00. The balance i s  
very f ine,  and very s m a l l  ,changes i n  the parameters would determine which Of 

CASE 4: However, the next c r a f t  tha t  c a l l s  i s  i n  OM 850 and M 3322. The 
OPVAL repor t  changes r f g n i f i c m t l y .  since the c r a f t  1 s  i n  a d i f f e r e n t  location: 

the jobs to dispatch. ,a 
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DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1108A 

DAA ISTRTE TTN EST AMI  SA SUES COMH P R I  D I S  HOME TOT 
150 000 0080 0040 0100 0040 0036 0007 

PW PDG PDF PDC PDM PDS 
oo00 0000 0004 0000 oooo 
PDE PO2 PO3 PO4 PO5 
0006 0000 0000 0000 0000 

849 1199 PW400 0312768 0800 0000 11100 0000 -00540 -00007 011353 
2299 PO0400 0312799. 0000 0000 11100 0000 -00540 -00035 010525 
2299 PO0400 0312830 0800 0000 11100 0000 -00540 -00035 011325 

850 4431 PW102 0312551 0800 O W  11700.0WO -00360 -00105 012035 
4431 PWl02 0312582 0800 WOO 11100 0000 -00360 -00105 011435 
3322 PDF400 0312613 0800 0000 11100 0000 -00036 -00105 012159 

PAGE 1 - MORE . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
MCMD DPVAL Hc 170 DAA SUPV GRP A EMP CODE PRTR REP BY 
PAGE 2 ARG 0850 A3322 

3322 PW400 0312644 WOO 0000 11100 0000 -00036 -00105 010959 
3322 PW400 0312575 0800 0000 11100 OOOO -00036 -00105 011759 
3399 PO8400 0312706 0800 0000 11100 0000 -00180 -00105 012215 
3399 Po0400 0312737 0800 0000 11100 0000 -00180 -00105 011615 

0800 0000 11100 oo00 -00720 -00210 010970 
2224 PWlO2 0407598 .* 0800 0000 11100 WOO -00720 -00210 010970 

922 2299 PWlO2 0407567, 

Again, not ice the three jobs w i th  . the highest values. A l l  have d i f f e r e n t  
reasons for  having a high value. The highest value i s  a nearby business (PO61 
job. TTN 0312706. and w i l l  be the j o b  t h a t  1s dispatched t o  the c ra f t .  N e x t  
Is the nearby PDF j o b  TTN 0312613. The t h i r d  htghest job. TTN 0312551. has an 
e a r l i e r  ccinnitment (3:00) than the others. If the same r e p o r t  for the same 

( l a s t  mod 8117187) 
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ADJUSTING DISPATCH HEIGHTS USING ADH AND DPVAL 

jobs i s  run two hgurs from now. the ear ly  c m i t m e n t  j o b  w i l l  be selected, 
rather than the PDE job. This would be caused by the "bonus" given to jobs 
wi th in  the i r  Estimated Completion Time. 

CASE 5: I n  t h i s  case, our next c r a f t  i s  i n  D M  849. M 1199. Helshe has 
the same locat ion as case 3. bu t  we have decided to  change the dispatch 
weights i n  the meantime. We set the new DTJ weight a t  30. instead of  36: 

AOW MC 170 EC 170 01-08-87 l l l l A  

DISPATCH PARAMETERS EXIST. WGT NEW WGT 
ESTIMATED COMPL TIME 1 50 
ACCESS WINWW INCREMENT 0 
DISPATCH PARAMETER WEIGHTS 

30 
7 

DISTANCE TO JOE 
DISTANCE TO HOHE 
OUT-OF-SERVICE 80 
SUESEQuENTS 40 
PRIORITY 40 
JOB VPES: 

TIME TO COHHITHENT 106 

PW 0 PDF 4 PDH PDG 0 PDS 0 P M :  0 
PDE 6 PO2 0 PO3 0 PO4 0 PO5 0 PWS ' PWF 

DISPATCH SELECTION AND TEST OPTIONS 
TURF DISPATCH N WITH I OPTION? N 
CONSIDER FUTURE COMMITMENTS Y WITH APPOINTMENTS? 
TEST ON DISPATCH? N TEST ON RETURN? N 

N M I F I ?  N 

TIME DELTA 0 

-- -------I---- -_I- 

Figure 15. ADk Mask A f t e r  Changing the OTJ Weight 

This change w i l l  reduce the. value given t o  nearby jobs. so the c r a f t  w i l l  
t rave l  fa r ther  to take a job t h a t  i s  due an haur e a r l i e r  than helshe would 
have before. Notice that  the faraway jobs (TTN 312541 and 312706) now have 
higher values than the nearby job  (TTN 0312768) i n  the fo l low ing  DPVAL report :  

Page 24 ( l a s t  mod 8/17/87) 
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i 

~ 

MCMD OPVAL MC' 170 OM SUPV GRP A EMP WOE PRTR REP BY 
PAGE ARG 

OISPATCH EVALUATIONS FOR MC: 170 01-08-87 1 l l U  

O M  M ISTRTE TTN EST AH1 SA SUBS COM P R I  D I S  HaME TOT 
150 000 0080 0040 0100 0040 0030 0007 

PO0 POG PDF POC POM POS 
0000 WOO 0004 0000 oooo 
POB PO2 PD3 PO4 PO5 
0006 0000 0000 0000 0000 

849 11 99 PW400 0312768 0800 OOOO 11100 0000 -00030 -00007 011863 
2299 PW400 0312799 O W 0  oo00 11100 0000 -00150 -00035 010915 
2299 PW400 0312830 0800 0000 11100 oo00 -00150 -00035 011715 

850 4431 PO0102 0312551 0800 oo00 11700 0000 -00450 -00105 011945 
4431 PO0102 0312582 08Od OOOO 11 100 0000 -00450 -00105 01 1345 
3322 PDF400 0312613 0800 oo00 11100 oo00 -00450 -00105 011745 

PAGE 1 - WRE 

MCHD DPVAL MC 170 D M  SUPV GRP A EMP CODE PRTR REP BY 
PAGE 2 ARC 

3322 PO0400 0312644 OOOO OOOO 11100 0000 -00450 -00105 010545 
3322 PW400 0312675 0800 oo00 11100 0000 -00450 -00105_011345 
3399 PO8400 0312706 0800 oo00 11100 0000 -00450 -00105 011945 
3399 PDO400 0312737 0800 OaOo 11100 OOOO -00450 -00105 011345 

922 2299 PO0102 0407567 0800 oo00 11100 0000 -00900 -00210 010790 
2224 . -0800 oo00 11100 OOOO -00900 -00210 010790 PO0102 0407598 

U S E  6: Up to  t h i s  po int .  none o f  the troubles we have considered have had 
e i t h e r  subsequent repor ts  or p r i o r i t y  f l a g s  s e t .  Now. several C a l l s  a re  
received a t  the CRSAB. Two subsequents are taken against T I N  0312613. and one 
against TTN 0312644. In addit ion.  the l a s t  c a l l e r  was angry t h a t  the phone 
hadn't been f ixed. so the RSA s e t  both the Customer I r a t e  (C IR)  and rCustomer 
Comnented (CC) f lags.  Now. when we look a t  the OPJ r e p o r t  to  l l s t  our jobs. 
we see: 

( l a s t  mod 8/17/87) Page 25 
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ADJUSTING DISPATCH HEIGHTS USING A D W  AND DPVAL 
i 

DAA 
a49 

as0 

PAGE 1 

IST 
P W  

P W  

Po0 

PW 

P W  

PDF 

P W  

P W  

ARG 

JOBS PENDING DISPATCH FOR MC: 170 01-08-87 1117A 

RTE 
400 

400 

400 

102 

102 

400 

400 

400 

- MORE 

TTN 
03ima 

03iza30 

031 2582 

032 1799 

0312551 

0312613 

0312644 

031 2675 

TN 
ais-626201s 

a 1 5-62620 1 a 
ai 5-626202a 

ais-6262007 

ais-626201 J 

ais-6262oas 

a i  5-6262086 

81 5-6262005 

COMMIT 

A 

A 

A 

A 

A 

A 

A 

01-08-a7 

01 48-87 

01 -08-87 

0 1  48-87 

01-08-87 

oi-oa-a7 

01 -08-8 7 

o 1 -08-8 7 

TIME 

8 

8 

8 

8 

8 

8 

8 

0M)OP 

06OOP 

06OOP 

0300P 

0600P 

0600P 

06obP 

06OOP 

MCM 00s 
t 

SUBS L 

2 

1 

MCMO DPJ .nc 170 DAA SUPV GRP EMP CODE PRTR REP ay 
PAGE 2 ARG 

4 
815254-3322 A B 

815254-3399 A 8 

aiszs4-mg A 8 

PDB 400 0312706 a15-62m~31 01-08-87 0600~ 

PW 400 031 2737 ai 5-6262035 oi-08-a7 0600~ 

922 P W  102 0407567 217-5462001 01-08-87 0600~ 
._ 217315-2299 A a pm 102 0407598 217-5462002 01-08-a7 0.500~ . 

923 P W  102 0407629 217-5462005 oi-oa-a7 0600~ 

4- 

4 

4 
217315-2224 A 8 

217315-2606 A B 

PAGE 2 - END 
--L- ------------- -_--_--I-------------- 

Flgure 16. DPJ Report for the Example After Subsequent Reports 

The corresponding DPVAL report tassumtng group A.  and fn DAA 849. AA 1199F 1 5 :  
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ADJUSTING DISPATCH WEIGHTS USING AMI AND DWAL 

DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1118A 

DAA AA ISTRTE TTN EST ANI SA suas COMM PRI DIS HOME TOT 
150 000 0080 0040 0100 0040 0030 0007 

PW PDG PDF PDC P M  PDS 
0000 0000 0004 OOOO oooo 
PDB PD2 PD3 PD4 PDS 
0006 0000 0000 OOOO OOOO 

849 1199 PW400 0312768 0800 0000 
2299 PCO400 0312799 OOOO 0000 
2299 PO0400 0312830 0800 0000 

850 4431 PDO102 0312551 0600 0000 
4431 PW102 0312582 0800 0000 
3322 PDF400 0312613 0800 0800 

PAGE 1 - MORE 

roo 0000 -00030 -00007 011863 
100 0000 -00150 -00035 010915 
100 0000 -00150 -00035 011715 
700 oo00 -00450 -00105 011945 
100 oo00 -00450 -00105 011345 
100 oo00 4 0 4 5 0  -00105 012545 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  
HCMD DPVAL HC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY 
PAGE 2 ARG 

3322 PW400 0312644 0800 0400 11100 0800 -00450 -00105 012545 
3322 PW400 0312675 0800 0000 11100 0000 -00450 -00105 011345 
3399 PD6400 0312706 0800 oo00 11 100 oooO--00450 -00105 01 1945- -- 
3399 PW400 0312737 0800 oo00 11100 oo00 -00450 -00105 011345 

922 2299 PW102 0407567 0800 0000 11100 0000 -00900 -00210 010790 
2224 PW102 0407598 0800 0000 11100 0000 -00900 -00210 010790 

PAGE 2 - END -- -_I---____-__---___------~-------------------- 

Note t h a t  these subsequents can dramattcal ly change which job 1s dtspatched. 
The two jobs with the highest values.are now the two t h a t  have the subsequent 
reports and prlori ty  factors .  
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ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL 
i 

The purpose o f  these examples i s  t o  give you a broad overview of how the 
parameters interact .  Experience i n  ad just ing the parameters cannot be gained 
by j u s t  studying examples. therefore remember to l e t  your own experience i n  
your center guide your decisions. 

EFFECTS OF GROUP TURF SIZE ON THE JOB SELECTION FOWULA The s i z e  o f  the 
pool o f  jobs tha t  c r a f t  can work o f ten  a f fec ts  the e f f i c iency  o f  the job  
selection formula. The Job assigned to  each supervisor group i s  a l i m i t  on 
the distance a craf t  can t rave l  t o  obta in  a "hot" job. I f  the t u r f s  are 
s t r i c t l y  l imi ted. a c r a f t  may not be able t o  cross i n t o  another area without 
manual intervention. and the "hot" job  may not be dispatched r i g h t  away, but 
have t o  wait u n t i l  a c ra f t  needs a Job i n  tha t  l i t t l e  area. Overlapping t u r f s  
also allow the Craft to flow i n t o  nearby areas wi th  high workloads without 
intervent ion by a supervisor when the jobs i n  t h e i r  home tur f  have been 
completed. This, again, i s  a decision t o  be made by management, and re f l ec ts  
your indiv idual  philosophy f o r  handling the center. Detai led Information 
about how to modify group tur fs may be found i n  the document e n t i t l e d  "The ACT 
Transaction - Assign Group Turfs" (nfe-nmagen.agt). 

One way t o  Combine group tu r fs -w i th -d ispatch  weights to produce be t te r  resu l ts  
i s  t o  al low a l i t t l e  f l e x i b i l i t y  i n  the t u r f s  t h a t  are assigned t o  supervisor 
groups. Rather than s t r i c t l y  l i m i t i n g  supervisor groups to s m a l l  t u r f s  tha t  
are mutually exclusive. they al low the c r a f t  to a lso take jobs from some o f  
the neighboring OMS i n  the t u r f s  o f  other supervisors. C ra f t  i n  other groups 
w i l l  l i kew ise  be able to cover par ts  o f  the f i r s t  t u r f .  I f  desired, the 
distance tables can be s l i g h t l y  modif ied t o  provide an ext ra penalty for  
t ravel ing i n t o  the O M S  o f  another supervisor. This i s  done by increasing the 
distances between the ou t l y ing  DAAs and the DAAs wi th in  the t u r f .  (This i s  
only necessary where the d i f ference i n  the distances from the OMS i n  the home 
tu r f  and the neighboring OMS i s  sma l l .  I n  mos t  cases, j u s t  using a higher 
distance t o  honc parameter w i l l  be su f f i c ien t . )  I n  e f fec t ,  t h i s  only puts 
another penalty on the c r a f t :  i t  makes the distance to nome penalty even 
larger f o r  moving to  the neighboring O M S .  Therefore. on a normal basis. 
c r a f t  w i l l  only be assigned outside t h e i r  home t u r f  if there are very urgent 

NOTE: Before any changes to  the distance tables are made, be sure that the 
group responsible for--maintatning the tables f s  aware of,  and approves these 
changes. 

n m A R Y  Many factors  affect the performance o f  your MC. Effect tve 
adjustment o f  the dispatch weights can be used t o  compensate f o r  these 
factors, but t h i s  i s  only  a too l  t o  be used, and not  a solut ion t o  every 
problem. This document shows one method o f  ad just ing the dispatch weights. 
and o f fe rs  suggestions f o r  changing them. Using your own experience I s  
recomnended. because every center i s  unique. I n  terms, o f  load, workforce, 
local oractlces. and manaoement. Take the time t o  plan i n  advance your 

jobs i n  the ou t ly ing  OMS. .* 

response t o  changes 

Page 20 

i n  MC cdnditions: It w i l l  be w e l l  rewarded. 
L 
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COMPANY: BST 
TITLE: . PWFORMANCEOF WORK 
PBRIOD : TYE 12/31/93 
DATE: DEC 9. 1993 
AUDIMR: RKY 

PSc staff rode in the truck with a service technician from the POTS 
category and a service technician from the cable repair category. 
are dispatched out the Mapper. 

Staff observed how the technician accessed his jobs through the CAT, 
did his jots, closed out jobs through the CAT, filled out his RF 152 
time sheet and filled out his Work Activity Log for the sample. 

WP NO 46-1 is the detail of staff observation. 

Both. 

PSC STAFF QUFS!IONS 

PSC staff noted three Places where'there might be a possibility for 
manewering the sample and asked questions to determine what controls 
were in place so there could be no manewering or bias. 

The first two questions on on WP no. 46-2 and the company answers 
are on the same workpaper pages 2 and 3. 

These questions involve when the ST's call in rather than accessing the 
jobs through the CAT and if the dispatcher can assign the tech a 
regulated job If the dispatcher knew the tech was in the sample. 

Generally, the answer was that the dispatcher goes into Mapper himself 
and may verbally dispatch a job and, as stated in wp 45, "the system does 
not categorize work as regulated or deregulated." Also, the dispatcher 
"...is not provided with, or has reason to be conerned with which 
technicians are being sampl6d. 
See wp no 46-2, page 2 

The third question involves what controls are in place so that the work 
performed by the service tech is entered in the sample and on his 
timesheet. How does the company make sure the service tech does what 
he says? 

Besides filling out time sheets and the WAL in the smaple. the ST has 
to code into the CAT the disposition code of the work he did, and also 
type in a narrative of the work he did. Staff observed this in the 
field. 



_ .  
COMPANY: BST 
TITLE: PERFOMCE OF WORK 
PERIOD: TYB 12/31/93 
DATE: DEC! 9. 1993 
AUDITOR: RKY 

The coding and' narrative in the CAT produce source documentation which 
is compared to thetime sheet or W A L  by t e technical analyst in the 
Wasp Center in Birninghaa. See wp no. qh. 
This is inclouded in procedures for the technical analysts for the 
WALs, and in procedures for the tech supervisors for positive time 
reporting. 
Also see Company answer to this third question odwp 46-3. 

The first two questions are really a part of the dispatch system and 
conclusions regarding that are on wp 45. 

The third question is answered by the company B h a n g  that there are 
procedures for the technical analysts to follow to verify the WAL. Also 
there are procedures for the tech supervisor in the positive time 
reporting system to verify the time reports. 

Also, a part of this question is where do you stop looking over 
employees shoulders and go on trust. 
to follow ST around and make sure they are reporting what they are 
doing. 

Also, see 45 for Technical Analyst supervisors role in determining 
whether there is anything unusual in the profiles which are generated 
from this whole system. 

It would be virtually impossible 
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A H 0  OBSERVRTIONG OF ERUICE TECH WLK 

P$\\$? 
PERIW: M E  12/31/93 
M E :  NWEWR 29, 1993 
9UGITOR: RKY 

YP NO. qr, I 
TUE%AY, tiw ?3 

Yent to ilaintenance Center to  meet service technician to  r ide  uith h i r .  
Daniel Hartin. 

&,accessed h i s  f i r s t  job through the Computer Ilccess l c rs ina l  (CAI ) .  
Ihas a service order and had to  go to the cross box i n  the street, then 
t o  the meter room i n  the nursing hole uhere the servica order vas requested. 
Uent to  the r o w  of t h r  person involved. 
Bent back t o  cross box and back t o  meter ram. Service installed. 
Used C A I  t o  tes t  that service uas OK. 

Charged all t i r e  t o  cable time 4Stl and charged i t  t o  d e r  roor NE 
on his t i l e  sheet. 

Then he filled out the saiple torn on uhich he checked off h a t  he did. 

M e  accessed a second job fron the CAT. This uas a No Dial Tone. 
Checked box back of house. 
Checked Cross box 
Checked Aerial drop 
Changed protector. 

Use CAT t o  test  that service uas OK. 

Charged h i s  t iae a t  the cross box to  4511 and a t  the 
aer ia l  drop 24M. 

He accessed a t h i r d  job through the CAI.  This uas fo r  an inside Jack. 
This uas deregulated w r k  and charged t o  91B1, He put a MU 

protector on the Dutside and that i s  repllated, charged t o  24811. 
Used CAT t o  test  that  service uas OK, 

Uhen hs t r i ed  t o  -6 a fourth job thrw the C A I ,  tha C A I  d id  not 
have a job for him. He had to  c a l l  in the Naintenance Center and vas 
verbally given anothsr Job. 

I d id  not 90 on th i s  fourth job v i t h  hir. 



CMPMY: 951 
TITLE: 

PERIOG: I Y E  12/31/93 
OhlE: NDUEHBER 29, 1953 
RUDITOR: RH 

DBSERVRTIONS OF YDRK AT DIFFERENT OFfICES 
wo caxiivnisots E SERUICE TECH LMRY 

UP NO. 

PSC staff questions: 

Yhen the CAI did not have any jobs for hie and he called in, uhat 
controls are in place so that the person uho is giving hin the job 

saap!e? 

Yhat prevents the service tech uho is in the sample froa notifying the 
dispatcher and getting only regulated jobs if he calls in. 

Uhat controls are there so that you knou h a t  the service tech does is 
entered on the sadpte and on his tiw sheet. For exsaple, on this 
second job, he said the trouble could be inside or outside As it 

%happens the job uas outside and he charged it to wtside. But, uhat 
uhat if it uas inside (dereg) and he charged it to outside (reg). Uhat 
controls are there to stop this fron happening. 
This uould still happen if time sheets uerc used - still an area uhere 
can be nanipulated if supervisor told then to do it. 

Please explain "bulk" jobs. Expl in and give exarples on hnr this does 
not distort the sample. Hou arJhey dispatched throug CAI. 

YECNESWY. NW 24 

Uent t o  flaintenance Center to neet service technician uho is assigned 
to cable. Kerry. 

He said he accessed his first job the night bePore because if he needed 
a digging team he could order then the night before and not uait when 
got to the job, uhich he did. He shoued me hou he accessed it on his 

3- 
9 does not arbitrarily give hi. a regulated job since he is in the 

0' 

"f 

mi. 

tient to site and encountered many obstacles (non English speaking, 
locked gate, and dog in yard) before able t o  get to drop and conplete 
his job. 3 hours. 

Sanetine in the beginnicg uhen there mas a lack of connunication and 
the tech could not figure out the problen the cwtoner uas coaplaining 
about, he said he uwld call in and get amther job, get amthsr job so 
that he can use his diggers as they yere there uith his already. He 
uas going to do this to save tine and noncy. 

Houevar, the customer got her husband on the phone who spoke EngliJl 
and explained to the Service le& the prcblw. He w e r  called in for 
another job at that point. 

He finished the job, closed it out on his CAT and tested OK. Urote up 
his tine sheet and his sanpk sheet. 



CmPRNY: 
TITLE: 

PERIOD: 
DRTE: 
RUOITOR: 

BST 
OBSERUATIONS OF UORK AT DIFFERENT OFFICES 
RND OBSfRURTIoHs OF SERUICE TECH UDRK 
TYE 12/31/33 
NWEllBER 29, 1993 
RKY 

Up NO. 

He then accessed another job through the CAT. This job he needed his 
diggers for. This uas a cut cable. Yent vith hia to the next job and 
9au the cut cable and then left. It Mas lunch tine. 

If he could call in and get a job that he needed s digger for, could 
that distort the saaple? Yhen the service tech calls in, uhat is the 
procedure for assigning the job? Yhat controls are there that the 
saiple is m t  distorted. Please explain and give exaylles. 

Also, request results of all psrsllal tile reporting to date by 
aaintenance center in Florida. 

3 
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WASP REQUEST 4 

11/30/93 

PROVIDE BY 12/3/93 

RE: DISPATCH SYSTM 

A. In  my obseryation of a POTS service technician on Tuesday, NOV 23. 
when he went into h i s  CAT t o  pul l  up h i s  fourth job, there  w a s  no job 
avallable. He had to  call  i n  t o  t h e  maintenance center and W a s  
given another job. 

i 

Please answer these hypothetical questions: 

1. When the CAT d id  not have any jobs for  him and called i n ,  what 
controls are i n  place so tha t  the person w h o  is giving hi. the job does 
rot arb i t ra r i ly  give him a regulated job since he 1s i n  the sample. 

2.  What controls are i n  place to  prevent the service tech w h o  is i n  
t h e  sample from notifying the  dispatcher and get t ing only regulated 
fobs i f  he c a l l s  i n .  

B. In my o h e m t i o n  of a cable technician on W e d .  Nov 24, there w a 8  a 
point i n  t h e  first job t ha t  he thought he m i g h t  have t o  leave the job 
and go t o  anather because of cer ta in  obstacles ( t h i s  did not happen). 
However. he said tha t  instead oE.calling i n  on the CAT, he would call 
the  aaintenanee center and t r y  to  get a job where he needed h i s  diggers 
since they were called out on t h i s  job with hi.. He said t h i s  would 
save time and money as they were already there and did not have t o  go 
back and out agaln. This did not happen because t o  o b t a c l e s  were met. 

However, please answer t h i s  hypothetical question: 

If he could call i n  and get a job that he needed a digger for ,  could 
tha t  d i s to r t  the sample? Vhen the cable service tech calls in. w h a t  is 
the  procedure for  assigning the  job? What controls are there that 
the sample is not distored. Please w l z l n ,  give exaoplc~. and 
d m e n t a t l o n .  

hwer the  sa^ hyp the t i ca l  question for the POTS service technician. 

. 
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FPSC Request 4 

Question A' (1) 

When the CAT did not have any jobs €or him and called in, what 
controls are in place so that the person who is giving him the job 
does not arbitrarily give him a regulated job since he is in the 
sample. 

Answer A (1) 

The technicians are assigned to a DAA (DISPATCH ADMINISTRATION 
AREA). In the event the assigned DAA is cleared of all work items, 
the technicians CAT terminal will respond "no jobs available". The 
technician will call the IMC, and request instructions. The 
control supervisor will usually reassign the technician to another 
DAA with work available, or randomly select a future committed job 
in the same area if the drive time to the other DAA is excessive. 
In the event the technician is moved to another DAA the control 
supervisor may verbally dispatch the technician on a random job 
during the telephone call. The system does not categorize work 
items as regulated or de-regulated. 

Question A (2) 

What controls are in place to prevent the service technician who 
is in the sample from notifying the dispatcher and getting only 
regulated jobs if he calls in. 

Answer A (2) 

The system does not categorize troubles as regulated or 
deregulated. The technicians almost exclusively are dispatched on 
randomly selected jobs through their CAT terminal. In those 
instance when a live dispatch is required, the system will select 
a random job fo r  dispatch. In addition, the IMC is not provided 
with, or has a reason to be concerned with which technicians are 
being sampled. 

I $7 
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Request 4 - page 2 

Question B 

If a technician (FT) could call in and get a job that required a 
digger, could that distort the sample? When the cable tech calls 
in, what is the procedure €or assigning the job? What controls are 
there that the sample is not distorted. Please explain, give 
examples and documentation. 

Provide the answer to the question for POTS service technicians. 

Answer B 

The cable control supervisor is not aware of which technicians are 
being sampled. In the November 24, 1993 the FT had a outside 
contractor digging crew on the job site with him. The technician, 
in question primarily works in encapsulated plant based on his 
assigned DAA. In the event the original assignment needed to be 
left incomplete the technician stated he would call and request any 
known buried cable troubles due to the availability of outside 
contract labor. This would not distort the sample as the 
technician in question is generally performing the same work each 
day regardless of his status on the sample. In addition, unless 
the cable supervisor is aware of a known cut buried cable or major 
outage he could not be absolutely certain that the item of plant 
involved in the dispatched task is buried. 

This situation would not occur with POTS service technicians. 
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V4SSP RMVEST 7 

11/30/93 

PROVIDfi BY 12/3/93 
i 

Re: Service Tech Time Reporting 

What controls are there so that you know what the service tech does is 
entered on the sample and on his time sheet. For example, for the 
second job of the POTS service Tech, he said the trouble could be 
inside or outslde. 
it to outslde. But what if it was inside dereg) and he charged it to 
outside (reg). What controls are there to cs 6 p this f r m  happenlng. 
(Staff realizes that this hypothetical situtatlon could happen with 
both time reporting and the statistical sampling nethod.). 

Provide documentation, if any. 

At it happens the lob was outside and he charged 

.. 
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FPSC Request 7 

Service Technician Time Reporting 

There are certain controls in place to ensure accurate time 
reporting by technicians. 

In the Positive Time Reporting mode field supervisors will verify 
2 time labor reports per week per employee €or accuracy against all 
source documents (BSP Section 620-700-001SV Paragraph 4.3 Labor 
Statistic Reports). In addition district and staff audits of the 
process are performed. 

In the WASSP or Sampling mode, source documents must be verified 
for accuracy against Work Activity Logs (WAL's) €or ALL sampled 
technicians EVERY day by the Technical Analyst ( BSP Section 620- 
700-002 Paragraph 4.0 Technical Analyst Group Responsibilities). 

In both situations if a discrepancy or error is detected it must 
be corrected. 

. 
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W 
2 . 3  71ie supemsor IS responstbie ior revleunng Form 9360-AL to e w e  reasonabieness o i  rime 

:eponea. h rmntmum o i  two 1.2) RF-152-1's per empiovee per pay penoa must be compueo 
:o the output prowded.on Form 9360-AL. E;iaence o i  this renew must be apparent m the renew 
;rocera. This endence mav rnciude ($ut I( not lurutea to1 hiphlighrr. notes. or supemor m W  
ijqture on Form 3360-~L for each empiovee revw+-a. !! ditUCpiIIUU are detected. the 
juoemsor mun ensure rnat the appmpzbte correcuve acuoi6 are taken. 

.+her venncauon. ~ U ~ C M S O &  approvai of Form 3360-AL is manciatory in order 10 prmde the 
FCC endence oi S U P U M S O ~ ~  rcvlcw of rime reponmg record(. The superntor MUST sign and 
date Form 9360-AL in the space pronded. ana like the W - I S 2 4  m u  be reuaned for at lean 
one ( 1) year aher the close o i  the i i s u l  year. 

NOTE: Where Company policy. Federal. State or Lo& ReEulatory AEencies require 
reuntion of this documenurioa for a period Ionlor than chat specified, above. 
those direnrvcs will prevail. 

2.4 

5. SOURCE DOCUMENTATION 

I. 1 The FCC states that  upp port documentauon IS reaulred to suppon the enaies on an employee's 
MTR Time-Labor Report t RF-152-1). Thir source oocumcnuuon [e&. W - I S 2 4  DCWS/DJI. 
Form 602s-1-SC (SCBI. Form 6571 ISB). Form RF-299-CPE-LMOSJ provldes assurance that 
:he miormanon reported to the empiovee's RF-152-1 is reliable. 

Source documentauon may c o r n  of mecharucal or paper records depending on the origination 
of a parucular work arrrqnmeru. l?m type(s) of work lsugnmcnu and the s y n a m k )  ouc of which 
these are dispatched to rhe technician dettnrune what source do+menuwn is required to pmvide 
an audit uul. 

5.3 

5.3 

5.4 

5.5 

5.6 

POTS AND NON-DESIGNED SPECULS 

Service order related services which m classified as Plain Old Tehphom Service (PoIs).md 
Xon-Designed Specult are inplx into rhe Service Order Communiuclonr System (SOCS). POTS 
marble rcpanr are pmvlded out of the Loop MainLenmcc O p e ~ w n r  Systems (LMOS). 

Service orden and Muble repom which u e  dispatched out of M A P P E m C e  are provided 
to the technician via the Computer Access Temurul. When this occurs. a Dkplry Craft Work 
SummuylDLplay Job infomcuron (DCWSIDJI) FULL CLOUE NARRATIVE must be requerud 
and r e w e d  as the source donnnonudon (Exhibit 3). 

Th6 S u p . r v i r o r  is mpoMbir for o m  rhr DCW!VDJI'r on a daily basis. This effon should 
i rivr 

SWrVitOr POririOa udpr in 8 Field Managar's grotp. he/* should be respomble for O b P i n i n 8  

be found in rh. Schd Traosaaion - Scheduler rccdon of the AT&T LMOSlWM SOLID 
DOCLMENTAmON. . 

The DCWSmn FULL CLOCK NARRATIVE repon dhphys camalccc job information w o -  
ckud wirh uch work au@mam p0rform.d in a giwn day by uch technician. To rrrvfv audit 
uail requiremap for source d o c u m m n .  a DCWS/DJI m u s ~  con& the following 
N A R U T I W Z I n f ~ .  

Any orhu 

be coodmud -rho appmpruu muu~exwac  panonrul in the IMC. Where the AZ 

cha DCWSIM'r. D u a d  ' p.mullngwth.r~.QIUnsofDCWSlDnprimam can 

' ' 

A d  work performed to q h i n  each Reid Code reponed 

Tmubtdwork acnvity l o u d ~  if other rhirr cuscotner's pm&u 

cluagu. rewn for uminmmm billing. Mimed Appoinrmanr informawn. e=. 
nquk.d w pmvida complru dosoouc W-wn. such as Service o+ 



LG Ass? :$ Section 620-700-0028T 

complete a Work Activity Log (WAL) of the functions hdshc perfom 2.8 Sampled tcchntaaas 
for the sampled work day. This log indudes time spent by work function as well as associated 
items that give rise to the work i.e, ~ M c e  order, trouble repon, e t c  Functions arc not con- 
vened to Field Reporting Codes (FRCs) by the sampled technician. 

Completed Work ActMty Logs are forwarded daily to theTechnical Analysu centralized loca- 
tion for review and conversion to appropriate Field Repocdng Codes (FRCs) for financial 
Purpos=* 

An integral part of the Technical Analpts review of the Work Activity Log consists of a de- 
tailed review of selected technician 10gs.This review compares data reported by the technician 
on the WorkActivity Logwiththesource Documentationpreparedbythesampled technician. 

Technical Analmu accumulate and summarize all samuled data for inuut into the Mechanized 

. .  
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2.9 

2.10 

2.11 

3. 

3.1 

3.2 

3 3  

3.4 

3 s  

4. 

4.1 

4.2 

Tune Reporting (MTR) System via a unique data b&. 

TECHNICIAN SAMPLE SELECTION 

The technician sample selection uses a data extract from the Payroll Masterfile Data Base 
(PMDB) and an Employee Selection Program to wmad a random sample of tcchnians. 
PMDB is a BellSouth employee master database that is w d  to maintain information about 
an employee, Le.. Responsibility Codc,,-Jpb Function Code, Social Security Number, ctc 

Each state npcucnts a unique sampling uhivene with ea& wok gmui (job function) being 
a unique sub-universe within a parciarlar state. 

By the 20th of each month. the lits of technicians to be sampled in the following month are 
disvibuted%a E-mail, CATTerminal and/or paper copy to the appropriate state contacts and 
field management Field management should then d-iute the Work Activity Logs to the 
selected technician's supervisor for cwerage with the technician. 

Sample periods will cover a period of seven (7) calendar days Sunday through Saturday. 

Field management will 
nor change any datcs of the period being sampled 

have the latitude to mtLc any substitutions for selected technicians 

TECEiNICALANALYsT GROUP RESPONSIBILJT€ES 

The WASSP proas h @anaged p- through a centralized group of Technical Anatysu 
with SupcrVirOryand technial Network expcnisc and knowlodge of accounting dass5cations. 

The primary hnctions of the 'Iwmical halyst  Group are as follow% 

Receive thedaily Woric Activity Log sheets from field forces selected to be sampled for 
the week. 

Track the return of all Work Activity Log sheets for each sampled technician by use of the 
Sample SelectioalwAL Review Document 

Review the Work Activity Log sheeu for completeness. 

0 

0 

Page 2 
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0 Review the Work Activity Log sheets for reasonableness of data reported and the accura- 
cy of Total H o w  reponed versus hours shown in the individual work categories. 

Conduct telephone interview wiih the sampled technicians as required. 0 

0 Ensure accuracy of technician time reported on Work Activity Log sheets by comparing 
each original source document against the activity recorded on the Work Activity Log. 

Correct any errors found on the Work Activity Log sheets and taUy the emrs  and other 
results of the interview process. 

5. FIELD RESPONSIBILITIES 

5.1 Field Management should ensure distribution of the Work Activity Logs to the Supervisors 
of those technicians selected for the sample. 

Field Supemkors or equivalent have the responsibility of distributing the Work Activity Logs 
to those technicians under their responsibility who have been selccted to be sampled as well 
as notifying those technicians sub-selected for telephone interviews. 

Field Supelvisors and sampled Tcchnicians must fully understand and aoxrately follow the 
guidelines for completing the Work Activity Logs and the requirements for completing the 
telephone interview process. 

Field Supexvisors or their equivalent must ensure that sampled Technicians complete the 
Work Activity Logs aftcr each work assignmcnr 

Field Supelvisors or their equivalent must review each completed Work Activity Log against 
the approphte source documentation for completeness and aawacy. All mechanized source 
documentation narrative errors identified through this review process must be corrected to 
include LMOS DA'IWWATH or WAD0 Work Request Event Log (DOLOG) transactions 
as required All non-mcchanizcd source documentation &e.. work tickets) narrative errors 
must be corrected manually as appropriate. 

All completed Work Activity Logs and non-mcchuzc ' d source doamentation (is., work 
tickets) must be retwaed to the 'Itchnical Aaalysa in the WASP Center by the nut  business 
day. N o d  busincv daya for the WASP Center arc Monday through Friday. 

Technidanr in the sub-~ledion sample must call the WASP Center within two (2) business 
day for interview purposca 

In the a h a  of a tcchniciaa who has kea selected for sampling, Le., vacation, illness leave 
of absence, school, ctc. the Supervisor or equivalent has the responsibility of completing the 
Work Activity Logs for that employee for the duration of the sample period. 

Refer to the Exaption Rrpodag Section ofthia pnctke for d a h  in reportlag ~ m p l O p  
absence h m  n o d  duties. 

Supervisors or equivalent must ensure that Bauratc Source Documentation is generated by 
all technicians being sampled and that this Source Documentation is retained in accordance 
with Company retention guidelines. 

5.2 

53 

5.4 

5.5 

5.6 

5.7 

, 
5.8 

NOTE: 

5.9 

1 d'-i 
t NOTICE 

N o ( ( o r u u a a u c l o * m a r c u d . W m W  
m y d i m ~ m 4 u ~ m d r * m t l m r O n w m  

ml a w w  nnnnnc, 





COWMY: BST 
IIILE: WLE SELECTION 
PEP.100: IYE 12/31/32 
DAIE: 
AUDITOR: 

U? NO. 47 
111. Saaple Selection 

According ti Dl1 report dated March 1993 a S ta t  Sanple of technicians is taken 
from the Payroll Master Data Base (PfiDEoB). l h i s  is a BellSouth Data Base used t o  
maintain eiployee infonation. The saaple program called Extrac s t ra t i f ied  the 
universe of employees into hoiogenous categories based on s t a t e  and JFC. Ihe 
SAHPLER prograa selects randol saaple of techs to participate in  uork activity 
log portion. lhose selected uill participate for one wek. Ihe SAHPLER program 
also generates a randoi seaple of the above techs t o  participate i n  the 
tschnical analyst intervieu (ahout 302 of sample). Logs for  3 days are selected 
for tech analyst revieu prowdures. These procedures are described i n  up No . 94-  

Sample size and structure of saiple has been designed so that  a 3-nonth Netuork 
Technician Labor distribution Profile is targeted to achieve e 952 confidence 
level uith a preciaion of t o r  - 32 for#ach f i e l d  repor thg  code. The precision 
corresponds t o  approxilately t or - 15 minutas. Technicians selected are over 
sampled in  the saaple selection llodule t o  account for days not thsre (vacation, 
illness, weelteduedtday shifts.)  

Staff intervieued the s t a t i s t i c i a n ,  Keith Johnson, uho vrote the prograa for  the 
saaple and explained h is  progrlw in  de ta i l .  Sec UP. No. 47-1 for details of 
hou the prograa uorks and the controls. 

According t o  Keith and Rick King, Keith is the person uho urote the 
prograa, and the only person uho can change the prograi for the s a p l e  
selection. 

i f  necessary, Keith sa id  anyom of the  people he w*s uith i n  h i s  area 
could get into the prograa and understand it. It  uwld take then a 
ueek t o  do this. 

Bell South ha:, a guide t o  Cmputer kset Protection -- I t  is is 
fxecutive Directiw MI. UP 47-4 is e quick reference guide. Froa 
t h i s  appears that  each persons p r q r n s  a re  protected. Staff did not 
further uork on th i s .  

Ue uere supplied ulth h n t a t i o n  of  the prograa vr i t ten  by Keith 
Johnson for the sample progru .  Me are including t h l s  for  future 
reference. I f  me aud't the systea ue have t h i s  t o  start uith. 
up no. Y 7 -J 

CONCLUSION: 

Fro@ in terv iw uith Keith Johnson, 47-1, it wpears that every service 
tech i n  the universe has a c h a n b f  being in the saaple each aonth. 
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CMIPAHY: EST 
TITLE: INTERUIEY YITH KEITH JOHNSON, 

PERIOD: M 12/31/93 
o m :  0ECE)IBER 8, 1993 
IIUDITOJL: MY 

UP NO. 

Intervieu Keith JDhnson a t  EST i n  Biningham on Ilonday, Oec 6. Per 
Keith , he is the person &a urote the program to d x t  the sample of 
service technicians (ST'S) to =le i o  a partieular wnth. 

Rick has direct access to a copy of the payroll laster file. He dounload!, 
five categories to the sptm in  the UW center. (The payroll laster 
filed is updated every ueck. Rick downloads to USSP harddrive and thea 
backs up the payroll master f i le and also bacb and store the sample 
also t o  URSSP diskettes. 
Haw on paper on on diskette tw. 

I. Keith's fields look as follous: 

Responsibility Narc  SS 1 Us& U Randoa randon 
code to tn audited nw num 

1-4 or 1-5 0-1 0-100 

PERSON MHO YROTE PRW TO SELECT THE SRWE 

$\t\\ii93 

the schedule for 
interuiw 

This is considered silpls randw sanpling. 
Forwla t o  select the salple: 

@Round (@Rand 
Sinultaneauly. everybody gets a meek a d  ever- geb an interuicu 
schedule. Then a sort takas place i n  ascending order then cut off a t  the 
nwber you need for the sa+. 

number of uesks t 0.5,O) 
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ConPRHY: EST 
TITLE: INTERUIEY YITH KEITH JOHNSON, 

PERIM: 1Yf 12/31/33 
OAK: MCEllBER 8, 1993 
RUOITOR: RKY 

UP NO. 

PERSON YHO UOlE PROGRRII TO ELECT THE SWLE 

Per Rick King this is sapling uithout replaceaent. a 952 confidence 
level uith a t or - 32 precision. The precision of three percent uas 
arrived at by considering 15 minutes of an 8 hour day. 

Confident that no further than 32 a w y  fro1 the truth. 952 sure that no 
ulre than 32 anay f r a  the truth. 

The nwber of neeks is deteriined by the nuiber of Ycdnesdays in the 
m t h .  Houever the w a k  goes fma Sunday through Saturday. 

Yhen the saiple and interviehi schedule 1s selected, all five ne& go out 
at once fri  Rick's office. They wually leave 10 days to get to 
su rvisors. The supervisors per Steve Shw usually tell the tech, the 
F$ay before the WeJ: they are being mple .  

3 See u p H O . ~ & *  for the uay the service techs fill out faris. 

see UP no. 
rcvicued, checked, intsrvicued, and input Into the systca in order to 
dtain a profile. 

R three math total (not aucrw) is datariind for each aanths profile. 
E.6. the ionth of Octher is a profile of three months total (Rug. Sept L 
Oct). (the profile for the ionth of  M is applied to Osrrlber dnllan). 
The profile includes the Field reporting Code, The type (Reg, daw, tvl 
or coma), the h w r s  for aach field raparttag code. the t of h r s  for 
each field reporting code to the total and then the precision. This 
precision is used to determine the sasple for the next wnth. 
(See . .h+&.f~ 

for ' the uay the Mark Activity Lags (W's 1 ure collected 
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EST 
IHTfRUlN YITH KEITH JOMSW, 
PERSOH MHO YRDlE PROSMI TO SELECT THE SMPLE 
TYE 12/31/53 
MCUlBER 0, 1993 
RK‘! / UP NO. 

? Explanation of the Precision colwn. 

for Pots SI, there are 2067 for Oct profile, 30 uerc sclscted every 
month, so there is 90 in the three mnth total. 

The 3 of hours for field reporting cods 22H is 90 ieasurements of the II 

ield. 

In the example here on up......, for 2W there w e  126 b u r s  spent uhich 
w e  uas 3.592 of the total hwrs spent. The preclsion c o l w  for this 
uas 1.192. 

Precision Column: 

f hours on 2211. The I c a w  out to 3.593 of all the hours spent In the 

.\9* I 

person wek 
person usek 
person ueek 

(&r of o k r v a t i o m  in profile sometimes 
lore or less.) 

I 
2 
3 

3.26 LO& a t  those 90 and ask hou much did they vary 
4.83 aknd that ansuer. Precision closer to 4- 32 
3.57 more variation. at 0 no variation. 

See wrkpaper NO. with fortula for precision -q-I-& 
II very simplistic axplanation of the precision w b e r  and hou it is 
calcualted is look at the average 2 for a given code, in this case 3.59t 
for all SO people. Someuhcre in the formuls add up all the differencu 
betueen the individaul ueeks per person and conpars with the average t ,  
and come up uith the precision. 

If going to hwe person for a ue&, get all kinds of uork, may w t  
get for a day. k l p s  tha ~ n s g s  

The sample sire for the next wnth 

- 
It is based on desirad praeislon, in this case .03. 

HI = d squared H 

d(one) squarJd 

E.6. 681 Preicision : A269 (See up q9- 
.0269 squared 90 

.03 squared (407.4074) 

- 72 for three sooths 
divide by three and the salple sire 
of approxiiately 25. 
The foriula is set up so that the sample is no 
less than 30. in a particulaq month. 

170 
n - A  



i 

. .  

COWIUIY: EST 
TIN: INlERVlN YITH KEITH JMRLSMI. 

PERIOD: TYE 12/11/93 
DRTE: OfCmBER 8, 1993 
AUOITOR: RKY 

UP No. 

PERSON YHO WOTE P R O W I  TO SELECT fk S W f  

sclectod e nwbar to saiple a t  the beginning. 
They said ---_-- 
The sample size e3 cwpleid to me ueriu 
For exaaplc, POTS in Florida doesn't very much 
Cable in Florida has a hI& sarple sire be ause of diverse uork (nenhole, Netuork teriinating Mire,) 
Corporate Cowmications is very varicd,&d e higher sample size. 
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-L---. 
FLORIDA . 

+ 3 . 4  
T Z  ?+ -w OCT 1993 J%&&&, 

I&M POTS (4100) 

NO. OF EMPLOYEES = 2077 

NO. IN SAMPLE.= 30 

2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
16 
17 
18 
29 
30 
31 
33 
34 
35 
39 
50 
Si 
52. 
53 
56 
80 
90 
94 
95 

FIELD CODE 

2 2M 
22R 
4 5M 
4 5R 
248C 
248M 
248R 
548C 
548M 
548R 
12M 
12R 
52M 
68E 

257C 
257M 
257R 
377R 
F257M 
F257R 
F257C 
97BI 
5 7 m  
97BP 
97BR 
98ER 
7 8M 
5532 
5536 
553A 

TOTAL 
TOTAL 
TOTAL 
TOTAL 

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
DREG ' 

GREG 
DREG 
DREG 
DREG 
REG 
COMM 
COMM 
COMM 

REG 
DREG 
COMM 
TRVL 

HOURS 

66.25 
57.50 

230.00 
141.75 
17.25 
73.75 
56.25 
47.50 
81.00 
62.00 
21.75 
3.50 
1.50 
19.50 
78.75 
63.25 
0.50 
1.50 
1.00 
0.25 
0.50 
0.75 
2.50 
56.00 
3.75 

148.50 
14.00 
4.00 
2.25 
33.75 
33.75 
47.75 

646.50 
226.25 
115.25 
241.00 

TOTAL SAMPLE HOURS 1229.00 

ESTIMATED TOTAL HOURS 340351.18 

ESTIMATED MONTHLY SAMPLE REQ'D 52 
I 

w 

2 

5.392 
4.682 
18.712 
11.532 
1.402 
6.002 
4.582 
3.862 
6.592 
5.042 
1.772 
0.282 
0.122 
1.592 
6.412 
5.152 
0.042 
0.122 
0.082 
0.022 
0.042 
0.062 
0.202 
4.562 
0.:1s 
12.082 
1.142 
0.332 
0.18% 
2.752 
2.752 
3 * 892 

52.602 
18.412 
9.382 
19.612 

PRECISION 

2.532 

4.612 

0.962 
2.492 

2.212 
2.142 

1.58% 

0.17% 
0.902 
6.502 

0 .082  
0.18% 
0.16% 
0.04% 
0.082 
0.122 
0.282 
1.862 

2.662 
0.522 
0.372 
0.382 
0.972 
1.132 
1.322 

n ..* 
v. .I... 

5.492 
3.212 
2.272 
2.702 

t11 

0 
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2, OCT4100 FLORIDA 

3 
1003 

4 2 22M 
5 3 22R 

7 5 45R 
6 248C ' 8 248R 

' O  10 548M :: 11 548R 
13 50 97BI 

51 97BW 
52 97BP 

IL 95 553A 
,799 TRVL 

4 45M 

7 9 548C 

I 

4 
5 
6 
9 
10 
11 
33 
50 
52 
94 
95 
99 

4 5M 
4 5R 
248C 
548C 
548M 
548R 
377R 
97BI 
97BP 
5536 
553A 
TRVL 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
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0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  - 

1017 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1018 

0 .  
0 .  
0 .  
0 .  
0 .  
0. 
0.  
0.  
0.75 
3 .00  
0.  
0.75 
0.75 
2.75 

1018 

1 -00  
0.  
4 .50  
0.75 
0.75 
0 .  
0 .  
0 .  
0 .  
0 .  
0 .50 
1 . 0 0  

i 

1019 

0.25 
0 .  . 
1.25 
1.25 
0.  
0.  
0.  
0.50 
0.  
0.50 
0.  
0.  
1 .00 
3.25 

1019 

1 .25  
2.75 
0.  
2.50 
0.  
0.  
0.  
0 .  
0.50 
0.  
0 .  
1 .00  

. 1020 1021 1022 1023 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0; 

1.50  
0 .  
0.  
0.  
3.50 
0. 
0.50 
0. 
0 .  
0 .  
0 .75 
0 .  
0 .  
1 .75  

0.50 
0 .  
0 .  
1.25 
0. 
0 .  
0 .  
0 .25 
0 .  
3.75 
0 .  
0 .  
0 .  
2 .25 

0.  
1.25 
0.  
0.  
0 .  
2.50 
0.  
0 .  
0 .  
1.25 
0.  
0.  
0 .  
3 . 0 0  

1020 1021 1022 1023 

2.00 1 - 0 0  
0.  0.  
0.75 0.  
0.  4.00 
0.  0.  
2.50 0 .  
0.50 2 .00  
0.  0 .50  

I 0 .25 0 .75  
0.  0 .  
0 .  0 .  
2 .25 0.75 

1 .00  0 .  
1.00 0 .  
0 .  0 .  
1 . 0 0  0.  
0 .  0.  
0 .  0 .  
0 .  0 .  
0 .75 0 .  
1.50 0 .  
1 .25 0 .  
0 .  0 .  
1 .50  0 .  

t 

1 4 3 -  
P01A93U 00001; 

JP 



i 

I OcT4100 

-2 

3 

4 

4 45M 
5 45R 
9 54ac 

io 54811 
11 548R 
16 68E 
34 F257M 
50 97BI 
51 97EW 
52 97EP 
53 97BR 
90 5532 
94 5536 
95 553A 
99 TRVL 

FLORIDA 

1017 

1017 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

0000 

1018 

0.50 
0. 
0. 
0. 
1.75 
1.00 
0. 
0.25 
0. 
2.00 
0. 
0. 
0.50 
0. 
2.00. 

0000 

1019 

0. 
2.25 
0. 
0. 
1.50 
0. 
0. 
0 .  
1.25 
0.50 
0.75 
0.75 
0. 
0.25 
1.75 

0000 

1020 

0.25 
0. 
0. 
0.25 
0. 
0.50 
0.50 
0.75 
0. 
0. 
0.50 
0.50 
0. 
1.75 
3.00 

0000 

1021 

0.50 
0. 
0. 
0. 
0 .  
0 .  
0. 
0 .  
0. 
3.25 
0. 
0. 
0.50 
0.75 
3.00 

0000 

1022 

0. 
0.75 
0.25 
0. 
2.00 
0. 
0. 
0.25 
0. 
2.50 
0. 
0. 
0. 
0. 
2.25 

0000 

1023 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

POlA93W 000012 



I OcP4100 FLORIDA 

4 
9 

1 2  
18 
50  
52 
53  
95 
99 

22R 
4 5M 
4 5R 
248R 
548C 
548M 
548R 
68E 
68M 
68R 
F257R 
F257C 
97BI 
97BP 
97BR 
98ER 
5532 
5536 
553A 
TRVL 

4 5M 
548C 
1 2 M  
6 8R 
97BI 
97BP 
97BR 
553A 
TRVL 

1017 

0 .  ' 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 : . 0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1017 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

! 0 .  
' 

1018 

0.75 
0.50 
0.75 
0.  
0. 
1.00  
0 .  
0 .50 
0 . 5 0  
0. 
0. 
0.25 
0.25 
0. 
0. 
0.75 
0. 
0. 
1.25 
2.00 

1018 

2.00 
1.50 
0. 
0. 
2.00 
0. 
0. 
1.50 
2 . 0 0  

1019 

0 .  
1 . 5 0 .  
0.50 
0. 
1 - 0 0  
0. 
0. 
0 .  
0 .  
0 .50  
0. 
0. 
0. 
2.25 
0.25 
0. 
0. 
0. 
0 . 5 0  
2.50 

1019 

2.25 
0. 
0 .  
0. 
2.00 
0. 
0. 
1 .00 
2.75 

1020 

0. 
0. 
1.75 
0. 
1.00 
0.  
1.00 
0 .  
0. 
0.25 
0. 
0. 
0.75 
l . U U  
0. 
0. 
0.50 
0. ' 

1.00 
2.25 

1020 

0.50 
0. 
0.50  
2.00 
1.50 
1.00 
0 .50  
0. 
2.00 

1021  

0. 
0. 
2.50 
2.25 
0 . .  
0 .  
1.50 
0. 
0. 
0. 
0 .  
0 .  
0 .  
0.SG 
0.50 
0. 
0. 
0. 
0.75 
1.50 

1021  

0.50 
1.00 
0. i 

0. 
1.50 
0. 
0. * 0. 
1.00 

1022 1023 

0. 0. 
1.75 0.50 
0.50 0.75 
0 .  0. 
0. 0 .  
0. 0. 
0. 1.25 
2.25 0. 
0. 0. 
0. 0 . 5 0  
0. 0.75 
1.00 0. 
0. 0.25 
i.0G 1.75 
0. 0. 
0. 0 .  
0. 0. 
0. 0.25 
1.50 0 . 5 0  
1.50 2.50 

1022 

0 .  
0 .  

$ 0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1023 

0 .  
0 .  
0 .  
0 .  



I OCT4100 FLORIDA 

2 

3 
4 
5 
9 

10  
11 
16 
17 
50 
52 
53 
90 
94 
95 
99 

22R 
4 5 M  
4 5R 
548C 
548M 
548R 
68E 
68M 
97BI 
97BP 
97BR 
5532 
5536 
553A 
TRVL 

1017 

0 .  
0. 
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  . 0 .  

1018 

1.25 
1.50 
0. 
1.50 
0.50 
0. 
0. 
0. 
0. 
0.50 
0. 
2.25 
0. 
0. 
1.50 

,1019 

0. 
1.00. 
0.50 
3.00 
0. 
0. 
0.50 
0. 
1.75 
1.50 
0. 
0 .  
0. 
0. - 
0.75 

1020 1021  

0.50 0. 
1.50 2.50 
0. 0. 
0 .  0. 
0. 0. 
1.00 3.00 
0.50 0.25 
1.00 0. 
0. 1 .25 
2.25 0.75 
0.50 0. 
0. 0. 
0 .  0. 
0. 0. 
1 .75 1.25 

1022 1023 

0. 1.75 
1.00 0.50  
0.50 0.75 
0.50 0. 
0. 0. 
1.50 0. 
0. 0. 
0.50 2.25 
0.50 1.25 
1.00 0. 
0. 0. 
0.50 0. 
1.00 0. 

2.00 1.50 
0 .  8.50 

1 

! 

POlA93U 000012s 

%3- 



, =lo24 

OCT4100 FLORIDA 

2 2  

22R 
4 5M 
45R 
248C 

248R 
548C 
548R 
68M 
68R 
257M 
97BI 
97BP 
97BR 
5532 
5536 
TRVL 

2 4 8 ~  

1024 

0 .  
0 .  
0 .  
0 .  
0 .  . 0 .  
0 .  
0 .  
0 .  
0 .  
0. 
0. 
0.  
1.50 
0 .  
0.  
0.  

1025 

1.75 
0.75 
1 .75  
0.  
0.25 
0.  
1 - 0 0  
0.  
0 .  
0. 
0 .  
1 - 0 0  
1.00 
0.  
0 .  
0.  
0 .50  

1026 

1.75 
0 .50  

0.  
G.75 
0. 
1.50 

0 .  ., 

0. 
1.75 
0.50 
0.  
1 .25  
0.50 
0.  
0.  
0 .  
0 .50 

1024 0000 0000 

1027 1028, 

0 .  0 .  
0. 0.50 
0.  1 .00 
0.  1 .00 
i . 2 5  2 .50  
0.  1.00 
1.00 0.  
0.  0. 
0 .  0. 
0.  0.  
1 .00 0.  
0.  0 .50  
3.00 0.50 
0.  0 .  
0 .  0.50 
0.  0.  
1 .75 1.50 

0000 ’. 0000 

I 

1029 1030 

1 .25  0 .  
0 .  0 .  
0 .  0 .  
0 .  0. 
0 .  0 .  
1 .00  0 .  
0.  0.  
2 . 5 0  0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  
1 .25  0.  
0 .75 0 .  
0 .  0 .  
0 .25 0.  
1 .00  0 .  

0000  0000 

14 I 
P01A93W 000012 



I OC!l'4100 

2 

3 
Y 2 22M 
5 3 22R 
(. 5 45R 

a 2 4 8 ~  
9 54ac 

p 16 68E 
10 17 68M 

18 68R 
50 9781 

11 

52 97BP 
I?. 

I3 

90 5532 '' ib 94 5536 
17 95 553A 

,J 53 97BR 

,e99 TRVL 

3 22R 
5 45R 

90 5532 
99 TRVL 

FLORIDA 

1024 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1025 1026 

2.25 0.  
1.25 0.  
0.  0.50 
1.25 0.  
0.  0.  
0.50 0. 
0.  0.75 
0.  ' 0. 
2.75 1.50 
0.  1.25 
0.  1 .00  
0.  0.50 
0. 0.  
0.  1 .25 
1.00 2.25 

1024 ' 1025 1026 

0 .  
0 .  
0 .  
0 .  

0 .  1 .50 
5.50 5.00 
1.50 0 .  
1.00 1 .50  

1027 1028 

0.  0.  
1 .25  0 .  
0.  0 .  
0 .  2.75 
2 .00  0.  
0 .  0.  
0.  0.  
0.  0.75 
1.50 0.75 
2.75 1.00 
0.  0 .  
1 .00 0 .  
0.  0 .  
0 .  0 .75 
1.75 3.00 

1027 ioza  
4 .50  ' 0. 
2 .50  6.50 
0 .  0 .  
1 .00  I 1.50 

1029 1030 

0 .  0 .  
2.00 0.25 
0 .  0.50 
1.75 2.25 
0.  0.  
0.  0.  
1.25 0.  
0.  0.  
3.00 0.  
0 .  1.00 
0 .  0.  
0 .  0 .  
0 .  2.25 
0.  0.  
1.00 1.75 

1029 1030 

0 .  0 .  IqL 
7.00  0 .  P01A93W 000012' 
0 .  0 .  
1.00 0 .  



i 

1 OCT4100 FLORIDA 

2- 

3 
4 45M 1 5 45R 
6 248C 
7 248M 

g 8 2488 
p 10 548M 
10 11 548R 

1 1  16 68E 
11 17 68M 
1 3  18 68R 

31 257R :: 50 97BI 
52 97BP 1: 53 97BR 

,156 98ER ,: 90 5532 
2199 TRVL 

2i 

1024 

0 .  
0 .  
0 .  
0 .  
0. 
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1025 

0.75 
3.50 
0. 
0. 
0.75 
0. 
0. 
0.50 
0.50 
0. 
0. 
2.25 
0.25 
0. 
0. 
0. 
1.50 

1026 

0. 
1.50 
0. 
0.25 
1.50 
0.25 
0. 
0. 
0. 
0.75 
1.00 
0.75 
0.75 
0. 
1.50 
0. 
1.75 

1027 

0. 
1.00 
2.00 
0. 
0. 
0.25 
2.75 
0.75 
0. 
0. 
0. 
0. 
0.75 
0.50 
0. 
0.50 
1.50 

1028 

0 .  
0. 
0. 
0. 
0.50 
0. 
6.25 
0. 
0. 
0. 
0. 
0. 
2.00 
0. 
0. 
0. 
1.00 

1029 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1030 

0 .  
0 .  
0 .  
0 .  
6 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

9 7  
I -  1024 1025 1026 1027 1028 1029 1030 

FOlA93W 000012 
3 22R 1.75 2.25 1.25 4.00 2.25 1.25 0. 
4 45M 0. 1.50 0. 0. t 0. 0. 1.00 
5 45R 0. 0. 0.75 0. 2.50 1.50 1.75 



6 
7 
8 
10 
11 
12 
13 
16 
17 
18 
50 
52 
56 
90 
94 
95 
99 

248C 
248M 
2488 
548M 
548R 
12M 
12R 
68E 
68M 
68R 
97Bf 
97BP 
98ER 
5532 
5536 
553A 
TRVL 

0. 
0.75 
0. 
0.50 
1.00 
0. 
0. 
0 .  . 
0. 
0.75 
0. 
0.50 
0. 
0. 
0.75 
0. 
2.00 

ocT4100 FLORIDA 

. 

0 .  
0.25 
0. 
0- 25 
0. 
0.75 
0.75 
0. 
0.75 
0. 
0. 
1.25 
0. 
0. 
0. 
0. 
2.25 

0. 0. 
0.25 0.75 
0.75 0. 
1.00 0. 
0. 0. 

0 .  
0 .  0 .  

0 .  0 .  
0 .  0 .  
0 .  0 .  
0. 0. 
0. 1.50 
1.75 0. 
0. 0. 
0.50 0.50 
1.50 1.00 
2.25 2.25 

0. i  

0. 0. 
0.75 0. 
0. 0. 
0.50 1.50 
0. 0. 
0. 0 .  
0 .  0 .  
0 .  0 .  
0. 0. 
0. 1.00 
0. 0. 
0.75 1.75 

0.75 0. 
0. 0.50 
0. 0. 
2.50 2.50 

0 .  0 .  

1.00 
0. 
0. 
0. 
0. 
0. 
0. 
0.75 
0. 
0. 
1.25 
0. 
0. 
0. 
0.50 
0. 
1.75 



, =1 
2 

ENTER SSN 
ENTER -1 TO DO ALL SSN‘S I N  THIS F I L E  
ENTER 1 TO L I S T  SSN‘S I N  THIS FILE 
ENTER 0 (OR ‘ENTER‘) TO TERMINATE PROGRAM RUN 

. 

‘lPOlA93W 0000130 
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.. 
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12-13-93c11:20AM, FROM EX SUPPOBT FIN MCT TO i130526I2318 PO0 1/004 

RUN (HWEXGOTOJA- 
IREfRHENDK0HLHENCWJ)- 

6 (FOR KKl.S.l.DFG) 
(GOTOJkAh4P- 

2 (FOR IP,l.CAlX,l.OOWN) 
ffi-s- 
VFS BWCHEND) 

W W W  
NEE? 

IREN 2% ,IRYNAME-NET- 

CAW 1 

W E  NETZ 

1 NET2 
2 NETT 
3 NElY 
4 NET4 
6 NETS 

SAM (OOTOJHEAB 
/ F x V ( C E ) C ~ W ~ R  
7 
\ 

ERR 



- 

12-13-93 ll:ZOAM FROM BR SUPPORT F I N  YCT TO 913052612318 P002/004 

DAYS 

10 Au\9AMA 
20 KENTUCKY 
30 LOUBlANA 
40 MISSISSIPPI 
50 TENNESSEE 
60 GEORGIA 
71 FLOPDA 
n n0RlDA 
73 FLORIDA 
80 NORTH CARM. 
90 SOUTH CAROL 

0 
3 
6 

. . . . . . . a 
12 
15 
16 
21 . 
24 

30 

. . 
. 

27 

. . . . * . I .  . . . . 

. . . 

INFO FILL IN M E  FOLLOWING INFORMATION REQARDlNQ THIS SAMPLE 
(USE RIGM ARROW TO PROCEED TO NEXT ITEM) 

SAMPLEMOErm6.YEAR(E.G..JANUARY1993) 7 

BEGINNING DATES (SUN) FOR W L E  WEEKS (E.G., APR 03) - INCL WEEK IN THIS 

.. 

MONTH'S SAMPLE IF AND ONLY IF WED OF M I S  WEEK IS IN M E  SPECIFIED MONTH 
1 2 3 4 5 
7 7 7 7 

SAMPLE SIZES FOR 46M POTS (4100) 
46M SPEC SVCS (4110) 
-l&M COW COMM (4120) 
46M PUBUC COMM (4160) 
CABLUFAC MlCE (4250) 

STATE (AI., KY, LA, MS, TN, R, GA, NC. SC)) 7 

W A S P  GUEDIRECTORY FOR OUTPUT STORAGE 
(E.G.. FOR PATH CWAS8PWN93 ENTER JAN03) 

SNAP 

START 
7 

1 
1 

5 

2 
7 

3 
1 

4 

7 

5 
0 



. _  
12-13-93 ll:20AM, FROM ER SUPPORT FIN MCT TO 913052612318 

i 

A: S79 : [Wll] @MTD(A79,81,8) 
A:T79: [VI191 @MID(A79,12,19) 
A:V79: [WlO] BLEFT(A79,lO) 
A:W79: (PO) [W3] BROUND(~RAND*$NWK+O.S,O) 
A:Y79: [WlD] @HLOOKUP(~~~,$START,~) 
A:AA79: [Wl] 
A:AC79: [Wp] 
A:AD79: [W6] @VLooKUP($AQ79,$DAYS,l) 
A:AE79: [Wl] ' 1  
A:AF79: [WSI @VLoogVP($AQ79,$DAYS,2) 
A:AG79: [Wp] ' 1  
A:AH79: [wsl @vLoORUP($AQ79,$MYS83) 
A:AI~~: r w i i  8 1  .- 7. 
A: G 7 9  : [W5] @ b O K U P  ($AQ79, $DAYS, 4) 
A:AK79: IW3.1 ' 1  
A:AL79 : 

A:A079: [Wl] :I 
A:AP79: @RAND 
A:AQ79: @RhlD*100 

WE j @bLoOKUP( $AQ79, $DAYS, 5) 
A:AM79: [Wl] 

POO3/0 04 

. .  . . . . . . . . . .. - 



12-13-93. 11:MAM FPOM ER SUPPORT FIN UCT TO 913052612318 P004/004 

j 

ii 



12-13-93 llG'?AM _.  FROM HR SUPPORT FIN YCT TO 9130!2612318 P001/001 

i 

I 

R-94% 

t 

' PROY HR SUPPORT PIN MGT 205 977 1 5 8 7  12-13-93 12:33PM POOL 0 1 6  
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CGWiulY: EST 
TITLE: DATA COLLECTION 

?ER!OD: 7% 12/31/93 
DATE: DEC 9. 1993 
AUDITML: RKY 

UP NO. 

\yy  9 \\I 
TECMlCIV ANALYST PROCEDURES 

\I 

IU. A. DATA COLLECTION 
6. TECHNICAL ANALYST PROCEMIRES 

Per Rick King,the pmgrar generates a sample every month as 
explained in up $5. He inputs the data thdgenerate)the saiple. 

Fer GL! the technical analyst sends prior to the ue& sarples I) a list of 
tnhnicains selected 2) the apprporiate logs, and 3) Instructions to the 
Technicians Hanager. The Tech Hanager gives to tech supervisor. According to 
my conversations uith Rick King, Steve Uanderberg and Steve Shaw, the technical 
analyst does not send the sarples out, Rick King and Steve Venderberg send the 
saaples out. Also, ia my conucnations uith Rick King, Steve Uenderberg and 
Steve Shau, the whole month of sample selection is sent to the tech ianager at 
one t i r  and sent to the tech s ewisor at one time. 0 1 ~ 0 ,  the tech supervisor 
notifies the tech to be sample C r '  the Friday before his ueek. 

Per D I T  the tech's report time in 15 minute intervals on the logs. Staff 
observed this also. When completed the techs give logs to aupervisor and any 
discrepancies resolved. 
additiord revieu. 

See nnr(+ase for PSC staff observations regarding data collection and controls 
and Dbsewations regarding technical analysts intervieus and controls. 

CONCLUSIONS: 

I. Procedures are instituted so that: 

The supervisor sends to the technical analyst for 

# - I  

All YALS receiwd are checked against the naies of the ones thet are 
supposed to ba received. 

All YALS received are agreed to all appropriate documentation by the 
technical analyst. 

AI1 WALS are received at Uassp center next business day. 

Approximately 301 of the sample selected are intsrviewed for three 
days of sample week. 

The Service Tech himself is interveiued as required by the FCC rather 
than the service tech supervisor. 

The intervieut observed (technical analyst) follous the intervie! 
technique training. 



CMPIUIY: fiST 
TiTiE: ORTII COL?ECiiOti 

PERIOD: TYE 12/31/33 
M E :  DEC 9. 1993 
AliO!TR: 4KY 

UP Iio. 

TECIiN1CP.L AHALYST PROCEDURES 

DaMt procbdurafor- Yassp mncUnns. 

11. The controis to  deteriine that the TA does h i s  job correctly are not 
docuaented. As explained by Steve Wanderberg, he i s  the Technical Rnaiyst 
Supervisor ard he revieus the technical Analysts w r k  i n  terns of consistemy 
and he provides ioterpretation to the aniyst based on h i s  knowledge o f  the FCC ' and PSC. c 

' 

Steve does periodic revieus, nothing specific a t  t h i s  point, inforrai .  he s i t s  
i n  on intervieus and l w k s  a t  TA COQieted work; conpares UAts t o  source 
documentation. Steve said t h a t  because o f  a i l  the audits he has been doing th is  
ainost 1002. 

He stated that as part  of perforrance revieus for next year, they are g i n g  t o  
set up a specific number o f  intervieus that he u i l l  observe and do periodic 
spot checks on the accuracy of the MAL and interpretation o f  analyst. A nuaber 
vi11 be set. 

RECOI(HWMT1DN: 

Docusent hou the supervisor uiil r w i e u  the technical analyst's w rk .  

111. The ST knous he i s  being sanpled uwaliy the Fryay before the 
ueek sapled. Eased on ail  ths conclusions draun #45,16,47 and 48, 
it does not appear that  t h i s  mill bias the m p l e .  

4s- ) 
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' CONPRNY: BST 

TITLE: OESfRURTlMl W TECHNICRL ANRLYST 
PERIOD: TYE 12/31/93 
DATE: DEC 8, 1993 
AUDITOR: RKY 

UP NO. - 
PSC staff sat and obserAd the job routine of Ronnie Hdarland, the 
technical analyst for Florida. ' 

I listened i n  on three interview and observed Nr. kFarland 
side of the intervieu on three others. 

According to  the YRSSP procedures U)t of al l  ST saaplpled have to be 
intervieued. 

PSC Staff Observations 

The ST faxes in their Uti's uhen conpleted. 
If ticket involved, faxes that too. The Ill pulls up the ST DCUS for 
each URL. Pulls up by Eaployee code and prints out. 

Per FCC each URL should be checked (everyone is checked 1002) by Tll t o  f -2 source docuaents (DCUS, tickets) to see if thcy agree. The technical 
analyst said if there is an error or questions i n  those that are 
checked to agree, the TA calls the supervisor, not the tech. The 
supervisor talks t o  the tech and tries to straighten this out. lhe 
suptrvisor mill call the Tll back. If there is an error on the OCU, a 
DATH ui l l  be produced by the supervisor. The DRM is e corrected OCUS. 
The TR pulls this up and adds to docuaentation. 

If there is an error on the YAL, the IA can change this, but  soaetiaes 
the ST after speaking to hi8 supervisor sends i n  a corrected VAL. 

According the Wassp procedures, the supervisors are to be intervieued 
for 302 of the URL's. FCC required that the TA interviw the SI rather 
than the supervisor, that is h a t  i s  happening per RY observation. Per 
neu procedures up nu +2/1 and k8-U2. 

RY observation of the interviw process by the TR. 

d t  

On the  lntervieu, the tezh analyst answrs the call  im (the ST call in). The 
tech analyst states the phone nuaber Ron the WLL he is looking a t  and then asks 
the ST uhat he did. The TA sees it uhat the ST says agrees uith ths YIV and 
source doc'.. If there is an error, the TR talks directly to  the ST and asks 
the ST to hwe his supervisor call the Ill. If the error is on the OCYS 
(incoaplets narrative, fiber or mwer is wissing, uro@ then (the supervisor 
puts i n  a corraded OATH and this bccoaes part of the dacuaentation. 
Supervisor has to  talk to  the ST and find out sxactly uhat he did. IP there is a 
an error on the UIK, the SI my send a corrected one, but the TR can change the 
YAL after intervieu if put on urong line; as long as it agrees uith the source 
docuaentation. But the 1R cannot change the DCYS. Needs to be changed by the 
supervisor. 

UP 48-3 has exaaples of WL and source docuaentati8and verification output. 

; 



. conPw(Y: 
TITLE: 
PERIOD: 
DATE: 
AUDITOR: 

UP NO. 

EST 
OBSERVATION OF IECHNICK AHALYSI 
TYE 12/31/93 
DEC 8, 1993 
?.my 

i 

TR can puli up the &US.py 1 ewloyee rrmber. l o  see i f  there is 
a corrected KCUS (DflTH) by telephone nulber. 

The MTH is the D i ~ p i y  Abbreviated lrouble History us f i e  KElH 
iDisplay Long extended t rwble  history.) 

The l a s t  thing the  TA does is ask the Sl hou many hours he uorked that day. 

It appears to me that  the questions asked by the T& are open ended and asked i n  
a yay t h a t  the Si  ui l l  do tho talking - not the TA. It appears that  the analyst 
follous the intervicu technique training as remiended  by the FCC 48-20. 

I asked hou f a r  in advance the supervisor knous uho mill be sMpled and 
hou f a r  i n  advanee the ST is Mt i f ied  that he ha5 t o  f i l l  out the logs. 

Steve Shau says he sends the sample t o  the supervisors a b w t  10 days 
before the aonth. Tho supervisors notify the ST around Friday of the 
ueek before. 

for  uhat the tach rupervisors are supposed t o  do, see up no. 48-2/1, pg 4 of 0.  
Staff did not observe this. 

ihe techinical analyst has a procedure for  checking of f  the WL's a s  he dK&s 
thee 100: io the souce documentation.( See up 48-3/5 for sample list orl(lhat the 

does. Supposedly each technical analyst does the sane so one can pick up for  
another. This is documented i n  the Technical Analyst Handbook. 

checks off). He also has a procedure for  checking off the interviews he 

Also, Per Rick KinS, the TA are witched every so often from s t a t e  to 
state.  Check t h i s  uith Rick. 

The TA brings his ueeks uork t o  the input area and logs i n  uhat he 
brings in. The input c l e r k  put in to  syaten ard log In hat they put 
in. I n  oy observation they made sure the hour6 added up each day t o  the 
t o t a l  on the YtU. 

Then a verification sheet is printed of the  data tha t  is input. 
Someone e l se  checks this. Talk to Rick about this.  



. COWAHY: EST 
T!TLE: MIsERvRTlMl Of TECHHIGAL ANRCYST 
PERIOD: TYE iU31/93 
DATE: DEC 8, 1993 
IIUCITOR: MY 

W ND. i 

I also spgke vith the supervisor' of the Technical Analyst, Steve 
Uqnderberg in Urimingham. 

I asked him & a t  controls e r e  in  place so that the TA does his job 
correctly. 

He said the the Th is hired for his netuork tech experience as ueil as 
his accounting expcricm. 

Once they are hired there ere sessions of training in the UASSP process 
end in FASC (Functional Rccountirq S&em Code). After that the Tech 
Analyst is assigned a state. 

Lo. Steve Uvlderberg said that LI revleus the TA uork in terns of 
consistency, he provides interpretation to the analyst based on his 
kMuladge of the FcC and PSC. 

He does periodic reviews, nothing specific at this poik'kind of 
informal. He goes in and sits in on inveruieus. 6 elso lwks at the 
completed UllL and conpared uith the source dmentat&b to make sure 
the 1R did the right thing. 

Doesn't have a specific number because of all audits going on is doing 
almost 1OOX checking on the TA's and he doesn't think that is warranted. 

ks pert of peforiancc revieus for next year, they are going to set up 
specific number of intervieus that Steve uill sit in on and go in and 
do periodic spot checks on the accuracy of the UAL and interpretation 
of anelyst, set e number. 

Steve Uenderbcrg 01% goes in and check the verifications Jlaets after 
input. 6ou in and looks et h a t  has been verified. Look at u b t  
individuals are doing in t e r n  of input. 

Steve also sent out the sample. 

The FCC is requiring the W to be at the UASSP center no later than 
the next business day. lntervieu m later than 2 business days. Then 
they go to Stave W. Part of the I R  respanslhilitics is to close w t  
uithin the specified time. This is auditable. 
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u atad psaatioo has bean o0ver.d in  a8ah nmtvork ap” mtriot i n  u o h  o f  BallBouth~r statam. 

~180 provfdmd harain i8 the following information requostad by 
tho ~ c c  sta i r  a t  our mutlng of saptambar 16, 1993. 
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S E P T W  

Records System (CPRS) and a Employee Selection Program to extract a random 
sample of technicians that will participate in the sample data collection process. 
CPRS is a BellSouth employee master database that Is used to maintain 
information about an employee (e.g., Responsibility Code, Job Function Code, 
Social Security Number). 

5.05 Sample sizes and the structure of the sample are designed so that the three (3) 
month roiling total for a given State will obtain a precision equivalent to plus 
( +) or minus (-1 15 minutes per person-day. The Employee Selection Program 
searches the whole universe of technicians from the CPRS and uses the sample 
size by Work Group to identify the technicians who will participate in the data 
collection process. All technicians selected to participate In the data collection 
process are sampled every day for one (1 1 week (7 days). - 

6.01 By the 20th of each month, the lists of the technicians to be sampled in the 
following month are distributed via E-mail, CAT terminal and/or paper copy to 
the stew conmcu and fieid management. Field management then disseminates 
the Work ActlvHy Logs (WAls) to the selected technician's supervisor for 
coverage with the technician. 

6.02 Technicians participating in WASSP report their time by work activity in 
minimum Increment8 of fiftwn (1 5) minutes. WAls have been deveioped for 
each Work Group lirtlng the predominant work actlvitles of that Work Group. 
Though most Inclusive,. the WALa may not Include every work activity. 
"Write-In' acthri?les am r w ! e W  by the Technical Analyst and assigned 

Any exceptions to normal work activities, such as 
non-productive time paid (e& vacation, jurv duty, illness) and overtime hours 
paid muat bo reported Indivldualh/ through the existing Payroll Exception 
process. 

e, accounting Cod@& 

6.03 Prior to 8Ubmittlng tho completed WAl8 to the Technical Analyst, the 
Supmkor (or appropriate field personnel) of tho sampled techniclan(s) should 
comprn tho work activity Informaion reflected on the WAL to the relevant 
soum documentation. 
7 

6.04 TO ensure the accumcv of work actlvltler reported by those technicians 
SamPied through WASSP, the Technical A ~ l y r t r  conduct telephone interviews 
with a umpk of tho sompid taohnlaianr. tor tho romain6or of chr rrmrloa 
technlclanr, tho TA compares the logs to the source documantation. The 

aollsouth ucegf undor wrfttoa ap-nt 
Noticms Not for uao or disoloauro outaide 

I 
2 3 6  
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number of interviews as well as the days to be verified via the interview 
process, are determined by the Statistics and Econometrics group as a part of 
the Sample Selection process. If errors are detected on the WAL, the Technical 
Analyst corrects the information reflected on the WAL. 

. . 

N o t i e m :  N o t  f o r  US. or  dimclomuro outsido 
BollSouth oxcopt undor writtmn agrmanont 

t 231 
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CmPWIY: EST 
TITLE: DAM CMLECTIDH 

PERIOD: TYE 12/31/93 
WE: 
RUDITW: 

U? NO. 48-3 

TECHNICAL MALYST PROCEDURES 

RKY 

Part of  this section is an exmple oP the uork product of the process. 

This is the verification printout of the input fron. the UAL. 

These are the UAL that agree uith the verification printout for tuo days 
for one ST. 

up %8-3/1-2/1 These are part of the source doucientation backing up tho 
UAL. This is a ticket. 

These are part of the source doucmentation backing up the 
U4L. This is the NUS. 

up %-3/1-2/2 

up WUI-3 Thwe are the MAL that agree uith the verification printwt for tuo days 
for one S i .  

up 48-3/1-3/1 These are part of the swrce doucientation backing up the 
YIK. This is a ticket. 

Ihese are part of the source doucienbtion backing up the 
UbL. Thls is the DCUS. 

yp 48-U1-V7 

up 48-342 and entire section is the 3aw thing as above, but for another service 
technician. 

Other Unrk products of the pmcus, 

yp 40-4 Procedures for correcting HTR RF-152 and NUS for P m i  tive 
lime Reporting. This ia not for Yassp. 

up 48-5 Exalple of the salple prcduced and used by the Technical 
Analyst to c k k  off hi5 revieus. 
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CODE 304 PRTR REQ BY 
- 

1:38 0401 

JP FELD 

CI gi 
I MCMD D S MC 962 DAA SUPV GRP 
2 PAGE 3 ARG MON FULL DJI NARR CLOCK OSC 

304 FST 08 
NARR: :OC 600 UNK/C-l836X286/PL A ON1 

3 
$ closed TN : ' COMM: 10-25-93 0600P REACH: - d4 ACCESS: A B 

I --_ _.- 
b A' 
7 y--i-5& *NMc* LAST CLRD: 10-27-92 

TROUBLE: OOSN TRAN LXD WTH 320; ACN 9927676 
VER: 6 SUMMARY: SPEECH CTTN: 
SCRN RSLT: NARR: (OVR) 1 RING LOUD BURST OF STATIC THEN CUTS OUT 
FAC CABLE RESTRICTED SERV 
F1 8 0591 0391 F 1401 NW AVENUE D 
F2 
FZ 1401NWAVD 0243 0000 0-W+Y-G R 625 NW 14TH ST 
OE: AAO7-0-13-31 WKG TTR 
ON 0151252 992 304 4079927333 DPO 0839A 

304 CCA 1230P 3:51 
304 FST 0128P 4:49 0190 

NARR: :41 500 CP/3BPXJ/PL 3NTWQBLDG =/I3 VCA& RJllC 

PAGE 3 - MORE 

. 
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1 MCMD DCWS MC 962 DAA SUPV GRP EMP COD 304 PRTR REQ BY 
2 PAGE 4 ARG MON FULL DJI NARR CLOCK OSC 

3 closed TN : 
- 

‘COMM: 10-25-93 1 OP REACH: 
B 1200P AC: X EST: 021, 

IBI : 

V I  -& ACCESS: A 
,.A SN: RPWJ938 T: N SC: J 

5 
1 ACC RMU 0900-1700; 9-5 CCON JOANNE DOYLEIRMK 992-a600 

AHN: R0:-N RTE: L ’  

3 SbE: TN:3MTN /*I3 RJ11C/*I3 VCA/*I3 EEN/*I3 --- .- 
q 60/NLC Y3/*13 TTB/TN - - -  - - -  CREX4/TN 
I O  FAC CABLE PAIR BP COLOR TERMINAL ADDRESS 
II F1 3 2484 59 
11 F2 802SM 550 50 
l3/Fl /PXJ /F2 /PIW #/  rl”l/CA 3/PR 2482/BP 57/TEA 
IJIOE AAOl-1-04-28 02 /PXJ/IF2/CA 802SMlPR S23/BP 23/TEA I 
I< ON 03sgasi 992 DPO 0128P 

3 04 CCA 0345P 2:17 
304 FST 0346P 2:18 0190 

I L  NARR: :45 500 CP/BPXJ/CH BF2 802SWX623/INST NTW h IN1 
17 closed TN : COMM: 10-25-93 OSOOP REACH: 

I ’ d  ‘ ACCESS: A l200P B AC: W EST: 009! 

a .  .. 

PAGE 4 - MORE 

, 

Pn1ao?u nnnnlcc 



I MCMD DCWS MC 962 DAA SUPV GRP EKP COD 304 PRTR REQ aY 
2 PAGE 5 ARG MON FULL DJI NARR CLOCK OSC - 

T: N SC: 1FB IBI: 
RO: N RTE! 

,.o 
SN: RH7W395 

*CHANGE* AHN: 
3 
'1 
5 S&E: DEL I1 VCA& DEL I1 RJllCLC 

ACC RMX SEE PHRMACIST 9AM TO 9PMi 

I ,  FAC CABLE PAIR 'BP COLOR TERMINAL ADDRESS 

r( F2 802SM 621 21 
7 IF1 /PXJ fBCF BP 14 TEA 
7 Fl 3 2414 14 - ..- 

10 IOE AAOO-1-02-0 -- 

3 04 I -A 

fPDW 

' DPO 0346P 
CCA 0515P 1:29 
FST 0521P 1:35 

992 ::L $ k - U  
11 ON 0002452 

12 NARR: : 0 600 UNK/CHGD B F2 TO 802SMX400XlOO 

6 cs : sc: - -  RTE : 
h LAST CLRD: 

I) closed TN : COMW: 10-26-93 OZOOP REACH: 
'Y  ACCESS : A B MELBA 

PAGE 5 - MORE 

. 

I 

0401 

.- 

10-01-82 
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@ '  MC 962 DAA SUPV GRP REQ ay 
71 ARG MON F U U  D J I  NARR CLOCK OSC - 

9 0534 0134 1100 CENTER RD i 

DPO 05231) 
10-26-93 0700P REACH: 

CCESS: A 0400P B 0700P MS SUB 
sc : RTE: 407 

l lOOCR 0535 0000 

0484564 994 304 
AAO7-0-19-12 

0484564 TN: 407' 

LAST CLRD: 04-15-91 
//TROUBLE: PHYS OOSN LIVING RM G FALLING OUT OF WALL 
IzVER: LU SUMMARY: LINE I N  USE CTTN : 
13SCRN RSLT: NARR: DEF JK/IW CAU B4 GOING (OVR) 
i Y  FAC CABLE CCS IWP 
1.5/ F1 PG501 0473 0548 F 
l 6  F2 
I ?  FZ 603 0225 0025 R 

OE: ZR01-1-03-00 WKG TTR 
I N C  994 304 0634P 

PAGE 7 - MORE 

. 



PIP COD 3 0 4  PRTR 

- 91 MCMD DCWS MC 962 DAA SUPV GRP 
PAGE a ARG MON FULL DJI NARR CLOCK OSC 

OFF 9 9 4  3 0 4  0 6 3 5 P  
NARR: INCOMPLT/F@L DEF LR R J l l C p E E  10/26 MTR 

REQ BY 

PAGE a - END 

- . 

I LL 
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I o  12 12M 
// 14 52M 
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$ 95 553A 

99 TRVL lY 
-_ -. . .. 

FLOR @ 

1010 1011 

0. 
0. 
0. 
0. 
0. 
0. 
0. 
0. 
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0. 
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0. 
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0. 
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0. 
1.25 
0. 
0.50 
0. 

1.50 
4 45M 
5 45R 0. 
6 24ac 
7 2 4 a ~  
a 2 4 a ~  
9 54ac 

11 5 4 a ~  
14 52M 
16 68E 
10 68R 
50 97BI 
52 97BP 
53 97BR 
90 5532 
94 5536 
95 553A 
99 TRVL 

0. 
0. 
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1012 

0. 
0. 
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0. 
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0. 
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0. 
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0. 
0.75 

7 
1012 

2.25 
0. 
2.00 
0. 
0.75 
0. 
0. 
0. 
0.50 
0. 
1.50 
0. 
0. 
0.50 
0.75 
0. 
1.75 

1013 

0. 
0.50 
0. 
1.50 
1.50 
0. 
0. 
0. 
1.50 
1.75 
0. 
0. 
0. 

1014 

0. 
1.00 
0.50 
2.50 
0. 
0. 
0. 
0. 
0. 
1.50 
0. 
0. 
1.25 

1013 1014 

0. 1.00 
2.75 0. 
0. 0. 
0. 0. 
1.00 3.00 
0. 0. 
0. 0. 
0. 0. 
0. 0. 
2.00 0. 
0. 0. 
0.50 4.00 
0. 0. 
0. 0. 
0. 0. 
1.00 0. 
2.75 1.50 

- 

/ 
1015 

0. 
0.75 
2.50 
0. 
0. 
1.00 
0. 
0. 
0. 
1.50 
0. 
0. 
0. 
0.75 
1.50 

1015 

4.75 
0. 
0. 
0. 
0. 
1.50 
0. 
0. 
0. 
0. 
1.00 
0. 
0. 
0. 
0.75 
0. 
1.50 

w 

1'' 
1016 

1.50 
0. 
0. 
2.50 
0. 
0. 
0. 
0 : 
0. 
0.50 
1.50 
0. 
0. 
0.75 
1.25 

1016 

0 .  
1.00 
0. 
0. 
0. 
0. 
3.25 
0. 
0. 
0. 
0. 
1.00 
1.00 
0. 
0.50 
0. 
1.25 
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10-12-93 09:06AM FROM EST OPCC/l&M BE CO TO 12059170844 P003/003 'P01A93U 0000136 
I&M - POTS JFC 4100 . . 

F i b  (F) or Mcrallic (M) ---- 
Interoffice (I). Fccda (F) or Disvibulion (D) --b 

Plvc (New - Scrvice Ordcr Authortty) 

a m g d ~ g C / R &  

Rcp.irkpllce/Rc-insm/Carnc Cleu 
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0 
0 
a 

Y 
P 
0 . - 
0 

0 
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\ PAGE 1 4  - MORE ' - 1  
." POI 

SLlPY 6RP: P 

. . . . - . . ^ . . .  . . .. . . . 

SUPV QRP P FRP COPE r w n  X(IW REO BY RLM I RCMD DCWS nc 962 PAL 
2 PA6E ARB D J I  NARR FULL CLO 

STAT T I M E  ELAPSEI) DISPOSITION 

DPO OEC 066011 091BA Z r Z l i  
4 s T ~ ~ u s  03::,"58 DAA 686 285 DEC T N r ) @  - 

285 
Y 
b r l ~ s n d  TN: COMNI 10-11-93 0b00P REACH: 

NARRI OFFICE EDUIPMENT CHANQE REOUIRED 

ACCESSI A B el' cs: sc: n n :  
LAST CLRD: 0s-08-93 .Y 

9 TROUBLE: TRAN OOSY HEAVY STTC MPI iS CHACN 
10 VERI 0 SUMMARYa TEST OK CTTN: 

I /  8CRN RSLTI  NARRi OEC PENDINO. 
CABLE WNP 

16 0716 0216 S 173 BERKSHIRE 

1738 8657 ~ 0 0 7  I BERKSHIRE K 

Pf'O 0918A 
CCA 1090A 1: lZ  

.ic OEr 81002-241-71 u n  
I7 ON 0338740 687 285 

286 FSf 183% 1115 mi90 

COMM: 10-11-93 1200f' REACbI: 
B 12WP AC: N EST! 01(i 

/ B  PAGE 16 - WORE 

1 7  NARR: 199 5 0 0 1 ~ 0  C P ~ P L  8 P x J i c w r  NTWRY BDRH JK 
z ~ c l O s ~ d  . TNI 4 0 7  
U 4CCESS: A 
22 SN: RK3F.031 T: N SC: i F R  1811 

ANN: RO: N wrE: 
RMK 697-8170 

2 5 . S S E I  / I 1  1FRlNI.C Y l l A P L  l N M C  /I1 T T R l I l  E S X l l l  RW2/Il CREXl 

n ,: : 

FAC CABLE PAIR BP COLGR 
F l  ' PG03 751 301 
F t  LCD 23 27 

IF1  l P Q S  SLC96.912Z/PtSC I I C t l n  
TOE 91013-18-61 pi R 

ON 0 0 2 8 3 6 8  686 285 
289 
286 

E FSIPX.1 

NARR: i @ 3 0 0 l D E F  P l E l R E P  DEF NTY 
PABE 16.-  MDRE 

l F t l  d 

IERUINAI annoccE 
R 
I 

npn 1 0 ~ 4 ~  
CCh L l t q A  0:51 
EST 1125A 0151 

C I  I 
CI! 

BP 381 

0360 

. . . .-. 



__ - ... . . -. 

I RCND ncus HC 962 DAA SUPV BRP P ENP CODE PRTtl X 6 6 9  RED YY RLN 
2 PABE 4RP D J I  NARR FULL CLOCK 

c 1os.d TN I 
1 

TROUBLEz NDT OOSY h& 6 
n7 

IO ' F1 ' 17 0 0 6 4  0 0 1 4  
I 1  F Z  

. . ~  .. ~ ~~~~~ 

VERI 41 S U W I A R I I  OPEN OUT8 RAl 
SCRN RSLT: NARRI SAC OPEN I 
FAC CABLE NAC IMP 

LANCED 
3UT I (  MAY BE 

,m-i i -93 
A 

6C: 

0600F 
B 

REACtln 06Rd000 

R T & l  
LAST CLAD1 0 4 - 0 4 - 9  

CTTN: 
CPE TBL 

4 9 1 1  OKEECHOEEE ELVD 

Q OE: ~wai7-00i-4a UKB TTR 
r 3  ON 0273361 686 286 DPO ll25A 

266 AJR 114TA 0:Bf e e l a s a d  TU4 COHM: 10-11-93 0 E l l B P  REACH, 

IC ; cs: sc 1 RTE: 
I5 ACCESS, A E 

LA81 CLRD! Sl-01-7 

17 PAeE 17 - MORE 

CTTN: 
'f TROUBLE1 CPC OOSN 

I 9  V E R l  11 SUMHARVI CROSS TO WORKING'PAIR 
2 0 S C R N  RSLTi 
LI FAC CABLE CCS IUP RESTRICTED SERV 

BSY FROM 148T+BT0733 

NltlA: <OOS) X'D BRTT B I $  60V 

32 2219 0669 F 238 BUAVa A V  

Z3PG 1 6 9 0  0002 '>, R 8 6 # 4  PhPAYA RO 
;; 

25UE: 0 1 0 2 1 - 8 3 1 - 4 2  !dKa'TTR 
i& ON 0013619 686 286 PPU 1127A 

CCA 1 Z l B P  8143 
PSI' l Z 1 4 P  0147 8430 E: 

2 7  NARRl 127 100ITELCOIREPC MISSING 
28 Closed TN: COMm 10-21-93 0 6 0 0 P  REACtl: 

ACCESS1 A R RFRO TO ANN 
cs: sc: R T E  1 

. t4c 962 DAA .-- - . -  .. .__ - SUPV Q R P  P FMP CODE 

. -  ' I., a 
PRTn X6SV REO B Y  RLM 

27 7 



rAe= . nnu U J I  NANH FULL CLOCK 

SCRN RSLT: NaRRi  (OVRI OPEN OUT 99X 
c.1 FAC CABLE 

22 1899 0 4 9 9  SO PORCHESTER R L D G  C . .  
CAhQRIDGE 61 1 BLDQ 

DPO 1 2 1 6 P  
UKB py 

DDRC 0043 0018 
01019-161-21 nL 0 0 2 6 1 0 3  E33 280 

7 CCA 021EP e:03 

ACCESS: A 8 1ZB0P ACi  U ?STr B l t  
,I S N I  AM66620 T i  N SCI 161: 

I> S&Er TNh7MTN "F6 A 832-6170. 6tS1112 I I T W I 1  TT6/TN 1 I F E  
~ J T N  XC I U L C  0 0 l I l  C R E K I l T N  / E l  UNRIRRKR ( L 3 I I l  T T B l T N  832-62 
&AC CABLF P A I R  QP COLOR TERMINAL ADORES8 

I ( ,  PABE 19 - MORE 

AHN; ROI v R r E l  
?I2 ACC RMK 806 UENTZELILDIS IRWK 7 9 2 - 1 2 3 4  

17 F l  26 270 270 161cI-1.1 S F L A Q L E R  DR C I  I 
If F L  1516F 399 999 1616-11.1 8 FLhGLER DR C I  I 
~ P ~ R M K  ~ R C T  

z f  ON 0487323 832 286 DPO E219P 

rEXJ IF1 l P X J  I E C T  BP 270 TEA 1013-1.1 S 
U I O E  0 0 4 - 8 0 5 - 0 1 1  ABLER ORIF2  ICDW ~ / 4 1 f 6 ~ Z 6 2 9 l I I F l l C A  26 /PR l 9 9 l 8 P  199 /TEA 16 

-. . _ _  - . . 
28 !5 CCA 035RP 1:36 
285 FST 0 3 J t i P  la36 1218 

G. - 

at' 

2 hARR: %96 21PICUST ACTlDEF CPElRTN AONIIM UISUPERV 
23 C l o s e d  TN: COW: 18-11-93 S600P R C A C i I i  B00B0BB000 

25 
ACCESSt A B 
CS: RES S C i  1 F R .  R T E i  

LAST CLRD: 0 1 - 0 5 - 9 1  
26 TROUBLE: NDT UOSY ZNACN/ALPHS/BBIINDS ASAP HAS ILL QABYITAKES CARE 

SLIB(1) CTTN: 27 VERI 99 SUMHRRV; ANALYSIS OF FULL RESLlLTS NEEDED 
2y6CRN RSLTI NARR: ( O V R I  NOT W L D  I N  D F C - D I W  OUT PER SCC- 
~ . j  FIPC CABLE CCS IMP . RESTRICTED SERV 

13 0280 02E0 R 901 SOUTUERN BLVD 

S L P A B E  20 - NORE .. 

---. -. . .. . .. .. . ... . .. - .. , ~ 

.. . , . 
. .  

NC 962 D L A  SUPV G R P  P E W  CODE PRTR XS59 REO SY RLM 
33RCMD DCNS 
jy Ph8E ARG D J I  NARR FlJLL CLOCK 



..-YLL L . \ ~ J  1 w r  
) I  ’;; ‘ 13 0F44. 0019 
7- F Z  ’ OEt 002-206-083 WKO TTR 

‘/ PAQE 21 - NORE 
\ 

5 ON a039373 685 286 n p o  01634P 

‘L NARRI  NALClRCDAlNA TO 

d g  
i 9  . 
 TROUBLE: MIBC 00SN 

N 1 6  0Ci8P 0:%4 

OHM: 10-12-93 1200P REACH8 

C 8 1  BUS SC: IFB RTE: 4E7 

ACNr 683W44 ALARll 1s INDICATING A L INE TRBL 

B 8A-RPRENEE 

LaST CLRIII 06-  

C T T N I  

1 TTN: 0~339378 TN: 407 

VEk: EC SUMYlRY: CPE OR UI6H RFSISTANCE OPEN 
SCRN R6l.r; WARR: NALCIRIDAINA TO NII0618 
FLC CABLE n w  

F l  17 0284 0034 4190.2 OKESCIIOBEE BLVD 
F t  

.24-95 

i 
i 

OE: 61a~~-t6~-za WKS TTR 
665 285 0619P O F F  

B.,Ib.n,. WP. r s p  4 0 1  5 8 6  6681 12-11-93 03:28PY so01 8 1 4  
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SOUTH OPERATIONS 
NETWORK OPERATIONS I&M/IMC IMPLEMENTATION SUPPORT 
February 1992 

i 

T3XX REPORTING CORRECTION PROCEbURES 

1. GENERAL 

1.1 On February 6, 1987. the Federal Communications Commission 
(FCC) released its Joint Cost Order (JCO) in FCC Docket 
No. 86-111, commonly referred to Part X. The order 
established the requirements that a regulated carrier  ST 
meet if it intends to use its reaources (assets and 
employees) to provide deregulated products and services. 

1.2 The FCC and State Commissions require the company to provide 
an audit trail of ALL TIME charged for EVERY WORK ASSIGNMENT 
performed by the technician. 
requirements and Part X accounting, an auditable record of 
employee time reported must be maintained. 

1.3 Management personnel must pro erly review time reporting 
documents. 
maintained to substantiate that an employee's labor hours 
and aasociated costs have bean charged to the correct 
account code. - - 

1.4 Each field code reported must be substantiated by the close 
out narrative. Work activitien must be detailed to the 

To comply with regulatory 

In addition, suff E cient documentation must be 

ac a post inspection can be made from the 
nformation on the DCWS or 6571 Work Ticket. 

1.5 13TR Time Labor Report RF-152-1 should be completed as 

2. POSITIVE TIHE REPORTXNG (PTR) 

2.1 BellSouth Telecommunications, Inc. uses positive time 

outlined in BSP 620-700-OOlSV. 

reporting to classify coats to tho appropriate Part 32 
accounts, apportioned between regulated, and deregulated 
activitiea to pay mrC employees. 

conmidored PTR, or positive t h e  rmporting employees. 
Tachnicians coat are a significant 
colllrrructfon and maintenmae axp6nd P turu. 
technicians perform both regulatad and daragulated 
activities, accurato t h o  roporting is essential for proper 
assignment o f  costs. 

2.3 All plant occupational employeen, whether performing a 
particular job function 1008 02 the time, or on a 
regulated/deregulatad split, m a t  prepare a time-labor 
report every day. 
Reporting system (MIX), these reports are subject to a 
series of edits which validate tho information. 

TEE RlmsVmD DATA ARE IDEWTXFmsm AN ERROR 

2.2 Tachnicians aro plant occupational employees and are 

art of plant 
since 

once entered into the Mechanized Time 
ANY ERRORS 

IS TRANSNIlTED FOR C O m m O N  AHD 2 g L  
F -  
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2.4 TBE SVPERVISOR IS RESWNSIBU FOR R E v n m I N G  O r m p u T  Wmms 
ENSURE Rl3As0-s OF TlXE REPORTED. 

detected as a result of reviewing documents must be 
corrected, and noted on the original forms 

Any errors 

3. suppoRT DOWHENTATION 
3.1 Technicians are required to provide narrative descriptions 

in such detail as to support the use Of every account code 
charged on the MTR Form RF-152-1. 

3.2 support documentation for technicians dispatched out of 
LMOS-MAPPER is considered to be the DCWS (Full, Clock, 
Narr). 
completed 6571 work ticket. 
as outlined in BSP 620-700-001SV paragraph 6.1. 

~ e s  E gned Specials, Routine, Projects, Helping, Employee 
Reports etc., a completed 6571 work ticket is required as 
outlined in 3.2 above. 

A l l  tasks not dispatched out of MAPPER require a 
This ticket muat be completed 

3.3 sup art documentation for those technicians working on 

4.1 Supervisors are required to review MTR documents (6571 Work 
Tickets, DCWS'S, RF152-I, Form 9360) to ensure the accuracy 
of the t b e  reported. 
in BSP 620-700-4OlSV. 

4.2 Verification , review and approval of MTR Form 9360-AL is 
mandatory. 
mean8 of (but not limited to) highlights, notes, or 
initials. 

manager is rea onsible for ensuring the appropriate 
corrective act P on is taken. 

Requirements for review are outline 

Evidence of this review must be apparent by 

4.3 When a discrepancy or error is detected the reviewing 

5. CO-G 

5.1 When it is determined by review of the sup ort documentation 
that the account code charged by the techn E cian in HTR is 
incorrect the correction must be made on the time report in 
m u  n or a corrected time report munt be prepared with 
-COE(RECTCD  PORT* written acroam the top of the RF-152-1. 
Theoe chan e8 must be made by the technician to maintain 
acaurate t e reportin and ensure coverage of error 
re5pudle.a of its orig n. f ' %I 

Note: Reviaion.8 are being made to Form RF-152-1 to provido for a 
box to check if the information contained is a correction of a 
previous report. 

5.2 The corrected iniormation must be called or forwarded to the 

5.3 MTR Form 9360-AL will refle 

MTR input center. 

the account code errors if r ceived and input into the l4TR 
systam no later than the Monday following the close of the z~ 
plant payroll period. 

the changes made to correct 

(n 1 

T 
~~ 
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5.4 If the correction to the time report is made after the 
Nonday following the close of tho plant payroll period ~ o r m  
9360-AL will not reflect the corrections and will have to be 
noted by the apprdpriate supervisor in the field. 

5.5 In'those instance when the support documentation is not 
complete, or fails to support tho aCCOUnt codes charged by 
the technician, the support documentation must be corrected. 

5.6 Corrections to the DCWS can be made by creating a DATH/WATH 
into the LMOS system. The DATH must be printed, 

aled by the technician and supervisor, then attached to 
the DCWS. 

TBE TECBHICIAN MUST BE C0NSUZT.W TO OBTAIN TBE CORREC'i! NARRATrvE 
INFORHATION W E D  ON THE WORK PERFORMED TO SUPPORT TBE ACCOUNT 
CODES 
CHARGED TBE M'I'R REPORT SHOULD BE CORRECTED A8 INDICATED IN 5.1 
ABOVE. 

IF TEE NARRATIVE CANNWl' SUPPOm TBE CODES 

5.7 Corrections to 6571 work tickets should be made by the 
original technician after it is determined that the 
information on the ticket does not support the account codes 
charged in the MTR System. 

5.8 The attached form (attachment A) should be used to initiate 
any changes to Dioposition/Cause Codes or narrative entries 
when the technician determiner a need to correct or modify 
these items prior to management review. 





FLORIDA 
4100 
June 1994 

2077 UNIVERSESIZE = 
SAMPLE SIZE = 30 
# OF WKS IN MONTH 5 

Y 

NS220404 HEADRlCK,ROBERT P 

NS220601 STURGES,BRUCE C 

NS220602 MATTSSON,WCHARD D 

NS250804 ALMANDER,JR 

NS320206 WAMEftKATHYD 

1 june 1 

1 june 1 

june i 

1 1  june 1 

/1  june 1 
I 

RC NAME SSN WK WKBEGINS i m w s  
S M T W T F S 

I I I I I I I 
I 
I 
I 
I 
I 
I 
I 
I 

I I I I I I 
I 
I 
I 

I I I I 
I I I I 
I I I I I 
I I I I I I 
I I I I I I 
I I I I I I 
I I I I I 
I I I I I 

I. 



FLORIDA 
4100 
June 1994 

RC 

- NS210308 

NS310202 

NS310508 

NS330304 

NS330AOA 

NS420705 

NS42070D 

- - 
UNIVERSESIZE = 
SAMPLE SIZE = 
# OF WKS IN MONTH 

NAME 

EICHHOl2,RICHAFiD 0 

CARAN0,CIAUDIO F 

FLOURNOY,C 

SMITH,RONNIE D 

GUTHRIE,DOUGIAS L 

BANKS,CALVIN L 

ESCARDAJOSE M 

SSN WK 

2 

2 

2 j 
/ 2  

2 

.2  

!2 

2077 
30 
5 

WK BEGINS 

june 8 

june 8 

june 8 

june 8 

june 8 

june 8 

june 8 

I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 

S M T 
I * I *  
I I 
I * I *  
I I 
I I 
I I 
I I 
I I 
I I 
I I 
I I *  
I I 
I I 
I I 

INTERVIEWS 
W T 

I I 
I I 
I 
I 
I I 
I I 
I I 
I I 
I I 
I I 
I * I *  
I I 
I I 
I I 

I -  
F S 

I * I  
I I 
I * I  
I I 
I I 
I I 
I I 
I I 

I 
I 
I I 

I I 
I I 
I I 

I -, 



&G*g /e .! 
FLORIDA UNIVERSE SIZE = 2077 
4100 SAMPLE SIZE = 30 
June 1994 .. # OF WKS IN MONTH 5 

RC NAME SSN WK WKBEGINS 

NS210309 SCOll JREARL R 

NS230301 BARBO,MS 

3 june 15 

3 june 15 

NS320204 SAN MARTIN,ROGEU( 3 june15 

NS320602 TANTON,MARY P 3 june 15 

NS320606 EDDIE,ROBERT B 3 june 15 

NS320609 FERRANTE,SANIE 

NS410201 MUMFORD,RONNIE A 

NSln0604 PICHE,DENNIS G 

NS42070D ARMAS,EFREN S 

S 

3 june 15 

3 june 15 

3 june 15 

3 june 15 

M T 

* 

INTERVIEWS 
W T F 

I I 
I I 
I I 

I 
I 

I '  
I 
I I 
I I 
I I 

I 
I I 
I I 

* I *  I 
I I 
I * I *  
I I 
I I 
I I 

* I  -. 

S 
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FLORIDA 
4100 
June 1994 

UNIVERSESIZE = 
SAMPLE SIZE = 
# OF WKS IN MONTH 

2077 
30 
5 

RC NAME 

NS220603 RILES JRG W 

NS250305 ST0RMANT;IEO W 

NS330A02 AMMEI3,WUGLAs W 

NS410610 hMARG0,CARLOS 

NS430102 MORALES,AIDWDER 

NS430105 CANCHON,MIGUEL 

SSN WK WKBEGINS 
S 

5 june29 I 
I 

5 june29 I 
I 

5 june29 I 
I 

5 june29 I 
I 
I 

* I  
I 5 lune29 I 

M T 
I 
I 
I 
I 
I *  
I 
I 
I 
I 
I 
I 

INTERVIEWS 
w T 

I 
! .  
I *  
I 
I 
I 
I 
I 
I 

F S 
I I 
I I 
I I 
I I 

* I  I 
I I 
I I 
I I 
I I 
I I 
I I 
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FLORIDA 

- 3 . MONTH AGGREGATE 

I & M  POTS (4100)  

NO. OF EMPLOYEES = 2067 

NO. I N  SAMPLE = 

FIELD CODE 

2 
3 
4 
5 
6 
7 
8 
9 

1 0  
11 
12 
13  
1 4  
1 5  
1 6  
17  
18 
2 1  
29 
30 
31  
32 
33 
34 
35 
39. 
50 
51 
52  
53 
5 4  
55 
5 6  
8 0  
90  
9 1  
93  
94 
95  

2 3 M  
22R 
4 5 M  
45R 
248C 
248M 
248R 
548C 
548M 
548R 
12M 
12R 
52M 
52R 
68E 

60R 
68Y 
257C 
257M 
257R 
377M 
377R 
F257M 
F257R 
F257C 
97BI 
97BW 
97BP 
97BR 
98EI  
98EW 
98ER 
7 0 M  
5532 
5533 
5535 

68M 

90  

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
DREG 
DREG 
DREG 
DREG 
DREG 
DREG 
DREG 
REG 
COMM 
COMM 
COMM 

5 5 3 A  COMM 
5536 COMM 

HOURS 

126.00 
109.25 
641.25 
367.00 

54.00 
192 .25  
121.00 
158.75 
275.50 
182 .50  

60.25 
13.00 
11.50 

1 .25  
55 .75  

167 .75  
95.50 

7.50 
5.75 
1.50 
8.00 
1.50 
2.50 
4.00 
3.25 
7.00 

100.75 
15.75 

380.25 
24.00 

6.75 
2.75 

12.50 
2.25 

79.25 
29.00 
14.25 
94.25 

147.00 

% 

18.28% 
10.46% 

1.54% 
5.48% 
3.45% 
4.52% 
7.85% 
5.20% 
1.72% 
0.37% 
0.33% 
0.04% 
1.59% 
4.78% 
2.72% 
0.21% 
0.16% 
0.04% 
0.23% 
0.04% 
0.07% 
0.11% 
0.09% 
0.20% 
5.15% 
0.45% 

10.84% 
0.68% 
0.19% 
0.08% 
0.36% 
0.06% 
2.26% 
0.83% 
0.41% 
2.69% 
4.19% 

PRECISION 
n 

2.63% 

0.59% 
1.40% 

1.69% 
1.66% 

1.06% 

0.33% 

0.42% 
0.20% 
0.06% 
0.18% 
0.06% 
0.09% 
0.13% 
0.12% 
0.20% 
1.05% 
0.30% 
1.86% 
0.34% 
0.18% 
0.16% 
0.29% 
0.13% 
0.58% 
1 .66% 
0.47% 
0.72% 
0.85% 



FLORIDA 

OCT 1993 - 3-MONTH AGGREGATE 

I&M POTS (4100) 

NO. OF EMPLOYEES = 2067 

NO. IN SAMPLE = 90 

i 

FIELD CODE TYPE 

TOTAL REG 
TOTAL DREG 
TOTAL corn 
TOTAL TRVL 

TOTAL SAMPLE HOURS 

ESTIMATED TOTAL HOURS 

HOURS 

1786.25 
622.75 
363.75 
736.00 

3500.75 

********* 
ESTIMATED MONTHLY SAMPLE REQ'D 30 

% 

50.91% 
17.75% 
10.37% 
20.98% 

PRECISION 

3.01% 
1.91% 
1.97% 
1.86% 



FLORIDA 
- 

OCT 1993 - 3 MONTH AGGREGATE 

I&M SPECIAL SERVICES (4110) 
i 

NO. OF EMPLOYEES = 396 

NO. IN SAMPLE = 

2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
21 
29 
30 
31 
34 
35 
39. 
40 
41 
42 
44 
45 
46 
47 
48 
52 
54 
55 
56 
90 
92 

94 
95 
98 

115 
193 

94 

FIELD CODE 

22M 
22R 
4 5M 
4 5R 
248C 
248M 
248R 
548C 
548M 
548R 
l2M ' 
12R 
52M 
52R 
68E 
68M 
68R 
68Y 
257C 
257M 
257R 
F257M 
F257R 
F257C 
378C 
378M 
358NC 
558C 
55813 
4 18M 
378X 
558X 
97BP 
98EI 
98EW 
98ER 
5532 
5534 
5535 
5536 
553A 
510C 
F758C 
540M 

90 

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
DREG 
REG 
REG 
REG 
REG 
REG 
DREG 
DREG 
DREG 
DREG 
COMM 
COMM 
COMM 
COMM 
COMM 
corn 
REG 
REG 

HOURS 

8 0 . 0 0  
40.00 
327.75 
122.50 
24.50 
28.00 
17.50 
13.50 
18.75 
12.00 

195.00 
60.25 
49.50 
9.00 

225.25 
233.25 
107.50 
11.00 
22.25 
25.50 
19.00 
15.50 
13.75 
19.00 
83.50 
38.75 
0.50 

73.00 
123.50 
72.00 
4.25 

16.75 
7.25 

125.25 
18.50 
50.25 
133.50 
27.75 
5.00 
65.00 
90.00 
82.00 
1.50 

30.0b 

% 

2.73% 
1.36% 

11.17% 
4.18% 
0.84% 
0.95% 
0.60% 
0.46% 
0.64% 
0.41% 
6.65% 
2.05% 
1.69% 
0.31% 
7.68% 
7.95% 
3.66% 
0.37% 
0.76% 
0.87% 
0.65% 
0.53% 
0.47% 
0.65% 
2.85% 
1.32% 
0.02% 
2.49% 
4.21% 
2.45% 
0.14% 
0.57% 
0.25% 
4.27% 
0.63% 
1.71% 
4,55% 
0.95% 
0.17% 
2.22% 
3.07% 
2.79% 
0.05% 
1.02% 

PRECISION 

1.62% 

2.43% 

0.63% 
0.56% 

0.40% 
0.40% 

2.40% 

0.97% 

2.02% 
2.41% 

0.36% 
0.61% 
0.92% 
0.65% 
0.47% 
0.47% 
0.65% 
1.44% 
1.01% 
0.03% 
0.92% 
1.46% 
1.74% 
0.15% 
0.38% 
0.31% 
1.53% 
0.50% 
0.71% 
2.69% 
1.65% 
0.30% 
0.81% 
1.08% 
3.42% 
0.10% 



FLORIDA 
- 

OCT 1993 - 3 MONTH AGGREGATE 

I&M SPECIAL SERVICES (4110) 

NO. OF EMPLOYEES = 396 

NO. IN SAMPLE = 90 

FIELD CODE TYPE HOURS 

TOTAL REG 1764.75 
TOTAL DREG 201.75 
TOTAL COMM 403.25 
TOTAL TRVL 564.25 

TOTAL SAMPLE HOURS 2934.00 

ESTIMATED TOTAL HOURS 167824.87 

ESTIMATED MONTHLY SAMPLE REQ'D 43 

% PRECIS ION 

60.15% 4.57% 
6.88% 1.91% 
13.749 4.41% 
19.23% 1.97% 



~ 

FLORIDA 

i 
OCT 1993 - 3 MONTH AGGREGATE 

I & M  PUBLIC COMMUNICATIONS (4180) 

NO. OF  EMPLOYEES = 107 

NO. I N  SAMPLE = 197 

2 
3 
4 
5 
6 
7 
8 
9 

1 0  
11 
12  
1 3  
14  
15 
16  
22 
23 
2 4  
25  
26 
27 
31. 
32 
34 
35 
39 
5 4  
56 
57 
58 
59 
7 1  
72 
73 
74 
75  
76 
77 
78 
82 
83 
84 

FIELD CODE 

22M 
22R 
4 5 M  
4 5R 
248C 
248M 
248R 
548C 
548M 
548B 
12M 
1 2 R  
52M 
52R 
68E 
89E 
8 9 M  
89Y 
189E 
189M 
189Y 
257R 
377M 
F257M 
F257R 
F257C 
9 8 E I  
98ER 
968NC 
968NM 
968NX 
8 8M 
8 8 Y  
188E 
1 8 8 M  
1 8 8 Y  
2883 
288M 
288Y 
988E 
988M 
988Y 

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
DREG 
DREG 
DREG 
DREG 
DREG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 

HOURS 

53.75 
40.50 

167.25 
116.00 

30.00 
6 0 . 0 0  
46.00 
14.25 
87.25 
78.50 

5.25 
2.75 
5.75 
3.75 
1 .50  
3.75 
0.75 
1 . 2 5  

84.50 
91.50 
12.00 

6.50 
7.00 
3.25 
2.25 
5.50 
1 . 2 5  
2.50 

57.50 
31.50 

2.00 
49.25 

1 .25  
241.50 

2136.25 
168.75 

38.00 
129.00 

2.00 
1 . 0 0  

11.00 
i . o b  

% 

0.77% 
0.58% 
2.39% 
1.66% 
0.43% 
0.86% 
0.66% 
0.20% 
1.25% 
1 . 1 2 %  
0.07% 
0.04% 
0.08% 
0.05% 
0.02% 
0.05% 
0.01% 
0.02% 
1.21% 
1.31% 
0.17% 
0.09% 
0.10% 
0.05% 
0.03% 
0.08% 
0.02% 
0.04% 
0.82% 
0.45% 
0.03% 
0 . 7 0 %  
0.02% 
3.45% 

30.49% 
2.41% 
0.54% 
1.84% 
0.03% 
0.01% 
0.16% 
0.01% 

PRECISION 

0.25% 

0.59% 

0.22% 
0.30% 

0.10% 
0.45% 

0.09% 

0.09% 

0.04% 
0.06% 
0.02% 
0.03% 
0.51% 
0.38% 
0.09% 
0.07% 
0.18% 
0.06% 
0.04% 
0.09% 
0.03% 
0.04% 
0.96% 
0.44% 
0.05% 
0.64% 
0.02% 
0.98% 
2.14% 
1.07% 
0.36% 
0.79% 
0.04% 
0.02% 
0.10% 



85 9893 REG 2.00 0.03% 
86 989M REG 3.00 0.04% 
87 989Y REG 1.00 0.01% 
88 2600 - REG 436.25 6.23% 

FLORIDA 

OCT 1993 - 3 MONTH AGGREGATE 

I&M PUBLIC COM?4UNICATIONS (4180) 

NO. OF EMPLOYEES - 107 

NO. IN SAMPLE = 197 

FIELD CODE TYPE HOURS 

90 5532 COMM 226.50 
91 5533 COMM 2.00 
93 5535 COMM 14.50 
94 5536 COMM 85.00 
95 553A COMM 312.25 
98 510C COMM 184.75 

TOTAL REG 3864.50 
TOTAL DREG . 94.75 
TOTAL COMM 825.00 
TOTAL TRVL 2223.25 

TOTAL SAMPLE HOURS 7007.50 

ESTIMATED TOTAL HOURS 49479.37 

ESTIMATED MONTHLY SAMPLE REQ'D 37 

0.04% 
0.05% 
0.03% 
1.98% 

0 PRECISION 

3.23% 0.95% 
0.03% 0.04% 
0.21% 0.25% 
1.219 0.33% 
4.46% 0.74% 
2.64% 0.90% 

55.15% 2.09% 
1.35% 1.08% 
11.77% 1.53% 
31.73% 1.46% 



i FLORIDA 

OCT 1993 - 3 MONTH AGGREGATE 

I&M CORPORATE COMMUNICATIONS (4120) 

NO. OF EMPLOYEES = 66 

NO. IN SAMPLE = 

2 
3 
4 
5 
7 
8 
12 
13 
14 
15 
16 
17 
18 
21 
30 
36 
40 
41 
44 
45' 
48 
60 
61 
62 
63 
64 
65 
66 
67 
68 
69 
90 
91 
92 
93 
94 
95 
96 
98 
166 

FIELD CODE 

22M 
22R 
4 5M 
4 5R 
248M 
248R 
12M 
12R 
52M 
52R 
68E 
68M 
68R 
68Y 
25713 
758M 
378C 
378M 
558C 
558M 
558X 
728C 
658M 
658C. 
628C 
730C 
630M 
728X 
658X 
628X 
730X 
5532 
5533 
5534 
5535 
5536 
553A 
5539 
510C 
158M 

209 

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
COMM 
COMM 
COMM 
COMM 
COMM 
COMM 
COMM 
COMM 
REG 

HOURS 

9.25 
7.25 
25.25 
14.50 
2.00 
2.00 
50.00 
27.50 
55.75 
29.75 
71.00 
58.75 
6.75 
6.50 
1.50 
0.25 

135.00 
34.50 
82.25 
35.00 
3.25 

111.00 
1007.25 
404.75 
90.25 

1035.75 
2443.75 

9.50 
70.00 
5.00 

124.00 
87.00 
1.50 

93.50 
22.25 
17.50 
6.50 

121.2$ 
20.75 

t 46.00 

% 

0.13% 
0.10% 
0.34% 
0.20% 
0.03% 
0.03% 
0.68% 
0.37% 
0.75% 
0.40% 
0.96% 
0.79% 
0.09% 
0.09% 
0.02% 
0.00% 
1.83% 
0.47% 
1.11% 
0.47% 
0.04% 
1.50% 
13.63% 
5.48% 
1.22% 
14.01% 
33.06% 
0.13% 
0.95% 
0.07% 
1.68% 
1.18% 
0.02% 
0.62% 
1.27% 
0.30% 
0.24% 
0.09% 
1.64% 
0.28% 

PRECISION 

0.15% 

0.24% 

0.05% 

0.32% 

0.49% 

0.51% 
0.89% 

0.15% 
0.04% 
0.01% 
0.96% 
0.28% 
0.76% 
0.24% 
0.06% 
0.93% 
2.20% 
1.88% 
1.01% 
2.70% 
3.48% 
0.09% 
0.65% 
0.10% 
0.57% 
0.34% 
0.04% 
0.62% 
0.93% 
0.21% 
0.14% 
0.15% 
0.77% 



i FLORIDA 

OCT 1993 - 3 MONTH AGGREGATE 

I&M CORPORATE COMMUNICATIONS (4120) 

NO. OF EMPLOYEES = 66 

NO. IN SAMPLE = 209 

FIELD CODE TYPE 

TOTAL REG 
TOTAL DREG 
TOTAL corn 
TOTAL TRVL 

TOTAL SAMPLE HOURS 

ESTIMATED TOTAL HOURS 

HOURS 0 

5891.25 79.71% 
0.00 0.00% 

395.50 5.35% 
1104.25 14.942 

7391.00 

'30342.01 

ESTIMATED MONTHLY SAMPLE REQ'D 66 

. 

PRECISION 

1.57% 
0.00% 
1.39% 
0.93% 

8 



i 

FLORIDA .._ 

OCT 1993 - 3 MONTH AGGREGATE 

CABLEIFACILITIES MAINTENANCE (4250) 

NO. OF EMPLOYEES = 132 

NO. IN SAMPLE = 

2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 
21 
29 
30 
31 
32 
34 
35 
39 
40 
41 
44 
47 
50 
54 
90 
91 
92 
93 
94 

FIELD CODE 

2 2M 
22R 
4 5M 
4 5R 
248C 
248111 
248R 
548C 
54813 
548R 
12M 
12R 
52M 
52R 
68E 
68M 
68R 
5M 
5R 
68Y 
257C 
257M. 
257R 
37711 
F257M 
F257R 
F257C 
378C 
378M 
558C 
378X 
97BI 
98EI 
5532 
5533 
5534 
5535 
5536 

371 

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
DREG 
DREG 
COMM 
COMM 
COMM 
COMM 
COMM 

HOURS 

577.00 
542.75 

3173.75 
2996.50 

6.00 
33.00 
30.25 
0.75 

163.00 
154.00 
41.75 
9.00 
29.50 
10.50 
36.00 
1.00 
1.00 

469.50 
289.50 
2.00 
24.75 
70.50 
56.75 
3.00 

310.00 
63.75 
63.50 
107.25 
191.25 
7.00 
2.25 
2.50 
4.75 

161.25 
8 . 0 0  
23.50 
23.25 
82.2'5 

% 

8.16% 
7.67% 
44.86% 
42.36% 

0 . 0 8 %  
0.47% 
0.43% 
0.01% 
2.30% 
2.18% 
0.59% 
0.13% 
0.42% 
0.15% 
0.51% 
0.01% 
0.01% 
6.64% 
4.09% 
0.03% 
0.35% 
1.00% 
0.80% 
0.04% 
4 * 38% 
0.90% 
0.90% 
1.52% 
2.70% 
0.10% 
0.03% 
0.04% 
0.07% ' 
2.28% 
0.11% 
0.33% 
0.33% 
1.16% 

PRECISION 

1.70% 

4,15% 

0.15% 
0.33% 

0.02% 
0.74% 

0.33% 

0.35% 

0.31% 
0.03% 

2.57% 

0.05% 
0.40% 
0.57% 
0.60% 
0.08% 
1.71% 
0.44% 
0.76% 
0.70% 
1.24% 
0.18% 
0.04% 
0.06% 
0.12% 
0.52% 
0.14% 
0.44% 
0.30% 
0.38% 32-1 

0 



95 553A corn 15.00 
98 510C corn 34.75 
115 F758C REG 2.50 
116 F758M - REG 3.50 
181 357M REG 113.75 
208 758C REG 3.50 
216 D257M REG i 3.00 

FLORIDA 

OCT 1993 - 3 MONTH AGGREGATE 

CABLE/FACILITIES MAINTENANCE (4250) 

NO. OF EMPLOYEES = 132 

NO. IN SAMPLE - 371 

FIELD CODE TYPE HOURS 

TOTAL REG 5559.50 
TOTAL DREG 7.25 
TOTAL corn 348.00 
TOTAL TRVL 1159.25 

TOTAL SAMPLE HOURS . 7074.01 

ESTIMATED TOTAL HOURS 32719.66 

ESTIMATED MONTHLY SAMPLE REQ'D 132 

. 

0.21% 0.16% 
0.49% 0.47% 
0.04% 0.06% 
0.05% 0.07% 
1.61% 0.86% 
0.05% 0.09% 
0.04% 0.07% 

% PRECISION 

78.59% 1.40% 
0.10% 0.13% 
4.929 1.02% 
16.39% 0.89% 
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AUDIT DI- 

SA- OF FACE: 

Acccordlng to the answer t o  WSC Staff‘s 36th Interrogatories, 1te1 712, “Ihe 
estimated annual Flo rpa  total wut savings (net of annual Cost of 
inplenetnatlm) is $,675,000. ll~ Florida intra&ate annual net cost savings is 
estimated a t  S3.454.000. 

to a k l o i t t e  & Tcuche ochedule (prepared for the Elarch 5, 1993 report 

and 

mtimated ~ ~ a v l l  m u  Cost wings for the ent i re  colppany is 
i o  based on cer tain estimates. ‘Pey are: Estimated Hours 

the estinam W r  of esployees not reporting under WASSP, 
~ o u r l y  Cost. see Schedule following this Disclosure. 

atout har BST cane up with I5 minutes savings per day. I n  our 
in te rv iw with Rick Xlhg. Steve Vaw3erberg. they s ta ted the 15 minutes was 
arrived a t  tluough ohaerpations and Conversations. There were no formal studies 
perforred nor formal docmentation of their observations and conversations. 

OPINION: 

Om Part of the assuptions to calculate the Cost Saving6 is not based on a 
formal donrented study. 

IECatmMTIw: 

I n  order t o  detemine the Cost Savings t o  apply t o  t h i s  rate case, a stcdy 

savedper day by 
AL JArfP 



' .  . 

Southern Bell Tel. & Tel. Co. 

FPSC Staff's 36th-Interrogatories 
September 17, 1993 
Item NO. 712 
Page 1 of 1 

i FPSC Docket No. 920260-TL 

REQUEST: What are the annual Florida cost savings associated 
with the implementation of the Work Activity 
Statistical Sampling Process (WASSP) on a total company 
and intrastate basis? 

The estimated annual Florida total cost savings (net of 
annual cost of implementation) is 5 , 0 0 9 .  The 

a t  $1,454,000. 
Florida intrastate annual net costSleSngs is estimated 

n 

. . 
INFORMATION PROVIDED BY: H. A. Paisant 

Operations Manager 
675 W. Peachtree Street 
Atlanta, Georgia 30375 



. .  I :  
SCHEDULE A 

BELLSOUTH TELECOMMUNICATIONS, INC. 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
SCHEDULE OF ESTIMATED ANNUAL NET COST SAVINGS 

(000's) 

ESTIh4ATED ANNUAL GROSS COST SAWNGS (Schedule B) S24.6 I8 

ESTIMATED ANNUAL COST OF IMPLEMENTATION (Schedule C) (1,782) 

ESTIMATED ANNUAL NET COST S A W G S  $22.836 

. 
T O E  

(7- 



. -  - - < .  . . - .,_ . . . . : . ?.J. 

i 

Southern Bell Tel. C Tel. Co. 
FPSC Docket NO. 92026a-~~ 
FPSC Staff's 36th Interrogatories 
September 17, 1993 
Item No. 713 
Page 1 of 1 

REQUEST: On an annual revenue requirements total company and 
intrastate basis, what does the WASSP study performed 
by Deloitte and Touche indicate for Florida? 

RESPONSE: The annual reduced revenue requirements impact of the 
net eavings is estimated to be $4,821,000 for Florida 
combined, and $3,562,000 for Florida intrastate. In 

. addition to the  net SavIngs, there may be a small shift 
of costs betweewregulated and nonregulated operations, 
but the impact of this shift should be ~mmaterial. 

INFORMATION PROVIDED'BY: H. A. Paioant 
Operationm Manager 
675 W. Peachtree Street 
Atlanta, Georgia 30375 



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

Southern Bell Tel. &  el. co. 
FPSC Docket No. 920260-TL 

September 17, 1993 
Item No. 713 
Page 1 of 1 

i FPSC Staff's 36th Interrogatories 

INFORMATION PROVIDED BY: 

.. 
H. A. Pai8ant 
Operatioms Manager 
675 W. Paachtrer Street 
Atlanta, Georgia 30375 

! 





SCHEDULE B 

i 

BELLSOUTH TELECOMMUNICATIONS, INC. 

WORK ACTIVITY STATISTICAL SAMPLING PROCESS 
SCHEDULE OF ESTIMATED ANNUAL GROSS COST SAVINGS 

Job Function Code 

4150 IBrMWTS 
4130 IatMCOrporatC 
4180 I&MPublic 
4190 1atMSpccialsavicu 
42XX I&M Cable Repair 

Total Estimated Annual 
Grou cost savings 

Q Wmated 
Houn 

Nurnberof Saved 
TochnIciana Par Oay 

7,422 0.25 
292 0.25 
440 035 

1.144 0.25 
2.584 0.25 

0 
Estimated 
K of 

Employssr 
N o t  

R w r t i n 9  
Under 

WASSP 

90% 
75% 
75% 
85% 
80% 

($000) 

Annual 
Hour8 Average Or066 
Saved Technklan Cost 

per Year Hourly Co6t Savings 

400,788 539.59 515.867 
13.140 39.59 520 
19.8M) 39.59 784 
58.344 39.59 2.310 

124,032 41.42 - 5,137 

.. 



SCHEDULE C L 
BELLSOUTH TELECOMMUNICATIONS, INC. 

WORK ACTIVITY STATlSTlCAL SAMPLING PROCESS 
SCHEDULE OF ESTIMATED ANNUAL COST OF IMPLEMENTATION 

Estimated Cost of Payroll at Full Implementation 

Estimated Data Pmcessing Cost 

Equipment Cost: 
PCS 
Fax Machines 

Total Estimated Equipment Cost 

Estimated Annual Depreciation of Equipment 

Estimated Telecommunications Cost 

Estimated Travel and Training Cost 

Total Estimated Annual Cost of Implementation 

(000's) 

$1,133 

100 

100 
20 

120 

- 
- - 

24 

25 

500 

$1,782 

- - 

- 3 6 -  
t 

. 
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March 5,  1993 

BellSouth Corporation 
1155 Peachtree Street, N.E. 
Atlanta, Georgia 30367 

EXHIBIT D 

Dear Sirs: 

We have performed the procedures requested by you, as described below, to the accompanying Schedule of 
Estimated Annual Net Cost Savings and associated suppotting schedules of Estimated Annual Gross Cost 1 Savings and Estimated Annual Cost of Implementation of the BellSouth Telecommunications, Inc. Work 
Activity Statistical Sampling Process. This report iesolely for your information and is not to be referred to .. or distributed to anyone who is not a member of BellSouth maagenmt or the Federal Communications 
Commission for any purpose. Our procedures performed and our findings are as follows. 2s 

2 s  A. Schedule A - Schedule of Estimated Annual Net Cost Savings 

!i 1. We compared the "Estimated Annual Gross Cost Savings" amount to Schedule B and found them 
Y to be in agreement. 
?# 
3 

2 

i 
H 

- 

$ 

2. We compared the "Estimated Annual Cost of Implementation" amount to Schedule C and found 3 - 
them to be in agreement. 

3. We determined that Schedule A was mathematically accurate. 

B. Schedule B - Schedule of Estimated &ual G ~ S  cost savings 

1. We compared the "Number of Technicians" to the BSCMS report "BellSouth Region Forces as of 
March I ,  1993" and found them to be in agreement. 

2. We compared the "Estimated Hours Saved Per Day" to a BellSouth prepared analysis and found 
them to be in agreement. BellSouth 
daily comploting Logs compand to chr rxilting 

3. We compared the "Estimated % of Employees Not Reporting Under WASSP" to a BellSouth 
prepared analysis and found them to be in agreement. 

I 

i 
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4. We recalculated the "Estimated Hours Saved Per Year" by multiplying the "Number of 
Technicians" by the "Edhted Hours Saved Per Day" by the "Es&aated %of Employees Not 
Reporting Under WASSp" by 20 workdays per month by 12 months per year and found the 
amounts to be in agnanczlt. Maaaganmt has made the assumption &a! technicians will work an 
avetage of 20 workdays per month duriog the year. 

- 
5. We compared the "AVCI~~C Technician Hourly Cost" to the -t report named "Analysis 

of D m  Labor aad Rdated COstJ-Cratt For~cs" for the period adbg December 1992 and found 
such amounts to be in agmana~t. The Average Techukiar~ Pay Rate includes W t s .  

6. We recalculaml the " &hated Annual Gross Cost S a w  by multiplying tbe "Estimated Houn 
Saved Per Year" by the "Avuage Technician Hourly Cost" aad found such BmouDts to bc in 
agrtemmt. 

7. We compared the 'Total Estimated Annual Gross Cost Savings" to the sum thedmated anaual 
gross cost savings for cach job tbction code aad found than to be in agreement. 

C. Schedule C -Schedule of Es&natcd Annual Cost of ImplaMltation 

1. We malculated the "Estimated Cost of Payroll at Full Implementation" by multiplying the number 
of employees which WASSP managemeat has represented it is approved to hire by an estimated 
average salary per employee provided to us by BellSouth and found the amounts to be in 
agreement. 

2. We agreed the "Estimated Data Processing Cost," "Estimated Equipment Goa" and "Estimated 
TelecommUnications Cost" to BellSouth prepared analyses and found them to be in agreement. 

3. We recalculated the "Annual Depreciation of Equipment" assuming a 5-year life and straight-line 
depreciation. 

4. We recalculated the "EstLnatcd Travel and Training Cost" by multiplying BellSouth estimates of 
ten training personnel by $2.000 in cost per week by 25 weeks per year. 

5 .  We determined that Schedule C was mathematically accurate. 

Because the procedures we performed were not sufficient to mnstitute an audit in accordance with 
generally accepted auditing standards, we do not express an opinion on the accompanying Schedules 
referred to above. In performing these procedures, however, no matters came to our attention that caused 
us to believe that such schedules should be adjusted. Had we performed additional procedures, matters 
might have come to our attention that would have been reported to you. This report relates only to the 
items specified above, and does not extend to BellSouth Corporation's financial statements taken as a whole 
for any date or period. 

Yours truly. 

. 
- 33 - 
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OCT 1993 

I&M POTS (4100) 

NO. OF FXPLOYEES = 2077 

NO. IN SAMPLE = 

FIELD CODE 

2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
16 
17 
18 
29 
30 
31 
33 
34 
35 
39 
50 
51 
52 
53 
56 
80 
90 
94 
95 

22M 
22R 
4 5M 
4 5R 
248C 
248M 
248R 
548C 
548M 
548R 
12M 
12R 
52M 
68E 
68M 
68R 
257C 
25713 
257R 
377R 
F257M 
F257R 
F257C 
97BI 
97BW 
97BP 
97BR 
98ER 
78M 
5532 
5536 
553A 

TOTAL 
TOTAL 
TOTAL 
TOTAL 

30 

TYPE 

REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
REG 
DREG 
DREG 
DREG 
DREG 
DREG 
REG' 
COMM 
COMM 
COMM 

REG 
DREG 
COMM 
TRVL 

TOTAL SAMPLE HOURS 

ESTIMATED TOTAL HOURS 

FLORIDA 
($*-&/hd.;ec 

HOURS 

66.25 
57.50 
230.00 
141.75 
17.25 
73.75 
56.25 
47.50 
81.00 
62.00 
21.75 
3.50 
1.50 
19.50 
78.75 
63.25 
0.50 
1.50 
1.00 
0.25 
0.50 
0.75 
2.50 

56.00 
3.75 

148.50 
14.00 
4.00 
2.25 
33.75 
33.75 
47.75 

646.50 
226.25 
115.25 
241.00 

1229.00 

340351.18 

ESTIMATED MONTHLY SAMPLE REQ'D 52 

% 

5.39% 
4.68% 
18.71% 
11.53% 
1.40% 
6.00% 
4.58% 
3.86% 
6.59% 
5.04% 
1.77% 
0.28% 
0.12% 
1.59% 
6.41% 
5.15% 
0.04% 
0.12% 
0.08% 
0.02% 
0.04% 
0.06% 
0.20% 
4.56% 
0.31% 
12.08% 
1.14% 
0.33% 
0.18% 
2.75% 
2.75% 
3.89% 

52.60% 
18.41% 
9.38% 
19.61% 

PRECISION 

2.53% 

4.6.19 

0.96% 
2.49% 

2.21% 
2.14% 

1.58% 

0.17% 
0.90% 
6.50% 

0.08% 
0.189 
0.16% 
0.04% 
0.08% 
0.12% 
0.28% 
1.86% 
0.34% 
2.66% 
0.52% 
0.37% 
0.38% 
0.97% 
1.13% 
1.32% 

5.49% 
3.21% 
2.27% 
2.70% 



.? 

t =1003' 

OCT4100 FLORIDA L 

3 
7 ' 2 22M 
6 3 2 2 ~  
7 4 45M 
d 5 45R 
p 6 248C 

/ d  8 248R 
J I  9 548C 
,L io 548n 

11 548R 
l3 50 97BI 
17 ,g 51 97BW 

52 97BP 
,J 95 553A 
If99 TRVL 

4 
5 
6 
9 
10 
11 
33 
50 
52 
94 
95 
99 

45M 
4 5R 
248C 
548C 
548M 
548R 
377R 
97BI 
97BP 
5536 
553A 
TRVL 

1003 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1003 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1004 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1004 

3.00 
0. 
0. 
2.00 
1.00 
0. 
0. 
0. 
0. 
0. 
3.00 
1.00 

1005 

0. 
2.75 
0. 
0. 
0. 
0.50 
0. 
0. 
0.50 
0. 
0. 
4.50 
0. 
1.25 

1005 

1.00 
0. 
0. 
3.00 
0. 
1.75 
0. 
0. 
1.75 
0. 
0. 
0.50 

1006 1007 1008 1009 ' 

0.25 
0. 
0.25 
0. 
2.00 
1.00 
0. 
1.00 
0. 
0. 
1.50 
2.25 
0. 
1.00 

0. 
1.25 
0. 
1.75 
1.00 
1.00 
1.00 
0. 
0. 
0.25 
0. 
0. 
0. 
2.50 

0. 
2.00 
0. 
1.50 
0. 
3.00 
0. 
0. 
0. 
0. 
0. 
0.50 
1.25 
2.50 

0. 
1.00 
0. 
0.75 
0. 
2.25 
0. 
0. 
0. 
0. 
0. 
2.75 
0. 
2.50 

1006 1007 1008 1009 

1.50 
0. 
0. 
3.50 
1.00 
0. 
0. 
0. 
1.50 
0.75 
0. 
0.75 

f 

2.75 0. 
0. 0. 
2.50 0 .  
1.50 0. 
0. 0. 
0 .  0. 
0. 0. 
0.25 0. 
0. 0. 
1.00 0. 
0. 0. 
0.50 0. 

0. 
3.00 
0. 
0. 
0. 
0. 
0.25 
0. 
2.25 
0. 
0.50 
2.00 



OCT4100 

3 
Y 3 22R 

5 45R 
5- 4 45H 

7 7 2 4 0 ~  
g 0 240R 
7 9 540C 

10 10 540U 
il 11 540R 

13 52 97BP 
ry 90 5532 
15- 99 TRVL 

12 50 97BI 

16 

I 

FLORIDA 

1003 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1004 

i.00. 
0. 
0. 
0. 
2.50 
0. 
0. 
0.75 
0. 
0.50 
1.00 
2.25 

1003 0000 

1005 

0.75 
0.50 
0. 
0. 
1.00 
0.75 
0. 
2.00 
1.25 
1.50 
0. 
1.25 

1006 

0.75 
1.25 
0.50 
2.50 
0. 
0. 
0. 
0. 
0.25 
0.75 
0. 
2.00 

0000 0000 

1007 1000 

0.50 1.00 
0.50 0. 
0. 0. 
1.50 0.50 
0. 0. 
0. 0. 
0. 2.25 
0. 0. 
0. 0. 
4.25 0.75 
0. 2.00 
1.25 1.50 

0000 0000 

1009 ' 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

0 .  
0 .  
0 .  
0 .  
0 .  

0 -  . 

0000 



1 
r 

1 OCT4100 FLORIDA 

2 .. 
3 1003 

f 2 22M 0. 
5 3 22R 0. 
L 4 45M 0. 
7 5 45R 0. 
g 6 248C 0. 
q 8 248R 0. 

10 16 68E 0. 
jl 17 68M 0. 
,z 18 68R 0. 
13 50 97BI 0. 
p/51 97BW 0. 
1$52 97BP 0. 
l l  53 97BR 0. 
l 7  90 5532 0. 
l y  94 5536 0. 
19 95 553A 0. 
1099 TRVL 0. 

1003 

18 68R 0. 
52 97BP 0. 
80 78M 0. 
94 5536 0. 
95 553A 0. 
99 TRVL 0. 

i 

1004 1005 

i.25. 3.00 
0. 0. 
0. 0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  
0 .  0. 
0. 0. 
0.50 0. 
0. 0.50 
0. 0. 
2.00 0.75 
1.75 0 .  
0. 0.50 
1.00 0.50 
0. 1.00 
1.50 0.75 

1004 1005 

0 .  0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  

1006 1007 io08 1009 

0. 
0. 
0.75 
0. 
0. 
0. 
0 .  
0 .  
0. 
0. 
0. 
3.50 
0. 
1.50 
1.00 
1.00 
1.25 

0. 
1.00 
0. 
0.75 
0. 
0. 
1.00 
0. 
0. 
0. 
0. 
1.00 
0. 
0.50 
1.25 
2.50 
0.75 

0. 
0. 
0. 
3.25 
0. 
0. 
0. 
1.50 
0 .  
0. 
1.00 
0. 
0. 
0.50 
0. 
0.75 
1.50 

0. 
0.50 
0. 
0.50 
1.75 
1.75 
0 .  . 
1.50 
0. 
0.50 
0. 
0. 
0. 
0. 
0.75 
0. 
0.75 

1006 1007 io08 1009 

0. 0. 0. 1.25 
0. 0. 0. 0.50 
0. 0. 0. 2.25 
0. 0. 0. 3.50 
0. 0. 0. 0.50 
0. 0. 0. 1.00 



I OCT4100 

3 

Y 3 22R 
5 4 45M 
6 5 45R 
7 7 248M 
d 11 548R 
p 18 68R 
IO 50 97BI 
I /  94 5536 
1 ~ 9 9  TRVL 

13: 

2 22M 
4 45M 
5 45R 
11 548R 
12 12M 
16 68E 
17 68M 
18 68R 
50 97BI 
52 97BP 
53 97BR 
90 5532 
94 5536 
95 553A 
99 TRVL 

FLORIDA 

1003 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1003 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1004 

0 .  
0 .  
0. 
0. 
0. 
7.50 
0. 
0. 
0.50 

1004 

2.00 
0. 
0. 
0. 
1.75 
0. 
0. 
1.00 
0. 
1.00 
0. 
0. 
0. 
1.25 
2.50 

i 

1005 

0 .  
0 .  
0. 
0. 
0. 
8.50 
0. 
0. 
0.50 

1005 

0. 
4.50 
0. 
0. 
0. 
0.75 
0. 
0. 
1.00 
0. 
0. 
2.00 
0. 
0. 
0.75 

1006 

0 .  
0 .  
0. 
0. 
0. 
8.50 
0. 
0. 
0.50 

1006 

0. 
5.50 
0. 
0. 
0. 
1.00 
0. 
0. 
0. 
0. 
0. 
0. 
0.25 
0. 
2.25 

1007 

0 .  
0 .  
0. 
0. 
0. 
9.50 
0. 
0. 
0.50 

1007 

0. 
1.50 
0. 
0. 
4.25 
0. 
0.50 
0. 
0. 
0. 
1.00 
0. 
1.25 
0. 
2.00 

1008 

0 .  
0 .  
0. 
0. 
0. 
7.50 
0. 
0. 
0.50 

1008 

0. 
1-00 
0. 
4.00 
0. 
0. 
0. 
0 .  
0 .  
0 .  
0. 
0. 
0 .  
3.50 
1.50 

1009 

0.50 
1.00 
1.75 
0.50 
1.25 
0. 
0.50, 
0.75 
1.75 

1009 

0. 
4.00 
2.50 
0. 
0. 
1.50 
0. 
0. 
0.25 
0. 
0. 
0. 
0. 
0. 
1.25 



1 OCT4100 FLORIDA 

1003 1004 1005 1006 1007 1008 1009 

3 
4 
5 
8 
9 

11 
13 
18 
50 
52 
94 
95 
99 

22R 
4 5M 
45R 
248R 
548C 
548R 
12R 
68R 
97BI 
97BP 
5536 
5 5 3 A  
TRVL 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

0. 
0 .  
3.50 
0 .  
0 .  
2.25 
0 .  
0 .  
0 .  
1.00 
0.25 
0 .  
1.50 

1.75 
0 .  
4.00 
0 .  
0 .  
0.50 
0 .  
0 .  
0 .  
1.50 
0.50 
0 .  
1.25 

0 .  
0 .  
2.50 
0 .  
0 .  
1.75 
0 .  
1.50 
0 .  
2.75 
0 .  
0 .  
1.50 

1.50 
0 .  
4.00 
1.25 
1.50 
0 .  
0 .  
0 .  
1.25 
0.50 
0 .  
0 .  
1.50 

1.25 
1.75 
0 .  
2.00 
0 .  
0 .  
1.25 
0 .  
0 .  
2.50 
0 .  
0 .  
1.75  

1.00 
0 .  
0.75 
0.50 
0 .  
0.75 
0 .  . 
0 .  
0 .  
2.75 
0.50 
0.75 
1.00 



i OCT4100 FMRIDA 

2 -  
3 

4 4 5 M  
5 5 45R 
6 6 248C 
7 16 68E 
r[ 17 68M 
)' 18 68R 
10 30 257M 
I /  50 97BI 
12 52 97BP 
1390 5532 
Iy94 5536 
15.95 553A 
41 99 TRVL 

Jl 

4 45M 
5 45R 
9 5 4 8 C  

10 548M 
11 548R 
29 257C 
50 97BI 
52 97BP 
53 97BR 
90 5532 
94 5536 
95 553A 
99 TRVL 

1010 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1010 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1011 

0.50 
2.00 
0 .  
0 .  
0.25 
0 .  
0 .  
0.25 
1.75 
0 .50  
0 .  
0 .  
2.75 

1011 

0 .  
4.50 
0 .  
1.00 
0.75 
0 .  
0. 
0 .  
0 .  
0 .  
0 .  
0 .  
1.75 

1012 

1.00 
0 .  
0 .  
1.00 
0 .  
0 .  
0 .  
1.00 
1.00 
1.00 
0 .  
0 .50  
2.50 

1012 

0 .50  
1.75 
0 .  
1.25 
1.50 
0 .  
b. 
1.25 
0 .  
0 .  
0 .  
0 .  
1.75 

1013 

0.50  
0 .  
0 .  
0 .50  
0 .  
0 . 5 0  
0.50 
1.25 
0 .  
0.50 
0.75 
0.75 
2.75 

1013 

1.00 
0. 
2.00 
0.50  
1.50 
0.50 
0 .  
0 .  
0 .  
1.00 
0 .  
0 .  
1.50 

1014 1015 

1.00 0 .  
0 .  0 .  
4.00 0 .  
2.00 0 .  
0 .  0 .  
0 .  0 .  
0 .  0 .  
0 .  1.00 
0 .  1.50 
0.75 0 . 5 0  
0 .  0 .  
0 .  2.00 
0.25 3.00 

1014 1015 

1.00 0 .  
0 .  2.25 
2.25 0 .  
0 .  0 .  
0 .  1.00 
0 .  0 .  
1.75 0 .  
0 .  1.50 
0 .  0 .  
0 .  1.50 
0 .  0.75 
1.50 0 .  
1.50 1.00 

1016 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1016 

0.75 
0 .  
0 .  
0 .  
1.50 
0 .  
0 .  
2.25 
0.75 
0 .  
0 .  
0 .  
2.75 



i 

j OCT4100 FLORIDA 

2 

3 
Y 3  
5 - 5  
4 18 
7 52 
d 90 
P 95 
10 99 

1010 

22R 0. 
45R 0. 
68R 0. 
97BP 0. 
5532 0. 
553A 0. 
TRVL 0. 

I’ 

1010 

4 45M 0. 
5 45R 3.75 
8 248R 0.50 
10 54813 0. 
11 548R 0. 
17 68M 0. 
18 68R 0.25 
50 97BI 0. 
52 97BP 0.75 
53 97BR 0. 
90 5532 0. 
94 5536 0. 
95 553A 0. 
99 TRVL 2.75 

1011 

1.00 
2.00 
0. 
2.50 
0. 
0 .  
2.50 

1011 

0.25 
0. 
0. 
0.25 
2.50 
0. 
0. 
0.25 
0.75 
0. 
1.50 
0. 
0 .  
2.50 

1012 

1.00 
3.50 
0.25 
2.25 
0. 
0. 
1.00 

1012 

0. 
1.75 
0. 
0. 
0. 
0. 
0. 
0.50 
2.00 
0. 
0. 
0. 
0.75 
3.00 

1013 

0 .  
6 .00  
0. 
0. 
0. 
0.75 
1.25 

1013 

0.50 
0.50 
0. 
0.50 
0.50 
0. 
1.25 
0.25 
0.25 
0. 
0. 
0. 
1.00 
3.25 

1014 

0. 
0. 
0. 
5.25 
1.50 
0. 
1.25 

1014 

0. 
2.25 
0. 
0. 
0. 
0 .  
0. 
0. 
0. 
1.00 
1.00 
1.00 
0. 
2.75 

1015 

0. 
0. 
0. 
1.50 
1.50 
0. 
1.00 

1015 

0.50 
2.25 
0. 
0. 
0. 
1.75 
0. 
0. 
0.50 
0. 
0. 
0. 
0. 
3.00 

1016 

0 .  
0 .  
0 .  
0 .  
0 .  
0 .  
0 .  

1016 

0. 
0.50 
0. 
0. 
1.25 
0. 
0. 
0. 
2.00 
0. 
0. 
0. 
0.75 
3.50 

! 



I OCT4100 FLORIDA 

2 

3 

4 3  
5 . 4  
L 5  
I 8  
f 9  
t 11 
10 12 
I I  14 
12 50 
13 52 
y 53 
15-9 0 
11 94 
I )  95 
/Y99 

JY 

4 
5 
6 
7 
8 
9 
11 
14 
16 
18 
50 
52 
53 
90 
94 
95 
99 

22R 
45M 
45R 
248R 
548C 
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0. .. 
0.75 
0. 
0.50 
0. 
0. 
0.75 
0. 
2.00 

OCT4100 FLORIDA 

0. 
0.25 
0. 
0.25 
0. 
0.75 
0.75 
0. 
0.75 
0 .  
0. 
1.25 
0. 
0. 
0. 
0. 
2.25 

0. 
0.25 
0.75 
1.00 
0. 
0. 
0. i 

0 .  
0 .  
0. 
0. 
0. 
1.75 
0. 
0.50 
1.50 
2.25 

0. 
0.75 
0. 
0. 
0. 
0 .  
0 .  
0 .  
0. 
0. 
0. 
1.50 
0. 
0. 
0.50 
1.00 
2.25 

0. 
0.75 
0. 
0.50 
0. 
0 .  
0 .  
0 .  
0. 
0. 
0. 
0.75 
0. 
0.75 
0. 
0. 
2.50 

0. 
0. 
0. 
1.50 
0. 
0. 
0. 
0. 
0. 
1.00 
0. 
1.75 
0. 
0. 
0.50 
0. 
2.50 

1.00 
0. 
0. 
0 .  
0. 
0. 
0. 
0.75 
0 .  
0. 
1.25 
0. 
0. 
0. 
0.50 
0. 
1.75. 



ENTER SSN 
ENTER -1 TO DO ALL SSN'S IN THIS FILE 
ENTER 1 TO LIST SSN'S IN THIS FILE 
ENTER 0 (OR 'ENTER') TO TERMINATE PROGRAM RUN 

t 




