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TITLE: (WERVIEW OF UASSP PROCESS (1
PERIOD: TYE 12/94/93 l'
DATE: 0E¢ 9, 1993 \\
AUDITOR: RKY \-5

WP N0, ‘f‘{*,ﬁ [ |

According to Deloite and Touche there are three primary sodules
utilized in the Wassp process (1) sample selection (2) Data collection
{3) and Data Analysis.

PaC staff believes there are fwe further areas to the process,
DiSPATCH, AND PERFORMANCE OF WORK.

The following is an overvieu of all five areas, ODetails are on
subsequent workpapers noted here.

1. DISPATCH

In order for the service technicians to get their work, the following process
ocCurs. =

flequests for telephone service (service orders) go through a system called 803
and requests for maintenance go through a systeas called LMDS, (Service Order
Conaunications System — Loop Maintenance Operations Systess)

The input into SOCS and LMOS go into Mapper and are dispatched to the technician
from Mapper via the technicAins's Computer Access Terminal (CATY, which they
carry around with then, Work cospleted dispatched through Mapper are

docunented on the Bisplay Craft Work Summary (DCWS)

Requests for Designed Circuits go through 80C5 and requests for
maintenance of designed troubles go through Mork Force Adainistration
Contral (WFA-C).

The input here for service orders of Designed tiruciuts and maintenance of these
are dispatched through a systea called RADS -6 (Route and Dispatch Systes and
the technician receives via the CAT,

PSC staff visited the custoser service office and observed haw orders are taken
and put into 50C5. Staff visited the Customer Rapair Service Amalysis Bureau
where trouble are taken and input into LMOS. Then staff visited an Installation
and Maintenance Center (INc) where service orders and troubles are dispatched

fron. GStaff did not W RaDs dizpatch system 4§ .

See up nn.“f Qar details of visits and observations and controls.

Staff questioned Rick King, Steve Venderberg, Steve Shaw and John Lang
how the troubles and service orders are dispatched out of Mapper, This
is a coaplex program developed and eaintained by ATAT. There are six
criteriz used to assign the troubles. They are 1} time to comsitment,
7 Distance to Jab, 3) Distance to Home, 4)0ut of Service, 5)Subsequent
Jobs and B)Priority.
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Staff also questioned what contrals were in place to make sure this uas
working properly and could not be manipulated.

7’
See wp nn.‘—l S far details of disptach program and controls,
11, PERFORMANCE OF WORK

P50 staff rode_(i_a_ ﬂlg‘truck with a service technician froa the POTS
category and 3 unﬁuhﬁchnician from the cable repair category. Both

are dispatched out the Mapper.

Staff observed how the technician accessed his jobs through the CAT,
did his jobs, closed out jobs through the CAT, filled out his RF 152
time sheet and filled out his Mork fictivity Log for the sample,

See up no% for details of how service tech does his job and
controls so that he Fills out the from correctly.

II1. Sapple Belection

ficcording to D&Y report dated March 1993 a Stat Sample of technicians is taken

from the Payrell Master Data Base ¢PMDB). This is a BeliSouth Date Base used to

waintain esployee information, The sample program called Extract stratified the

universe of seployees into hoasgenous categories based on state and JFC. The

SAMPLER praogras selects randon saaple of techs to participate in work activity

log portion. Those salected will participate for one week. The SAMPLER progras

also generates a random sample of the above techs to participate in the tachnical

analyst intarview (about 301 of sample). Logs for J days are selected for tech

analyst review procedures, Thess procedures are descrited in wp No . <{ ¢ - Io / £

Sample size and structure of sasple has been designed so that a J-sonth Ketwork
Technician Labor distribution Profile is targeted ta achieve a 35% confidescs
level with a precigion of tor - 3% fso?ach field reporting code. The precision
correspands to approwimately + or - 19 winutes: Technicians selacted are
aversaapled in the sample selection Module to account for days not there
{vacation, illness, weekend/ueekday shifts.)

Staff intervieued ths statistician, Keith Johnson, who wrote the progran for the

sanple and explained his program in detail. See WP, Nol-”l‘ur details of how
the prograa works and the controls.
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Iv. A, DATA COLLECTION
B. TECHNICAL ANALYST PROCEDURES

M m..ﬂjnﬂu\\ L. WS¢
Per Rick ¥ing, the progran j& generates a sample every month as

explained above., He inputs the data thafenerateSthe sasple.

abony o loop2$o0
Per DAT the technical analyst sends prior to,{he week samples 1) a list of
technicaing selected 2) the apprfigriate logs, and 3 Instructions ip the
Technicians Manager, The Tech Manager gives te tech supervisor., According to
sy conversations with Rick King, Steve Vanderberg and Steve Shaw, the tachnical
analyst does not send the samples out, Rick King and Steve Ugnderberg send the
saaples out, Also, in ay conversations with Rick King, Steve Venderberg and
Steve Shaw, the uhole month of saaple selection is sent to the tech manager at
one tine and sent to the tech supervisor at one time. Also, the tech supervisor
sotifies the tech to be salpleﬁl the Friday before his week.

Per D&T the tech’s report tise in 15 ainute intervals on the logs. Staff
observed this also, WKhen conpleted the techs give logs to supervisor and any
discrepancies resolved. The supervisor sends to the technical analyst for
additional review.

See WP He%h%(%s for PSC staff cbservations regarding data callection and
controls and observations regarding technical analysts interviews and controls.

U, DATA ANALYSIS

Per DET, 4he data derived from the Logs are input into Yassp data basa
processor., INPUT program provides for Input and storage of data by
work group. :

INQYT prograa develops tise distribution ratios and other data anlaysis
for each work group. Wassp distributes the increments of hours
reported to each FRC and calculated X of time assigned to each FRC.

ficcording to ay conversations with Rick Kirg, Steve Venderberg, and
Steve Shaw, the profile for sach month is 3 total of 3 months
samples{not average}. The profile is applied tuo months later, For
exanple, October profile consists of Aug, Sept and Oct data. This
profile is applied to Deceaber.

See wp no. ‘ ifor detailed inforsation re ddta analysis.
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OTHER ITEMS OBSERVED

While reviewing D&T work staff noted that for cost saving analysis, DT
relied upan BST assuaption that each servite technician would save I5
sinutes per day by not having to fill out the MIR foras.

PSC staff questioned Rick King and Steve Vanderberg as to how they cane
up with the 15 einute assumption. They said that it was through
abservation, conversations and review with technicians., There was no
forsal study done, While PSC staff chserved the time it took twa
technicians to fill out their forms and it appears that 5 minutes is
reasanable, staff only saw two technicians and cannot drav a
conclusion. Recomaend that if use 15 minutes as tise saver a forma)
study be perforaed and documented.
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Deloitte & ,
Touche

Suite 1700 Telephone: (404) 220-1500
i 10Q Peachtree Street Facsimile: (404) 220-1583
Atlanta, Georgia 30303-1943.

fuly 14, 1993

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

Dear Sirs:

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

BACKGROUND

The WASSP methodology is a statistically-based time reporting methodoiogy proposed to replace
existing time reporting methods utilized 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' regulated telecommunications work activities from the costs 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 prevnous]y :
issued report and should be read with that understanding.

The remaind_e:r of this report presents the scope and methodology employed in this supplementary study
and our resulting findings, 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 geographic 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 Structure over
Financial Reporting, and Assessing the Policies and Procedures Associated with Training of the Technical

Analyst.

Deloitte Tauche
Tohmatsu '
: International / )




Assessing Sysiem Funciionality ;

ment of the functionality of the WASSP methodology to measure network
- mmc::dmmgulated work activity in the state of Florida during the three-month period
" ended Jume30:4993. Our report is inchuded herein as Exhibit A.

" This assessment was made by conducting an examination of the system's actual measurement of network
_ hnicians' work activities in the state of Florida for the threc months ended June 30, 1993 in compliance
.. with BellSouth's palicies 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
- ices. As shown in Exhibit A, our opinion pertaining to the examination is unqualified.

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

. Exomining the Internal Control Structure Over Financial 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
intemal control stucture pertaining to the WASSP process during 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 intemal control structure; testing, and evaluating the design and operating effectiveness of
the internal control structure; and performing such other procedures as we considered necessary in the
circumstances a5 shown in Exhibit C. Our opinien pertaining to the examination is unqualified.

The specific control criteria established by BeliSouth WASSP mapagement to maintain an effective
internal contro} structure are included in an appendix to Exhibit C
-.__—'-_-—__"‘—-—-_.

Assessing Policies and Procedures Associated with Training of the Technical Analyst

For the assessment of the policies and procedures associated with the training of the technical analysts,
the approach utilized and our summary findings are as follows:

. 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.

@ & o
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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 a.nalyéts to understand their duties, job
functions, background, experience, training, knowledge of FCC time reporting rules and effective

interview techniques,

Interviewing management 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 including the
following;

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

Based on our assessment, the policies and procedures relating to the training of the technical analysts
allow for effective entry level and continuing education of technical analysts based on established ™
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 reporting, 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,

e Technical analyst staff meetings covering BellSouth time reporting policies and practices
regularly conducted by WASSP management,

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

~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 with the above activities, we assessed management's responses pertaining to the

implementation of our procedural recommendations associated with the WASSP process, included in our
report dated March 5, 1993. We have also formed additional observations relating to various aspects of

_3- , 13




the WASSP process. Qur assessment of the status of the implementation of these original observations, as
well as our additionai recommendations, are included in our Letter of Recommendations at Exhibit D.

Additicnally, we were requested to perform certain procedures to test management's analysis of the
reporting impacts associated with the proposed implementation of the WASSP process in the BellSouth
nine-state geographic region pertaining to the application of Part 32, Part 64, Part 36, and Part 69 of the
Rules and Reguiations of the FCC. The procedures we performed and our findings are included ina

report under separate cover.’

¥ % ¥k % ¥

We would like to acknowledge the excellent cooperzation 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 this opportunity to be of service,

Very truly yours,

Doy $ oo
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EXHIBIT A

Deloitte & -

-t

Touche
Suite 1700 Telephone: (404) 220-1500

L\ i 100 Peachtree Street Facsimile: (404} 220-1583
Atlanta, Georgia 30303-1943 - .

INDEPENDENT ACCOUNTANTS' ATTESTATION REPORT

BellSouth Corporation
Atlanta, Georgia

We have examined the atcompanying Statement of Network Technician Labor Distribution 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 Labor Distribution 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 Distribution Profiles for the state of Florida
referred to above presents, in all material respects, the Network 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.
Dt ;‘, Vo danes

July 14, 1993

Deloitte Touche
Tohmatsu ' 5
International - 5= !
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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) i

WORK GROUP - 1&M POTS
JOB FUNCTION CODE - 4100

Field Laber
Reporting _ Distribution
Code Description Percentage
22M AERIAL CBL-METALLIC . 3.74%
45M BURIED CBL-METALLIC 16.05%
248C AERIAL SVC WIRE (DROPS) 1.88%
248M AERIAL SVC WIRE (DROPS}) _ 7.45%
548C BURIED SVC-WIRE (DROPS) 2.80%
548M BURIED SVC-WIRE (DROPS) ‘ 8.01%
12M AERIAL CBL-METALLIC-BLDG ENT T 2.18%
- 52M INTRABLDG NETWK CBL-METALLIC ' 0.16%
68E . OTH NON-CPE EQPT EXP-NETWK TERM WIRE INSTL 2.55%
68M OTH NON-CPE EQPT EXP-NETWK TERM WIRE 3.27%
257M CIRC EQPT-DIGITAL-SUB PR GN SYS 0.05%
257R CIRC EQPT-DIGITAL-SUB PR GN SYS 0.28%
377TM DIGITAL ELECTRONIC SWITCH EQPT 0.04%
F257M CIRCUIT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC . 0.10%

FEEDER
F257R CIRCUTT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC 0.24%
FEEDER
97BI INSIDE WIRE-BASIC-INSTL & REARRANGE 4.45%
97BW INSIDE WIRE-BASIC-WARRANTY 0.84%
97BP INSIDE WIRE-BASIC-SVC PLAN 10.41%
97BR INSIDE WIRE-BASIC-MTCE 0.80%
98EI INSIDE WIRE-NON BASIC INSTL & REARRANGE 0.59%
98EW INSIDE WIRE-NON BASIC WARRANTY 0.16%
98ER INSIDE WIRE-NON BASIC TIME & MTL 0.25%
5532 MISC MEETINGS 4.38%
5533 UNION ACTIVITIES (PAID) 0.04%
5534 EXCELLENCE THROUGH QUALITY (QWL) 1.04%
5535 - GEN CLASSROOM TRAINING 2.04%
5536 OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS) 2.51%
553A NO TROUBLE FOUND 3.75%
5539 OTH MTCE EXP 0.01%
.51 n
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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 GROUP - 1&M POTS
JOB FUNCTION CODE - 4100

(Continued)

Field

Reporting
Code Description
510C STOREROOM

F257C DIGITAL SUBSCRIBER PAIR GAIN-FIBER

248X AERIAL SVC WIRE (DROPS)-ACCUM DEPR
548X BURIED SVC WIRE (DROPS}-ACCUM DEPR
257C CIRCUIT EQPT-DIGITAL-SUB PR GN SYS

"TRVL TRAVEL & BREAKS

TOTAL - I&M POTS

Labor
Distribution
Percentage

0.66%
0.02%
0.01%
0.01%
0.23%
19.00%

100.00%

I}
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BELLSOUTH CORPORATION
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STATEMENT OF NETWORK TECHNICIAN 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
68Y

25T™M
257R
377T™M
F25TM

F257R

758M
378C
378M
358NM
558C
558M
418M
97BI
97BP
97BR

" WORK GROUP - 1&M SPECIAL SERVICES (SSI&M)
JOB FUNCTION CODE - 4110

Description

AERIAL CBL-METALLIC

BURIED CBL-METALLIC

AERIAL SVC WIRE (DROPS)

AERIAL SVC WIRE (DROPS)

BURIED $VC WIRE (DROPS)

BURIED S§VC 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

OTH NON-CPE EQPT EXP-NETWK TERMINATING 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

CIRCUIT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC
FEEDER

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 DIGITAL NON-CPE NCTE

OTH TERM EQPT-ANALOG NCTE

OTH TERM EQPT-ANALOG NCTE

STA APPARATUS-BOC OWNED-REGULATED

INSIDE WIRE-BASIC-INSTL & REARRANGE

INSIDE WIRE-BASIC-SVC PLAN

INSIDE WIRE-BASIC-MTCE

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%

GO .gu-'g:
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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)

Field
Reporting
Code

93El
98EW
98ER
728C
| 658M
628C
730C
630M
628X
730X
5532
5534
5535
5536
553A
5539
510C
F257C
F758M
158C
257C
558X
758X
378X
11"
TRVL

WORK GROUP - 1&M SPECIAL SERVYICES (SSI1&M)
JOB FUNCTION CODE - 4110
{Continued)

Description

INSIDE WIRE-NON BASIC INSTL & REARRANGE
INSIDE WIRE-NON BASIC WARRANTY

INSIDE WIRE-NON BASIC TIME & MTL

COMPANY COMM STAND ALCNE

COMPANY COMM EQPT

COMPANY COMM INTRASYS

DATA CONTROLLERS & WORKSTATIONS

DATA CONTROLLERS & WORKSTATIONS

CO COMM INTRSYSTEM-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 INSTALLATIONS

CIRCUIT EQPT-DIGITAL-SUB PR GN SYS

OTH TERM EQPT-ANALOG NCTE-ACCUM DEPR
OTH TERM EQ-SUB PR GN EQ

OTH TERM EQ-DIG NONCPE-ACCUM DEPR
OPERATOR SYSTEMS

TRAVEL & BREAKS

TOTAL - 1&M SPECIAL SERVICES (SSI&M)

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%

19.30%
100.00%
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BELLSQUTH CORPORATION

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES

FOR THE STATE OF FLORIDA
THREE-MONTH PERIOD ENDED JUNE 30, 1993

Field
Reporting
Code

22M
45M
248M
548M
12M
52M

. 68E
68M
68Y
257TM
257R
37T
F257R

158M
378C
378M
558C
558M
418M
728C
658M
658C
623C
730C
630M
728X
658X
628X
730X
3532
5533
5535
5536

WORK GROUP - I1&M CORPORATE COMMUNICATIONS
JOB FUNCTION CODE - 4120

Description

AERIAL CBL-METALLIC
BURIED CBL-METALLIC

AERIAL 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

- OTH NON-CPE EQPT EXP-NTWK TERMINATING 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 :
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

COMPANY COMM STAND ALONE

COMPANY COMM EQPT

COMPANY COMM EQPT-PBX INSTALLATIONS

COMPANY COMM INTRASYS

DATA CONTROLLERS & WORKSTATIONS

DATA CONTROLLERS & WORKSTATIONS

CO COMM EQ-STA APPARATUS EQ-ACCUM DEPR
COMPANY COMM EQUIP-PBX-ACCUM 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)

- 10 -

Labor
Distribution
Percentage

0.12%
0.29%
0.03%
0.74%
1.05%
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%
1.44%
11.26%
1.38%
8.12%
17.13%
29.52%
0.12%
0.10%
0.28%
0.97%
1.90%
0.04%
1.77%
0.16%

20
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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 GROUP - 1&M CORPORATE COMMUNICATIONS
JOB FUNCTION CODE - 4120

{(Continued)
Field Labor
Reporting Distribution
Code Description Percentage
533A NO.TROUBLE FOUND 0.07%
5539 OTH MTCE EXP 0.71%
510C STOREROOM 1.20%
558X OTH TERM EQPT-ANALOG NCTE-ACCUM DEPR - 011%
TRVYL TRAVEL AND BREAKS J4.13%
TOTAL - 1&M CORPORATE COMMUNICATIONS C 100.00%
i
)
Z11- 2
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BELLSOUTH CORPORATION

STATEMENT OF NETWORK TECHNICLAN LABOR DISTRIBUTION PROFILES
FOR THE STATE OF FLORIDA '

THREE-MONTH PERIOD ENDED JUNE 30, 1993

(Continued)

Field
Reporting
Code

22M
45M
248C
248M

" 543C
548M
12M
52M
68E
68M

- 68Y
257M
257R
37T
F257M

98EI
98EW
98ER
88E
88M
88Y
188E
188M
188Y
288E

WORK GROUP - 1&M PUBLIC COMMUNICATIONS (COIN)

JOB FUNCTION CODE - 4180

Description

AERIAL CBL-METALLIC

BURIED CBL-METALLIC

AERIAL SVC WIRE (DROPS)

AERIAL SVC WIRE (DROPS)

BURIED SVC WIRE (DROPS)

BURIED SVC WIRE (DROPS)

AERJAL 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

OTH NON-CPE EQPT EXP-NTWK 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 INSTL & REARRANGE
INSIDE WIRE-NON BASIC WARRANTY

INSIDE WIRE-NON BASIC TIME & MTL

PUB TEL TERM EQPT UNIV-INSTL

PUB TEL TERM EQPT UNIV

PUB TEL TERM EQPT UNIV-RMVL

PUB TEL TERM EQPT-COIN OP-INSTL

PUB TEL TERM EQPT-COIN OP

PUB TEL TERM EQPT-COIN OP-RMVL

PUB TEL TERM EQPT-COENLESS INSTALLATION

Labor
Distribution
Percentage

0.78%
2.62%
0.24%
0.70%
0.37%
0.99%
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%



BELLSOUTH CORPORATION

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

THREE-MONTH PERIOD ENDED JUNE 30, 1993

(Continued) -

WORK GROUP - 1&M PUBLIC COMMUNICATIONS (COIN)
’ JOB FUNCTION CODE - 4180

(Continued)
Field Labor
Reporting Distribution
Code Description Percentage
288M PUB TEL TERM EQPT-COINLESS 1.90%
288Y PUB TEL TERM EQPT-COINLESS-RMVL 0.07%
988E - PUB TEL TERM EQPT INSTALLATION 0.08%
988M PUB TEL TERM EQPT 0.01%
988Y PUB TEL TERM EQPT-RMVL 0.01%
5532 MISC MEETINGS 4.70%
5533 UNION ACTIVITIES (PAID) 0.01%
5534 EXCELLENCE THROUGH QUALITY (QWL) 1.61%
55335 GEN CLASSROOM TRAINING 0.22%
5536 OTH UNCLASSIFIED PROD COSTS (E.G.. NO ACCESS) 1.09%
553A NO TROUBLE FOUND 3.54%
. 5539 OTH MTCE EXP 0.02%
510C STOREROOM 4.70%
TRVL TRAVEL & BREAKS 28.81%
TOTAL - 1&M PUBLIC COMMUNICATIONS (COIN) 100.00%
L
. 2.3
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BELLSOUTH CORPORATION

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES

FOR THE STATE OF FLORIDA
THREE-MONTH PERIOD ENDED JUNE 38, 1993

(Continued)

Field
Reporting
Code

22M
45M
2438C
248M
548C
548M
12M
52M
68E
68M
5M
68Y

25T
257R
37T
F257M

F257R

758M
378C
378M
97BI
97BW
97BP
98EI
630M
5532
5533
5534
5535
5536
553A
5539

. WORK GROUP - CABLE/FACILITIES MAINTENANCE

JOB FUNCTION CODES - 4250/4260

Description

AERIAL CBL-METALLIC

BURIED CBL-METALLIC

AERIAL SVC WIRE (DROPS)

AERIAL SVC WIRE (DROPS)

BURIED SVYC WIRE (DROPS)

BURIED SYC 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
UG CBL-METALLIC

OTH NON-CPE EQPT EXP-NETWK TERMINATING 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

CIRCUIT EQPT-SUBSCRIBER PAIR GAIN SYS-FIBER OPTIC

FEEDER
OTH TERM EQPT-SUB PR GN EQPT

.OTH TERM EQPT DIGITAL NON-CPE NCTE

OTH TERM EQPT DIGITAL NON-CPE NCTE-REG
INSIDE WIRE-BASIC-INSTL & REARRANGE
INSIDE WIRE-BASIC-WARRANTY

INSIDE WIRE-BASIC-SVC PLAN

INSIDE WIRE-NON BASIC INSTL & REARRANGE
DATA CONTROLLERS & WORKSTATIONS

MISC MEETINGS i

UNION ACTIVITIES (PAID)

EXCELLENCE THROUGH QUALITY (QWL)

GEN CLASSROOM TRAINING

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

OTH MTCE EXP

- 14-
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Labor
Distribution
Percentage

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%
347%
0.00%
0.02%
0.07%
0.14%
0.06%
2.22%
0.04%
0.65%

1.18%

0.58%
0.18%
0.11%

24



M 7 L N 7Y 1 .
-

e R SN

BELLSOUTH CORPORATION

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES

FOR THE STATE OF FLORIDA
THREE-MONTH PERIOD ENDED JUNE 30, 1993

(Coatinued) -

WORK GROUP - CABLE/FACILITIES MAINTENANCE
' JOB FUNCTION CODES - 4250/4260

(Continued)

Field Labor
Reporting Distribution
Code Description ) Percentage
510C STOREROOM 0.18%
F257C + CIRC EQPT-SUB PR GN SYS-FIBER OPTIC FEEDER 2.58%
F758C OTH TERM EQPT-SUB PR GN EQPT-FIBER OPTIC FEEDER 0.11%
52C INTRABLDG NETWK CBL-METALLIC 0.05%
257C CIRCUIT EGPT-DIGITAL-SUB PR GN SYS ' 6.18%
378X OTH TERM EQ-DIG NONCPE-ACCUM DEFPR ' 0.01%
TRVL TRAVEL & BREAKS St 14.39%
TOTAL - CABLE REPAIR | 100.00%

1
§
2§
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BELLSOUTH CORPORATION

NOTES TO STATEMENT OF NETWORK TECHNICIAN
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
summary form, the result of BellSouth Telecommunications, Inc.'s (BellSouth) Work Activity
Statistical Sampling Process (WASSP) applied to measure the activities of groups of network
technicians in the State of Florida during the three-month period ended June 30, 1993 for repotting
in accordance with BellSouth's policies pertaining to the applicatiofi of Part 32 - Uniform System of
Accounts. WASSP was applied 10 measure the work activities of network technicians operating in
four Instzllation and Maintenance (I&M) work groups and Cable/Facilities Maintenance work group
using statistical sampling and evaluation techniques, as follows:

I&M - POTS

1&M - Special Services (SSI&M)
1&M - Corporate Communications
1&M - Public Communicarions
Cable/Facilities Maintenance

For each 1&M and Cable/Facilities Mamtenance work group, the Statcm nt presents a three-month.—
composite profile of the percentages of work activity summarized by specific work activity
descnptlons which correspond to defined field reporiing codes. Field reporting codes form the basts
for reporting of network technician time into BellSouth's financial systems.

2. DESCRIPTION OF THE WORK ACTIVITY STATISTICAL SAMPLING PROCESS
(WASSP)

WASSP is a statistical methodology designed to gather sample data and statistically estimate the
work activity of work reporting groups. WASSP consists of three related process modules for

sample selection, data collection, and data agalysts. Each of these process modules are described
below: -

The Sample Selection Module

The Sample Selection Module has been designed to select a statistically valid sample of network
technicians from the Payroll Master Database (PMDB), a BeliSouth database used to maintain
emplovee 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 code). For each job function code, the SAMPLER

-program generates 2 randorp sample of technicians to participate in the work activity log completion
portion of the Data Collection Module. Network technicians selected will participate in the process

for-ene-work week. The SAMPLER program of the Sample Selection Module simultaneously
generates a random sample of the above sampled technicians to w;_\nmml_mﬂyst »
interview portion of the Data Collection Module. Work Activity Logs (Logs) for three days of the '
selected network technician's work week are randomly selected for technical analyst review

procedures described in the Data Collection Module.-

. - 16 - 20
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S ., Sample size and the structure of the sample has been designed so that a three-month Network
Technician Labor Distribution Profile is targeted to achieve 2 95% confidence level with a precision
E?@g{ rof £3% for each field reporting code profile percentage estimated by WASSP. The precision
S cormresponds to approximately + fifteen minutes, the lowest increment of time reporting 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 (i.e.,

vacations, illness, and days off).
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 instructions to a supervisor for dispersal to the selected

technicians. Technicians participating in WASSP report their time by work activity in minimum

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 who reviews the,

% Cmermi o :
ogs. Arithmetical discrepancies are resglyed and the Logs are forwarded to the cal analyst
< WW. L&"ZVM% Source dsetm ? mdmj\

Telephone interviews of the technician's supervisor are 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 are generally conducted within 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 are conducted by the technical analysts and are accomplished through
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 errors are detected and cannot be resolved, the technical analyst—

contacts the ork techni;fan directly, Once resolm orrected by the technical a.n%lyst
on the Log. M ¢ @2:-» YotiAe :L.t)
~ W L %MM\ A T4 aoor 2 ’

The Data Analysis Module

ry

iy e

. /
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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 program of the WASSP database processor develops the time distribution ratios and.

other data analysis for each work g.rﬂ%for which labor distribution percentages are estimated by
WA 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).
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EXHIBIT B

BELLSOUTH CORPORATION

f

SUMMARY OF PRIMARY PROCEDURES PERFORMED

Exhibit A includes an attestation report pertaining to an examination of the Statement of Network Technician
Labar Distribution Profiles for the state of Florida for the three-month period ended June 30, 1993. This
‘summary presents the primary procedures we performed as part of our examination. These procedures
represent only z partial listing and were conducted to 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 stuctured to parallel the three modules in the WASSP statistical
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 tests to verify the completeness and accuracy of nerwork technician input jnformation from which
_samples are selected. The primary procedures for this phase include:

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

e  Assess the effect of creating a three month profile on the statistical sampling and evaluation process, and '
Efa’w&/y—"ﬁr:a-f%—?"

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 from independent source documents.

Test of Data Collection Module

Obtain an understanding of and 1est the administration of the collection of network technician data. The
primary procedures for this phase include:

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

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

Test the effectiveness of dara coliection procedures to accurately reflect the field technician description
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 (i.c., assignment records,
t

trouble tickets, dispatch records, etc.).

.i 3 - 18-
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Test of Data Analysis Module

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

Assess 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 program’s impiementation of the statistical function,

Test the validity of the computer allocation of work activity by reprocessing the data obta.med in the data
collection module under audit control,

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

Test the validity of output data by agreeing the network technicians' work acnwty, as sclectcd above, to
_ the pmper inclusion in the output file, " T~ =~ )

-19 - 29
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DE'ﬂlﬁE & ; ‘ EXHIBIT C

Touche
Tetephone: {404} 220-1500

/\ ; Suite 1700
A, 100 Peachiree Strest Facsimile: (404} 220-1583
Atlantz, Georgia 30303-1943 .

INDEPENDENT ACCOUNTANTS' REPORT

BellSouth Corporation
Atlanta, Georgia

We have examined management's assertion, included in its representation letter dated July 14, 1993, that
BellSouth Corporatiqn maintained an effective intemal control structure over financial reporting for the

segment of the internal control structure pertzining to the Work Activity Statistical Sampling Process
(WASSP) during the three-month period ended June 30, 1993. Management's description of the WASSP
process to which the intemnal control structure pertains and specific control criteria established by

management are included in the Appendix.

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 internal control structure
over financial reporting, testing and evaluating the design and operating effectiveness of the internal control -
structure, and such other procedures as we considered necessary in the circumstances, We behevc that our

examination provides a reasonable basis for our opinion.

Because of inherent limitations in any internal control structure, errors or irreguiarities may occur and not be
detected. Also, projections of any evatuaron of the internal control structure over financial reporting to
future periods are subject to the risk that the internal contro! structure may become inadequate because of
changes in conditions, or that the degree of compliance with the policies or procedures may deteriorate.

In our opinion, management's assertion that BellSouth Corporation maintained an effective intemal control
structure over financial reporting for the segment of the internal control structure pertaining to the WASSP
process during the three-month period ended June 50, 1993 is fairly stated in all material respects, based

upon the control criteria included in the Appendix.

This report is intended solely for the information and use of BellSouth management and to assist you in
responding to inquiries from the Federal Communications Commission and state regulatory authorities, and

should not be used for any other purpose.

July 14, 1993

Deloitte Touche ¥
Tohmatsu
International ,-20- 3 O
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APPENDIX

BELLSOUTH CORPORATION )

BELLSOUTH MANAGEMEN'I"S DESCRIPTION OF WORK AC’I'IVITY STATISTICAL
SAMPLING PROCESS TO WHICH THE INTERNAL CONTROL STRUCTURE PERTAINS

AND RELATED CONTROL CRITERIA
FOR THE THREE MONTHS ENDED JUNE 30, 1993

The Work Activity Statistical Sampling Process (WASSP) is a statistical methodology designed to gather
sample data and statistically estimate the work activity of work reporting groups. WASSP consists of three
related process moduies 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 Selection Module

The Sample Selection Module has been designed to select a statistically 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 code).
For each job function code, the SAMPLER program generates a random sample of technicians to participate
in the work activuy 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 Logs (Logs) for three days of the
selected network technician's work wesk are randomly selected for technical analyst review procedures

described in the Data Collection Module.

Sample size and the structure of the sample has been designed so that a three-month Network Technician
Labor Distribution Profile is targeted to achieve a 95% confidence level with a precision of £3% 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 process. Technicians selected are oversampled in the Sample Selection Module to account for days
on which the technicians are not preseat (i.e., vacations, illness, and days off).

The primary control criteria include:

Structural Query Language (SQL) used in the module appropriately specifies the relevant Job Function
- Codes to be extracted;

e Personnel files are adequately maintained and contain updatccf and proper Job Function Codes;
e Aporopriate diskette handling procedures are utilized from the point of extraction and sample selection;

¢ Secusity administration procedures and program change controls control 2gainst unauthorized changes to
the Extract Process;

e Usage of the relevant input files (current period diskettes) is verified by management;
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e The program is designed to produce a valid sample;
+  Management reviews results of sample selection for appropriate size and reasonableness; and,

e Security administration procedures and program change controls control against unauthorized changes 10
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 instructions 10 a supervisor for dispersal to the selected technicians. Technicians participating in
WASSP report their ime by work activity in minimum increments of fifteen minutes. Logs_ha%een P 3=
developed for sach 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 Logsdzk
Arithmetical discrepancies are resolved and the Logs are forwarded to the technical analyst for detailed

review.

Telephone interviews of the technician's supervisor are conducted to test 2 random sample. of network
technician's Logs. The selection of those to be interviewed is determined through the Sample Selection
Module. The interviews are generally conducted within three business days of the Log preparation date and
prior 10 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. The 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 technician directly. Once resolved, errors are corrected

by the technical analyst on the Log.

The primary control criteria include:

e Field supervisor receives selection rlo'tiﬁcation via E-Mail and agrees the list to 2 follow-up list;

e Supervisor controls access to work activity logs;

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

e  Work Activity Logs (WALs) are sorted by State and placad into respective bins for receipt by analyst;
«  Analysts agree the WALS 1o the sample selection list;

e Analysts review WALs for reasonableness; and,

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

The Data Analysis 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 sampied data and stores the input
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data in files by wo;k group. Data in the files can be changed, appcr;ded, or deleted using the INPUT
program.,

The IMOUT program 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 availabie 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).

The primary control criteria include:
e WAL is logged in by input personnel and agreed to the sample list;
*  On-line edit checks are performed during data entry;
) .D.ata. entry personnel print queries that are agreed 1o the WALSs by independent data entry peréonnel;
o Managemeﬁt performs an on-line query.to verify completeness of sample using social security numbers;

e Security administration procedures and program change controls in the system control against
unauthorized access and changes to the input and analysis process:

-, The generation-of profiles is performed by management only, monthly #Sqquanerly; a.nd?: -

» Management reviews the Profile Precision report for completeness and reasonableness.
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Deloitte & : EXHIBIT D

Touche
i Telephone: (404) 220-1500

“

Suite 1700

../.. 100 Peachtree Street Facsimile: (404) 220-1583
: Atlanta, Georgia 30303-1943 .
July 14, 1993
BellSouth Corporation

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

* Dear Sirs:

This report pertains to our observations and recommendations related to certain matters noted during our
special study pertaining to the BellSouth Telecommunications, Inc. Work Activity Statistical Sampling

Process (WASSP).

We have previously issued our report, dated March 5, 1993, which included our observations and
recommendations resulting from our special study of WASSP conducted during the three-month period

ended December 31, 1992,

For this report, we have included all observations and recommendations inciuded in our report dated
March 5, 1993, together with BellSouth management's responses concerning the implementation status of
these recommendations. Based on our procedures performed for the three-month period ended June 30,

1993, the responses are representative of the status of actions taken by management to implement our
recommendations. We have aiso included additional observations and recommendations that will be useful

to you in enhancing the WASSP process.,
This report is intended solety for the use of BeliSouth management and to assist you in responding to
inquiries from the Fedetal Communications Commission and state regulatory authorities.

Yours truly,

]I_)elicitreTuuche
ohmatsu
Intesnational - 24- 3>j



BELLSOUTH CORPORATION

WORK ACTIVITY STATISTICAL SAMPLING PROCESS

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

L  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 from 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 supervisar location. However, the technical analyst does not have access to
source documentation created by the technician to evidence his/her activities and used by the supervisor to
review completed Logs. T T

Recommendation

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

where applicable.
BellSouth Managemen: Response

Effective April 1993, all technical analysts have on-line access to Loop Maintenance Operations Systems
(LMOS) which contains the documentation created via craft access (Display Craft Work Summary/Display
Job Information (DCWS/DJI) FULL CLOCK NARRATIVE). This will allow the analyst to view source
documentation for the majority (approximately 85% of technicians use craft access} of the sample
~k technicians. For those subselecred technicians not on craft access, source documentation will be submitted
_along with the work activity logs. this will provide the analysts with the greatest amount of information

available for verification of the work activity logs.

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 natural disaster on the areas of sample selection, work activities performed by nerwork
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.
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Recommendation

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

BellSouth Management Response

The WASSP Policies and Procedures Manual documents the WASSP disuster recovery policy developed in
February 1993. This policy, which was communicated in a Februan 22, 1993 letter 1o the BellSouth
Telecommunications (BST) MIR Methods and Programming Stuffs as well as the BULL Time Share
Administration group located at the BIS Date Center, ensures that BST wdl be able to continue the timely
collection and processing of the appropriare work aciivity informution in the event of a disaster,

POLICIES, PROCEDURES AND CONTROLS MANUAL

Observation and Background

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, employes rurnover. and natural disasters.

Recommendation

Create and maintain a policies, procedures and controls manual to incorporate all critical aspects of the
WASSP process. Disseminate this manual 10 those time reporting personne! who will benefit from its use.

BellSouth Management Response

BST has established, within the WASSP organization, a manager position with responsibility for all network
time reporting policies and procedures. This position will issue/concur in procedures 10 the field forces
related to the WASSP process and be responsible for all other documentation for WASSP.

Concurrent with approval, WASSP will become the “official” time reporting svstem for outside plant forces.
As such, all appropriate documentation (WASSF Policies and Proc BellSouth System
Practices (BSP) as well as updated MIR documentation) has been distribu ed to the affected BST personnel

Jfor use upon approval. BAP SN N, g \%L >
v o A, ,Z ﬁ\_‘ i

q @ ! e

TECHNICIAN USE OF PERSONAL LQOGS 7= Iiy.) ”df"'*’“‘“[

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 {orm #6025 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 management or BeliSouth time reporting personnel.

' 30
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Recommendation

Eliminate network technician use of informal logs in areas where the Craft Access System s utilized,

BellSouth Management Response

BST agrees that a pra.ctice of the kind described here is an inefficient use of company resources and on
January 21, 1993 issued instructions to the field forces re-emphasizing to them that such a practice should be

stopped.

LOG-OFF PROCEDURES FOR THE CRAFT ACCESS SYSTEM
Observation and Background
Network techﬁicians 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. This can occur if the
technician logs off on a current trouble job after receipt of and travel 1o a new trouble job. As technical

analysts are placing reliance on the Detail Craft Work Summary (DCWS) generated b it Access
_System as a source document, differences relating to the investigated. '

Recommendation

Require technicians to "log off” of the Craft Access System immediately upon completion of each trouble
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

BST has reviewed the recommendation above and is of the opinion that implementation of such a
requirement is not cost gfffective and that it would create operational inefficiencies for the technician  ‘Iso,
since the "log off” procedures for the Craft Access System have no impact on the classification of a

technician's time to the aipropriate work functions, BST has no plans 10 pursue this enhancement w e
. : !? * . P
Cen :g

vendors at this time. o./{-&'\}f"
M L, Cloe . W /%ﬁm
RECEIPT AND REVIEW OF WORK A@TMTY LOGS ST o GNEAVE

Qbservation and Background

Interviews conducted by technical analysts do not always occur within three working days as prescribed
under established WASSP criteria. Delays in analyst interviews occasionally occur due to the remote
location of the technician which requires an additional day for the supervisor'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.
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Recommendation

Provide one-day mail service from remote locations and obtain additional fax machines to ensure the timely
receipt of Logs. i

BellSouth Management Response

BST installed three additional fax machines during the first week of April 1993 bringing to nine the total
number of machines available for receipt of work activity logs. Additionally, BST uses one-day mail service

form the major metropolitan locations.

TIMELY SUPERVISOR REVIEW OF WORK ACTIVITY LOGS

Observation and Background

Supervisors are requiréd to review Logs the day after the Logs are completed by the network technicians.
We observed instances in which such review was substantiaily 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 offices via mail, These situations cause delays in the supervisor review and

~ forwarding 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 perform Log
reviews via on-line inquiry of the Craft Access System if hard copy documentation is not readily available.

BellSouth Management Response

The supervisors have been reinstructed to review and forward the completed logs to the WASSFP Center by
the next business day. The supervisory review is intended to be a test for reasonableness for items such as

" work group of the technician, mathematical accuracy, completeness of the log, as well as other unique items
particular to a supervisor's group. It is not intended for the supervisor to irace every work function to the

source documentation, as the in-depth review is performed by the technical analyst.

The technical analyst conducts the detailed review and tracing of work performed to source documentation

using the supervisor - and technician as "conduits” for information on an as-needed basis.

T?aerefore, BST has no plans to pursue any changes in our current practices relative to the review of the work
activity logs.

.28 -
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TRAINING OF TECHNICAL ANALYSTS

Observation 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, effective interview techniques, error resolution and

other matters.

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 10 inform the
analysts of any updates or changes in FCC time reporting requirements, any updates or changes in the
WASSP Process and other pestinent subjects. This program would be an essential mgredlent in thc
consistent implementation of the amlyst function.

BellSouth Management Response

The expertise of the technical analysts is critical to the success of the WASSP process. As such, the BST
comptrollers orgamzanan (owners of the WASSP process) rely on rotational employees from the Network
sitions of technical analysts. In order to qualify for an analyst position, the '
candidate must have an in-d inowledge as experience in, outside plant architecture and areas
of the telecommunications business related io time reporting for outside technicians. This includes a great

Jamiliarity with actual work performed by the technicians as well as !mow!edge of FCC rules and reporting
requirements ([garncularly nonregulated activities).

Given.the above requirements for job assignment, initial training consists of obtaining a complete

understanding of the process through-review of WASSP documentation including the WASSP Policies and
Procedures Manual. BST recognizes the need for cormnumg educanon asa crzr:cal part of the WASSP

process. As such, the Technical A d a refresher

on BST's Functional Accounting process by the respective subject matter experts. The ﬂmb’m have also

attended a three-day Integrated Internal Controls Training class as well as the Network Manager's
Administrative Conference.

As a part of the overall documentation of the process as mentioned earlier, BST has incorporated into that
documentation a "Techmcal Analysr Handbaok" which includes the references used by the analysts, as well
as a suggested tr 10 ensure the continued high level of knowledge required for

- this position. This continuing education training curriculum is agreed to by the analysts and their supervisor

based on individual need.
ROTATION AND COVERAGE FOR ABSENT TECHNICAL ANALYSTS
Observation and Background

Tachnical analysts are assigned to review Logs for one particular 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 iliness or vacation.

' 5¢1
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Recommendation

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

BellSouth Management Response

Effective April 1993, BST implemented an Analysts Coverage Schedule detailing the analysts’ primary and
backup state responsibilities through December 1993. These assignments will be rotated every six months
beginning January 1994 to ensure that there is adequate coverage for all states in the absence of any of the

analysis.

EXPANSION OF THE CRAFT ACCESS SYSTEM DOCUMENTATION

Observation 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 documentztion includes Detail Craft Work Summaries (DCWS) generated from the computerized
Craft Access System and/or existing Mechanized Time Report (MTR) forms prepared by the technician. The
current space allowed for description on the Craft Access System DCWS for each distibution number (42

characters) is not always large enough to fully describe the task performed by the technician. This situation
can occur if soors-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 2 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 WASSP process is fully
implemented, the Craft 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 Craft Access System and to promote

accurate reporting of technician work activity.
BellSouth Management Response
Expansion of the Craft Access System to allow additional narrative space is not practical in the near term.

_BST, as it is not allowed to manufacture software, is not the "owner” of all as, of craft access.
Therefore, it must rely on ourtside vendors in order to effect expansions and/or changes to craft access and

ceriain operations systems that are involved.

The issue of additional narrative space has been, and will continue to be, investigated along with all other
ccess enhancements. However, the costs of such changes and associated impacts on other

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

' 40




It is important to note that in 95%+ of the occurrences the existing narrative space is adequate for
technicians to describe work performed. In those rare instances when craft access narrative space is limited,
BST will issue procedures instructing involved technicians to use From 6025-1-SC or Form 6571-C (Work

Ticket) to provide supplemental documehtation on work performed.

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

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

BellSouth Management Re:pome '

BST's Procedures for Verification of Work Activity Data Input, which were developed and implemented in
April 1993, require the input personnel to initial the work activity logs after input and the verifying personnel
to initial the system printout after they have compared it to the appropriate work activity log. Also, WASSP -

Center management personnel periodically review a sample of the logs and associated printouts to monitor
the effectiveness of this control.

As a resuit of this recommendation, the field supervisors have been instructed to sign the completed logs
prior to submission to the WASSP Center.

II. STATISTICAL METHODS

PROSPECTIVE UNIVERSE TECHNIQUE

Observation and Background

Currently, all samples of network technicians throughout the three month proﬁle period are genemtcd from
an extract of the PMDB as of the beginning of the three-month pro s methodology will not
account for changes in technician compesition since the initial extraction. Such changes may include
network technician employment, transfer, or termination. 5

Recommendation

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

-31_ ..l
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BeliSouth Managemen! Response

Effective with the July 1993 sample selections processed in June 1993, BST implemented a monthly dgta
extract program lo select the universe df 1echnicians to be sampled from the Payroll Masterfiie Data Base
(PMDB). This revised procedure will ensure that the composition of the network technicians is the most

current available. (See Note 1 ) =

QUALITY CONTROL SAMPLE SIZE

Observation and Background

As the WASSP process is implemented in the nine-state BellSouth geographic 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.

Recommendation

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

BellSouth Management Response

Because of state public service commission considerations, the WASSP process will continue to straify the
universe of te technicians to be sampled into homogenous categories based upon state boundaries and job
functions (work groups) for a while. However, BST will take this recommendanon under advxsemem '

j——

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 exciuded from the sampling population.

Recommendation

fxdopt a more simplistic dccis_ion rule, as follows:

1f a Wednesday at the end of the month falls in the current month, .t.l-lat month has five weeks.

Further, we recommend that a table of months and weeks be input at the beginning of the year and reviewed

by superviso lerical decision and conwols throughout the year,
similar to the way parameters are codified in the Data Analysis Module of the process.

1




BellSouth Management Response

In April 1993, the Sample Selection User 's Guide was prepared as Section 2 of the WASSP Policies and
Procedures Manual: The purpose of this section of the manual is to provide the documentation and
instructions necessary 1o process the Sample Selection Module of WASSP. Exhibit 4 in this user's guide is a
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table that lists the number and dates for each week inaach month for 1993. This will eliminate the need for
the sample selection operator having to assume responsibility for determining the number of weeks of each

month as well as the date each week begins. This exhibit will be updated in November of each year for use 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 cmmﬂvlﬂﬁﬂkﬂumumw&ﬂfwcmd
bv the supervisors during their review of the technician's Logs or b techni sts during their

Teview and interview procedures. Any errors noted by supervisors or technical analysts while performing
" their duttes should be evaluated to determine any adverse impact on the sufficiency of the initial statistical
sample of network technicians and to confirm that the extent of oversampling is sufficient to maintain
targeted levels of statistical assurance.

Recommendation

Develop, document, and implement a feedback program to accumulate and statistically evaluate the
continued validity of the Network Technician Labor Profiles for any errors identified by the supervisors and
technical 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 on the number of selections of network

technicians required to participate in the WASSP Process.

BellSouth Management Response

A Summary of Adjustments process has beer: developed and documented in the Technical Analyst Har 500k
However, this process has not yet been activated due to the fact that BST has been reviewing 100% o the

Mﬂ‘vﬁ{v logs during the development phase of the WASSP project.

IIT. COMPUTER PROCESSING APPLICATIONS AND CONTROLS

EXTRACT 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 ISPF/PC commands while creating and down loading files.

Recommenaztion

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 Response

The SQL routine was replaced with a data exwract application that no longer requires the operator to input
the OMF and ISPF/PC commands. This will eliminate the concern over input errors while creating and
downloading the files. Also, a DBASE IV program is now used to automatically format the universe of
technicians into the appropriate text records, create a back up of the text files and print an output report
listing the input and output files, file names and number of employees on each file. These reformatted
records are distributed to 45 text files (one per state, per JFC work group, i.e., C:/WASSF/AL/4100.TXT) for

mechanical input into the Sample Selection program. (See Note 1.)

Observation and Background

Files with similar names c::;uld be interchanged, resulting in improper processing in later stages of the
WASSP process.

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 enuy in the log as documenization 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 {¢.g., "FLO193") when creating DOS directories
10 separate files and identify them to their time periods and states. Modiry the programs described above to
print an audit trail report showing the pertinent details of proccssmg file names, file sizes, file creation dates,

any exceptions in processing.

BellSouth Management Response

Effective with the July 1993 sample selections processed in June, a DBASE IV program was used to reformat
the text records containing the universe of technicians. These reformatted records are distributed to 45 text
files (one per state, per JFC work group, i.e., C:\WASSP\AL\4]00.TXT). These tex: files are backed up to a
diskette labeled CACDATA\CPRS1.TXT for X month and year. Thig DBASE IV program aiso prints an audit
trail report listing the Input Files, OQutput Files, Date Last Processed and the Number Of Employees on each

LOTUS 1-2-3
Observation and Background '

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

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

BellSouth Management Response
Effective with the May 1993 Sample Selections processed in April, the Sample Selection program was

___modified fo incorporate the abave recommendations.

Observation and Background

The IMPORT.WX3 macro may not execute as intended if the window and other global work sheet settings
are not created as expected. L

Recommendation

Modify the logic of the macro to set all window and giobal work sheet settings at the beginning of

 processing. Replace the {BIGRIGHT} command with program steps to position the cursor to a specific

Jocation prior to importing data into the NET1, NET2, NET3, NET4, and NETS ranges.

BellSouth Management Response

Effective with the May 1993 Sample Selections processed in April, the Sample Selection program was
modified 10 incorporate the above recommendations.

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.

Recommendation

Require the operator to maintain an audit trail of processing and use appropriate conventions (e.g.,
"FLO192ANETWORK 1.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.

BellSouth Management Response

The Sample Selection User's Guide documents the standardized sub-directory and file names (state
abbreviations, quarter and year) required for the sample selection macro. A run.log for documenting the
date(s), names and contents of the files created will be added to incorporate these guidelines as soon as

possible.
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Observation and Background

Once the WASSP process is fully operauonal the operator will be required to execute the LASTSAMP WK3
program 45 times each processing 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

Modify the logic of the LASTSAMP.WK3 macro to automaucally execute all 45 network technician
samples.

BellSouth Management Response

The macro was modified in April 1993 to run an entire state at once so that the macro is only executed nine

times.

Observation and Background

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

o Enter invalid sample choices (i.c., something other than I, 2,3,4,0r3);
o Enter an incorrect file name to be read i.nto the work sheet;

e Enter the sample period without a prompt; and

e Modify the Sample Size and Number of Weeks parameters incorrectly.
Recommendation

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

BellSouth Management Response

__The macro was revised-in-Aprit-1993 10 accept only firmly established naming conventions for input files, o

promplt the operator for the appropriate sample period and to only allow sample size within a range from an
established minimum up to the universe size.

FORTRAN APPLICATIONS .
Observation and Background

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

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 comp:lmg

programs into the production environment.

BellSouth Management Resparr.se

Beginning in April 1993, a specific User [D has been reserved for use by the Statistician. Permission for all
programs accessed by WASSP Center Personnel has been changed to Exccute only.

Observation and Background

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

Recommendation

Modify the FORTRAN programs to use a file naming convention that includes the year of the period to be
processed. %

BeHSouth Management Response

Since file storage limitations do not allow more than three months of duta 10 he stored on-line at any one
time, there can be only one JAN4150, for example, stored at any given time. Thus, BST does not consider the
modification recommended 10 be necessary.

Observation and Background

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

Recommendation

Add programs for maintaining the CODES and COUNT files. These programs should contain edit routines
to ensure that the records in the CODES and COUNT files are all in the 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 programs.

BellSouth Management Response

The CODES and COUNT. ﬁl& were password protected in April 1993 with the password coded into the
appropriate FORTRAN programs. Since these programs have Execute only permission the user is not able
lo retrieve the password,
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Note | 10 BellSouth Management Response

Certain recommendations in Part Il and Part Ill, as noted, were implemented subsequent to Deloitte &
Touche's test period. However, it should be noted that BST has and will continue 1o have compensatin
controls in place and operating that mitigate the concerns raised by Deloitte & Touche. Thus, BST g
demonsirated that rhe::'e were no impacts on the classification of the technician’s time to the appropriate

work function.

4%
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BELLSOUTH CORPORATION
WORK ACTIVITY STATISTICAL SAMPLING PROCESS

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

REVIEW OF WORK ACTIVITY LOGS

Observation and Background

Interviews conducted by technical analysts 4o not atways occur within the time requirement as prescribed
under established WASSP criteria. Delays in analyst interviews occur primarily due to delays in the
forwarding of Logs to the analyst as prescribed under established WASSP criteria.

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.

WORXK ACTIVITY 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, consistently requiring a signature: will provide a means of documenting

accountability.

Recommendation

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

= 4,
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March 5, 1993

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

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 time reporting methodology proposed to replace existing
time reporting methods utilized 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'
regulated telecommunications 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.

SCOPE OF STUDY

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. Qur 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

purpose.

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 31,
1992. Our report is included herein as Exhibit A.
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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 31, 1992 in compliance with BeliSouth'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 examination is unqualified. During the course of our work, we also formed
observations relating to intemal accounting controls and have included recommendations 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 those modules is included in Exhibit B. Those procedures were performed, together
with other procedures, to form our opinion included in Exhibit A.

Assessing Qualitative Issues

In addition to performing the examination to test the functionality of the WASSP process applied on a test
basis, we also performed 2 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:

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

o  Analysis of the reporting impacts assoctated with the proposed hﬁplementation of the WASSP process m
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,

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

o  Assessment of policies and procedures associated with the technical analyst,
s  Assessment of controls associated with the WASSP process, and

¢  Assessment of the relevance and suitability of WASSP reporting procedures in the event of possible
natural 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.
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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:

L

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 (i.e.,
input information, forms, organizational infrastructure, sampling methodology, review procedures
and data analysis) and the transferability of the existing attributes between states. This included:

Reading applicable WASSP literature,

Interviewing management, technical analysts, supervisors, BellSouth's staff statistician, and
network technicians to obtain an understanding of their job duties and to solicit their views of
differences in job functions across the nine states,

Examining forms and reports used in the WASSP process (i.¢., 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 (i.e., 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

§¢
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II.

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

Based upon our assessment, we have recommended that BellSouth:

o Create and maintain a policies and procedures manual to incorporate all aspects of the WASSP
process and disseminate this manual to those time reporting personnel who will benefit from its
use,

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

o Consider reducing the number of analyst interviews through the use of one region-wide interview
sample versus separate interview samples for each state.

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 relating 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 management 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
interviews 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 process appears reasonably effective; however, the effectiveness of the function could be
enhanced tn several respects and, based upon our assessment, we recommend that:

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

s Develop, document, and implement a formal training program for technical analysts, and -

s 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.

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 Application System Controls
s Security s Sample Selection Module

s Program Changes ¢ Data Collection Module

s Computer Operations e Data Analysis Module
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Our approach to assessing general computer controls included the following:

o Assessed mechanized and manual measures for securing the WASSP systems,

o Assessed program testing and qualit).r control procedures, and

o Assessed the schedule for processing of WASSP programs and related procedures.
Our approach to assessing applications system controls included the following:

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

o Analyzed each field in the data extract to determine how the field is used to satisfy the sampling
plan,

e Analyzed the contents of Lotus 1-2-3 files after extract import to identify the state and time period
being processed,

o Assessed the mechanized and manual measures that all data is accurately and completely obtained
and processed,

o Analyzed data entry procedures and edits, and

e Analyzed input edits, program logic, and statistical methodology associated with the EXTRACT,
SAMPLER, and IMOUT computer applications.

Based upon our assessment, recommendations have been made in the following general areas:

e "Extract" file creation and maintenance
o Lotus 1-2-3 file creation and maintenance
e Fortran programming controls.

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

. 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,

- Work activities performed by network technicians,
- Reporting procedures,

. 2
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- Analyst and Supervisor review procedures, and
- Allocation of work activities between reguiated 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 prepared for cases where the WASSP process is not
available to be utilized due to a disaster affecting the WASSP system. Disaster recovery plans
included offsite storage, maintenance of manual records of network technician work activities, backup
of WASSP programs and data, and the use of the most recent WASSP-generated network technician
labor profiles until the system is restored.

Management believes that the WASSP system would continue to be functiona! in the event of a
natural disaster and proposes to instruct users of the methodology to continue to use the system, as
permitted by the circumstances. Based upon our assessment, we have recommended that BellSouth
develop written policies in relation to the effect of a natural disaster on the various aspects of WASSP
process to include; '

- Sample selection,

- Performance of work activities,

- Reporting procedures,

- 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 -
Exhibit C.

kKEEEE

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 this opportunity to be of service.

Very truly yours,
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t EXHIBIT A

INDEPENDENT ACCOUNTANTS' ATTESTATION REPORT

BellSouth Corporation
Atlanta, Georgia

We have examined the accompanying Statement of Network Technician Labor Distribution Profiles for the
state of Alabama for the three-month period ended December 31, 1992. 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 Labor Distribution 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 Distribution Profiles for the state of Alabama

. teferred 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 31, 1992 in conformity with the basis descnibed
in the Notes. ‘

Atlanta, Georgia
March 5, 1993
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BELLSOUTH CORPORATION

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

Field

Reporting
Code

22R
45M
45R
548M
52M
52R
68E
68M
68R
257R
758M
378C
378M
558C
558M
728C
658M
658C
628C
730C
630M
5532
5534
5535
5536
553A
TRVL
68Y

628X
728X
730X

510C
658X
845M

WORK GROUP - 1&M CORPORATE COMMUNICATIONS

JOB FUNCTION CODE - 4130

Description

AERIAL CBL-METALLIC

BURIED CBL-METALLIC

BURIED CBL-METALLIC

BURIED SVC WIRE (DROPS)

INTRABLDG NETWK CBL-METALLIC

INTRABLDG NETWK CBL-METALLIC

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

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 EQPT-PBX INSTALLATIONS
COMPANY COMM INTRASYS

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

TRAVEL & BREAKS

OTH NON-CPE EQPT EXP-NTWK TERMINATING
WIRE-RMVL

CO COMM INTRSYSTEM - ACCUM DEPR

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

STOREROOM

REMOVAL OF CORPORATE EQUIPMENT - ACCUM DEPR
BURIED CABLE - FIBER

TOTAL - I[&M CORPORATE COMMUNICATIONS

Labor
Distribution
Percentage

A3%
60%
.18%
02%
10%
24%
37%
02%
04%
02%
05%
11%
05%
25%
18%
7.03%
23.41%
5%
3.21%
21.98%
23.21%
.61%
.38%
.61%
05%
63%
12.01%

05%
A7%
1.41%

1.98%
02%
04%
09%

100.00%
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BELLSOUTH CORPORATION

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

(Continued)

Field

Reporting

Code

22M
22R
45M
45R
248C
248M
248R
548C
548M
548R
52M
52R
68E
68M
68R
257T™M
257R
37TM
377R
378C
97BI
97TBW
97BP
97BR
98EI
98EW
98ER
5532
5533
5534
5535
5536
553A
TRVL

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

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

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-DIGITAL-SUB PR GN SYS

" CIRC EQPT-DIGITAL-SUB PR GN SYS

DIGITAL ELECTRONIC SWITCH EQPT

DIGITAL ELECTRONIC SWITCH EQPT

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 & MTL

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

- 10 -

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%
05%
S53%
22%
02%
01%
3.28%
24%
7.39%
64 %
2%
01%
A2%
1.82%
.18%
.80%
.29%
1.08%
2.77%
33.17%



BELLSOUTH CORPORATION

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES

FOR THE STATE OF ALABAMA
THREE-MONTH PERIOD ENDED DECEMBER 31, 1992

{Continued)

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

(Continued)
Field
Reporting
Code . Description
3C AERIAL WIRE
3M AERIAL WIRE
3R AERIAL WIRE
248X AERIAL SVC WIRE (DROPS)-ACCUM DEPR
68Y OTH NON-CPE EQPT EXP-NTWK TERMINATING

WIRE-RMVL
TOTAL - 1&M POTS
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Labor
Distribution
Percentage

23%
02%
J12%
02%

01%

100.00%
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BELLSOUTH CORPORATION

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

(Continued)

Field
Reporting
Code

22M
22R
45M
45R
248C
248M
248R
548C
548M
548R
68E
68R
257R
98EW
98ER
88M
88Y
183E
188M
188Y
288E
288M
283Y
78E
78Y
988E
988M
988Y
5532
5533
5535
5536
553A

WORK GROUP - I&M PUBLIC COMMUNICATIONS (COIN)

JOB FUNCTION CODE - 4180

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)
WIRE-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

PUB TEL TERM EQPT-COIN OP RMVL
PUB TEL TERM EQPT-COINLESS INSTALLATION
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-INSTALLATION
PUB TEL TERM EQPT

PUB TEL TERM EQPT-RMVL

MISC MEETINGS

UNION ACTIVITIES (PAID)

GEN CLASSROOM TRAINING

*OTH UNCLASSIFIED PROD COSTS (E.G., NO ACCESS)

NO TROUBLE FOUND

12 -

Labor
Distribution
Percentage

A5%
87%
1.24%
1.02%
1.05%
.64%
1.03%
.88%
07%
43 %
58%
07%
03%
02%
10%
37%
.08%
545%
39.16%
3.05%
.06%
1.44%
39%
A3%
02%
21%
76%
19%
3.97%
A5%
32%
47%
1.22%

b1
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BELLSOUTH CORPORATION

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

THREE-MONTH PERIOD ENDED DECEMBER 31, 1992

(Continued)

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

(Continued)
Field ' ‘ Labor

Reporting Distribution
Code Description Percentage

TRVL TRAVEL & BREAKS 33.29%

248X AERIAL SVC WIRE (DROPS)-ACCUM DEPR .06%

68Y OTH NON-CPE EQPT EXP-NTWK TERMINATING

WIRE-RMVL .05%

510C STOREROOM 98%

TOTAL - I&M PUBLIC COMMUNICATIONS (COIN) 100.00%
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BELLSOUTH CORPORATION

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES

FOR THE STATE OF ALABAMA
THREE-MONTH PERIOD ENDED DECEMBER 31, 1992
(Continued)

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

Field
Reporting
Code Description
2M AERIAL CBL-METALLIC
22R AERIAL CBL-METALLIC
45M BURIED CBL-METALLIC
45R - BURIED CBL-METALLIC
243C AERIAL SVC WIRE (DROPS)
248M AERIAL SVC WIRE (DROPS)
248R AERIAL SVC WIRE (DROPS)
548C BURIED SVC WIRE (DROPS)
548M BURIED SVC WIRE (DROPS)
548R BURIED SVC WIRE (DROPS)
1ZM AERIAL CBL-METALLIC-BLDG ENT
12R AERIAL CBL-METALLIC-BLDG ENT
52M INTRABLDG NETWK CBL-METALLIC
52R INTRABLDG NETWK CBL-METALLIC
68E OTH NON-CPE EQPT EXP-NETWK TERM WIRE-INSTL
68M OTH NON-CPE EQPT EXP-NETWK TERM WIRE
68R OTH NON-CPE EQPT EXP-NETWK TERM WIRE
25" CIRC EQPT-DIGITAL-SUB PR GN SYS
257R CIRC EQPT-DIGITAL-SUB PR GN SYS
F257R OPTIC FEEDER
758M OTH TERM EQPT-SUB PR GN EQPT
373C OTH TERM EQPT DIGITAL NON-CPE NCTE
378M OTH TERM EQPT DIGITAL NON-CPE NCTE-REG
358NM OTH TERM EQPT DIGITAL CPE NCTE
558C OTH TERM EQPT-ANALOG NCTE
558M OTH TERM EQPT-ANALOG NCTE
418M STA APPARATUS-BOC OWNED-REGULATED
97Bl INSIDE WIRE-BASIC-INSTL & REARRANGE
97BW INSIDE WIRE-BASIC-WARRANTY
97BP INSIDE WIRE-BASIC-SVC PLAN
97BR INSIDE WIRE-BASIC-MTCE
98EW INSIDE WIRE-NON BASIC WARRANTY
98ER INSIDE WIRE-NON BASIC TIME & MTL

- 14 -

Labor
Distribution
Percentage

2.54%
1.58%
10.45%
3.10%
1.42%
67%
82%
26%
09%
A7%
1.49% .
A41%
.63%
35%
16.22%
2.42%
1.70%
91%
23%
.16%
.04%
1.07%
.63%
01%
2.86%
2.22%
2.65%
.06%
.04%
34%
7.37%
A2%
43%
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BELLSOUTH CORPORATION

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

(Continued)

Field
Reporting
Code

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

158M
540M
558X

WORK GROUP - 1&M SPECIAL SERVICES (SSI&M)
JOB FUNCTION CODE - 4190
(Continued)

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 WIRE (DROPS)-ACCUM DEPR

OTH NON-CPE EQPT EXP-NTWK TERMINATING
WIRE-RMVL

LGE PBX BOC OWNED-911 INSTALLATIONS

OTH WORK EQPT PLANT CHARGES

OTH TERM EQPT-ANALOG NCTE-ACCUM DEPR

TOTAL - 1&M SPECIAL SERVICES (SSI&M)

Labor
Distribution
Percentage

12%
231%
06%
2.33%
.50%
31%
2.29%
26.94%
.01%

1.33%
09%
A1%

— .14%

100.00%
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STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES
FOR THE STATE OF ALABAMA
THREE-MONTH PERIOD ENDED DECEMBER 31, 1992

(Continued)

Field

Reporting
Code

22M
22R
45M
45R
248C
248M
248R
548C
548M
548R
68E
68M
68R
SM
SR
257M
257R
37T
377R
F25TM
758M
97BI
97BW
97BP
97BR
98EI
98EW
98ER
728C
658M
730C
630M
5532
5534
5535
3336
553A
5539

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

Description

AERIAL CBL-METALLIC
AERIAL CBL-METALLIC

BURIED CBL-METALLIC

BURIED CBL-METALLIC

AERIAL SVC WIRE (DROPS)

AERJAL 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 B

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

OTH MTCE EXP

-16 -

Labor
Distribution
Percentage

1.15%
17.44%
1.59%
13.06%
25%
1.01%
3.70%
A7%
S57%
2.39%
03%

02%

25%
1.82%
221%
8.18%
3.39%

01%
.03%
29%
9%
.08%
.01%
3.80%

.70%

03%

01%

21%

05%

30%

A5%

05%

1.48%

719%
1.25%

82%
2.28%

A3%
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BELLSOUTH CORPORATION

STATEMENT OF NETWORK TECHNICIAN LABOR DISTRIBUTION PROFILES
FOR THE STATE OF ALABAMA _
THREE-MONTH PERIOD ENDED DECEMBER 31, 1992

(Continued)

Field

Reporting
Code

TRVL
3C
M
3R
248X
510C
845M

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

(Continued)
Description
TRAVEL & BREAKS
AERIAL WIRE
AERIAL WIRE
AERIAL WIRE

AERIAL SVC WIRE (DROPS)-ACCUM DEPR
STOREROOM
BURIED CABLE - FIBER

TOTAL - CABLE REPAIR

- 17~

Labor
Distribution
Percentage

29.71%
JA8%
01%
A7%
.01%
01%

2%
100.00%
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BELLSOUTH CORPORATION

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

1.

o

BASIS O PRESENTATION

The accompanying Statement of Network Technician Labor Distribution Profiles presents, in
summary form, the result of BellSouth Telecommunications, Inc.'s (BellSouth) Work Activity
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 pertaining to the application of Part 32 - Uniform
System of Accounts. WASSP was applied to measure the work activities of network technicians
operating in five Installation and Maintenance (I&M) work groups using statistical sampling and
evaluation techniques, as follows:

[&M - Corporate Communications
I&M - POTS

1&M - Public Communications
I&M - Special Services (SSI&M)
Cable Repair

For each 1&M and Cable Repair work group, the Statement presents a three-month composite profile
of the percentages of work activity summarized by specific work activity descriptions which -
correspond to defined field reporting codes. Field reporting codes form the basis for reporting of
network technician time into BellSouth's financial systems.

DESCRIPTION OF THE WORK ACTIVITY STATISTICAL SAMPLING PROCESS
(WASSP)

WASSP is a statistical methodology designed to gather sample data and statistically estimate the work
activity of work reporting groups. WASSP consists of three related process modules for sample
selection, 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 statistically valid sample of network
technicians from the Payroll Master Database (PMDB), a BellSouth database used to maintain
employvee 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 code). For each job. function code, the SAMPLER program generates a.

__random sample of technicians to participate 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. (Logs) for  three days of the selected network technician's work week are
randomly selected for techmcal analyst teview. procedures described in the Data Collectlon Module.

18- /J(D
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Sample size and the structure of the sample has been designed so that a three-month Network
Technician Labor Distribution Profile is targeted to achieve a 95% confidence level with a precision
of 3% 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 process. Technicians selected are oversampled in the
Sample Selection Module to account for days on which the technicians are not present (i.e., vacations,
illness, and weekend/weekday shifts).

The Data Collection 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 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 who reviews the '
Logs. Discrepancies are resolved and the Logs reviewed by the supervisor are forwarded to the

technical analyst for additional review.

PR b el

Telephone interviews of the technician's supervisor are 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 are generally conducted within 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 are conducted by the technical analysts and are accomplished through 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
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 Analysis 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 program 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).
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EXHIBIT B

BELLSOUTH CORPORATION
SUMMARY OF PRIMARY PROCEDURES PERFORMED

Exhibit A includes an attestation report pertaining to an examination of the Statement of Network Technician
Labor Distribution Profiles for the state of Alabama for the three-month period ended December 31, 1992,
This summary presents the primary procedures we performed as part of our examination. These procedures
represent only a partial listing and were conducted to 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 structured to parallel the three modules in the WASSP statistical
estimation process as follows:

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 technician input information from which
samples are selected and to validate the computer applications utilized to process such information. The
primary procedures for this phase include:

o  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 from independent source documents.

¢  Review and test the methodology and the program logic of the computer applications in the sample
selection module as to the applications’ statistical selection process.

Test of Data Collection Module

Obtain an understanding of and test the administration of the collection of network technician data, The
primary procedures for this phase include: ‘

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

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

e  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 (i.¢., assignment records,
trouble tickets, dispatch records, etc.).
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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:

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

e Obtain an understanding of design and coding of the data analysis specifications to process the network
technician work activity,

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

e 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

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

March 5, 1993

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

Dear Sirs:

This report contains observations and recommendations related to certain matters noted during our special
study pertaining to the BellSouth Telecommunications, Inc. Work Activity Statistical Sampling Process
(WASSP). We believe the observations 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 Federa! 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,

™
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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 from the total population of
Logs retumed 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 his/her activities and-used by the supervisor to
review completed logs.

Recommendation

——

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 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 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.
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POLICIES, PROCEDURES AND CONTROLS MANUAL

Observation and Background

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 .
é.

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

WASSP process. Disserninate this manual to those time reporting personne! who will benefit from its use.

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 utilization 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.

TRACKING AND EVALUATION OF WORK ACTIVITY LOG ERRORS
Observation and Background

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 evaluated-to.determine any adverse impact on the sufficiency of the initial statistical sample of
network technicians and to confirm that the extent of Mg is sufficient to maintain targeted levels of

statistical assurance.
Recommendation

Develop, document, and implement a feedback program to accumulate and statistically evaluate the continued
validity of the Network Technician Labor Proﬁles for any errors identified by ‘the supervisors and techriicat—
analysts on the Logs during their review procedures. Provide a mechanism within this process to evaluate the
effect of any errors ontthe precision of the profiles and the number of selections of network technicians

required to participate in the WASSP process.

Yo
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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. This can occur if the
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 Craft Work Summary ("DCWS") generated by the Craft Access
System as a source document, 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 feasibilify of Craft Acgess System modification such that a technician may not receive orders for -

his next job without "logging off" of the currentjob. [ ., {1 _A,r.;- X
RECEIPT AND REVIEW OF WORK ACTIVITY LOGS

Observation and Background

Interviews conducted by technical analysts do not always occur within three working days as prescribed under
established WASSP criteria. Delays in analyst interviews occasionally occur due to the remote location of the

* technician which requires an additional day for the supervisor'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. .

Recommendation

Provide one-day mail service from remote locations and obtain additional fax machines to ensure the timely
receipt of Logs.

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
offices via mail,. These situations cause delays in the supervisor review and forwarding 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

N

Instruct supervisors to perform Log reviews the day subsequent to completion by the technician. Additionally.

adwise supervisors who choose to use the DCWS in their review process to perform Log reviews via on-line
inquiry of the Craft Access Svstem if hard copy documentation is not readily available.

-25-
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TRAINING OF TECHNICAL ANALYSTS
Observation 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, effective interview techniques, error resolution and
other matters,

Recommendation

Develop, document, and implement a formal training program for the technical analysts. This program should
encompass entry [evel 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
of the analyst function.

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.

Recommendation

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.

EXPANSION OF THE CRAFT ACCESS SYSTEM DOCUMENTATION
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 and/or existing Mechanized Time Report (MTR) forms 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. /g_&
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 WASSP process is fully NN
implemented, the Craft 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 reporung -
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 sufficient 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

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 personnel to sign
and date the Logs upon entering the Log data into the WASSP system.

II. STATISTICAL METHODS

PROSPECTIVE UNIVERSE TECHNIQUE
Observation and Background

Currently, all samples of network technicians throughout the three-month profile period are generated from an
extract 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 emplovment, transfer, or termination.

Recommendation

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

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

Consider reducing the number of network 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

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 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 beginning 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.

IIIl. COMPUTER PROCESSING APPLICATIONS AND CONTROLS
EXTRACT 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 ISPF/PC commands while creating and down loading files.

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 (e.g., "FL0O193") 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
Observation and Background
Improper changes to work sheets and macro routines may be made and not be detected.

Recommendation

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

Observation and Background

The IMPORT.WK3 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 {BIGRIGHT} command with program steps to position the cursor to a specific location prior to
importing data into the NET1, NET2, NET3, NET4, and NETS5 ranges.

Observation and Background

i
The IMPORT . WK3 macro is designed to require the operator to enter the name of the file (including sub-
directorv) to which the results of processing are to be saved. If the operator chooses a misleading name, errors

may result in {ater processes.
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Recommendation
Require the operator to maintain an audit trail of processing and use appropnate conventions (e.g.,
"\FLO192\INETWORK1.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 process is fully operational the operator will be required to execute the LASTSAMP WK3
program 45 times each processing 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

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

Observation and Background

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

*  Enter invalid sample choices (1.e., something other than I, 2, 3, 4, or 3)
*  Enter an incorrect file name to be read into the work sheet

= Enter the sample period without a prompt

*  Modify the Sampic Size and Number of Weeks parameters incorrectly.
Recommendation

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

FORTRAN APPLICATIONS

Observation and Background

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

Recommendation

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.




PRELIMINARY DRAFT - FOR DISCUSSION PURPOSES ONLY.

TO BE RETURNED TO DELOWTTE & TOUCHE, AND
NOT TO BE REPRODUCED IN ANY FORM WATHOUT THEIR PERAMISSION.

QObservation and Background

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

- N
Recommendation

Modify the FORTRAN programs to use a file naming convention that includes the year of the period to be

- processed.

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

Add programs for maintaining the CODES and COUNT files. These programs should contain edit routines to
ensure that the records in the CODES and COUNT files are all in the 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 programs.
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EXHIBIT D

March 5, 1993

BellSouth Corporation
1155 Peachtree Street, N.E.
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

.Activity Statistical Sampling Process. 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. Schedule A - Schedule of Estimated Annual Net Cost Savings

I. We compared the "Estimated Annual Gross Cost Savings" amount to Schedule B and found them
to be in agreement.

2. We compared the “"Estimated Annual Cost of Implementation" amount to Schedule C and found
them to be in agreement.

3. We determined that Schedule A was mathematically accurate.
B. Schedule B - Schedule of Estimated Annual Gross Cost Savings

[. We compared the "Number of Technicians" to the BSCMS report "BellSouth Region Forces as of
March 1, 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 techniciang will save fifteen minutes
daily completing Logs compared to the existing Mechanized Time 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.

%9
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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.

3. We compared the "Average Technician 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 Average Technician Pay Rate includes benefits.

6. We recalculated the "Estimated Annuat Gross Cost Savings" by multiplying the "Estimated Hours
Saved Per Year" by the "Average Technician Hourly Cost" and found such amounts to be in
agreemedt.

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.

C. 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 Equipmént" 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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BELLSOUTH TELECOMMUNICATIONS, INC.

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

SCHEDULE A

ESTIMATED ANNUAL GROSS COST SAVINGS (Schedule B)
ESTIMATED ANNUAL COST OF IMPLEMENTATION (Schedule C)
ESTIMATED ANNUAL NET COST SAVINGS

1

(F3]

N
13

(000's)

$24,618
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BELLSOUTH TELECOMMUNICATIONS, INC.

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

SCHEDULE B

Job Function Code

4150 I&M POTS
4130 I&M Corporate
4180 I&M Public

4190 1&M Special Services -

42K 1&M Cable Repair

Total Estimated Annual
Gross Cost Savings

Estimated
% of
Employees
Estimated Not Estimated
Hours Reporting Hours
Number of Saved Under Saved
Techunicians Per Day WASSP Per Year
7422 0.25 90% 400,788
292 0.25 75% 13,140
440 0.25 75% 19,800
1,144 0.25 85% 58,344
2,584 0.25 80% 124,032

'
13
L]

1

{$000)
Estimated

Annual
Average Gross
Technician Cost

Hourly Cost  Savings
$39.59 315,367
39.59 520
39.59 784
39.59 2,310
41.42 5,137
324,618

e e e
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(000°s)
Estimated Cost of Payroll at Full Implementation $1,133
Estimated Data Processing Cost 100
Equipment Cost:

PCs 100
Fax Machines 20
Total Estimated Equipment Cost g

Estimated Annual Depreciation of Equipment 24

Estimated Telecommunications Cost 25

Estimated Travel and Training Cost 500

51,782

Total Estimated Annual Cost of Implementation




PRELIMINARY DRAFT - FOR DISCUSSION PURPOSES ONLY.

TO BE RETURNED TO DELOITTE & TOUCHE, AND
NOT TO BE REPRODUCED 1N ANY FORM WITHOUT THEIR PERMISSION,

EXHIBIT E

March S, 1993

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

Dear Sirs:
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:

e  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

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

A. Schedule A - Schedule of Part 32 Reporting Impacts

1. 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

L.

2

3.

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.

We compared the amounts of the "Total Account 6362" for "Reported Dollars" and "Profiled
Dollars" to amounts presented in Schedule A and fo.ud them to be in agreement.

We determined that Schedule B was mathematically accurate.

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

I

5.

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

. We compared the amounts of "Part 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.

. 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.

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

agreement.

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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BELLSOUTH TELECOMMUNICATIONS, INC.

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

SCHEDULE A

Part 32 Account

Balance Sheet

3100
Total
Income Statement

Reported Profiled
Dollars Dollars
$ 73,228 $ 44,658

118,053 92,730
395
49 079
5,343
37,%{_51 40,140
272.482 312,308
6,606
147,564 171,249
303
11,783 19,635
22,574 17,006
3 744,742 3 697,726
g 751 $ 1,060
57,210 103218
118,061 92,511
1,199
14,620 14,544
5,086
294,236 513,264
7,681 25,553
6,486 824
161,078 156,985
1,337,298 1,312,138
341 )
2,123,816 2.016.495
164,625 139100
1,845,905 1.806,205
849
12,080 13,182
21,638 [4,907
73
863 3,616
906
76L095 749,477
3

$6.983,079

Difference

$ f28,570
25,323

$ (47,016)

$ 309

9
(1 l,szsi
(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

Part 32 Account 6362
‘ Reported Profiled
Description Dollars Doliars Difference
Nonregulated ‘ $ 969,117 $ 950,001 5 (19,116)
Regulated 368,181 362,137 (6,044)
Total Account 6362 $1,337,298 $1,312,138 $ (25,160)
-4 - ;L C\.’L
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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

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

32 Account Profile Separations Line Sensitive Access Exchange
Balance
Sheet
2123 $ (28,570 $ (5,763) $(1,597) $ (3,067 $ (1,095) @
2124 (25,323) (5,108) (1,415) (2,719) (970) €))
2220 (395)
2232 (49,079) (16,883) - (5,522) (7,431) (3,927) 3)
2341 (5,343) (1,299) {1,298) )
2362 . 2,925 . 711 711
2411 (L 29 (26) 4))] )
2421 39,826 9,785 8,691 433 661
2422 (6,606) (1,623) (1,441) (72 (110)
2423 - 23,685 5819 5,168 258 393
2426 (303) (74) (66) 3) (%)
2431 7,852 1,929 1,714 85 130
3100 (5,568) _

Total Balance
Sheet (47,016) (12,535) 4919 (12,517) (4,926) _{an

- 31 -
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SCHEDULE C

(Continued)
BELLSOUTH TELECOMMUNICAT:ONS, INC.
SCHEDULE OF THE PART 36 INTERSTATE REPORTING IMPACTS
AND THE PART 69 APPLICATION ACCESS Ei.EMENTS
RESULTING FROM THE IMPLEMENTATION OF THE WORK
ACTIVITY STATISTICAL SAMPLING PROCESS
IN THE STATE OF ALABAMA
FOR THE MONTH OF JANUARY 1993
Difference Part 36 ‘ Part 69 Application Access Elements
Part Actual Versus  lnterstate Common Traffic Special Inter-
32 Account Profile Separations Line Sensitive Access Exchange
Income
Statement
6116 $ 309 S 63 $ 35 $ 121 $ 7
6123 46,008 9514 2,640 5,056 1,811 $7
6124 (25,550) (5,284) (1,466) (2,809)  (1,005) @)
6211 (1,199) (285) 64) (176) 45
6212 (76) (18) C)) {11 3)
6231 (5,086) (1,216) (270) (752) (193) (n
6232 219,028 . 52,348 11,658 32,356 8,292 42
6311 17,872 1,968 1,966 2
6341 (5,662) (623) {623)
6351 (4,093) (451) (451)
6362 .(25,160) (2,770) (2,768) )
6411 {541) (133). (118) ) (&)
6421 (107,.321) (26,369) (23.424) {1,165) (1,780)
6422 (5,525) (1,357) (1,205) (60) (92)
6423 (39,700) (9,755) (8.666) (431) (658)
6424 (849) (208) (185) (&) (18)
6426 1,102 271 241 12 18
6431 (6,731) (1.654) (1,469} (73) {112)
6441 (73) (18) (16) (n (43)
6312 2,753 631 397 169 65
6533 {906) 202) (123) (58) 21)
6534 (11,525) (2.570) (1,571) (735) (263) (1
6728 (59) (13} €)) (&) (1) .
Total Income
Statement 47,016 11.869 (25,493) 31.323 5.996 _43
Total Accounts $ - 3 (666) $(20,574) $18.806 $ 1.070 g

e ——
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COMPANY : BST i
TITLE: DISPATCH PROCESS
PERIOD: - TYE 12/31/93
DATE: DEC 9, 1993
AUDITOR: RKY -

WP NO.

1. DISPATCH

PSC staff was provided with the practice for "Adjusting Dispatch
Weights using ADW and DPVAL. This on on wp NO. = {n.

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 systea.

Mapper:

Per answer to Req 9, Attchment 4, the company states that Mapper has no

knowled £ who the gampled technici -4
noyledge af wh s\‘iae ec c“g\s e, TRer ieste &be_

Also, troubles cannot be predetermined as gulated or nonregulated when going

into Mapper. Although, there is a description, the public is not always
knowledgeable as to what is re ted and deregulated. Also, there may be a Sl
problems that looks regulated, but turns out to be deregulated or vise versa. ¢y~

Person who changes the weights: (Control Dispatcher)

In an interview with Roberto Suarez, Manger, Network Support, Steve Shaw, Staff,
Manager, Network Support and Earl Mergelberg, Staff Manager, Network Support,
the following was determined: ’

I asked hypothetically ifhigervice tech and a control dispatcher could
get together and somehow e the dispatcher only give him reg jobs of
if the dispatcher knew he was in the sample and weight all the reg jobs
heavily so that he could have a better change of getting a reg job.

The Company answgered as follows: The Control Dispatcher is not in the
flow of tte system of the service tech, they de not know who is sampled.

There is no mechanical separation for a quick see of reg and dereg in
the system. The control dispatcher would have to look at each one
separately and when he has 500 to 600 in the system, it is not possible
to start selecting certain jobe 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 hugf fines by the PSC.

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

the needs of that center. ,715‘.-3 60 -
/ A fo 2~ e




COMPANY : BST ; _
TITLE: DISPATCH PROCESS \&]2/ ;

PERIOD: . TYE 12/31/93
DATE: DEC 9, 1993 ,
AUDITOR: RKY

WP NO. Ff‘_\./ |

1. DISPATCH

GENERAL OVERVIEW

In order for the service technicians to get their work, the following process
occurs:

Requests for telephone service (service orders) go through a systeam called SOCS
and requests for maintenance go through a systems called LMOS. (Service Order
Communications System -- Loop Maintenance Operations Systems)

The input into SOCS and IMOS go into Mapper and are dispatched to the technician
from Mapper via the technic ‘s Computer Access Terminal (CAT), which they
carry around with them. Work coapleted dispatched through Mapper are
docunented on the Display Craft Work Summary (DCWS)

Requests for Designed Circuits go through SOCS and requests for
maintenance of designed troubles go through Work Force Administration
Control {WFA-C).

The input here for service orders of Designed ciruciuts and maintehance of these
are dispatched through a system called RADS -6 (Route and Dispatch System and
e technician receives via the CAT.

PSC staff visited the customer service office and observed how orders are taken
and put into SOCS, Staff visited the Customer REpair Service Analysis Bureau
vhere trouble are taken and input intc LMOS. Then staff visited an Installation
and Maintenance Center (IMc) where service orders and troubls’are dispatched
from. Staff did not visit the office where the RADs dispatch system is,

FACTS:

A detailed descirption of the visits 1s on wp 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 1s a systea
developed and maintained by ATT. 45 -

In our interview with John Long we were told that the troubles and
service orders are weighted in the computer system and thie determines
how 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 WP no. _‘f_{:_;_‘} 30 2 '
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TITLE: DISPATCH PROCE
PERIOD: - TYE 12/31/93
DATE: DEC 9, 1993
AUDITOR: RKY

WP NO.

1. DISPATCH

All management personnei within the IMC have the ability to adjust weights if
neceesary.

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 coperational efficiency reasons, to assign work to
particular tech or groups..."” Also "the company must have the
necessary flexibility in order to meet the needs of the business."
Examp;gésand scenarios of why are provided by the company and are on wp

no. 43 -5

Another control is "... a Supervisor of the technical analysts as well as
a Management Control Position ,.J€view the profiles as developed by

the WASSP procesqsfor reasonableness and investigate and resolve any
anomalies.” 43 -

CONCLUSION:

Based on my c¢bservations of the ‘systea and heing in the field, it
appears that there is reasonable assurance that the dispatch system
cannot bias the sample. (the system does not know which service techs
are being sampled and the system according to the company does not have
the capability t¢ separate reg and dereg work}. It also appears that
even though the weights can be changed without any approval, it is
necessary to do this for flexibility in the field to serve the
customer. Results of the profiles of the sample could display any
unusual circumstances that need to be checked.

\Y .
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Items 4 & 5

Requests for provisioning onm Plain 0ld Telephone Services
(POTS), Non Designed Special Services and Public Communications
{Coin) are input into SO0CS which is the Service Order
Communications System. Requests for maintenance on these same
services are input into LMOS which is the Loop Maintenance
Cperations System.

The Service Order requests (provisioning) and trouble reports
{maintenance) 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).

Request for provisioning of Designed Circuits are input into the

Service Order Communications System (S0CS). Requests for
maintenance on Designed Troubles are received through the Work
Force Administration Controcl (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.
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COMPANY : BST

TITLE: OBSERVATIONS OF WORK AT DIFFERENT OFFICES
 AND OBSERVATIONS OF SERVICE TECH WORK  ~

PERIOD: © TYR 12/31/93

DATE: NOVEMBER 29, 1993

AUDITOR: RKY ] \ ‘1

WP No. HS - O |

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 featire 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 systen.

Bach trouble goes through an automatic MLT test which does 42 tests on
the line. Company personnel said that about 50% of the troubles do not go
to dispatch and are fixed in the Central Office.

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

The CRSAB is open 24 howrs,
3. Visited an IMC where the troubles are dispatched from.

Before describing how the trouble are dispatched, explain how the
Service Teche get the troubays.

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 terminal giving him information on where and sometimes what
the problem ie. Most service techs go directly from their home and
some go to the Maintenance Center before going in the filed.

How are the troubles dispatched? S0CS and LMOS input -~ Dispatched out
of Mapper. .

Interview with John Long, System Adainistrator at the IMC,

Steve Shaw, Staff Manager, Miami

Rick King, Manager, Comptrollers, Birmingham i /02
Steve Venderberg, Manager, Comptrollers, Brimingham
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COMPANY: BST

TITLE: OBSERVATIONS OF WORK AT DIFFERENT OFFICES
AND OBSERVATIONS OF SERVICE TECH WORK

PERIOD: TYE 12/31/93

DATE: NOVEMBER 29, 1993

AUDITOR: - RKY

WP NO.

There are six categories of dispatch in the maintenance office.

General Residence TRoubles

. General Business TRoubles
genﬁ‘al residence service order
general business service order,
special circuits (network tech)
. Cable dispatch.

S0 E LN

The troubles and servkle orders are weighted in the computer system
and this determines how they are dispatched out. When a service
tech dials in from his terminal he gets the next wei 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), There are 2 categories dispatched
from RADS. Special Circuits (network tech) and System Technicians
(these people work con BST only).

PSC staff did not look at RADS dispatch system.

How are the troubles and service orders weighted? Weighted to provide
the best possible serivce. BEach district weightt differently.

How many district offices are there in Florida? name them.
Provide general weighting for the district office we observed,
Provide general wegiht for all offices in Florida.
Bxplain how the general weighting is determined
n how the general weighting can be changed. What procecdures in each office,
Explain how the weighting can be changed mangually how in each office.
wWho has accesss 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.

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 welights. The Contreol supevisor, Assistant Manager and Haﬁter 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.

/03
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COMPANY : BST

TITLE: OBSERVATIONS OF WORK AT DIFFERENT OFFICES
. AND OBSERVATIONS OF SERVICE TECH WORK

PERIOD: TYE 12/31/93

DATE: NOVEMBER 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. Wwhat work need to get done.
a., title
b, priortiy within a geographic area
1. irate customer
2. type of customer -- illness
. Ppoles down or wire tap
. time to commitment
. distance to home
. Bsubsequent reports, calls twice on same trouble.
weights build all by themselves.

3
4
5
6

The logistics of how the computer works? ATT computer programs In three large
volumes --week long course.

How can this be maneuvered so that it can blas a sample? Example, if the control
supervisor knew a service tech was in the sample and that service tech was in a
certain area, 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 recommendation, need more

controls. — ‘Yo G VS s

TUESDAY, NOV 23

Went to Maintenance Center to\meet gervide technician to ride with him.
Daniel Martin.

he accessed his first job thro
Itwas a service order and had to
to the meter room In the mursing
Went to the room of the person dnvolv
Went back to cross box and
Used CAT 1o test that servi

Computer Access Terminal (CAT).
to the cross box in the street, then
where the service order was recuested.

Charged all time to cable/time 45M and chakgqd it to meter room 68E /09
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WASSP REQUEST 2

11/30/93
PROVIDE BY 12/3/93

Re: weighting of Dispatch itéms.

A. Please iist the IMC offices in the state of Florida.
b. Provide general weighting for each IMC office
C. Explain how genetral weighting is determined for each office.

D. Explain how general weighting can be changed using the computer
generated systeam, What procedures in each office. Document if
avallable,

B. Explain how the weighting can be changed manually in each office.
What procedures in each office. Document if available.

F. Who has access to the systea in each office to change weights:
who changes and who approves.
Names and positions.

1. general wighting through the computer

2. manauval changes.

G. What controls are in place sb.that no one person can change
weighting? Document if available.

H. Are there reports of changes in weighting, either sanual or
computer. 1Is If so provide for the IMC office I visited for the month
of October. If there are reports, is there a follow up review to
deteraine if the change in weighting is reasonable?

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

I. In our visit to the IMC center in Miami, we were told that it 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. We were algo told that in that office one person put on the
weights, that i{s the control supervisor. He also can change certain
“hot"” items hiaself without approval. Please explain what "hot“ iteas
means., .

”~
J. Referring to I above, please anever the following hypothetical question:

If the Control supervisor knew a service tech was in the sasple and
that service tech was in a certain area, he could weight all the
regulated jobs higher than the nonregulated jobs in the area for that
week, giving the service tech a better chance of pullng up a regulated
job on his comupter access términal. Can this happen? What controls
are in place so this doesn't happen?

' /06
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FPSC request3

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. -"Each office has local procedures
regarding weight adjustment. There is no Company recommended
weighting policy.

f. All management personnel within the IMC have access to change
weights. Welght 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 the needs of the business.

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

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

10}
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INTERVIEW WITH ;
ROBERTO SUAREX, MANBAGER, NETWORK SUPPORT
STEVE SHAW, STAFF MANAGER, NETWORK SUPPORT
EARL MERGELBERG, STAFF MANAGER, NETWORK SUPPORT.

THESE THREE PEOPLE ARE THE IMPLEMENTATION STAFF FOR HAﬁSP FOR 3
GEOGRAPHIC AREAS.

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

wassp not controlled by network. Controlled by comptrollers, and
implenmented by network.

Earl supports the dispatch function.

The Supervisor said that JohnLong who we had oum&nterview with at the
IMC was not thésupervisor of the office and he might have led us astray
in some of his answers and he wanted to clear that up,

when the Service Orders and trouble come intsMAPPER they are
notweighted yet. Mapper will plot mechanically for, geoygraphic
location then then go through the algorythms in thgsystem based on the
ADM (vweighting) criterie.

The algorythms stay the same, but the factors are changed. The person
who changes thefactors is the Dispatch Control Supervisor. I asked how
he knows what to put in the system. Based on trial and error in
experience in the MAP, Most changes are geopgrfighic 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 1s not open yet. Then at 9 or 10 will change the
welght to businesses because they are open.

The weights, Controls how far somebody will drive., Weekends are
different. The Dispatch Control Supervisor, sets up each AM or the
night before. The dipatch is from 7 to 7. The priority is to make all
commitments set.

John Long said that when any change in weighting need manager and
asistant manager( not right..cem,.._d SUA [m')

The Dispatch Controls Supervior's job 18 to clean up the MAP, do
today's work today. fhe does not need manager or assistant manager to
change weights. Have to change welghts according to what is happening
in the £ield.

I asked about checks and balances -- alssed qppointments. They have /(957
to meet the Commission rule on commitments., 'And have to report all
nissed appointments. Report goes to Tallahassee, /,)

" / /
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EARL MERGELERRG, STAFF MANAGER, NETWORK SUREORY.

THESE THREE PEOPLE ARE THE IMPLEMENTATI
GEOGRAPHIC AREAS, ON STAFF FOR WASSP FOR 3

Rick King and Steve Venderberg 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.

Explanation of DAA and AA.

DAA are Dispatch Administrative Areas. Each supervisor is assigned a
“home DAA", A supervisor could have more than che DAA. It is a
geographlical area broken into DAA,

Bach DAA is broken doesn into AA. Allocation Areas are a cross box
area. There may be two cross boxes in an AA. They could be 1 to 25
AA's In a DAA, The DAA and AA's are assigned based on trouble history.
The ares are change and numbers are changed depending on where the
trouble are, Needs a daily look on factors in society. Cannot be aset
guidline because it changes every day.

The Mapper systems is used nationally-~ gince 1878 here in Florida,

I asked 1f a service tech and a control dispatcher could get together
and somehow have the dispacther 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 job.

Company said that if a servi¥ tech were to do only reg work, it would
set thekyStem 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 dispatcher is responsible to make his commitments.

The control dispatcher is not in the flow of the system of the service
tech, they do not know who is sanpled.

Also, there 1s no mechanical separation for quick see of reg and

dereg. Also the Information in the system could indicate it is a reg

job and when the service tech gets out there it f{s a dereg job. The ‘//E)
public does not know all the time what is reg and dereg. the data put

in the system is not absolute. (:§:>
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INTERVIEW WITH

ROBERTO SUAREX, MANBAGER, NETWORK SUPPORT
STEVE SHAW, STAFF MANAGER, NETWORK SUPPCRT
EARL. MERGELBERG, STAFF MANAGER, NETIWORK SUPPORT.

THESE THREE PEOPLE ARE THE IMPLEMENTATION STAFF FOR WASSP FOR 3
GEOGRAPHIC AREAS,

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

The Dispatcher is also responsible for setting the commitment,

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

Per Company .

If the Factors are changed via the ADW, that is 1f 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 RTE/ITE ~- the only factor that
can be changed for one job isthe Pricrity. Can access a job and change
the priority factor. This will not change any other job in the center.

vwhen asked again if the dispatcher could talk to a ST and set the reg
jobs at higher priority, company sald would have to know the phone
nunber anmd pull up the fob and then change priority. There are
500-600 jobs scheduled in a day, would take a lot of time to look up
each Job individually and change the priority.
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@ - Attachment 4

Page 1 of 3
BELLSOUTH TELECOMMUNICATIONS

Controls To Prevent "Pre-Determination" 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) oOut of Service §5) Subsequent Jobs &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 moat desirable job available based on all the
criterion described above.

RESIDENT CONTROL: th has no knzz:edge of who "sampled"
technicians are.

szmﬁ//m M

With the exception of certain nonregulated troubles
reported (such as "jack out of 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 screenaed to tha greatest extent
possible, and the company dispatches a technician only
when other efforts to clear tha condition are not
successful. Therefore, as stated above, trouble
conditions are usually unknown at the time of dispatch.

RESIDENT CONTROL: Troubles cannot be predetermined as
regulated or nonregulatad.

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
'

e M@




- Attachment 4
Page 2 of 3

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 reguired. The .
company must have the ability to assign this
technicians work uniquely.

In the event of disasters such as hurricanes
or flocds, 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 8:00 and
in the remarks section the order says "access
after 1:00%", 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
techrniical analysts in the WASSP center would
indicate each job that has been removed.
These removed jobs are subject to review by
the analysts as well as supervisors.

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

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




- Attachment 4
Page 3 of 3

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 for reasonableness and would
investigate and resolve any anomalies.
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Wassp Request 6
11/30/92

PROVIDE BY 12/3/93
Re: Bulk Dispatch
Please explain "bulk™ Jobs. Explain and give exaaples on how this does

ot distort the sample. Are bulk jobs dispatched through the CAT? If
g0, how? If not, how dispatched.




FPSC Request 6

BULK JOBS

"Bulking" of Jjobs is a method of efficiently dispatching
technicians on more than one 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 to technicians are dispatched
through the CAT terminal.

Bulking cannot distort the WASSP sample. There is no category of
regqulated or deregulated work items. The Bulk program determxnes
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.

PATRATIY NNANNNRR
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nfe_mmagen.adw_oper . nfe_mmagen.adw_oper

ADJUSTING DISP%TCH NEIGHTS USING ADW AND DPVAL

INTRODUCTION KWith LMOS 11/70 Generic 3, the Mechanized Mapper/

(MMA) features were {ntroduced, which enabled LMOS to automatica#ﬂ: dQ:::g?::
and dispatch the best Job for a craft. In addition, it also provided report
capabilities to monitor the dfspatch process, and several transactions
allowing the area control supervisor to control the job selection process.

The MMA aifspatch job selection formula 1s controlled by each dispatch
Management Center (MC), or Super dispatch MC for their own craft force by
means of the ADW - Assign Dispatch Weights transaction, as described in the
section entitled "“The ADW Transaction - Assign Dispatch Weights" (nfe
mmagen.adw). This transaction lets you assign parameters, and set flags which
determine how jobs are assigned to your craftpersons.

The DPVAL report allows the user to see the numerical resuylts of applying the
Job selection formula to a set of work items and the results of changing
them. It 1s described in- the section entitied “"DPVAL Report - Oisplay
Dispatch Values" (nfe_rcmd.dpval). The "TOTAL" column on the report provides
the values that result from running the dispatch algorithm on each work item.
The job that has the largest value in this column is the job that would be .
dispatched to a craft now if she/he were dispatched from the location
specified on the report.

Changes in the controlling parameters can be f{mpliemented at any time, and
become effective immediately. The settings of these parameters will affect
the efficiency of your MC. Therefore, it is fimportant that the effects of
changing the parameters are well understood by the MC management.

This guide ‘provides an overview of the effect of changes to the ADW
parameters, and explains how changing any parameter affects the operations of
the entire center. Several basic examples are given to demonstrate the
results of changing them on the operation of the system. This document
concludes with a brief section explatning one way that group turfs can be used
to increase dispatch efficiency.

JOB SELECTION PARAMETERS There are two kinds of entries on the ADW mask.
The first tells the system which jobs to consider for dispatch and whether to
test the lime of the- job that is dispatched, while the second defines the
weights for the algorithm that determines which one of these jobs fs actually
dispatched. Figure 1 shows a typical ADW mask, as 1t would loek on your
screen. The options that control which Jobs will be considered and the

testing options are:
e TEST ON DISPATCH?
o TEST ON RETURN?
e TIME DELTA? . ' /20

(last mod 8/17/87) Page 1
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nfe_mmagen.adw_eper nfe_mmagen.adw_oper

ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL

3

ADH MC 170 ° EC 170 - 01-08-87 1059A
DISPATCH PARAMETERS EXIST. WGT  NEW WGT
ESTIMATED COMPLETION TIME 150
ACCESS WINDOW INCREMENT 0
DISPATCH PARAMETER WEIGHTS
TIME TO COMMITMENT 100
DISTANCE TO JOB 36
DISTANCE TO HOME 7
OUT-OF-SERVICE 80
SUBSEQUENTS 40
PRIORITY 40
JOB TYPES:
PDO O POF 4 POM PDG O PDS O POC O
PDB & PD2 O PD3 0 PD4 Q PDS O : PHS ® PWF *
DISPATCH SELECTION AND TEST OPTIONS
TURF DISPATCH N WITH T OPTION? N
CONSIDER FUTURE COMMITMENTS ¥ . WITH APPOINTMENTS? N MIFI? N
TEST ON DISPATCH? N TEST ON RETURN? N

TIME DELTA 0

Figure 1. A typical ADW mask
e TURF DISPATCH? (New in G2)
o WITH I OPTION? (New in G2)

o CONSIDER FUTURE COMMITMENTS? (New in G2)
o WITH APPOINTMENTS? (New in G2)
o MIFI? (New in G2)

These entries will NOT be discussed in this document, since they do not
numericaliy affect the dispatch formula. They are discussed in nfe_

mmagen.adw, however. The other entries on the mask are parameters that are
used to calculate the value used to select the best job for a craft from those
consfdered. These parameters are:

1. ESTIMATED COMPLETION TIME - The estimated completion time parameter is
used to determine when an extra 200 points are added to the TOTAL
column by the dispatch formula for those jobs just about to miss their
commi tment. This parameter specifies the amount of time remaining to

Page 2 (last mod 8/17/87) ;2|

Y

TINY LAATYT AAANAAAT




nfe_mmagen.adw_vper nfe_mmagen.adw_oper

ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL

L]

commi tment, at which time the extra 200 points are to be added. The
estimated completion time parameter is specified in minutes to the
nearest half hour. For example, 1if the parameter is set to 240
minutes, the 200 extra points 1s added to all jobs with commitments
that are missed, or due within four hours. The estimated completion
time parameter can have 2 maximum value of §00.

2. ACCESS WINDOW INCREMENT - (New with Genertc 2) The access window
increment parameter determines how many extra potnts are added to the
TOTAL column by the dispatch formula for those jobs that are currently
in, or one half hour before their access window. That is, 1f there is
an access requirement of after 10:00 AM and before 5:00 PM for a job,
the job will have these points added from 9:30 AM until S:00 PM. The
extra half hour at the beginning of the window represents the time for
the craft to travel to the next job, and assumes that the craft will
not arrive at the Job site too long before the access window begins.
The access window increment parameter can have a maximum value of 200.

3. DISPATCH PARAMETER WEIGHTS - The MMA job selection formula evaluates
six characteristics of each- job before adding them to the total. You
get the wefghts for each of these on the ADW mask, and then MMA
multipiies them by the actual values of the characteristics of the
job, rather than an on/off basis l1ike the Estimated Completion Time

o and the Access Window Increment. By getting the weight to be used on
esach of these characteristics, you can control the relative importance
the formula gives to each one. The maximum weight value that can be
set is 200, and the minimum value s zero. Each of these parameter
weights has its own column on the DPVAL report, so you can see how
they interact with each other.

These characteristice are:

A. TIME TO COMMITMENT - How much time {s left between the time
when the dispatch formuia fis TJooking for a new job for
assignment, and the commitment time associated with the job.
The derivation of the actual numerical value for this
characteristic may be found in the “nfe_rcmd.dpval" document.
For our purposes, it 1s sufficient to know that the final value
assoctated with the Time to Commitment parameter increases by
the value of the weight for every half hour before the
commitment. For example, {f the "Time to Commitment" weight is
set to 100, and a certain job is due at 5:00 PM today, the Time
to Commitment vatue for- this job, as shown on the DPVAL report,
will be 100 points higher at 2:30 PM than it was at 2:00 PM.

B. DISTANCE TO JOB: - The: travel time between the craftperson's
current location, and the location associated with the job.

(last mod 8/17/87) Page 3
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nfe_mmagen.adw_oper _ nfe_mmagen.adw oper

ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL

The weight- you entered on the ADW mask is multiplied by the
travel time to the job. Since you want to select jobs that are
cltoser to the craft, this parameter is actually subtracted from
the TOTAL value, so it 1is preceded by a minus sign when
displayed in its own column. The travel times are determined
by the MMA geography tables for your MC, and represent an
estimate of the average amount of time between a location in
one area and a locatton tn another area. The numbers in the
geography tables wusually represent minutes, but they may
represent another unit of time tn some areas. If you have any
questions about the units of travel time used in your geography
tables, check with your staff organization that s2ts up and
maintains them. For the purposes of this document, the use of
minutes is assumed.

C. DISTANCE TO HOME - The travel time between the craftperson’s
home location, and the location associated with the job. This
parameter is handled just 1ike the Distance to Job parameter
when the dispatch value ts computed.

D. OUT-OF-SERVICE - If the job 1is associated with an
out-of-sarvice condition, points are added to the TQTAL value
equal to 10 times the weight entered on the ADW mask.

E. SUBSEQUENTS - The number of subsequent reports associated.with
the job is muitiplied by 10, and then by thts weight. These
_are then added to the TOTAL.

F. PRIORITY - The priority value associated with the job. This is

determined by multiplying the number of priority flags by 0,
and addiay the priority ranking factor for the ling reecord -
assoctated with the job. (This number is limited to 255.)
This prioritz value s then multiplied by the weight shown on
the ADH mask. The priority flags are set by customer line
record {information (the priority line flag, PRI}, and by
fnformation entered when the work item is created (the customer
frate, .CIR, and customer comment, CC, flags).

4, JOB TYPES - The job type parameters reflect the weights of different
job types in the job selection formula. For each job type, except
programmable work, you can enter a parameter value from O to 9. The
parameter value that represents the job type of the work item ig
multiplted by 100 and added to the TOTAL vaiue.

SUGGESTIONS FOR ADJUSTING THE ODISPATCH WEIGHTS From our experience, any
"reasonable” set of weights will provide good results. However, you can get
better results by reviewing and adjusting the values several times a day to

"
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reflect the changing conditions in the area served by your Management Center
(MC)>. The following guidelines should be combined with experience from. your
locat center to achieve the best results. In this section, we describe a
step-by~step form to help you, and then present a set of suggestions for
adjusting these settings to fit certain circumstances in the center. The
suggestions do not attempt to cover all conditions that may occur, but instead
are a set of examples for you to use as a guide.

As we describe the method, pteces of the form will be inciuded with .the text
to demonstrate how the calculations might be performed.

& ESTIMATED CLEARING TIME (ECT) and TIME TO COMMITMENT (TTC) - The
estimate of length of time to clear a job should be the first ADW
parameter set. This determines when a “"bonus" of 200 points is added
to the TOTAL, because the job ts approaching its commitment, and if it
fsn't dispatched soon, the commitment will be missed. The parameter
value itself should-be based on the actual average clearing time for
your center. Round this value UP to the next haif hour. This insures
that the "bonus" 1s put into effect soon enough. If the clearing
times for your center vary greatly from one craftperson to another, .
you may want to increase this value by an additional half-hour or
two. This helps tnsure that the job will be completed even if a
sltower craft gets it.

Once the Estimated Clearing Time (ECT) has been set, the Time to
Commitment (TTC) weight should be set. This will form the base on
which the settings of most of the rest of the parameters and weights
will be made. The value of the TTC parameter also determines how much
the ECT "bonus" affects the TOTAL, so it is best to check back to see
if the ECT "bonus" is what you want it to be, compared to the TTC
parameter. If not, adjust the TTC parameter to get the right value.
A simple- calculatton can tell you how much sooner a job will be
dispatched if tt 1s “about to miss" its commitment: If you divide 100
by the TTC, the answer is the average number of hours earlier that a
Job with the ECT "bonus“ would be dispatched than the same job without
the bonus. A suggested starting value for the TTC weight is 100,
which would dfispatch these potential missed commitments one hour
sooner. If a-Jarger ECT “bonus” is desired, decrease the TTC weight.

If you would rather not give a bonus for "“about to miss commitment”
Jobs, you have two alternatives" First, tf the ECT parameter is set
to zero, this means the bonus 1s only given to those jobs that have
already missed their commitment. With this ailternative, the same
procedure for setting the TTC should be followed. The second
alternative is to effectively negate the bonus entirely. This is done
by getting the ECT to its maximum value, 900, and will serve to add
the bonus to ALL jobs due today (assuming that your workday is less

(last mod 8/17/87) Page 5
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q

than 15 hours long).

If this alternative is chosen, the selection of

the TTC weight s not critical at this stage, and should be set to 100.

i Do you want to give a bonus to jobs that are TR0
about to miss their commitment? XXX
2 If Iine | i1s YES, skip to line 6. Otherwise, do JOOOOXXXX
you want to give a bonus to jobs that have missed XOOXXAXXX
their commitment? XXX
3 [f 1ine 2 1s NO, enter 900 here and on line 11. XX0O0XXXX
4 (f 1ine 2 1s NO, enter 100 here and on line 12. XOOOXXXXX
Skip to line 13. XXX
S Enter O here and on line 11. XAXXXXXXX
6 | Enter 100 here. 100 | XXXXXXXXX
7 How much of a bonus do you want to give? (hours) XXXXXXXXX
8 Divide 1ine 6 by 1ine 7. Enter the result here XO0O0OXXXX
and on line 12. i XXOOEXXXX
9 If 1ine 1 is NO, skip to 1ine 13. Otherwise, XOOOXXXXX
enter the average clearing time for your center. XOXXXXX
10 Round l1ine 9 up to the next number divisible by XX00O00XX
30. Enter it here and on tine 11. XXXXXXXXX
11__| This is the ECT parameter. XXX
2 This is the TiC weight. _ _ XXXXXXXXX
Figure 2. ADW Weight Caiculation Table--Part |
[ ]

DISTANCE TO JOB - The Distance to Job (DTJ) weight and the TTC weight
work together to determine the relative merit of traveiing a 1little
farther to take a job that might be due earlfer. There are several
ways one may look at this relationship between the DTJ and the TIC,

two of which are discussed next.
Te obvious reiatiomstip between the OTJ and the TTC is, "How much
more do I want to travel to take a job that is due one hour sooner?"
Usually this value will be not more than a few minutes. From this
relationship, the simplest way to calculate the D7) weight is the
following: <
13 Multipiy 1ine lz-b 2. XAXXXXXXX
14 How many minutes farther do you want a craft to XOOXXXX
travel to take a job that 1s due an hour eariier? XXX0XXXX
15 pDivide Tine 13 by line 14. This is the DTJ XXOXXXXX
weight.
16 If you want to check to see whether all your jobs|XXXXXXXXXjXXXXXXXXX
can be handled, continue. Otherwise, skip to X000 | XXXXXXXXX
1ine 25. . _10000000X | XXXXXXXXX
Figure 3. ADW Weight Calculation Table--Part 2
Page 6 (last mod 8/17/87)
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Another way to look at the DTJ and TTC relationship, and thereby set
the DTJ weight ts to ask, “Can I take this nearby job without missing
other jobs with earlier commitments in a given area, assuming the ECT
§s an accurate estimate of the time I need to do each job?" The
answer is yes, unless it is physically impossible to do all the work
before the commitment times. To insure this result, first describe
the area you wish to cover. This will usually be a DAA or supervisor
turf. Determine the greatest distance that a craft would travel in
this area from the geography tables. Also, determine the current
number of jobs and craft in the area. Now the following steps can be
used to calculate the maximum value of the OTJ) weight that will not
cause any unnecessary missed commitments.

Multiply Iine 11 by 1ine i2. XXXXIOXX

17
18 Enter the number of craft in the area of interest XXXXXXXXX
19 Multiply iine 17 by line -18. _ XXXXXXXXX
_20 Enter the number of jobs in the area of interest. XX00OXX
21 Divide 1ine 19 by 1ine 20. XXOXXXXXX
22 Enter the largest distance-in the area of 00000
interest
23 Divide line 18 by the greatest distance. XXXXXXXXX
24 Divide 1ine 19 by 30. This is the largest value X0O000XX
of the DTJ parameter that will not cause any X0000000
_unnecessary missed commitments. _ xOXXXXXXX
25 Enter the number from either line 15 or 24, - XXOOOXXXX
based on your own judgement. This is the DTJ X00COMXX
weight. _
Figure 4. ADW Weight Calculation Table--Part 3
{last mod 8/17/87) Page 7
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The basic philosophy behind this approach is that, assuming no more work comes
in, and all jobs are handled as planned, the-same craft can take the job that
Is due first after he/she finishes another job and still have time to complete
1t before the commitment expires. It is important to note that this is the
greatest value of DTJ that insures no UNNECESSARY missed commitments. Often,
however, 1t is advantageous to use a higher value: If the load is very heavy,
and you must miss commitments anyway, you might as well miss ones that are far
away, rather than waste craft time driving.

Again, we remind you that these are only guidelines. If the experience in
your own center suggests otherwise, do not hesitate to use your own judgement.

The remaining weights can all be set in two different ways: they can be
compared with the TTC weight (How much sooner do I want to dispatch this
job?), or with the DTJ weight (How much farther would I travel to take this
job?). Elther way ytelds an equivalent result. The next few parts of the
form will have two sections. The first, or 'A' section of the form (Figures §
and 7) should ‘be filled out 1f you want to compare them with the TTC weight,
and the second, or 'B' section of the form (Figures 6 and 8) If you want to
compare them with the DTJ) weight. ° )

e JOB TYPE PRIORITIES - The Job Type Priority weights should be set
next. These determine which types of jobs you want to be dispatched
first, i1f all other factors are equal. When you seiect either the
number of hours earlier or minutes farther the craft will travel to
take the higher priority job, remember to include additionai time if
the type of job usually takes longer to fix, as well as the emphasis
you want to place on {t.

Two sample pieces of the form are displayed below. In these samples,
we use the PDF and PDO job types. The same process should be repeated
for all your job types, comparing each (in the example, PDF) against
the job type with the lowest priority (in the example, PDO).

A Divide line 12 by 50, keeping 2 decimal places. XXX KX

26 Enter the result here. XXXXXXXXX
A How many hours earlier do you want to dispatch a XXXXAXXXAX

27 PDB job than a PDO job? _ X000000(X
A Multiply 1lne 26 by 1ine 27. This is the X000 _

28 difference between the weight of a PDB job and a }XXXXXXXXX
POO job.

The same procedure continues for each job type (lines A29 through A42) of
the form. 2

Figure 5. ADH Weight Calculation Table--Part 4A (partial)

Page 8 ' (last mod 8/17/87)
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i

B8 How many hours eartier do you want to dispatch a ‘ XOOO0OMXXX
26 PDF job than a PDO job? X000C0X
B Multiply line 21 by line 12. XXOO0OOXX

2 _ _
] Divide 1ine 22 by 50. This is the difference XXOCCO0XX
_28 between the weight of a PDF Job and a PDO job. XXOOXXX

The same procedure continues for each job type (lines B29 through 842) of
the form.

Figure 6. ADW Weight Calculation Table--Part 48 (partial)

o QUT-OF SERVICE (0QS), SUBSEQUENTS (SUB), AND PRIORITY FLAGS (PRI) -
These three parameters all function in the same manner, and will be
discussed together. Thelr interactions are 1ike those of the job type
priorities above, and the only changes are the constants 1in- the
calculation. The same two methods (TTC and DPJ) also apply to these
calculations, for example:.

A How many hours earlier do you want to dispatch a XOOOOGXX
43 job that 15 Qut of Service? XXOXXXXX
A Multiply 11ne 43 by line 12. OO0
44 | . X000000XX
A Divide line 44 by 5. This is the 00S weight. XXOOOXXXXX

45 XOOOEXXX

A How many hours earlier do you want to dispatch a XXXXXXXXX
46 job for each Subsequent Report? XXXXXXXXX
A Muitipiy line 45 by 1ine Iz. XXXXXXXXX
47 - : OXOOXXXXXX
A Divide line 47 by 5. “This 1s the SUB weight XOXX(XXXX

43 XXXXXXXXX

A How many hours eariler do you want to dispatch a XXOXXXXXXX
49 job for each Priority Factor? XXXXXXXXX
A Multiply iine 49 by line 12, _ XOXXXO0CK
50 : __7 XXXXXXXXX
A Divide Tine 50 by 5. This is the PRI weight. XXXXXXHXX -
51 XXXXXXXXX

Figure 7. ADHW Weight Calculation Tabie--Part SA

(Yast mod 8/17/87) Page 9
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ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL

el
e

How much farther would you send a craft to take X000

a job that 1s Out of Service? XOCOOXX
Muitiply iine 43 by line 25. XXXXXKXXXX

&-ml-hm
n

Divide Tine 44 by 10. 1his 1s the 005 weignt. |XCOOCXXXX
XOR0XXX

.
- T P

How much farther would you send a craft to take X000
a job for each Subsequent Report? YOCLODXX
Multiply line 46 by line 25. X0000O(XX

XXXXXXXXX

o

~Divide line 47 by 0. This is the SUB weight. XOOOXXKXX |

5 OO £ O]~ (D

[Fe)

How much farther would you sent a craft to take XAXAXXXAXX

a job for each Priority Factor? XXX
Myitiply line 49 by line 2S. ] XOOOOKXX

mmlmm
- O

Divide 1ine 50 by 10. 1his is the PRI weight. XXOXXXXX

XOXXXXXX

Page 10

Figure 8. ADW Welght Calculation Table-—-Part 58

It is 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, If 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
{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
common strategy of dispatching craft is to assign a first 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 of the pull. In theory, this
causes the craft to be dispatched to jobs that are p percent of the
way from their current location to their home location, on the
average, where - - .

100 (DTH)
D7J + OTH

(last mod 8/17/87)
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f

This 'parameter actually works on a two-level basis. If the craft-
person fs_ in the same DAA as the home location, the craft would tend
to move toward AAs closer to the home location. However, {if the
craftperson is in an outlying DAA, the parameter only affects movement
across DAA boundaries-- it has no effect within the outlying DAA,
because every job In that DAA s assumed to be the same distance to
the home location.

No guideiines or formula have been devised to determine the best value
for this parameter, but a rule of thumb based on experience in several
companies is that a good value for the DTH weight is about 15% - 25%
of the DTJ weight, which generates a value of p which fs also around
20%. The DTH value should be modified by your own experience, of
course.

o ACCESS WINDOW INCREMENT (AWI) [New with Generic 2] - The Access Window

Increment parameter- creates a bonus to get Jjobs dispatched within
their access windows. This parameter 1s not meant to be a major
contributor to the TOTAL value, but rather to make the difference
between jobs when all other factors are equal. If you don't want a -
bonus for jobs in the access window, just set the parameter to zero.
Otherwise, getting the AWI weigth to twice the TTC weight will provide
a one hour bonus to jobs in their access window.
This parameter is an all-or-nothing value. Jobs with an access window
will elther have this parameter set, or will not be considered for
dispatch. Jobs without an access window can be worked anytime, and
are never given these points.

CHANGING THE DISPATCH KWEIGHTS TO REFLECT CHANGING MC CONDITIONS Different
conditions in the MC require different settings from the base welghis
described above. The following situations are just a few of those that you
will experience in your MC. Good adjustment of the parameters will keep the
MC running smoother. =

o MORNING APPOINTMENTS - In the morning, many MCs emphasize getting all
of their appointments out of the way. If there is a heavier than
usual load of-morning work, raising the time to commitment weight will
tncrease the probability of dispatching-a morning job, and therefore
will handle the heavy load of morning work. This makes the morning
jobs more important, and helps insure that they are dispatched scon
enough. If you have a Generic 2 system, fincreasing the Access Window
Increment to its maximum value of 200 will also heip solve this
problem.

e END OF THE DAY - Near the end of the day, you may have finished the
work committed for today. When the craft request another Job at this

4
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time, -a job is dispatched that is due tomorrow. (This option can be
turned off on G2 systems, if you want.) Since you have extra time and
flexibility in-dispatching, many MCs choose to work on the jobs that
will most negatively affect their service results first. Therefore,
increase the out-of-service, subsequent, and priority flag weights.
Also, you may not want any unnecessary travel, so a slight increase in
the distance to home weight might also be benefictal.

e HEAVY OVERLOAD - Occasionally during severe weather, your MC may be
totally swamped with work. In this case, it is important to dispatch
the most urgent jobs first. However, since many of the jobs that a
craft will complete will have already missed their commitments anyway,
it 1s a good idea not to waste craft time traveling. Boosting the
out-of-service and distance to job weight, and possibly ailso
decreasing the time to commitment weight, is advised in this situation.

A SIMPLE EXAMPLE OF THE EFFECTS OF CHANGING DISPATCH WEIGHTS The following
simple example will demonstrate the effects of changing the dispatch weights.
First, we will describe the area we are dealing with in the example, and then
we will demonstrate getting the base dispatch weights. This will allow us to
show some of the effects of changing them. '

GEOGRAPHY FOR OUR EXAMPLE In our example, we are going to use a simplified
MC which has only four DAAs, and AAs within each DAA as follows:

DAA|-==15 mif===;TAA
849 850
s 20 T

30 min  min 30 T . -
min min
DAA DAA
922|---15 min---|923
Page 12 (last mod 8/17/87)
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AA Geographies:
DAA 849:

AA |<--10 min-->| AA
1199 2299

{1 minute within each AA.)
DAA 922:

AA |¢<-=10 min==>| AA
1149 29

Ied

{1 minute with each AA.)

DAA 923:

l AA | ¢-—-5 min-->| AA
2699 3399

{1 minute within each AA.)

DAA 850:

AA | ¢===5 m1n-—>| AA
3399 ] 3322
o 1o
10  min min 10
min -- | min

TAA
4499

AR
S min 443

(last mod 8/17/87)
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(1 minute within AAs 3322 and 4431, 3 minutes within AAs 3359 and 4499,T

This MC 1s covered by two supervisor groups, 'A' and 'C', each having 8 craft
working for them. Normally, supervisor A 1§ responsible for jobs in DAAs 849
and 850, and supervisor C is responsiblie for DAAs 922 and 923. However, craft
from 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 DAA 922, and the turf for group C
also includes DAA 850. This is shown by the following two OTD reports:

MCMD DOTD MC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY
PAGE ARG
ESPOSITO,R GROUP: A HOME DAA 849

849 * 850 *

922 * 923
PAGE 1 - END
MCMD DTD MC 170 DAA SUPVY GRP C EMP CODE PRTR REQ BY -
PAGE ARG
KIRBY,J.L. GROUP: C HOME DAA 923

849 * 850 °

922 923* _ _
PAGE | - END

Figure 9, DTD Masks for the MC in the example.
Today we have a moderate 1oad in our sample MC, overall. However, a very

local thunderstorm passed through last night,- causing a large number of
reports in DAA 850. The following jobs are pending dispatch right now:

Page 14 (last mod 8/17/87)
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i

MCMD DPJ

PAGE

DAA
849

850

MC.170 DAA
ARG

SUPV GRP

EMP CODE PRTR

JOBS PENDING DISPATCH FOR MC: 170 01-08-87 Q901A

IST
POO

PDQ
P0O
P0Q
PDO
PDO
POF
PDO

RTE TN TN
400 0312768 B15-6262015

400 0312799 815-6262018
400 0312830 815-6262028
101 0312489 815-6262003
102 0312551 815-6262005
102 0312582 815-6262007

400 0312644 815-6262085

PAGE 1 - MORE

400 0312613 815-6262011-

LOCATION COMMIT  TIME
01-08-87 0600P
815254-1199 A
Q1-08-87 0600P
815254-2299 A
01-08-87 0600P
815254-2299 A
Q100P
Q300p
.0600P

>

01-08-387
815254-3399
' " 01-08-87
815254-4431

01-08-87

815254-4431
, 01-08-87
815254-3322 A
01-08-87

o _w W _t_ W

»

0600P
0600P

p
m W

REQ BY

MCM 095 sues L

MCMD OPJ
PAGE 2

922

923

MC 170 DAA
ARG

POO 400 0312675 815-6262086
PDB 400 0312706 815-6262031

. PDO 400 0312737 815-6262035

PDO 102 0407567 217-546200)
POO 102 0407598 217-5462002
POO 102 0407629 217-5462005

PAGE 2 - END

SUPV GRP

EMP CODE PRTR

815254-3322 A B
01-08-87 0600°P
815254-3322 A B
01-08-87 0600P
815254-3399 A B
01-08-87 0600P
815254-3399 A B
01-08-87 0600P
217315-2299 A B
01-08-87 0600P
217315-2224 A B
01-08-87 0600P
217315-2606 A B

REQ BY

Figure 10.

{1last mod 8/17/87)

DPJ Report for the MC in the Example
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AN _INITIAL SETTIHG OF THE DISPATCH MWEIGHTS The first step in setting the
dispatch weights is to gather the information and make the decisions that form
the basis of calculation of the weights. For this example we have decided:

" o Based on TREAT reports. we know that our average clearing time for a
simple (PDQ) job 1s about 138 minutes.

e To set our Distance To Job (DTJ) welght, we decided that we would want
craft to drive about five minutes farther to take a job due 10 minutes
sooner. As an additicnal check we want to be absolutely sure to close
all the storm-related troubles today, If we can. The area that we
will consider s our “problem" area (SUPV group A, who has 11 jobs in
DAAs 849 and 850). Remember that although DAA 922 is in SUPV A's
turf, it is not his main responsibility. MWe also make the addittonal
assumptions that we have 8 craft to cover the area, and that our
Jongest distance to travel is 10 minuftes (from the geography).

e Next, we will set the weights for the specific job types.' We: know
that a POF job takes almost two hours longer than a PDO job.

o Troubles on business circuits average about one hour ionger than
residence, but our district manager insists that we provide our best
service to them. To handle this, we add an additional two hours on
top of the one hour to insure that there is no risk of missing these
commi tments.

e For our other weights, we want to give a 4 hour "bonus” if the trouble
is Out Of Service (00S), and 2 hours for each Priority Flag (PRI) or
Subsequent Report (SUB).

- Once we have this inforTation,—we<can enter it in the ADR Raight Calculation
Table and compute our weights: -

T | Do you want to give' a bonus to jobs that are YES | KXXXXXXXX

about to miss their commitment? XXX |
2 If Tine | ts YES, skip to line 6. Otherwise, do XOOXXXXX
you want to give a bonus to jobs that have missed XXX
their commitment? XXXXXXXX
3 If 1ine 2 is NO, enter 900 here and on Tine 11. XXXXXXXKX
4 If line 2 ts NO, enter 100 here and on line 12. XXOXXXKXXX
Skip to 11ne 13. XXX
5 enter O here and on line 11.- XXXXXXXXX
8 tnter 100 here. 100 | XXXXXXXXX
7 How much of a bonus do you want to give? (hours) 1P XXXXXXXXX
8 Divide 1ine 6 by line 7. Enter the result here 100 | XX00XXXXX
_and on line 12. . XXXXXXXXX
Page 16 (last mod 8/17/87)
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9 If line 1 1s NO, skip to line 13. Otherwise, 138 | XXXXXXXXX
enter the average clearing time for your center. X2000000X
10 Round 1ine 9 up to the next number divisible by 150 | 200000
30. Enter it here and on line 11. ] XXXXXXXXX
11 This is the ECT parameter. XXXXXXXXX 150
12 This 1s the T1C weight. XXXXXXXXX 100
13 Muitiply the TTC parameter by 2. 200 [2000XXXXXX
14 How many minutes farther do you want a cra‘ft to S XOOOOXXXX
travel to take a job that is due an hour earlier? XOOXXXXX
15 Divide 1ine 13 by 1ine 14. This is the DTJ OO0
weight. 40 :
16 If you want to check to see whether all your Jobs |X0O0COONK ] XICOOOKX
can be handled, continye. Otherwise, skip to X000 | XXX
. 1ine 25. XXX 1000000
17 Multiply 1ine 11 by 1ine 12. 15000 _§ XXXXXXXXX
18 Enter the number of rraft in the area of interest 8 ] XXXXXXXXX
19 Multiply line 17 by.1ine 18. 12000 [ XXO0XXXXX
20 | Enter the number of jobs in the area of interest. 1T PXO0XXX
21 _Divide line 19 by Tine 20, 10909 | XXXXXXXXX
22 | Enter the largest distance _in the area of XOXXXXXXX
interest. 10 _
23 Divide iine 18 by thg_ggeatest distance. 1091 [ XXXXXXXXX
24 Divide Ttne 19 by 30. This {s the largest value 36 | X0C00XXXX
of the DTJ parameter that will not cause any XXXXAXAXX
unnecessary missed commitments. X0OO000KX
25 tnter the number from either 1ine 15 or 24, . XXOOXXXXX 36
based on your own judgement. This is the DTJ X0COXXX
weight.
: Section A
To be used if you want to calculate your other parameters
relative to the TTC parameter.
A Divide Iine 12 by 50, keeping 2 decimal places. 2 | XXXXXXXXX
26 Enter the result here. XXXXXXXXX
A How many hours eariier do you want to dispatch a | 142 « 3 JXXXXXXXXX
27 PD8 job than a PDO job? _  XCXXXXXXX
A Multiply line 26 by 1ine 27. This is the XOXXXX 6
28 d;;ference batween the weight of a POB job and a [XXO0GOMXXXX
PDO_job.
A How many hours eariier do you want to dtspatch a 2 | XAXXXXXXX
29 POF job than a PDO job? _ XXXXXXXXX
A Multiply line 26 by line 29. This i1s the g@iffer=]XXOOXXXX 4
30 ence between the weight of a POF job and PDO job. | XXXXXXXXX
Continue for the remaining 6 job types ...
1
(last mod 8/17/87) Page 17
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How many hours earlier do you want to dispatch a

A 4
43 job_that is Out of Service? X00CXXXX
A MuTtiply 1ine 43 by line 12. 400 | X000OMXXX
a8 | - _ XOOXXXXX
A Divide line 44 by 5. This {s the O0S weight. 2000000 80
45 XXXXXXXXX
A How many hours eariier do you want to dispatch a 2 [ XXX
46 job for each Subsegquent Report? XXXXOXXXXX
A Multiply iine 46 by line 12. 200 | XX0CXXXX
47 « | XXXXXKXXXX
A Divide 1ine 47 by 5. This 1s the SUB weight. X000 40
48 XXOO0XXX
A How many hours earlier do you want to dispatch 2 | XXXXXXXXX
49 a job for each Priority Factor? XXXXXXXXX
A Multiply tine 49 by line 12. 200 ] XXXXXXXXX
_50 YOO
A Divide line 50 by 5. This is the PRI weight. XXX 40
51 . XOOCOOXXXX
"Section B
To be used if you want to calculate your other parameters
. _ relative to the OTJ parameter. _
] Divide lTine 25 by 100, keeping 2 decimal places. X00000(XX
26 Enter the result here. XXXOXXXXXX
B How much farther would you send a craft to take XK
27 a PDB job than a PDO job? X0
B8 Multiply Tine 26 by line 27. This is the differ- XOOOXXXX
28 ence between the weight of a PDB job and a POO X00XXXXX
job.
B How much farther would you send a craft to take XXOXOXXX
_ 29 a PDF job than a PDO job? I XXXXXXXXX
B Multiply Tine o by line 29. This is the X000
30 difference between the weight of a PDF job and XXX
a PDO job.
~ Continue for the remaining 6 job types ...
~ B How much farther would you send a craft to take XOOXXXXXX
43 a_job that 1s-Qut of-Service? XXXAXXXXX
B Multiply line 43 by line 25. XXXUXXXXX
44 e
~ B Givide 1ine 44 by 10. 1his 1s the OOS weight.  [XOOOXXXXXX
45 XXOOOXXXX _
B How much farther would you send a craft to take XXXXXXXXX
46 | a job for each Subsequent Report? XXXXXXXXX
B8 Multtiply Tine 45 by line 25. XUXXXXXXX
47 - _ _ XXXXXXAXX
B Divide line 47 t by 10. This {s the SU8 weight. XXXXAXXXX
48 XXXXAXXXX
(last mod 8/17/87) ) Page 18
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f

8 How much farther would you send a craft to take XOOOOXX XXX

49 a job_for each Priority Factor? XXOO0OXXX

B Muitiply line 49 by line 2S. XXX
_50 _ . _ _ - X0OXXXXX

] Divide 1tne 50 by 10. This is the PRI weight. XXXXXXXXX

51 XOOXXXXXX

Figure 11. ADW Weight Calculation Table——Example

Finally for our Distance To Home (OTH) weight, we choose 20% of the OTJ value
(line 25 of the form), or 7. These weights, as entered, are shown on the
following ADW mask:

ADW MC 170 EC 170 01-08-87 1059A
DISPATCH PARAMETERS . EXIST. NGT  NEW WGT
ESTIMATED COMPL TIME 150
ACCESS WINDOW INCREMENT 0
DISPATCH PARAMETER WEIGHTS -
TIME TO COMMITHENT T 100
DISTANCE TO JOB 36
DISTANCE TO HOME 7
QUT-OF ~SERVICE 80
SUBSEQUENTS 40
PRIORITY 40
JOB TYPES:
PDO O POF 4 POM PDG O PDS Q0 POC O
PDB 6 PD2 0 PD3 0 PD4 O PDS O PHS * PWF *
DISPATCH SELECTION AND TEST OPTIONS
TURF DISPATCH N RITH I OPTION? N
CONSIDER FUTURE COMMITMENTS Y WITH APPOINTMENTS? N MIFI? N

TEST ON DISPATCH? N TEST ON RETURN? N
TIME DELTA O

Figure 12. ADH Mask for the MC in the Exampie

(last mod 8/17/87) Page 19
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CASE 1: Now that we know what is happening in our area,-let's take a look
at the DPVAL reports for §t. First, we'll look at the jobs in C's turf, from
a craft located in the same AA (DAA 923, AA 2699) as the home location for the
supervisor: ' :

MCMD DPVAL MC 170 DAA SUPV GRP C EMP COOE PRTR REQ BY
PAGE ARG

DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1101A

DAA AA ISTRTE TTN EST AWI SA SUBS COMM PRI DIS HOME TOT
150 000 0080 0040 0100 0040 0036 0007

POO PDG POF .PDC PDM POS
- 0000 0000 0004 0QQQQ 0000

POB PD2 PD3 PD4 PDS

0006 0000 0000 0QQO0 0000

850 3399 PDOI01 0312489 0800 0000 12100 0000 -01080 -00210 011810
4431 PDO102 0312551 0800 0000 11700 000Q -C1080 -00210 011210
4431 PDO102 0312582 0800 0000 11100 000 -01080 -00210 010610
3322 PDF400 0312613 0800 0000 11100 0000 -01080 -00210 011010
3322 PDO400 Q0312644 0000 0000 11100 0000 -01080 -00210 009810
3322 PDO400 0312675 0800 0000 11100 0000 -01080 -00210 010610

PAGE 1 -~ MORE

MCMD DPVAL MC 170 DAA SUPV GRP C EMP CODE PRTR REQ BY

PAGE 2 ARG ' -

3399 PDB400 0312706 0800 0000 11100 0000 -01080 -00210 011210
3399 PDO400 0312737  '0800 0000 11100 0000 -01080 -00210 010610
922 2299 PDO102 0407567 0800 0000 11100 0000 -00540 -00105 011285
2224 PDOT02 0407598 0800 0000 11100 0000 ~00540 -00105 011255
923 2606 PDO102 0407629 0800 0000 11100 0000 --00036 -00007 011857

PAGE 2 - ENOD

Figure 13. Example DPyAL Report #1

1
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In this case,- the craft will be dispatched to the job with the highéit {ndex
next (TTN 0407629), unless another craft has already been dispatched on it.

Notice that the craft will tend to stay near his home location.
even when there fs heavy load in the system.

CASE 2:

This is true

This c¢raft may end up helping
out in DAA 850 later in the day, but not until all the work in DAAs 922 and
923 ts dispatched, according to the above report.

Our next report shows a similar situation for a craft in group ‘A’

that is also currently working in the same AA as his home location (DAA B49,

AA 1199):

MCMD DPVAL

PAGE

DAA AA

849 1199
2299
2299

850 3399
4431
4431

PAGE 1

ARG

MC 170 DAA

SUPY GRP A EMP COOE

PRTR

DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1101A

ISTRTE TTN EST AWI SA - SUBS COMM
150 000 0080 0040 0100

PDO400 0312768
PDO400 0312799
PDO400 0312830
PDO101 0312485
PDO102 0312551
PDO102 0312582

MORE

POO PDG POF
0000 0000 0004
PDB PD2 PD3
0006 0000 0000

PRI DIS
0040 0036

PDC POM
0000

P04 POS
0000 0000

0800 0000 11100 0000 -00036
0000 0000 11100 0000 -00180Q
0800 0000 11100 0000 -00180
0800 0000 12100 0000 -00540
0800 0000 11700 0000 -00540
0800 0000 11100 0000 -00540

- HOME
0007

TOT

PDS
0000

-00007 011857
-00035 010885
-00035 011685
-00105 012455
-00105 011855
-00105 011258

REQ BY

(last mod 8/17/87)
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ADJUSTING DISPATCH WEIGHTS USING ADW AND DPVAL

MCMD DPVAL ~ MC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY
PAGE 2 ARG . : .

3322 POF400 0312613 0800 Q000
3322 PDO400 0312644 0000 0000
3322 PDO40Q 0312675 0800 0000

}: 00 0000 -00540 -00105 011655
1"
3399 PDB400 0312706 0800 Q000 11
11
1
1

1

100 0000 -00540 -0010S 010455
100 0000 -00540 -00105 011285
100 0000 -00540 -00105 011855
100 0000 -00540 -0Q105 011255
100 0000 -01080 -00210 010610
100 Q000 -01080 -00210 010610

3399 PDO400 0312737 0800 0000
922 2299 PDO102 0407567 0800 0000
2224 POO102 0407598 0800 0000

PAGE 2 - END

Figure 14, Example DPVAL Report #2

In this case, the commitment time becomes the overriding factor. The best joﬁ

for the craft s TTN 0312489, even though it requires traveling to another OAA

to get it. Note that this job 1s ‘less than two hours from its commitment and
will probably be missed, but barely. Even so, the system makes an effort to
dispatch it.

CASE 3: Assume that this craft does call in, and is dispatched on TTN
0312489. What if the next craft calls in from group A, and he is also in AA
11997 The jobs that are available for him are the same ones as before, so we
can use the same OPVAL report, just ignoring the job that was already
dispatched. Notice the three jobs with the highest values that are still on
the 1ist, namely TTNs 0312768, 0312551, and 0312706. These are extremely
close in value. This implies that the order they are dispatched depends a lot
on the weights. One job is close to the craft's current iocation, another is
a PDB job, and the third 1s due at 3:00, rather than 6:00. The balance is
very fine, and very small changes in the parameters would determine which of
the jobs to dispatch.

CASE _4: However, the neit craft that calls is in DAA 850 and AA 3322. The
DPVAL report changes significantly, since the craft 1s in a different Yocation:

Page 22 (last mod 8/17/87)
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g

MCMD DPVAL MC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY
PAGE ARG D850 A3322

DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1108A
DAA ISTRTE TTN EST AWI SA SUBS COMM PRI DIS HOME TOT

150 000 008C 0040 0100 0040 0036 0007

PDQ POG POF PDC PDM PDS
0000 0000 0004 0000 0000
PDB PD2 PD3 PD4 POS
0006 0000 0000 Q000 0000

849 1199 PDO400 0312768 0800 0000 11100 0000 -00540 -00007 011353
2299 PDO40O 0312799 . 0000 0000 11100 0000 -00540 -00035 010525
2299 POO400 0312830 0800 0000 11100 0000 -00540 ~00035 011325

850 4431 PDOI02 0312551 0800 000 17700 -0000 -00360 -00105 012035
4431 PDO02 0312582 0800 0000 11100 0000 -00360 -00105 011435
3322 POF400 0312613 0800 0000 11100 0000 -00036 -00105 012159

PAGE 1 - MORE |

MCMD OPVAL  MC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY

PAGE 2 ARG D850 A3322

3322 PDQ400 0312644 0000 0000 11100 0000 -00036 -00105 010939
3322 PDQ40Q 0312575 0800 0000 11100 000C -00036 -00105 011759
3399 PDB400 0312706 0800 0000 11100 0000 -00180 -00105 012215
3399 POC4CQ 0312737 0800 0000 11100 0000 -00180 -001Q5 011615
922 2299 PDO102 Q407567 0800 0000 11100 0000 -00720 -00210 010970
2224 PDOI02 0407598 - 0800 0000 11100 0000 -00720 -00210 010970

PAGE 2 - END

Again, notice the three Jjobs with -the highest values. All have different
reasons for having a high value. The highest value is a nearby business (PDB)
Job, TTN 0312706, and will be the job that is dispatched to the craft. Next
is the nearby POF job TTN 0312613. The third highest job, TTN 0312551, has an
eariter commitment (3:00) than the others. If the same report for the same

(tast mod 8/17/87) Page 23
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jobs §s run two hours from now, the early commitment job will be selected,
rather than the PDB job. This would be caused by the “bonus" given to jobs
within their Estimated Completion Time.

CASE 5: In this case, our next craft is in DAA 849, AA 1199. He/she has
the same Tocation as case 3, but we have decided to change the dfispatch
welghts in the meantime. HKWe set the new DTJ weight at 30, instead of 36:

ADW MC 170 EC 170 01-08-87 1111A

DISPATCH PARAMETERS EXIST. WGT  NEW WGT
ESTIMATED COMPL TIME 150
ACCESS WINDOW INCREMENT 0
DISPATCH PARAMETER WELGHTS ,
TIME TO COMMITMENT 100
DISTANCE TO JOB 30
DISTANCE TO HOME : 7
OUT-OF-SERVICE - 80
SUBSEQUENTS T
PRIORITY 40
JOB TYPES:
POO O POF 4 POM  PDG O PDS O POC O
PDB 6 PD2 0 PD3 O PD4 0 PO5 0 PHS * PHF *
DISPATCH SELECTION AND TEST OPTIONS
TURF DISPATCH N WITH I OPTION? N
CONSIDER FUTURE COMMITMENTS Y WITH APPOINTMENTS? N MIFI? N
TEST ON DISPATCH? N - TEST ON RETURN? N

TIME DELTA ©

Figure 15. ADH Mask After Changing the OTJ Weight
This change will reduce the. value given to nearby jobs, so the craft will
travel farther to take a job that is due an haur earlier than he/she would

have befors. Notice that the faraway jobs (TTN 312541 and 312706) now have
higher values than the nearby 3job (TTN 0312768) in the following DOPVAL report:

Page 24 (last mod 8/17/87)
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t

MCMD DPVAL MC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY
PAGE ARG

DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1112A
DAA AA ISTRTE TTN EST AWI SA SUBS COMM PRI DIS HOME TOT

150 000 0080 0040 0100 0040 0030 0007

POO PDG POF PDC PDM PDS
0000 0000 0004 0000 0000
POB PD2 PD3 PD4 PODS

0006 0000 0000 0000 0000

849 1199 PDO400 0312768 0800 0000 11160 0000 -00030 -00007 011863
2299 PDO400 0312799 0000 0000 11100 0000 -00150 -00035 010915
2299 PDO400 0312830 0800 00Q0 11100 0000 -00150 -00035 011715

850 443} PDO102 0312551 080Q 0000 11700 COCO ~00450 -00105 Q11945
4431 PDO102 0312582 0800 00Q0 11100 0000 -00450 -00105 011345
3322 PDF400 0312613 0800 0000 11100 0000 -00450 -00105 011745

PAGE 1 - MORE

MCMD DPVAL MC 170 DAA SUPV GRP A EMP CODE PRTR REQ BY

PAGE 2 ARG

3322 PDO400 Q0312644 0000 0000 11100 0000 -00450 -00105 010545
3322 PDO400 0312675 0800 0000 11100 0000 -00450 -00105 011345
3399 PDB40Q Q312704 0800 0000 11100 0000 -0Q450 -00105 011945
3399 PDQ400 0312737 0800 0000 11100 0000 -00450 -Q0105 011345

922 2259 PDO102 0407567 0800 0000 }}100 0000 -00900 -00210 010790

2224 PDO102 0407598 - 0800 0000 11100 0000 -00900 -00210 010790

PAGE 2 - END

CASE 6: Up to this point, none of the troubles we have considered have had
gither subsequent reports or priority flags set. Now, several calls are
received at the CRSAB. Two subsequents are taken against TTN 0312613, and one
against TTN 0312644. In addition, the last caller was angry that the phone
hadn't been fixed, so the RSA set both the Customer Irate (CIR) and :Customer
Commented {(CC) flags. Now, when we look at the DPJ report to 1ist our jobs,
we see:

(last mod 8/17/87) Page 25
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MC 170 DAA
ARG

MCMD DPJ
PAGE

SUPV GRP A EMP CODE PRTR REQ 8Y

JOBS PENDING DISPATCH FOR MC: 170 01-08-87 1117A

DAA IST RTE TN TN LOCATION COMMIT

TIME

849 PDO 400 0312768 815-6262015
PDO 400 0321799 815-6262018
POO 400 0312830 815-6262028
PDO 102 0312551 815-6262005
PDO 102 0312582 815-6262007

PDF 400 0312613 815-626201}

850

PDO 400 0312644 815-6262085

PDO 400 0312675 815-6262086

PAGE 1 - MORE

. 815254-1199 A

01-08-87 0600P

fe ]

01-08-87 0600P
815254-2299 A
01-08-87 0600P
815254-2299 A
01-08-87 0300P
815254-4431 A
01-08-87 0600P
815254-4431 A
01-08-87 06Q0P
815254-3322 A .
’ 01-08-87 0600
815254-3322 A
01-08-87 0600P

MCM OOS SuBs L
L]

MCMD DPJ
PAGE 2

.MC 170 DAA
ARG

_PDB 400 0312706 815-6262031
P00 400 0312737 815-§262035
PO 102 0407567 217-5462001
PDO 102 0407598 217-5462002
PDO 102 0407629 217-5462005

922
923

PAGE 2 - END

SUPV GRP

EMP CODE PRTR

815254-3322 A 8
01-08-87 0600P
815254-3399 A 8
01-08-87 (0600P
815254-3399 A B
01-08-87 0Q600P
217315-2299 A B
Q1-08-87 0600P
217315-2224 A B
01-08-87 0s00P
217315-2606 A B

REQ BY

Figure 16. OPJ Report fSr the Exampie After Subsequent Reports

The corresponding DPVAL reporf (assuming group A, and in DAA 849, AA 1199F is:
' (last mod 8/17/87)
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MCMD OPVAL MC 170 DAA SUPV GRP A EMP COOE PRTR REQ BY

PAGE ARG
DISPATCH EVALUATIONS FOR MC: 170 01-08-87 1118A
DAA AA ISTRTE TTN EST AWI SA SUBS COMM PRI DIS HOME TOT

150 000 0080 0040 0100 0040 0030 0007

POO PDG PDF PDC POM  PDS
0000 0000 0004 0000 0000
POB PD2 PD3 PD4 PDS
QQ06 0000 0000 0000 0000

849 1199 PDO400 0312768 0800 0000 11700 0000 -0003Q -000Q7 011863
2299 PDO400 0312799 Q000 0000 11100 0000 ~-00150 -00035 010915
2299 PDQ4Q0 0312830 0800 0000 11100 0000 -00150 -00035 011718

850 4431 PDO102 0312551 Q800 0000 11700 0000 -00450 -00105 Q11945
4431 PDO102 0312582 0800 0000 11100 0000 ~00450 -00105 011345
3322 PDF4Q0 0312613 0800 0800 11100 0000 -00450 -00105 012545

PAGE 1 - MORE

MCMD DPVAL MC 170 DAA SUPV GRP A EMP COODE PRTR REQ 8Y

PAGE 2 ARG

3322 PDO400 0312644 0800 0400 11100 0800 -00450 -00105 012845
3322 PDO400 0312675 0800 0000 11100 0000 -00450 -00105 011345
3399 PDB4CO 0312706 - 0800 0000 11100 -0000--00450 -00105 011945~~~ ~—
3399 PDO40Q 0312737 0800 0000 11100 0000 -00450 -00105 011345
922 2299 PDO102 0407567 0800 0000 11100 0Q00 -00900 -00210 010790
2224 PDOT02 0407598 0800 0000 117100 0000 -00900 -00210 010790

PAGE 2 - END

Note that these subsequents can dramatically change which job {s dispatched.
The two jobs with the highest values-are now the two that have the subsequent

reports and priority factors.

1

]
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g

The purpose of these examples {5 to give you a broad overview of how the
parameters interact. Experience in adjusting the parameters cannot be gained
by Just studying examples, therefore remember to let your own experience fn
your center guide your decisions.

EFFECTS OF GROUP TURF SIZE ON THE JOB SELECTION FORMULA The size of the
pool of jobs that craft can work often affects the effictency of the job
selection formula. The job assigned to each supervisor group 1s a 1imit on
the distance a craft can travel to obtain a “"hot" Job. If the turfs are
strictly limited, a craft may not be able to cross into another area without
manual fintervention, and the "hot" job may not be dispatched right away, but
have to wait until a craft needs a job in that little area. Overiapping turfs
also allow the craft to flow into nearby areas with high workloads without
intervention by a supervisor when the jobs in their home turf have been
compieted. This, again, is a decision to be made by management, and refliects
your individval philosophy for handiing the center. Detailed information
about how to modify group turfs may be found in the document entitled “The AGT
Transaction - Assign Group Turfs" (nfe_mmagen.agt).

One way to combine group turfs with dispatch weights to produce better results
is to allow a little flexibiliity in the turfs that are assigned to supervisor
groups. Rather than strictiy limiting supervisor groups to small turfs that
are mutuaily exclusive, they allow the craft to also take jobs from some of
the neighboring DAAsS in the turfs of other supervisors. Craft in other groups
will likewise be able to cover parts of the first turf. If desired, the
distance tables can be slightly modified to provide an extra penalty for
traveling into the DAAs of another supervisor. This is done by increasing the
distances between the ocutlying DAAs and the DAAs within the turf. (This is
only necessary where the difference In the distances from the DAAs in the home
turf and the nelghboring DAAs 1s small. In most cases, Just using a higher
distance to home paramefer will be sufficient.) In effect, this only puts
another penalty on the craft: 1t makes the distance to home penaity even
larger for moving to the neighboring DAAs. Therefore, on a normal basis,
craft will only be assigned outside their home turf {f there are very urgent
jobs in the outlying DAAs.

NOTE: Before any changes to the distance tables are made, be sure that the
group responsible for -maintaining the tables is aware of, and approves these
changes. .

SUMMARY Many factors affect the performance of your MC. Effective
adjustment of the dispatch weights can be used to compensate for these
factors, but this 1is only a tool to be used, and not a solution to every
problem. This document shows one method of adjusting the dispatch weights,
and offers suggestions for changing them. Using your own experience is
recommended, because every center is unique, in terms, of load, workforce,
local practices, and management. Take the time to plan in advance your
response to changes in MC conditions; 1t will be well rewarded. ‘
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COMPANY : BST
TITLE: .. PERFORMANCE OF WORK \ '}D
PERIOD: TYE 12/31/93 0\
DATB: DEC 9. 1993 \UU') \«\
AUDITOR: RKY ?,

we No. A G ,‘9 !

PSC staff rode in the truck with a service technician from the POTS
category and a service technician from the cable repair category. Both
are dispatched out the Mapper.

Staff observed how the technician accessed his jobs through the CAT,
did his jobs, closed ocut fobs through the CAT, filled out his RF 152
time sheet and filled ocut his Work Activity lLog for the sample.

WP NO ‘{L‘f is the detail of staff observation.
PSC STAFF QUESTIONS

PSC staff noted three places where there might be a possibility for
maneuvering the sample and asked questions to determine what controls
were in place so there could be no maneuvering 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 Iin 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
“...1s not provided with, or has reason to be conerned with which
technicians are being sampled.

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

gémeshegt. How does the company make sure the service tech does what
says

Besides £illing out time sheete 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. '

)49
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COMPANY : BST

TITLE: PERFORMANCE OF WORK
PERIOD: TYE 12/31/93

DATE: DEC 9. 1993
AUDITOR: RKY

wp No. Ll L " ]

The coding and narrative in the CAT produce source documentation which
1s compared to the-time sheet or WAL by the technical analyst in the
Wassp Center in Birmingham. See wp no. ?P G

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 ofl wp 46-3.

CONCLUSION:

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 shﬁh}ng 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. It would be virtually impossible
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.
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" COMPANY: 8T
THLE: 0BSERVATIONS OF WORK AT DIFFEREWT OFFICES
AND OBSERVATIONS OF SERVICE TECH WORK

PERIOO: TYE 12/31/33

DATE: NOVEHBER 29, 1993 0\
AUGITOR: RKY a \

W . (’Ha l

TUESDAY, MOV 23

Went to Maintenance Center to meet service technician to ride with hia.
Danial Martin.

hL,accessed his first job through the Computer Access Terminal (CAT).

IbLas a service order and had to go to the cross box in the street, then

to the meter room in the nursing home vhere the service order was requested,
Went to the rooz of ths person involved.

Hent back to cross box and back to meter room, Sarvice installed.

Used CAT to test that service uas [K.

Chargad all time to cable tise 454 and charged it to eeter room 68E
on his tize sheet.

Then he filled out the saeple fora on which he checked off what he did.

L*e accessed a second job from the CAT. This was a No Dial Tone.
Checked box back of house,

Checked Cross box

Checked Rerial drop

Changed protector.

lise CAT tp test that service was OK.

{harged his tise at the cross box to §SM and at the
asrial drop 248M,

He accessed a third job through the CAT. This was for an inside Jack.
This was deregulated work and charged to S7BI, He put 2 naw

grotector on the cutside and that is regulated, charged to 248H.

{sed CAT to test that service was {K.

When he tried to access a fourth job through the CAT, the CAT did not
have a job for hin, He had to call in the Maintenance Center and was
verbally given another job.

1 did not ga on this fourth job with his.
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" COMPANY 8sT
TITLE: OBSERVATIONS OF WORK A7 DIFFERENT GFFICES
#HD DSSERVATIONS OF SERVICE TECH WORK
PERTUG: TYE 12/31/%
0ATE: NDVENBER 79, 1993
HUBITOR: RKY
WP .

#5C staff questions:

When the CAT did not have any jobs for him and he called in, what
controls are in place so that the person who is giving his the job
does not arbitrarily give hia a regulated job since he is inm the
sanple?

What prevents the service tech who is in the sample froa notifying the
dispatcher and getting only regulated jobs if he calls inm.

ihat controls are there so that you know what the service tech does is
gntered an the sasple and on his tise sheet. For example, on this
second job, he said the trouble could be inside or gutside As it

L[LF P—happens the job was outsids and he charged it to outside. But, what

what if it was inside (dereg) and he charged it to cutside (reg). Uhat
controls are there to stop this from happening.

This would still happen if tiee sheets ware used -- still an area where
can be nanipulated if supervisor told thea to do it.

Please explain "bulk® jobs. Explain and give exasples on how this does
not distort the sample. How argZhey dispatched throug CAT.

YEDHESDAY, MOV 24

Uent to Haintemance Center to meet service technician who is assigned
s cable. Kerry.

He said he accessed his first job the night hefore because if he needed
a digging teas he could order thes the night before and not wait when
got to the job, which he did. He showed me how he accessed it on his
CAT,

Went to site and encountered wany obstacles (non English speaking,
lacked gate, and dog in yard) before able to get to drop and cosplete
his job. 3 hours.

Sometine in the beginning when thers was a lack of coaaunication and
the tech could not figure out the problem the customer was complaining
about, he said he would call in and get another job, get another job so
that he can use his diggers as they were there with his already. He
uds going to do this to save time and money.

Howsver, the custoser got her husband on the phone who spoke English
and explained to the Service Tech the prchies. He naver cailed in for
another job at that point.

e finished the job, closed it cut on his CAT and tested DK, Wrote up
his time sheet and his sasple sheet.

o
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" CONPANY

TITLE:

PERIOD:
DATE

AUDITOR:

P ND.

83T

OBSERVATIONS OF WORK AT DIFFERENT OFFICES
AND OBSERVATIOHS OF SERVICE TECH WORK

TYE 12/31/93

NOVEMBER 23, 1993

RKY

He then accessed another job through the CAT. This job he needed his
diggers for. This was a cut cable. Went with hia to the next job and
sau the cut cable and then left. It was lunch time.

I1¢ he could call in and get a job that he needed = digger for, could
that distort the sasple? When the service tech calls in, what is the
procedure for assigning the job?  What contrals are there that the
sasple is not distorted. Pleass explain and give exasples.

Also, request results of all paralle]l time reporting to date by
aaintenance center in Flarida.
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WA5SP REQUEST 4
11/30/93
PROVIDE BY 12/3/93

RE: DISPATCH SYSTEM -

A. In my observation of a POTS service technician on Tuesday, Nov 23,
when he went into his CAT to pull up his fourth job, there was no job
available. He had to call in to the maintenance center and was

given another job.
Please answer these hypothetical questions:

1. when the CAT did not have any jobs for 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,.

2. What controls are in place to prevent the service tech who is in
the sample from notifying the dispatcher and getting only regulated
jobs if he calls in.

B. In my observtion of a cahle technician on Wed. Nov 24, there was a
point in the first job that he thought he aight have to leave the job
and go to another because of certain obstacles (this did not happen).
However, he sald that instead of .calling in on the CAT, he would call
the maintenance center and try to get a job where he needed his diggers
since they were called out on this job with him. He said this would
save time and money as they were already there and did not have to go
back and out again. This did not happen because to obstacles were met,

However, please answer this hypothetical question:

If he could call in and get a job that he needed a digger for, could
that distort the sample? When the cable service tech calls i{n, what {s
the procedure for assigning the job? What controls are there that
the saaple is not distored. Please explain, give examples, and
documentation,

Answer the sase hypothetical question for the POTS service technician,
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FPSC Request 4

Question A.(l)

When the CAT did not have any jobs for 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
derequlated. 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 for dispatch. In addition, the IMC is not provided
with, or has a reason to be concerned with which technicians are

being sampled.
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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 for 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 sanmpled. In the November 24, 1993 the FT had a ocutside
contractor digging crew on the job site with him. The technician,
in question primarily works in encapsulated plant based on his
assigned DAA. 1In 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.

63 )5¢
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WASSP REQUEST 7
11/30/93

PROVIDE BY 12/3/93

Re: Service Tech Time Reporting

what controls are there so that ycu 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 outside. At it happens the job was outgide and he charged
it to outside. But what {f it was inside (dereg) and he charged it to
outside (reg). What controls are there to spp this from happening.
(Staff realizes that this hypothetical situtation could happen Hith
both time reporting and the statistical sampling method.).

Provide documentation, if any.

|60




FPSC Request 7

Service Te?tjijjjn Time Réporting ;
. ~
‘(\J

There are certain controls in place to ensure accurate tine
reporting by technicians.

In the Positive Time Reporting mode field supervisors will verify
2 time labor reports per week per employee for 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) for 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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5.3

5.4

The supervisor is responsipie for reviewing Form $360-AL (o ensure reasonabieness of time
reporteg. A murumum of wo (2) RF=132-['s per empiovee per pay period must be comparea
:0 the ourput provided on Form ¥360-AL. Evidence of this review must be apparent 1n the review
srocass. This evidence may inciude tbut 1s not limied o) highlights. notes. or supervisor initials/
signature on Form 9360-AL for ecach empiovee reniew -a. [ discrepahcies are detectad. the
supervisor must ensure tnat the appropriate COTECUVE actions are taken.

After veniicauon. Supervisory approvai of Form 9360-AL is mandatory in order to provide the
FCC evidence of supervisory review of time reporung recards. The supervisor MUST sign and
date Form 9360=-AL in the space provided, ang like the RF-152~1 must be retained for at least
one (1) year aiter the close of the iiscal year.

NOTE: Where Company policy. Federal. State or Local Regulatory Agencies require
retention of this documentation for a period longer than that specified above.
those directives wiil prevail.

SOURCE DOCUMENTATION

The FCC states that support documentation 1s required to support the enwies on an employee’s
MTR Time-Labor Repart ({RF~152-1}. This source documentauon (e.g., RF~152-1, DCWS/DJI.
Form 6025-1-SC (SCB). Form 6571 (SB). Form RF-299~-CPE-LMOS] prowvides assurance that
‘he informaucn repornted to the empiovee's RF-152-1 is reliable.

Source documentauon may consist of mechamcal or paper records depending on the origination
of a parucular work assignment. The type(s) of wark assignments and the system(s) out of which
these are dispatched to the technician determne what source documentaton is required o provide
an audic trau.

POTS AND NON-DESIGNED SPECIALS
Service order related services which are classified as Plain Old Telephone Service (POTS) and’

Non-Designed Specials are input into the Service Order Communications System (SOCS). POTS
trouble reports are provided out of the Loop Maintenance Operauons Systems (LMOS).

Service orders and wrouble reports which are dispatched out of MAPPER/TRACKER are provided
to the technician via the Compurer Access Terrmunat, When this occurs, a Display Craft Work
Summary/Display job Informauon (DCWS/DJT) FULL CLOCK NARRATIVE must be requested
and reuuned as the source documentation (Exhibit 3}.

The supervisor is responnbie for cbuaining the DCWS/DII's on a daily basis. This effort shouid
be coordinated with the appropriats management personnsi in the IMC. Where the Administrative
Supervisor position exists in s Field Manager's group. he/she should be responsible for obtaining
the DPCWS/DII's. Datailed information pertaining to ths scheduling of DCWS/DJI printouts can
be found in the Sched Transaction - Scheduler secton of the AT&T LMOS/WM SOLID
DOCUMENTATION.

The DCWS/DJI FULL CLOCK NARRATIVE report d.isphys‘tio complete job information asso-
ciated with each work assignment performed in a given day by each technician. To sacisfy sudit
trail requirements for source documentation, a compilete DCWS/DJI mus contain the following
NARRATIVE information:

®  Acwmal work performed to expiain each Field Cods reported
® Trouble/work acuvity location if other than customer’s premises

®  Any other narrative required to provide complets clossout information, such as Servics Order
changes. reason for maintenance billing, Missed Appoinmment informauon. etc.

NOTICE 1 b2

Not for use or disclomre outsice RelSouth or Page 3
any of ts SUDGICKANS® SXO0ADt LNAEr Wittan agresment

Printed n U. S. A, WAM POT2Oa An

nnnnn




Section 620-700—002BT ; "L

28  Sampled technicians complete a Work Activity Log (WAL) of the functions he/she performs
for the sampled work day. This log inciudes time spent by work function as weil as associated
items that give rise to the work, i.c., service order, trouble report, etc. Functions are not con-
verted to Ficld Reporting Codes (FRCs) by the sampled technician.

29  Completed Work Activity Logs are forwarded daily to the Technical Analysts centralized loca-
tion for review and conversion to appropriate Field Reporting Codes (FRCs) for financial
purposes.

2.10  An integral part of the Technical Analysts review of the Work Activity Log consists of a de-
tailed review of selected technician logs. This review compares data reported by the technician
on the Work Activity Log with the Source Documentation prepared by the sampled technician.

2.11  Technical Analysts accumulate and summarize all sampled data for input into the Mechanized
Time Reporting (MTR) System via a unique data base.

3. TECHNICIAN SAMPLE SELECTION

3.1  The technician sample selection uses a data extract from the Payroll Masterfile Data Base
(PMDB) and an Employee Selection Program to extract a random sample of technicians.
PMDB is a BeliSouth employee master database that is used to maintain information about
an employee, i.e., Responsibility Code, Job Function Code, Social Security Number, etc.

3.2  Each state represents a unique sampling universe with each work group (job function) being
a unique sub—universe within a particular state.

33 By the 20th of each month, the lists of technicians to be sampled in the following month are
distributed via E—mail, CAT Terminal and/or paper copy to the appropriate state contacts and
field management. Field management should then distribute the Work Activity Logs to the
selected technician’s supervisor for coverage with the technician,

34  Sample periods will cover a period of seven (7) calendar days, Sunday through Saturday.

3.5  Ficld management will not have the latitude to make any substitutions for selected technicians
nor change any dates of the period being sampled.

4. TECHNICAL ANALYST GROUP RESPONSIBILITIES

4.1  The WASSP process is managed primarily through a centralized group of Technical Anaijysts
with supervisory and technical Network expertise and knowladge of accounting classifications.

4.2  The primary functions of the Technical Analyst Group are as follows:

® Receive the daily Work Activity Log sheets from field forces selected to be sampled for
the week.

s Track the return of all Work Activity Log sheets for each sampied technician by use of the
Sample Selection/WAL Review Document.

e Review the Work Activity Log sheets for completeness.

NOTICE ! 1 b3
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e Review the Work Activity Log sheets for reasonableness of data reported and the accura-
cy of Total Hours reported versus hours shown in the individual work categories.

¢ Conduct tclcphone interviews with the sampled technicians as requiced.

e Ensure accuracy of technician time reported on Work Activity Log sheets by companng
ecach original source document against the activity recorded on the Work Activity Log.

e Correct any errors found on the Work Activity Log sheets and tally the errors and other
resuits 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.

5.2 Field Supervisors or equivalent have the responsibility of distributing the Work Activity Logs
to those technicians under their responsibility who have been selected to be sampled as well
as notifying those technicians sub—selected for telephone interviews.

53 Field Supervisors and sampled Technicians must fully understand and accurately follow the

guidelines for completing the Work Amvuy Logs and the requirements for completing the
telephone interview process.

54  Field Supervisors or their equivalent must ensure that sampled Technicians compiete the
Work Activity Logs after each work assignment.

55  Field Supervisors or their equivalent must review each completed Work Activity Log against
the appropriate source documentation for completeness and accuracy. All mechanized source
documentation narrative errors identified through this review process must be corrected to
include LMOS DATH/WATH or WFA/DO Work Request Event Log (DOLOG) transactions
as required. All non—mechanized source documentation (i.e., work tickets) narrative errors
must be corrected manuaily as appropriate.

5.6  All completed Work Activity Logs and non—mechanized source documentation (i.c., work
tickets) must be returned to the Technical Analysts in the WASSP Center by the next business
day. Normal business days for the WASSP Center are Monday through Friday.

$.7  Technicians in the sub~selection sample must call the WASSP Center within two (2) business
days for interview purposes.

~

58  Inthe absence of a technician who has been selected for sampling, i.c., vacation, iliness, leave
of absence, school, etc., the Supervisor or equivalent has the responsibility of completing the
Work Activity Logs for that employee for the duration of the sample period.

NOTE:  Refertothe Exception Reporting Section of this practice for details in reporting employee
absence from normal duties.

5.9  Supervisors or equivalent must ensure that accurate Source Documentation is. generated by
all technicians being sampied and that this Source Documentation is retained in accordance
with Company retention guidelines.
NoTice | |4
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CONPAAY: BST
TILE: SAKPLE SELECTION ‘

SERIBD: WE 1219 )
DATE: 0EC 9; 1993

ADITR: RKY \ w) \'ﬁ\\

WP MO, LY
111, Sample Selection

According to 04T report dated March 1993 & Stat Sample of technicians is taken

from the Payroll Master Data Base (PMDB). This is a BellSouth Data Base used to

naintain esployee information, The sample progras called Extracﬁ?stratified the

universe of employees into howogenous categaries based on state and JFC. The

SANPLER program selects random sasple of techs ta participate in work activity

Iog portion. Those selected will participate for one wesk, The SAMPLER prograa

also generates a random sample of the above techs to participate in the '
technical aralyst interview (about 30% of sample). Logs for 3 days are selected ‘>
for tech analyst review procedures. These procedures are described in wp No . "f"'{' / f’ '/

Sanple size and strycture of sample has been designed so that a J-month Network
Technician Labor distribution Profile is targeted to achieve a 95% confidence
level with & preciaion of +er - 3% fnrﬂach field reporting code. The precision
corresponds to approximately + or - 1S minutes. Technicians selected are aver
sampled in the sasple selection Module to account for days not there (vacation,
illness, weekend/weskday shifts.)

staff interviewed the statistician, Keith Johnson, who wrote the program for the
sanple and explained his program in detail. Ses WP, No. 47-1 for details of
how the program works and the controls.

According to Keith and Rick King, Keith is the person who wrote the
program, and the only person who can change the progras for the sawple
selection.

1f necessary, Keith said anyone of the people he works with in his area
could get into the prograa and understand it. I% would take thes a
week to do this.

Bell South has a guide to Computer Rsset Protection — It is is
Executive Directive G01. WP 47-4 is a quick reference guide. From
this appears that each persons progras are protected. Staff did not
further work on this,

He were supplied with docusentation of the progras written by Keith
Johnson for the szaple progras, We are incloding this for future

reference. If we aEgij the system we have this to start with,
Wp no. "17 -3

CONCLUSTON:

¢

Froa interview with Keith Johmson, 47-1, it appears that every service
tech in the universe has a cbanGl'uf being in the sasple sach month,
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COMPANY: BST

TITLE: THTERVIEN WITH KEITH JOHNSON,
PERSON WHO VROTE PROGRAM TO SELECT THE SAMPLE

PERTDO: TYE [2/31/83

DATE: DECEXGER §, 1993 \(\93

AUDITOR: RKY \fy\\‘\

WP K.

Intervies Keith Johnson at BST in Birminghas on Monday, Dec 6. Per
Keith , he is the person who wrots the program to sslect the sample of
service technicians (ST's) to sasple in & particylar manth,

Rick has direct access o a copy of the payroll waster file. He downloads
five categories to the system in the WASSP center. (The payroll master
filed is updated every week. Rick downloads to WASSP harddrive and thea
backs up the payroll master file and alsc backup and store the sanple
also to WASSP diskettes.

Have on paper on on diskette too.

I. Xeith's fields look as follpws:

Responsibility  Mase st Week # Randor  randoa
code to be audited i nue
-4 or 15 0-1 0-10¢

exasple 0.378291\ 0-2.998

0.761142 3-5.999
£-8.939
21 - 30

highest

This is considered sinple randow saspling.
Foraula to select the sample:

Round (@Rand » runber of wasks + 0.5,0)

Simultanecusly, everybody gets a seek and everybody gets an interview
schedule. Then a sort takes place in ascending order then cut off at the
nusber you need for the salﬂ:le.

gl G A

randonly chooses
lovest t:ﬁthe nuabers,

randosly assignes
the scheduls for
1 intervievs

. OVEN

oktr) U2 08

30 anra-

d,
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COMPANY: BST o
TITLE: INTERVIEN WITH KEITH JOHMSOH,

PERSON WHO WROTE PROGRANM TO SELECT THE SAMPLE
FERTOD: TYE 12/21/8
DATE: DECEMBER 8, 1333
RUDITOR: RKY
¥P HO.

Per Rick King this is saspling without replaceeent. a 95% confidence
level with a + or ~ 3% precision. The precision of three psrcsat was
arrived at by considering 15 minutes of an B hour day.

Confident that no further than 3T away froa the truth. 55% sure that mp
aore than 3% away froa t!le truth.

The mugber of wesks is determined by the nuaber of Wednssdays in the
month, Howsver the wesk goes froa Sunday through Saturday.

vhen the sample and intervisu schedule is selected, all five week go out
at once fra Rick's office. They usually leave 10 days to gat to
supervisors. The supervisors per Bteve Shaw usually tell the techs the
FAgday before the week they are being sample.

See upﬂo;‘-{'g’ 3t‘or the u'ay the service techs fill out forws.

.\
see wp m:."lsg for the way the Work Activity Logs (BAL's ) are collected
reviewed, checked, interviewed, and input into the systes in order to
cbtain a profile.

& three manth total (not average} is detsrmined for each sonths profile,
E.G, the month of October is a profile of three sonths total CAug, Sept
Gct). (the profile for the month of Oct 1s applied to Decasber dollars).
The profile includes the Field reporting Code, The type (Reg, dereg, tvl
or coae), the hours for each field reparting cods, the I of hours for
sach field reporting code to the total and then ths precision. This
precision is used to detersine the sample for the next sonth.

(See Mrﬂw
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i COHpaY: BsT
‘TIILE: INTERVIEN WITH KEITH JOHNSON,
/ PERGON WHG WROTE PROGRAM TD SELECT THE SAMPLE
/ PERIOD: THE 12/91/99
7 DaTE: DECENBER 8, 1933 .
AUDIYER: RKY )
¥ ND.

Explanation of the Precision colusn.

for Pots ST, there are 2067 for Oct profils, 30 were selected every
month, so there is 90 in the thres sonth total.

. \The T of hours for Field reporting code 221 is 90 measuresents of the &
"{ q ! bf hours on 22N, The ¥ came cut to 3.59% of all the hours spent in the

ield.

SUEN
In the exaspie here on wp,....., for 220 there were 176 hours spent which
were uas 3.58% of the total hours spent. The precision coluan for this
uas 1.19%. ’

Precision Column: @
(nusber of cbservetions in profile sosetines
wore or less.)

person week 14 3.26 Look at thase 90 and ask how wuch did they vary
person week 2 4,83 abund that answer. Precision closer to 3
person week 3 3.57 more variation. at 0 no variation,

See workpaper ND. with forsula for precision :_t\_:_g_‘

fi very siaplistic explanation of the precision number and how it is
calcualted is lnok at the average ¥ for a given code, in this case 3.59%
for all 50 people, Sonewhere in the formuls add up all the diffsrences
between the individaul weeks per person and compars with the average 2,
and cose up with the precision.

If going to have person for a wesk, get all kinds of work, say sot 5/7’
get for a day. Helps the manage the sasple, A rﬂﬂ-a
—titls, P Ty e 2’ ‘ ohne.
The saupie size for the next sonth is based on the precisior’of the prvious sonth.
L\'\ o r). 1t is based on desired precision, in this_caae 03,

M= ¢ squared ® N

e

i{one) squarefd
.6, 688 Preicision = 0263 (Seewp “F 7 [

0269 squared » 90

------ = z T2 for three sonths

.03 squared (407.4074) divide by three and the sample size
of approximately 25.
The foraufa is set up so that the sasple is no
less than 30, in a particulan sonth,
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CONRPANY S
TITLE:

PERIOD.
DATE:
AUDITER:

WP M.

BT

INTERVIEM NITH KEITH JOHNSOH,

PERSON WHO WROTE PROGRAN T0 SELECT THE SANPLE
TVE 12/34/83

DECEMBER 8, 1993

RKY

1 asked how selacted a nusber to sample at the beginning.

They said X

The sasple size as explained to me varies
for exasple, POTS in Florida doesn’t vary such

Cable in Florida has a high sasple size hegause of diverse work (sanhole, Network tsrainating Wire,)

{orporate Compunications is very varied,ih refof a higher sample size,
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FLORIDA

S

Pt
- o

Yol

OoCT 1983

éowwf":

%u

\\I\fe’

I&M POTS (4100)

NO. OF EMPLOYEES = 2077

ESTIMATED MONTHLY SAMPLE REQ’D 52

NO. IN SAMPLE.= - 30 ,éﬁzfabw7ul5ta
FIELD CODE TYPE HOURS 3 PRECISION

2 22M REG 66.25 5.39% 2.53%

3 22R REG 57.50 4.68%

a 45M REG 230.00 18.71% 4.61%

5 45R REG 141.75 11.53%

6 248C REG 17.25 1.40% 0.96%

7 248M REG 73.75 6.00% 2.49%

8 248R REG 56.25 4.58%

9 548C REG 47.50 3.86% 2.21%
10 548M REG 81.00 6.59% 2.14%
11 548R REG 62.00 5.04%

12 12M REG 21.75 1.77% 1.58%
13 12R REG 3.50 0.28%
14 52M REG 1.50 0.12% 0.17%
16 68E REG 19.50 1.59% 0.90%
17 Sl REG 78.75 6.41% 6.50%
18 68 REG 63.25 5.15%
29 257¢C REG 0.50 0.04% 0.08%
30 257M REG 1.50 0.12% 0.18%
31 257R REG 1.00 0.08% 0.16%
33 377R REG 0.25 0.02% 0.04%
34 F257M REG 0.50 0.04% 0.08%
3s F257R REG 0.75 0.06% 0.12%
39 F257C REG 2.50 0.20% 0.28%
50 97BI DREG 56.00 4.56% 1.86%
51 S7BW DREG 3.75 .31% G.34%
52, 97BP DREG 148.50 12.08% 2.66%
53 97BR DREG 14.00 1.14% 0.52%
56 98ER DREG 4.00 0.33% 0.37%
80 78M REG 2.25 0.18% 0.38%
90 5532 coMM 33.75 2.75% 0.97%
94 5536 comMm 33.75 2.75% 1.13%
95 553 coMM 47.75 3.89% 1.32%
TOTAL REG 646.50 52.60% 5.49%
TOTAL DREG 226.25 18.41% 3.21%
TOTAL CoMM 115.25 9.38% 2.27%
TOTAL TRVL 241.00 19.61% 2.70%
TOTAL SAMPLE HOURS 1229.00
ESTIMATED TOTAL HOURS 340351.18-
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7 17 68M 0. 0.25 0. 0. 0. 0. 0.
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1024

O.
0.
0.
0.
0.

L +

0.
0.
0.
0.
0.
o.
0.
0.
o.

1024 ¢

Q.
0.
0.
0.

1025

2.25
1.25
0.

1.25

0.50
O.
o.
2.75
0.
o.
0.
0.
0.
1.00

1 1025

0.

5.50
1.50
1.00

1026

0.
0.
0.50
0.
0.
o.
0.75
0.
1.50
1.25
1.00
0.50
0.
1.25
2.25

1026

1.50
5.00
0.

1.50

1027

1.25
a.

2.00
o-
0.

1.50
2.75
o‘
1.00
o.

1.75

1027

4.50
2.50
0.
1.00 1

1028

o.
0.
0.
2.75
00
0.
o.
0.75
0.75
1.00
0.
O‘
0.
0.75
3.00

1028

0.
6.50
O.
1.50

1029

0.
2.00

1.75
0.
0.
1.25

3.00
0.
0.
0.
0.
0.
1.00

1029

0.
7.00
0.
1.00

1030

0.
0.25
0.50
2.25
0.
0.
0.
0.
0.
1.00
0.
0.
2.25
0.
1.75

1030

O.
0.
0.
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TRVL

22R
45M
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1024

1.75
0'
0.

1028

0.75
3.50
0.

0.75
0.
0.
0.50
0.50
00
0.

2.25

0.25
0.
0.
0'
1.50

1025

2.25
1.50
0.

1026

0.

1.50
o- L
0.25
1.50
0.25
0.

- 0.

0.
0.75
1.00
0.75
0.75
0.
1.50
0.
1.75

1026

1.25
0.
0.75

1027

4.00
0.

1028

O‘
O.
0.
o‘
0.50

6.25
0.
0.
O‘
0.
0.
2.00
0.
0.
0.
1.00

1028

2.25
0.

2.50

1029

1.25
0.
1.50

1030
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5532
5536
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TRVL
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0.
0.75

0.50
1.00
0.
0.
g.
0.
0.75

0.50
0.
0.
©.75
0.
2.00

FLORIDA

0.75
0.
0.
0.
o.
0.

0.
0.

1.50
0.
0.
0.50
1.00
2.25

0.

0.
1.50
0.
0'

0.
0.
1.00

1.75
0.
0.
0.50
o.
2.50

194

PO1A93W 000012

AU




. ot
oo N

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
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, BellSouth

. Computer Asset Protection
. Quick Reference Guide

This document hightights major aress of
importance in BellSouth's Computer Asset

Pr iom (CAP) Polioies. Instructions
and Suandards.

Further detaila, claritication and other CAP
Tules are included In E: Directive 001,
Exscutive Instructions Number 15 and
BSPO0A-140-XXXSY.

.

Quentions or variance requenis should be referred
10 & CAP Team repressnistive or the CAP
orgunization el 305 9681370

NOTICE

Not for uss or disclosure cuiside BallSoulh
or any of ita aubaidisriea excepl under
written agreement.

thl

5,

Executive Directive Highlights

* Employess shall socesa ohly authorized
systemn. applications, neiworks and data.
Employses shall not access public or
privais computer bulletin boards from
BellBouth facililles or assets.

* Employwes shall not access vendor -
computer services without written
authorisation.

* Employess shall not import, use or
distribuis public domain uﬂwm in
BeliSouth.

Executive Instruction Highlights

* Al P Y mll i and
# ks will be
dulnd. implamenied and operated by or
ter the Company in socordancs with CAP
standards.

* Employees and d e are to
oonply with CAP Instroctlons, standards,
practioss and guldelines.

* A davios or softwars will ot be oonfigured
-ioaxoid manuslly

entering an 1D and
password

‘l‘lln.monhhwlllmh
n-uso-n snda non-!onﬂulh mwur.
ifioall

¥ ApP
hy OAP. mer. smployess may use
ly owned

top
cowm busioese if tlur sasure no jonpnnly
ta BellSouth.

* Workstations, lerminals, PCs, ste, wiil be
logged off when unatiended.

¢ Output medis, printed materis! and
magnetic madia wil] be marked with

the approprists propristary information
warning and will be dispossd of properly.

Helpful CAP Tips

* Be sxtremuly carelul sboul giving
information over the phane or sending
something sutaide the Company lo someons
Yyou do sot know, [dentily reciplents
of information.

* Bired anything that could help an
intruder. ;

* Protect the confidentiality of data.
Treat copise like originale.

* Do not creute th d In--dis)
paths 1o Company coinputars.

* 1l you use & cvmpany PC:

Use company supptisd soft
Do 20t use or maks unauthorised copien of
soflware.

Make aud Rewp good backup files in another
ares away from your PC.

Protect disketies with sofiwars or important
files from theft.

Ensure that disketies arw disposed of
properiy.

Wrile prowsot software 10 avold viras
coulamisation,

CAP Varlances

A A request lurl variance from s CAP standard
be d d first g CAP taam

members. Official raquasts must have 0

concutrenes from Ihlﬂﬂ'llllﬂa]dlplﬂmlnt

AVF and will be lllbmitud lo thl AVP lnr

Information By T

Corporate Communications.




1, USIR IDANTIMCATION

+ Each sysiam user will bs uniguely Identitied.
1D% will not be sharsd.

- ID mechaniams will not be bypaesed.

« BallSouth commea user ID format will
be used,

+ Bysism users and sdministrators will
be rvidentified at least anaually.

« IDw inactive for 00 days will be dlssbled.
2. USIR AUTHENTICATION
)
+ User 1D» must ba authenticated
{proven) by passwords or other

spproved masas.

- JAuth 1, hanl will not be
‘l}puudby yone.

- Passwords will not be shared,

« Passwords will be user assignable,
known only to the user and be abls to
be changad at Jeast daily.

« Usar pasewords must be at least §
charsoters. Privileged user.
sdministrative or critical system
du should be 8 ok .

P

« Passworde must contain at lsast &
alpha and & numeric characters, and
should contaln at least one special
character,

« Passworde will be sged every 00 days;
0 days on eritical systems or for
privileged users. '

+ Users will only be atlowed to
st h plred pa de for 15
days. Privilsged users or users of
oritlcat systsma ahould hot be allowed

!0 FestOre their own expired pasawords,

- Bysteme will encrypt and furthar
protect slored preswords,

3. ACCCESS CONTROL OR AUTHORIZATION
- Bywiem access will be allowed, denied and

otherwiss controlled by authorizstion
mechenisma.

4 bl

- Acosss conirolfauthorisation will be
based on authenticated user 1D.

+ Users snd administrators will be
aliowed novess 0 only necessary
ocommands and duid. ‘

+ Accsss control mechanfema, data files
snd tables will be prof

+ Users and sdministrators will be
di d Benticated ANat

20 minvien or lsas of nou-uie.

+ In-dial nooess will be protecied

with an additiona) level of
Py ide Lhe sy

- Dial back is not An scowpiable

+ Remote diaguostio socsss will be
controlled and made availadle only by
apecific suthorisation at the time
of nocess.

« Aecess 10 & data astwork or systems vis
ia-dial will not be allowed unless the
usar has at soms point bewn individually
identified and authenticaled, and so sudit
trall has been established.

- Bystems and networks will recognise &
hang up or othsr communiontions
! and isrminsie the ueer

ssssion.

- Interrupied in-dial sovsss sessions will
ot be resstablished without the uee of
Wentification and suthentiostion procedures.

-Aqm‘;rutm:k‘lmpmmwillmn
i incortecily sttemptied J timee,

« A to Comp ¥ by non-
smploysss will be in socordancs
with the BEP.

4. CONFIDENTIALITY

- Aocess contrel and/or suthorization
mechanisma must be used 1o halp keep
tranamitted and stored dats confidentiat.

« Enorypiion should be used lo prowct
privaie, sensitive or othar oritisal stored daia. .

- Emeryption should be wsed bo protect private,
seusitive or oiher oritioal data transmitted
by other than point-lo-point communications

or other trusted means.

- Keyn used 10 decrypt data will be transmitied
directly from p to or vis
privaia paper mall.

DATA INTSOMTY

- Emoure ihat siored data cannot be moditied
by unauthorised entities.

« Afwr-tha-[sot Integrity cheoks should be
socomplished through audit activity,

- Krror detection protocols, edite, check sum
programs, etc., will be used.

- Plle wywioms and disk integrity checks will be
ren on a yegular basie.

« Bystesme will ba adle (o identify the
origin of nn-lvdfﬂlllhhl‘dl'h.

& SERVICE AVARASILITY -,
« Bywiwma will by designed aad ined Y0
easure that scheduled services ars avallabls.
- Approved dissaer y and coating

processing plass. snd off-site storage
programe for date and sofiware must ensure
iha ooatinuation of oritical functions.

7. ACCOUNTABRITY

- 1 bility will be plished
by traoing sotivity baok to the
responsible party vis audit mechanisms.

' An after-the-fact sudit process muat include
the ereation and wee of both sudit
records for approprinte activitias and
procedurse for the timely analysis of such
aotivities,

- Koy questions for audit trails are who did
{or aocessed) what, when and (from) whars,

« Intrusion and improper activity detection In
real-time will be sirongly considered.

- Awdit log ncoass will be “resd only” by
suthorized persons and the log will be
protected from both modificatlon snd
destruction. .
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12-13-9311: 200K

u .0 |
@ Post-lt"brandfaxtransmittatmemom',mmu- ﬁl

e DAl

%0

RUN

END

DOWN
SPACE

PAGE

TEST

brG

LY
o

:..-——0—‘—-_;

FROM ER SUPPORT FIN MGT

10 91305262318

F001/004

ANGDOUDQ
{QOTO)iNFO~
RINFO~

Fram
R—A/—.\va_

{NS} 2, tept.

(oATAy , 2857 77-29%
{FOR CATX.1.6,1,RUN] J=2é/-23 *
QANEYY

JWGDOUE

[HOMEHGOTO}A-
IRE.{(RHENDNONLYENDHU}~

6 {FOR KK.1,5.1,.DPG}
[GOTO}EAM

2{FOR 1%;1,CATX,1,DOWN) CATX
1C~5~

{IF $<2}{BRANCH END}
IRENET/RVNAME~NET~ NAME NET2
{GOTOM

NET2 1 NET2
e 2NET!
{IF @VALUE(U)<SHBRANCH EXT} 3NETA
[COTO)AA-X~ 4 NET4
ge éléxenoxom){euonuxn 24~ 5NETS
{L wltEND)(DKR 18}~

{CALC}~'
IRV.{R 24{ENDYO}—~
/DSRD.{R 24{ENDKD}~PAPE-A~G

38 {FOR L1,5,1,00WN}

f!E (R l:-:lA}IENDHDl-
IDSRO.{R ZZHENDKO}-PW1~A~BS1~A~E~T1~A~G

36 {FOR K.2.5,1,SPACE}

{GCTOJHEAD~
{coToy

38 {FOR J,2.5,1,TEST)

{GOTO)AA~

/RLCASER ANSRO-~
‘PRCRE.{LYENDHOKRKENDKUNR 22}~G
{SAVE} !

{GOTO}HEAD~

© T ' (GOTCMAP1~
(GETLABEL == AW1}
{OWWIR™ MGDOUEQ/WEYY
ICFORM2~~

o
WPRQ]

IC~TEMPWK~
{0 2{CALC)-
{iF @CELLPOINTER('CONTENTS F>TEMPWK{PAGE)}

02
WwrDQ

SAVE

{GOTOJHEAD~
IEXV{CE)CAWASSM
?

\
ERR
~{R 22{ENDHDHENDHD}~
MPRICEJICAWASSA
7
\
ERR

égn.(n 22{ENDKDHENDHOIL 2~

2 00
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12-13-93 11:20A8  FROM HR SUPPORT FIN NGT T0 913052612318 P002/004 ;

DAYS

20 KENTUCKY 3 . & .

30 LOUISIANA 6 . . .
40 MISSISSIPPY 9 .- . .

50 TENNESSEE 12 . .

60 GEORGIA 15 - .

71 FLORIDA 18 . o .

72 FLORIDA 21 . . .

73 FLORIDA 24 . . .

80 NORTH CAROL 27 . > .

90 SOUTH CAROL 30

INFO FILL IN THE FOLLOWING INFORMATION REGARDING THIS SAMPLE

(USE RIGHT ARROW TO PROCEED TO NEXT ITEM)
SAMPLE MONTH & YEAR (E.G., JANUARY 1983) ?

BEGINNING DATES (SUN) FOR SAMPLE WEEKS (E.G., APR 03) - INCL WEEK IN THIS
MONTH'S SAMPLE IF AND ONLY IF WED OF THIS WEEK 1S IN THE SPECIFIED MONTH

1 2 3 4 5
? ? ? ?
SAMPLE SIZES FOR &M POTS (4100) 7
-14M SPEC SVCS (4110) ?
-14M CORP COMM (4120) ?
&M PUBLIC COMM (4180) ?
-CABLE/FAC MTCE (4250) ?
STATE (AL, KY, LA, NS, TN, R, GA, NC, SC)) ?
WASSP SUBDIRECTORY FOR OUTPUT STORAGE
(E.G.. FOR PATH CAWASSP\JANS3 ENTER JANS3) ?
SAMP 5
START 1 2 3 4 5
? ? 2 ? 0

20}




12-13-93 11:2000  FROM R SUPPORT FIN MGT 10 913052612318

A:S79: [W1l] @MID(A79,81,8)
A:T79: [W19] eMID(A79,12,19)

A:V79:

A:Y79: [W1D]

A:AA79:
AAC79:
A:AD79:
A:AE79:
A:AF79:
A:AG79;
AzAH79:
AtAXI79:
A:AJ79:
A:1AK79:
A:AL79:
A1AM79:
AtA079:
AAP79:
A:AQ79:

(Wi]
(wi]
(W5}
[¥1]
[W5]
{wi)
[W5]
(W1]
(W3]
[Wl]
(W5]
[wi]
[W1)]
@RAND

[(W10] @LEFT(A79,10) .
A:W79: (FO) (W3] @ROUND (QRAND*$NWK+0.5,0)

€HLOOKUP (W79, $START, 1)

-,

@VLOOKUP ($AQ79, $DAYS, 1)
gVLooxUP(shuvs,snnys,z)
QVLOORUP($AQ79, $DAYS, 3)
@VLOOKUP($AQ79, $DAYS, 4)
@VLOOKUP($AQ79, $DAYS, 5)

’

@RAND+*100

F003/004

L

200




12-13-93 11:50KH FROM ER SUPPORT FIN M6T 10 13052612318

i

R=Q4% RRAM HE SHPBADT WTIN WMAT sNe 077 1RAT

- PO04/004

&

1724117=Q% t2-2RPW

202
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{2-13-93 H-‘.%'!AH - FROM HR SUPPORT FIN MGT T0 913052612318 P001/001 5

"’ Post4t™ brand fax transmittal memo 7871 {#ot pages » EZ

Te

" V77 “m'iz :25 g ‘
Co.;; Ca.

v G .
| -977-247| -

pl. Phone l?

- - - o2 238

INTERVIEWS
— W

WK WKBEGINS

UNIVERSE SIZE =

SAMPLE SRZE =

# OF WKS IN MONTH
SSN

NAME

ERR
ERR

RC

3 ! o

" .
R=94X l'!7R€)ll HR SUPPORT FIN MGT 205 977 1587 12=-13-93 12:33PM POOL £#16
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CONPANY ! BST
NE; DATA CGLLECTION

TECKNICAL ANALYST PROCEDURES W 7]
PERIOD: ¥ 12/91/93 \ b\
DATE: DEC 9. 1993 . \
AUDTTER RKY \Vw\]
W 15,

Iv. A. DATA COLLECTION
E. TECHNICAL ANALYST PROCEDURES

Per Rick King,the program generatss a sample every month as
explained in wp 45. He inputs the data thalgeneratedthe sample.

Fer DEY the technical analyst sends prior to the waek sasples 1) a list of
technicains selected 2) the apprporiate logs, and 3) Instructions to the
Technicians Hanager. The Tech Manager gives to tech supervisor. According to
oy conversations with Rick King, Steve Uanderberg and Steve Shaw, the technical
analyst does not send the samples out, Rick King and Steve Uenderberg send the
sasples out. Also, in my conversations with Rick King, Steve Uenderberg and
Steve Shau, the whole month of sample selection is sent to the tech manager at
one tise and sent to the tech sypervisor at one tise. Also, the tech supervisor
notifies the tech to be sampled the Friday before his wesk.

Per DAT the tech's report time in 15 einute intervals on the logs. Staff
observed this also. Uhen cosplefed the techs give logs to supervisor and any
discrepancies resoived. - The supervisor sends to the technical analyst for
additional review,

See mewt—pnge for PSC staff observations regarding data cotlection and controls
and observations regarding technical analysts interviews and controls.

COMCLUSTONS :
1. Procedures are instituted so that:

A1l WALS received are checked against the names of the ones that are
supposed to be received.

ALL WALE received are agreed to sll appropriate docusentation by the
technical analyst.

ALl BALS are received at Wassp center next busiress day,

fpproximately 30% of the sample sslected are interviewed for three
days of sample week.

The Service Tech hinself is interveiwed as required by the FCC rather
than the service tech supervisor.

g
The interview§f chserved (technical analyst) follows the interuie!:
technique training.




#6)

CUPANY BST

TITLE: DATA COLLECTION
TECHNICAL ANALYST PROCEDURES
PERIOD: TYE 12/31/93
GATE: 0EC 9. 1993
AUDETOR: REY
#f H.

Thers dce no docusente cedures for correcting the WAL sasple or the
OC¥S's of the saaple. There docunentated procedures for this

for the positive tise reporting. ] Ae—e ctre M
$¥-3 > Can/\»obo-a.a
No, <%
]

RECOMMENDATION we. 74 2 W.a;,
Doclim#nt procedures-for- Wassp correckions.

1I. The controls to determine that the TA does his job correctly are not
docuvented, As explained by Steve Vanderberg, he is the Technical fnalyst
Supervisor and he reviews the kechnical Analysts work in terms of consistency
and he provides interpretation to the anlyst based on his knowledge of the FCC
and PSC.

Steve does pericdic reviews, nothing specific at this point, informal. he sits
in on interviews and looks at TA completed work; cosparss WALs to source
documentation. Steve said that because of all the audits he has been doing this
almost 1001,

He stated that as part of performance reviews for next year, they are coing to
set up @ specific nusber of interviews that he will observe and do periodic
spot checks on the accuracy of the WAL and interpretation of analyst. A nuaber
will be set.

RECOMMERDATION:
Document how the supervisor will revies the technical analyst's work.
I1I. The 8T knows he is being saspled usually the Fr ay before the

week saapled. Based on all the conclusions drawn i”ﬁs 45,47 and 48,
it does not appear that this will bias the saaple.

o s.

0‘\‘/\
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* COMPANY . BsT

TITLE: OBSERVATION OF TECHNICAL ANALYST
PERIOD: TYE 12/31/93

DATE: DEC 8, 1993 ’)3,
AUDETIR; RKY \\

4P 0. %g—..{ \3 ;

P8C staff sat and ubser#éd the job routine of Ronnie McFariand, the
technical analvst for Florida. :

I listened in on three interviewss and observed Mr. McFarland
side of the interview on three others.

ficcording to the YASSP procedures 30% of all ST saapled have &5 he
interviewed.

F8( Staff Observations

The ST faxes in their WAL's when cospleted.

If ticket involved, faxes that too, The TA pulls up the ST DCWS for
each WAL. FPulls up by Eaployee code and prints out.

Per FCC each WAL should be checked (everyone is checked 1002) by TR to
source documents (OCUS, tickets) to see if they agree. The technical
analyst said if there is an error or questions in those that are
checked to agree, the Th calls the supervisor, not the tech, The
supervisor talks to the tech and tries to straighten this out, The
supervisor will call the T back. If there is an error on the OCUS, a
04TH will be produced by the supervisor., The DATH is & corrected DOUS,
The TR pulls this up and adds to documentation,

If there is an error on the WAL, the TA can change this, but sometises
tha ST after speaking to his supervisor sends in a corrected WAL.

According the Hassp pracedures, the supervisors are to be interviewed
for 302 of the WAL's., FEC required that the A interview the ST rather

,,i% rd— than the supervisor, that is what is happening per RY observation. Per

new procedures vp no 48-2/! and 48-2/2.
RY chservation of the intervisu process by the TA.

On the interview, the tech analyst answers the call ins (ths 8T call in). The
tech analyst states the phone nuaber from the WAL he is looking at and then asks
the ST what he did. The TR sees if what the ST says agrees with the WAL and
source doc's. If there is an error, the T4 talks directly ta the ST and asks
the ST to have his supervisor call the T&, If the error is on the (CWS
(incomplete narrative, fiber or copper is sissing, uranq‘D then gthe supervisor
puts in a correg ted DATH and this becomes part of the docusentation.

Supervisor has to tatk to the ST and find out exectly what he did. If there is a
an error on the WAL, the ST aay send a corrected one, but the TA can change the
WAL after interview if put on wrong line; as long as it agrees with the source
docusentation, But the Th cannot chamge the DCWS. Needs to be changed by the
SUPBrvisor.

UP 48-3 has examples of WAL and source docuuentatiﬂrhnd verification output.

> 019

“BIp 1




* COMPRNY . )

TILE: CRSERVATION OF TECHNICAL ANALYST
PERIOD: TYE 12/31/33

DATE: DEC 8, 1993

AUDITOR: RKY

WP ND.

f

T8 can pull up the &0NG by thedl esployee number, To see if there is
a rorrected DCWS (DATH) pulls’up by telephone nucber.

The DATH is the Display Abbreviated Trouble History vs the DLETH
{Display Long extended trouble history.)

The last thing the Th does is ask the ST how wany hours he worked that day.

It appears to me that the questions asked by the T4 are opan snded and asked in
a way that the ST will do the talking — not the TA. It appears that the analyst
follows the interview technique training as recossended by the FCC 48-2/3.

1 asked how Far in advance the supervisor knows who will be sampled and
ho# far in advance the ST is notified that he has to fill out the logs.

Steve Shaw says he sends the sasple to the supervisors about 10 days
befare the sonth, Tha supervisors notify the 8T arund Friday of the
week before.

For what the tech supervisors are suppesed o do, ses wp mo, 48-2/1, pg & of B,
Staff did not observe this,

The techynical apalyst has a procedure for checking off the YWAL's as he checks
thes 1003 to the souce documentation.{ See wp $8-3/5 for sasple list afuhat the
1A checks off). He also has a procedure for checking off the interviews he
does. Supposedly each technical amalyst does the sase so one can pick up for
another. This is documented in the Technical Analyst Handbaak,

flso, Per Rick King, the TA are switched evary so often from state to
state. Check this with Rick. '

The TA brings his weeks work to the input area and logs in what he
brings in. The input clerks put into system and log inm what they put
in. In ay observation they made sure the hours added up each day to the
total on the WAL, ’

Then & verification sheet is printed of the dats that is input.
Someone else chacks this. Talk to Rick shout this.
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" COMPANY: 88T

TITLES 0BSERVATION OF TECHMICAL ANALYST
PERIOD: TYE 12/31/91

DATE: DEC &, 1993

AUDITOR: RKY

¥F WD,

1 also spoke with the supervisor of the Technical Analyst, Steve
Uanderberg in Briminghaa,

1 asked hin what contrals wers in place so that the TA does his job
correctly.

He said the the TA is hired for his network tech experience as well as
his accounting experience.

Once they are hired there are sessions of training in the WASSP process
and in FASC (Functional Accounting Si&an Code). After that the Tech
fralyst is assigned a stats,

Steve Usnderberg said that }:Lrevieus the TA work in terss of
consistency, he provides interpretation to the analyst based om his
know!edge of the FCC and PEC,

He does periodic reviews, nothing specific at this point.-kind of
informal. He goes in and sits in on inverviews., Hk also looks at the
conpleted WAL and cospared with the source docusentat@d to make sure
the TA did the right thing.

Doesn't have a specific nusber because of all audits going on is doing
almgst 100X checking on the TA's and he doesn't think that is warranted.

fis part of peformance reviews for next year, they are going to set up
specific nuaber of interviews that Steve will sit in on and go in and
do periodic spot checks on the accuracy of the WAL and interpretation
of analyst, set a nusber.

Steve Venderberg also goes in and check the verifications sheets after
input. Goes in and locks at what has been verified. Look at what
individuais are doing in terss of input,

Steve also sent out the sample.

The FCC is requiring the ¥AL to be at the YASSP center no latar than

the next business day. Interview no later than 2 business days. Then
they go ta Steve V. Part of the TA responsibilities is to close out

within the specified tims. This is auditable.

e
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SENT #71_ . BELLSOUTH

Maurion P, Taibat, dv. Sulte 900

| R 1138218 e N.W.
Direcior-faders Reguisioy Washington, 0.C, 20038
202 483-4113

October 25, 1993

Xsn Moran, Chief

Accounting & Audits Oivision
Federal cCommunications Commission
2000 I, Streset, NW, Room 811
Washington, D.C. 30854

Dear Nr. Morani

As a result of the nesting on Septanber 16, 1993, batvaan
representatives of BallSouth and Commission staff nmembars,
Ballfouth agreed to make certain enhancements to its Wasar
process. BellSouth alse agreed to infcrm the staff as to the
status and the completion of the lapentation of these
enhancezents. The purpose of this lettar ia te notify you

that BallSouth has complated the implemantion of the enhancements
and recommandations made by tha FCC atatf.

rollowing are the five FCC staff requested anhancamsnts to the
WASSP procsss and the correspending action takan by Ballsouth to
izplenant each requirement. ,

1. The fisld supsrvisor must review tha WASSP Work
Activity Log (WAL) for accuracy and complaterass and
+ransait to the WASSP canter no later than ths businaess

day following the completion of the work. T 7
BellSouth has implamented the procedurs df::;ibod éf? /ﬁfzéﬂﬁﬂ
Hs-2 in Ttem 1. 8ee Attachment 1(BellSouth Practice ' |

L -WASSP Tine Rsporting Proceduras Por Technicians)
: { paTagraghs 8.5 and 8.6. Oq 4919

" 2. Analysts must perfora a 100% raview of subuitted WALs
sach day. Alse, the analysts will conduct tschnician
teslephona intervieve cn a sub-sslection of the
technicians in the overall sampls.

BellSouth has implemented the procsdurs described
in Iten 2. Ses attachnent 1(BellSouth Practice

. 2135
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110=25-83 ; 14:42 JBELLSQUTH 0.%. . (NG~ . 205 877 3083:8 3

~ WASSP Tima Reporting Proceduras For Technicians)

7 . 5 l'b
“‘.’lg/[} ﬁ %}bl% paragraphs 4.3 and 5.7, Also sse Attachment 2

asZ ¢

ﬁﬁ’:l

(w:i” Policies and Procedurss MNanual) paragraph
6.04.

3. The WASSP analyst iin-tnd of supervisor)uust interview
field technicians within two businass days of work

letion. Toll=fres numbers have besan established to
facilitats this process.

in Itam 3. Ses Attachment 1(Bellsocuth Practice
WASSP Tinme Reporting Procadures Fer Technicians)
agraphs 4.2 and 5,7, BellSouth has also
stalled an automated call distrihution device
to allow technicians to contact the appropriate
analyst for an intezrviev.

f 3'%% BallBouth has inpl;ucntcd tha procedurs dascribed
i

4. Analysats aust receive intarviev tachnigque training,

All analysts and the analysts' supervisor have
completad an “Intarviewving Skills Workshop™
tra course. This courss vas designad
specitically for the WASSP technical analysts by a
unigr %nltrucm with tha BsllSouth Leadership
Inatitute.

The course focussd on the interview skills required

&-:L for successful data gathering, clntarinzﬁuinly
"f around the use of "opan-ended™ gquastioning
{ tachnigues, Ths courss also utilized role-playing

as a mj.n:ln! asthod to insurs each analyst could
becems fanjiliar with vays in vhich to probe for
information through the interviaw procasa, and be
critiqued on hism/her parformance.

Included as Attachment 3 is training matarial from

the werkshop.
5. A teahnioian / isor training package must be
documanted.  ‘This ackaga wvill be in the form of

the updated 3ellfouth Pr ce.

A conferance was held involving all the State WASSP

Coordinators to cover sach of thas reguired

enhancezants resulting from tha neet with the

TCC staff. This confarence produced the requirad

;;v:l.::onn to ths pra-existing Tine Reporting
oceduras,

Attachuant i is ths updated Ballsouth Praotics for

}j—&_'); Tine rting Procedurss for field forcoas involved

N s sme

in tha SP procaess, this includas ths teahnicians
/ a8 vall as suparvisors and other managers. This

\ '))"}

‘ : @ FO1A93W 0000064
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-

&Edat.d practice has baen covared in each natwork
strict in each of BellBSouth's states.

Also provided herein is the following information requasted by
the FCC staff at cur mesting of Septumber 16, 1993.

, { 6. Writa-up on how work iz dispatched
{-
“+ Ssa Attachuent 4.

7. Analyst / Technician interview. (Illustrative
lzl‘% 2 questions).

-7 Sea Attachment 3, page 14.

8. Notification that statas have besan informed of
procass snhancaments.

All statss have bean notified in wvriting of
tha WASSP procass changas.

BallScuth has implemented all anhancasnts and reacommendations
proposed by the Fcc staff and is preparsd to procsed solely with
tha WASEP procass . BallSouth respectfully seeks your
sxpeditious approval prior to Novambaer 29, 1993, s0 that we may
discontinue tha dual tims reporting and procsed with WASSE.

sinceraly,

 Iaurice i A
Naurice ¥. Talbot, Jr.
Diuogor = Federal Regulatory
co: XKan Ackerman

Attachnents

g
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" BellSouth Practices

BellSouth Telecammunications Standard Attachment 1

Page 1 of 18

_— WORK ACTIVITY STATISTICAL SAMPLING PROCESS
.30 TIME REPORTING PROCEDURES
k FOR TECHNICIANS

M | 217

NOTICE, @
Not for use or disclosure outside BallSouth or
any of its subsidiaries sxcept under writtan agreement.

Printed in U. S. A.

FO1AQW ANNNNKA




" BellSouth Practices
BellSouth Telecommunications Standard ittachment 1}
' Page 2 of 18

WORK ACTIVITY STATISTICAL SAMPI;ING PROCESS
TIME REPORTING PROCEDURES
FOR TECHNICIANS

' FO1A93W 0000067

NOTICE
Not for use o disclosure cutside BeliSouth.or \\g Page 1
arns it e s inidincies axesot LAGer written aoresment &




[} 8

-

- 9 -T700-0028BT
Section 6207 Attachment 1
Page 3 of 18

NOTICE
Pa i Nat for use or disclosure outside BalSouth or
r mmre ad Jten oy al el e dnssnh ok o el bt oy ud TIATRAAATT Amnmsma - -




Attachment 1
Page 4 of 18

'L?..D
FOlA93W 000001

Page 3
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" Section 620—700-002BT Attachment 1
Page 5 of 13

NOTICE 12,]
Not for use or disciosure outside BeliSouth or
Page 4 arnr v Ha miRictindas avonot LAAr writtan Sorsement B




NOTICE .
Not for use or disciosure outside BellSouth or

wrr mb ibe o ineldidrians awvmmit | A Goritan aoraarrelet?
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Attachment 1
Page 6 of 18

2L
FO1A93%W 0000071

Page 5§
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" Section 620—700-002BT Attachment 1

Page 7 of 18

017
A NOTICE

e & Not for use or disciosure outside BelSouthor FO1A93W 0000072




Attachment 1
Page 8 of 18

4

AL

Net for use or disclosure outside BaliSouth or Page 7
any of its subsidiaries except under writen sgreement  PO1A93W 0000073
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Attachment 1
Page 9 of 18

Section 620—700-002BT

AFFILIATE COMPANY BILLING

NOTICE 2

Not for use or disclosure outside BellSouth or
Page 8 anu o 48 a1 maitiankas aveard 1A wrttan AAFRAMANT PAYTRATIY AANANATA




Attachment 1
Page 10 of 18

L
NOTICE 2z
Not for use or disclosure outside BallSouth or Page 9
anv of its subsidiadies axcent under written 8greement pnYagIw nnnanTe




- " Section 620—-700—-002BT

Page 10

Exhibit 1 — Oxertime

NOTICE
Not for use or disclosurs outside BeliSouth or
any of its subsidiaries except under written agreement

Attachment 1
Page 11 of 18

X

PO1A93W 0000076




Attachment 1
Page 12 of 18

Exhibit 2 — Loaned To Another State
' ,2/7.%
NOTICE
Not for use or disclosurs outside BakSouth or Page 11

any of its subsidisries except under written sgrRement 1, 940 1600077
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Section 620-700-002BT

Page 12

Exhibit 3 ~ Union Afﬂﬂtia Paid

NOTICE
Not for use or disciosure outside BaliSouth or
any of its subsidissies except under written Agresment

Attachment 1
Page 13 of 18

7/’2.0\

VAT AT AAAANTOD




Attachment 1

Page 14 of 18

Exhibit 4 - Relievi'ng Supervisor

NOTICE
Not for use or disciosure cutside BeliSouth or
any of its subsidiaries except under written agresment  FOT1A93W 0000079

rvisor

t Code
nmust
*Labor

250
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Attachment 1
- Section 620-~700—-002BT L _Paae 15 gf 18

Exhibit § ~ AMiliate Billing \
Y
NOTICE 2.5

4 Not for use or disciosure outside BellSouth or
Page 1 any of its subsidiaries except under written agreement  p) 93y 0000080




Attachment !
. .Page 16 of 18

Exhibit 6 — Working Outside “Normal” Job Function Code
]

NOTICE . .
Not for use or Sisclosure outside B s"‘“:,'"m,m
any of its subsidiaries except under written POLA93W 0000081

232




' Attachment 1
Section 620—700—002BT Page 17 of 18

Exhibit7 - Schedule Change Reporting e
~37

NOTICE

e et wa exsizicie BellSouth Of FOLA93W 000008,




Attachment 1
WASSPF WORX ACTIVITY LOG Page 18 of 18
&M - POTS JFC 4100

bit8 - I lete Job Qn Work Activity Log A
Exhi ncomp (")n '2,17

NOTICE.
m:mihmﬁ axceot u'hu‘:uimn nor:M FOLlA93W 0000083 ’agel7
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,- " Attachment 2
¢

—SEPTEMBER 1993

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 employes 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 rolling total for a given State will obtain a precision equivaient to plus
(+) or minus (-) 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) week (7 days).

DATA COLLECTION

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 state contacts and field managament. Fleld management then disseminates
the Work Actlvity Logs (WALs) to the selected techniclan’s supervisor for
coverage with the technician.

6.02 Technicians participating in WASSP report their time by work activity in
minimum increments of fifteen (15) minutes. WALS have been deveioped for
each Work Group listing the predominant work activities of that Work Group.
Though most inclusive,” the WALs may not incilude every work activity.
"Write-in" activitiss are reviawed by the Technical Analyst and assigned
accounting codes. Any exceptions to normal work activities, such as
non-productive time paid (e.g.. vacation, jury duty, iliness) and overtime hours
paid must be reported individually through the existing Payroll Exception
process.

[

6.03 Prior to submitting the completed WALs to the Technical Analyst, the
Supervisor (or appropriate field personnel} of the sampied technician(s) should
compare the work activity information refiected on the WAL to the relevant

source documentation.

6.04 To ensure the accuracy of work activities reported by those technicians
sampled through WASSP, the Technical Analysts conduct telephone interviews
with a sampie of the sampled teshnicians. For the remainder of the sampied
technicians, the TA compares the logs to the source documentation. The

Notices Not for use or disclosure ocutside
SellScuth except under written agrsement

' 236
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Attachment 2
Page 2 of 2

BELLSQUTH TELECOMMUNICATIONS SEPTEMBER 1993

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 Tachnical
Analyst corrects the information reflected on the WAL.

(']

Notice: Not for use or disclosure cutside
BallSouth except under written agreement
L]
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CONPANY:
TITLE:

PERITD:
DATE:
AUDITER:

WP ND.

BST
{JATA COLLECTION

TECHNICAL ANALYST PROCEDURES
TVE 12/91/93 \* 61

DEC 9. 1993

\”u)e\‘

43-3

Part of this section is an exanple of the wark product of the process.

wp 48-3/1

up 48-3/1-1
wp 48-3/1-2
wp 48-3/1-2/}

wp 48-2/1-2/2

wp 48-3/1-3

wp 48-3/1-3/1

“p 48-3/1-372

This is the verification printout of the input from. the WAL,

These are the WAL that agree with the verification printout for two days
for gne §T.

These are part of the squrce doucaentation hacking up the
WAL. This is a ticket.

These are part of the source douceentation backing up the
WAL. This is the DCUS,

These are the VAL that agree with the verification printout for tuo days
for one ST.
These are part of the source doucwentation backing up the

NAL. This is a ticket.

These are part of the source doucaentation backing up the
YAL, This is the DCWS,

of 48-3/2 and entire section is the sane thing as above, but for another servica

technician,

Other ¥ork products of the precess,

wp 48-4

up 4B-5

Procedurss for correcting MTR RF~152 and DCNS for Positive
Tine Reporting. This is not for Nassp.

Exanple of the sample produced and usad by the Technical
fnalyst to check off his reviews.

237
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10-25~03 07:02 A FROM BELLE.

i

i R I&M - POTS  JFC 4140

GLADE, 995 8324, - POl

wiLVYAL L LANY

Revised: 09/01/93
PLORIDA Page 1of 3

DISTRIBUTED HOURS BY ACTIVITY | !

!

Name Steven D. Kayzlick

! e f0-24-9% LMOSID# 304

Tel No., CKID, or Mise. Actlvity {
| TOTAL ”

» SSN

Resp. Code  NS330304

€] F:F-’ @'ﬂ’* ' ‘ WORKED:

Supv. Name poy Goodson

Supv '!‘elIPager# { 1107) 936-7538

MISCELLANEQUS MEE‘I'INGS (Dac-rlba)
¢.g., Bond Drive, APP, Mseting w/Supv,

CLASSROOM TRAINING (Describs)

I
. i
1l 2l mmnﬂ

!III-IIJ -nl

[ ] .-.‘--
QUALITY OF WORK LIFE (QWL) I L1 el
UNION ACTIVITIES - COMPANY PAID [ ] ] [ [ ] -“

NO TROUBLE FOUND - ACCESS GAINED

N O O ™

TRAVEL & BREAKS _ L LT LT LT 1w
OTHER (Desctibe) ‘
!
ez o oy |
RTP Reviewed by |

Verified by .UCT 2 5 1993 Date Time

Technlca! Analyst ;
Correction Required (Check One) Yes No

Date !

| SEOFSEPSAINR AR LIPS * .-.‘.“.-7.-."‘*"..‘.‘.
[
| [nput by _énﬂe —

4

® 1993 Dalldguth FOL1A93W 0000156 43
\ 2.




10-25-93 07:02 A - FROM BELLE GLADE 996 $324 R,

o o O RIDA o 2of3
] Stayen D. Kauzlick | f
AERIAL CABLE (Includes Air Pressure)
* PXJ/Rearrange/Routine/Reuss

__* Repuir/Pair Change/Came Clear
BURIED CABLE (Includes Air Pressure)

* pX)/Rearrange/Routine/Rease

¢ Repair/Pair Change/Came Clear |
f AERIAL SERVICE WIRE (DROP/NI/PROT/GRND)
* Install (New)
. * Rearrange/Routine/Rense ; 7

BURIED SERVICE WIRE (DROP/NI/PROT/GRND) -

* Install (New)
h * Rearrange/Rowrine/Reuse
* Repair/Replace
BUILDING ENTRANCE CABLE
* PXJ/Rearrange/Routine/Rease
¢ Repait/Pair Change/Carne Clear
INTRABUILDING NETWORK CABLE

* PXJ/Rearrange/Rontine/Reuss

* Repait/Pair Change/Came Clear

DIGITAL CENTRAL OFFICE
(Includes Channel Units & Testing)

17

18

a

* Disconnect/Removal __J_J_J__L_ l Z o

FO1A93W 0000157
219
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Lt

Steyven D. Kauzlick

o a¥- 13 , ) 213141 3516) |
‘AL SUBSCRIBER PAIR GAIN Report Appropriaie Alpha Designation
s Channel Units & Testing) Below For Each 'Activity’

- {F) or Metallie (M)}
office (1), Feeder (F) or Distribution (D) =

we (New - Service Order Authority)
mge/Rearrange/Rowtlns l
spair/Replace/Re-insert/Came Clear ‘

-1C CPE - COCOT

CO Facilitics Between Bldg Term. & ND
wtailation
.qmmmmmmﬁnm
YacomectRemoval

~couhle Isolated o COCOT Equip. (Charges Apply)
JIC INSIDE WIRE (includes Matechils)

install & Rearcange

Repair - Warranty (Within 30 Days of New Install.)

Repair - Maintenance Plan
Repair - No Plan (Isolate/Set Trbl/T.D. Oniy)

I e
N-BASIC INSIDE WIRE (Inciudes Materials)

Install & Rearmange
Repair - Warrsaty (Wilhlnl\’motﬂewlnmﬂ.)

Repair/Tsolate/CPE Trbi (Charges Apply)
3 ACCESS - TROUBLE INSIDE (Tested at ND

* Malniznance Plan (Basic)

» No Maintenance Plan (Basic)
* Non-Basic

0 ACCESS, SL, 8O, 8R, CANCEL
« Non-Combinatlon Job, Repont Reg/DeRog Activity

+ Combination (Reg/DeaReg) INSTALLATION lob
« To tie Network Interface (Trouble Unknown)

. PO1A93W 0000158
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-26- : FROM BELLE GLADE 996 §324 200t
10125 93 07:20 AM A8

< WASSP RK ACTIVITY LOG
2 - I1&M - S JFC 4100
b CO ¢ , Revised: 09/01/93
3. _ FLORIDA Pago 1 of 3
Y | GENERAL INFORMATION 3 __DISTRIBUTED HOURY/BY ACTIVITY .
5 u Name Steven D. Kauzlic Al ' el o7, . o/Mlic. Actlvity .
Date LMOSID#  304° ) / ' ‘ TOTAL
é 10-25-93 —~ HOURS
71 sSN - : { WORKED:
% | Resp. Code 5330304 - 1Q .~
9 | Supv. Name Roy Goodson - _ - ToT i
MISCELLANEOUS MEETINGS (Describe)
¢.§., Bond Drive, APP, Meeting w/Supv,
90
CLASSROOM TRAINING (Describe)
QUALITY OF WORK LIFE (QWL) - o
sa—
UNION ACTIVITIES - COMPANY PAID 91
NO TROUBLE FOUND - ACCESS GAINED 95
TRAVEL & BREAES | »
OTHER (Describe)

© 1993 . FPOLA93W 0000159
247




10~ "5 93 07:20 AM FROM BELLE GLADE 996 8324 P02

. I&M - POTS  JEC 4100 09/01/93
LT FLORIDA Page 2 of 3
R
ﬂ Name Steyen D, Rauzlick | DIStRIBUTED HOURS BY ACTIVITY | o
= ')
| Date -S-qs - 21314 ‘,,,, 7 8| 9| HRs | Frc

AERIAL CABLE (Includes Alr Pressure)
* PXI/Rearrange/Routins/Reuse

__ * Repair/Pair Change/Came Clear
BURIED CABLE (Includes Air Pressure)

H * PXJ/Rearrange/Routine/Reuss

* Repair/Pair Change/Came Clear
| AERIAL SERVICE WIRE (DROP!NIIPROT!GRN‘D)

* Install (New)
* Reamrange/Rovtine/Reuse
;ﬁ, Repalrmeplm I
BURIED SERYICE WIRB (DROPINUPROTIGRND}

* Install (New)

* Rearrange/Routine/Reuse

* Repair/Replace
BUILDING ENTRANCE CABLE

* PXJ/Reatrange/Routine/Reuse

* Repair/Pair Change/Came Clear
INTRABUILDING NETWORK CABLE—- - -

% PXJ/Rearrange/Roftine/Reuse
* Repair/Pair Change/Came Clear

DIGITAL CENTRAL OFFICE
(Includes Channel Units & Testing)

17

18

li
* Repair/Replace : ' L "

FO1A93W 0000160 2y g
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{0-26-93 07:20 A FROM BELLE GLADE 996 §32¢

. -

- 1&M - POTS  JFC 4100
) FLORIDA

I Name Steyen D, Kauzlick

DISTRIBUTED HOURS BY ACTIVITY

P003

[owe 10-25-9

| DIGITAL SUBSCRIBER PATR GAIN
| (includes Channel Units & Testing)

| Fiber (F) or Menallic (M) - .

| Inieroffice @), Peeder (F) ot Distribution (D) sveer—s
+ Place (New - Service Order Autharity)
f * Change/Rearrange/Routing

* Repair/Replace/Re-insert/Came Clear

PUBLIC CPE - COCOT
(TELCO Facilities Between Bldg Term. & ND

* Ingtallation
* Repair/Replace/Rearrange/Rowtine/Reuse
* Discoancct/Removal

* Trouble Isolsted to COCOT Equip. (Charges Apply)
BASIC INSIDE WIRE (Includes Materials)

* Instajl & Rearrange
- Rt.pl_ir - Warranty (Within 30 Days of New Install.)
* Repair - Maintenance Plan
* Repair - No Plan (isolate/Set Trbl/T.D. Only)
NON-BASIC INSIDE WIRE (includes Matesisls)
4 Instal] & Rearrange .
* Repair - Warranty (Within 1 Year of New Install.)
« Repai/lsolate/CPE Trbl (Charges Apgly)
NO ACCESS - TROUBLE INSIDE (Tested at N1)
= Maintenance Plan (Basic)
* No Matntstance Plm (Basic)

* Non-Baic

0 ACCESS, SL, 8O, S, CANCEL
N‘ Non-Coml;imllun J;b. Report Reg/DeRag Asuvity

# Combination (Reg/DeReg) INSTALLATION Job
» To the Network Interface (Trouble Unknown)

mmav DTTTE AT Ah® QGR RI24 407-986-8324

112

3| 4

6 7

" Report Apptopriate Alpha Designation
Below For Bach ‘Activity’ -

9 !

9

81

K/'\/

55!

56

32

R

FOLA93W 0000161

",}L
10-26-93 06:[6AK FOO03 #43
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UM FELLE GLADE SNS 8324 407-998<

.

PO1A93W 0000162
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I
4

~
MCMD D&Sj MC 962 DAA SUPV GRP EMP CQDE 304 \ PRTR

REQ BY

PAGE 3 ARG MON FULL DJI NARR CLOCK OSC

304 FST 08 1:38 0401
NARR: :0C 600 UNK/CHG BFI TO 9X1336X286/PL A ONI
closed TN: : ' COMM: 10-25-93 0600P REACH: 7
- ] _ oy ACCESS: A B JP FELD

5/ samc * 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 O-W+Y-G R 625 NW 14TH ST
OE: AA07-0-13-31 WKG TTR
ON 0151252 992 304 4079927333 DPO 0839A

304 CCA 1230P 3:51

304 FST 0128P 4:49 0190
NARR: :41 S00 CP/3BPXJ/PL 3NTWEBLDG TRM/I3 VCA& RJ11C
PAGE 3 - MORE

‘ .
252
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] MCMD DCWS MC 962 DAA SUPV GRP EMP CODE 304 | PRTR REQ BY
3. PAGE 4 ARG MON FULL DJI NARR CLOCK OSC
"-_-__"N-‘
3 closed TN: . 'COMM: 10-25-93 1Z00P REACH:
J o . Jyl ACCESS: A B 1200P AC: X  EST: 021
[1 _ B ' 17— SN: RPWJ938 T: N 8C: - IBI:
b ! AHN: RO:- N RTE:
7 ACC RMK 0900-1700; 9~5 CCON JOANNE DOYLE/RMK 992-8600
y S&E: TN:3MTN /*I3 RJ11C/*I3 VCA/*I3 EBN/*I3 "~~~ =
q 60/NLC Y3/%I3 TTB/TN "~~~ ~ ~ CREX4 /TN
1o FAC CABLE PAIR BP COLOR TERMINAL ADDRESS
I\ F1 3 2484 59 o (I]
1L F2 802SM 550 50 ' (1}
13 /F1 /PXT [F2 /PIW #/ _LF1/CA 3/PR 2482/BP 57/TEA
4 IOE AA01-1-04-28 02 /PXJ/IF2/CA 802SM/PR 523/BP 23/TEA I
15 ON 0359851 992 ' DPO 0128P
304 CCA 034SP 2:17
304 FST 0346P 2:18 0190
It NARR: :45 500 CP/BPXJ/CH BF2 8025MX623/INST NTW & INT .
171 closed TN: COMM: 10-25-93 0500P REACH: = - . ..
T ACCESS: A 1200P B AC: W EST: 009¢

PAGE 4 - MORE

255
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IBI:

! MCMD DCWS MC 962 DAA SUPV GRP EMP CODE/ 304} PRTR REQ BY

2. PAGE 5 ARG MON FULL DJI NARR CLOCK OSC

3 _ SN: RH7W395 T: N SC: 1FB
*CHANGE® AHN: RO: N RTE:

Y ACC RMK SEE PHRMACIST 9AM TO 9PM -
5 S&E: DEL Il VCA& DEL Il RJ11C&&

b Fac CABLE PAIR 'BP .COLOR TERMINAL ADDRESS
1 rm 3 2414 14 -

£ F2 802SM 621 21

i /F1 /PXT /BCF BP 14 TEA . /PDW

10 JOE AA00~1-02-0 T~ ,

@ ON 0002452 992 30 DPO 0346P
304 J %2 CCA O0S15P 1:29
304 L7 A FST 0521P 1:35

2 NARR: : 0 600 UNK/CHGD B F2 TO 802SMX400X100
3 closed TN: - COMM: 10-26-93 0200P REACH:

iy ACCESS: A B MELBA
5 cS: sSC: RTE:
1 LAST CLRD:

PAGE 5 - MORE

0401

10-01-82
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-. PI# 1004 MWYLZ:60 £6-L2-01 vZ£8-966-L0% YZES 966 IqYT1o ITT1RE WOU4

5 b X96="
} WASSP WORK ACTIVITY LOG :.
2 L) I&M - POTS  JFC 4100 N
i, . Re s
3 \*_/ FﬁOR&AC O & 7 Pagelofl
Vi ' DISTRIBUTED HQURS BY ACTIVITY
5 ﬁ
N : - TOTAL
[’? | Dxe j0-20-93 LMOSIDF 304 "4 ‘ ) HOURS
SSN S | ORKED:
¥ | Resp. Code n5330304 "’:‘/g — | | 2[4
? Supv, Nam¢ Roy Goodson /3/ . : - | Tor
Supv. Tel/Pager # (407) 936-7538 1l 2341 s5]{6]7181{9( HRS | FRC
MISCELLANEQUS MEETINGS (Deacribe)
¢.g., Bond Drive, APP, Mesting w/Supv.
90
| cLASSROOM TRAINING (Descrive)
QUALITY OF WORK LIFE (QWL) : Ll
UNION ACTIVITIES - COMPANY PAID : 91
NO TROUBLE FOUND - ACCESS GAINED 95 -
TRAVEL & BREAKS 51,251, L)

OTHER (Describe)

E

Al !
L M w

L--.-----I--..--.---.-.-----Il---L--L--LII-.--IL-lJ--J--JI--l.-IIII-l--l-I
L CE USE ONLY l
| RTP Reviewed by 5
|
| Verified by 0CT 27 m Dits Time
| Ansiyn Cotrection Required (Check One)  Yes ___ No___ :
| Date

|
!

' U.ltt“t‘iﬂl'tl‘l‘tt Siplian PRI LT ] L Ll L) rer YT T L E L L L L
| z \5 Y &)
‘. Input by Date __ ,_

256
POLA93W 0000171
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rig 206 : —-LZ-

1&M - POTS  JFC 4100 - uwonys  ¥9TT
ar——————— a JLORIDA _ Pags 2 03
Name Steven D, Kauzldick Dlmm HOURS BY ACITVITY . :
Q | ToT |
pae  /10-2(p-F - 3fejsfels 9 { Hrs

AERIAL CABLE (lncludu Air Pzeau:c)

* pPXJ/Rearrange/Routine/Reuse

* Repair/Pair CI Chang ge/Came Clear

BURIED CABLE (Includes Alr Pressure)

+ PXJ/Rearrange/Routine/Reuss

Repair/Pait | Change/Came Clear _
AERIAL SERVICE WIRE (DROP!NIIPROTIGRND)

* Instail (New)
» Rearrange/Routine/Reuse
* Repair/Repiace
BURIED SERVICE (DROP/NUPROT/GRND)
* Tostall (New)
« Rearrange/Routine/Rense 25 ] .
* Repais/Replace i .
BUILDING ENTRANCE CABLE
+ PXI/Rearrange/Routine/Reuse ' 12
* Repais/Pair Change/Came Clear | 13
INTRABUILDING NETWORK CABLE
+ PXI/Rearrange/Routine/Reuse - 1 e
* Repair/Pair Chunge/Came Clear . 15
DIGITAL CENTRAL OFFICE
(includes Channel Units & Testing) -
* Place/Change/Rearrange/Routine
* Repair/Revl Clear >
NETWORK TERMINATING WIRE
(Inciudes NI} "
» Inseall (New) 17
¢ PXi/Rearrange/Routine/Reuse ‘ s 18
* Repair/Replace 2 . 21

FOLA93W 0000172
257
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-

. i £00d RYLZ:60 £€8-L2-0f PZEG-966-LOF P2eB 966 IAYIS FTT134 WOUd

I&M -‘POTS JFC 4100 g gomyps It
FLORIDA _ Pigedof3

S S A _ i .
Nam= Steyen D, Kauzlick DISTRIBUTED HOURS BY ACTIVITY

oue /O-26-93 L L

DIGITAL SUBSCRIBER PAIR GAIN ; Report Appropriate Alpha Desigaation
(Includes Channel Units & Testing) 7 Below For Each *Activity'

Fber (F) or Metallic (M) - - | M
Interoffice (1), Feeder (F) or Dizstribution (D) ——--»

+ Place (New - Service Order Authoriry)

ot Change/Rearrange/Routine

* Repair/Replace/Re-insert/Came Clear

PUBLIC CPE - COCOT
(TELCO Facllities Between Bldg Term. & NI)
* Installation

* Repair/Repiace/Resrrange/Routine/Reuse

* Discomeet/Removal 1 81 -

* Trouble Isolated to COCOT Equip. (Charges Apply) - 56
BASIC INSIDE WIRE (Includes Maerinls)

* Install & Rearrange | qel| %0

* Repair - Warranty (Within 30 Days of New lnstall.) TR

* Repair - Maintenance Plan .25 : a...i.z._..

* Repair - No Plan (Isolae/Set TebUT.D. Only) 53

NON-BASIC INSIDE WIRK (Includes Materials)
¢ (nstall & Rearrange 54

* Repair - Warranty (Within 1 Year of New Install.) |38

» Repair/Isolate/CPE Trbl (Charges Apply) - 56
NO ACCESS - TROUBLE INSIDE (Tésted -at NI)

be
i

* Maintenance Pian (Basic) 52
53
* No Malntepance Plan (Basic)
‘ 56
* Non-Bmic o

| NO ACCESS, SL, 80, SR, CANCEL

| * Noo-Combination Job, Report Reg/DeRes Asiivity _ “ =
' « Combination (Reg/DeReg) INSTALLATION Job : .

'L
!
3

|

i

d

= |
* To tbe Network lnierface (Trouble Unknawz)

FOLA93W %050113
. : 2
£004 7269 966 30¥19 31734 RO¥d KV 011 €B-L7-0
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T

0 ofib

W Ters

2460

[ -]
: Outside Plant Fleld Tickel X2 : s
/ T &3 .
.7 y :
N\ _gln- g “ :mq = m.@ L\;QINN& 3
5 i i  — ‘ ﬁ_uw O\N m a i ,:/.r
= ¢ - Piv Tcavia] pwir | up [culde]  tamOrpoiasdawes . QW m ~ Y. ~
= Py [ cate] rate ['or Jouer] Yo oupots Adtruse CEMFTHED ST YW o \Q\\M%| s 7
[ FEMETY £ 200 AchO0 | r_ f39] o B o N Y- | = S L
2251 29 RO nwolodhafv: | r 2 o
=3 _‘. ' m =
vt PtV Thepuas____JO0%. . [Owe. o g
Cuse. nm, | (T T [ e— Tl Tioe tia. SeclEHIR |
T Cle. . N N {Emp. Tickst G20 A A
. Tkt C ilie |AA [com Tamse o {0 i3} P,
Con. Tina 2= |V, Dispatch Time =) &
Y N ) |  Sarvice Pustored | ®
| Sarvios Ryetoved Z I Mapalr Completed Covte P
[ Angair Completed | Cume ols [ vorst s uis lapat.Pr.cirt. 4
Total Hours M. [sostrmcra Fieid Cooe] AR ; Hows | LTT -
 [Potdcos] AR Howm [ LTV an 25 e c
an [ &8 | -
= A 1 1 25 L — 5N Ijﬁ.} 3
2 [1] 1. (T J | . (1] Cisde «
- (1] 4_Bv ) Dode__ | Mhsa. Cunbromt | [roet T o S
= e, Conrsnt | o Jom e Jro OMIOY ON MDY O N {taley >
oMUY ON SDY DN {ouy [ -
= [Troutle Koomes i!’% ﬂ\Jmn- = VE—I.:“‘.. swD M.
= w0 __ Jjswo__] ChgAF2 weo3y BIAMT 1L — re— ®
100 oo ] we ___|wrs 3
o \[Coine DT Treuie 50 | Asw [cse ™ . lea | H
%Q\ wo e ] e ____ [usra ] 2
000 .sl_ Tul 1 =]
= 100 lara__| TR o LT | . z
Work Gone 200 . Juers ] g\\vﬁ) R s N TP 3
= Repronp Baf. foocn 3k oo ___jusre oo [coc | %
...u.., Tacha i) Cbr_..ra.xb..a. 300 . [COC . Stmty ____|ocor___] 2
[T Pn. ilaﬂlli [T S Chcloh ___ [OCoN __|
3
= ; CMokch ____ |ocen __| ?gn e [ — 5
R T e = == w
= == Tt — He SLectan 3
N b
N ¢ g 1
" 5 u_ H




I MCMD D MC 962 DAA SUPV GRP EMP CODE} 304/ PRTR REQ 3Y
< PAGE 7 ARG MON FULL DJI NARR CLOCK OSC

35 F1 f 9 0534 0134 1100 CENTER RD

F2 ;
> FZ 1100CR 0535 0000
4 OF: AA07-0-19-12 WKG TTR
7 ON 0484564 994 304
¢ TTN: 0484564 TN: 407

DPO 0523P
OMM: 10-26-93 0700P REACH:
CCESS: A 0400P B 0700P MS SUB

9
19 CS: SC: RTE: 407
LAST CLRD: 04-15-91

// TROUBLE: PHYS OOSN LIVING RM G FALLING OUT OF WALL
/z VER: LU SUMMARY: LINE IN USE CTTN:
;3 SCRN RSLT: NARR: DEF JK/IW CALL B4 GOING (OVR) .
;4 FAC CABLE CCS IWP
15  F1 PG501 0473 0548 F
16 F2
17 F2 603 0225 0025 R’

OE: ZR0O1~1-03-00 WKG TTR

INC 994 304 0634P

PAGE 7 - MORE

b =/

FOTAQIWW Nnnnica




MCMD DCWS MC 962 DAA SUPV GRP EMP CODEl 304} PRTR REQ BY
PAGE 8 ARG MON FULL DJI NARR CLOCK OSC

OFF 994 304 0635P
NARR: INCOMPLT/RPL DEF LR RJ11C/SEE 10/26 MTR

PAGE 8 +~ END

' 262
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4 o
I :

/

VM /9-'0

{ OCT4100 FLORIDE

// S S

2

3 1010 1011 1012 1013 1014 1015 1016
4 3 22r 0. 0. 0. 0. 0. Q. 1.50
5 4 45M 0. 0. 0. 0.50 1.00 0.75 0.

& 5 45R 0. 1.00 1.75 0. 0.50 2.50 0.

7 8 248R 0. 2.00 0.50 1.50 2.50 0. 2.50
¥ 9 548C 0 0. 0. 1.50 0. 0. 0.

¢ 11 548R 0. 1.25 0. 0. 0. 1.00 0.
/60 12 12M 0. 0. 0.50 0. 0. 0. 0.

/7 14 52M 0. 0. 0.75 0. 0. 0. 0.
j2 50 97BI 0. 0. 0. 1.50 0. 0. 0.
j3 52 97BP 0. 1.25 2.25 1.75 1.50 1.50 0.50
;i 53 97BR 0. 0. 0. 0. 0. 0. 1.50
45 90 5532 0. 0.50 0.25 0. 0. 0. 0.

; 94 5536 0. 0. 0. 0. 1.25 0. 0.
/7 95 553A 0. 0.75 0.75 0. 0.75 0.75
jg 99 TRVL 0. 1.25 1.25 1.25 1.50 1.25

S [ /)

- = O
[ ] L}
| [
() 4]
o

(=)

=]

123

\\ﬁ_ﬂ———f7§§§Ejlolo Jqv 1011 1012 1014 1015
3

4 asm 2V 0. @075 2.25 0. ° 1.00 a.75 0.
5 45R 0. 1.50 a. 2.75 0. 0. 1.00

6 248C 0. 0. 2.00 o0. 0. 0. 0.

7 248M 0. 0.50 0. 0. 0. 0. 0.

8 248R 0. 0. 0.75  1.00  3.00  O. 0.

9 548C 0. 0. 0. 0. 0. 1.50  O.
11 548R 0. 0. . 0. 0. 0. 0. 3.25

14 52M 0. 0.75 0. 0. 0. 0. 0.

16 68E 0. 0.75  0.50  O. 0. 0. 0.

18 68R 0. 0.50 0. 2.00 0. 0. 0.

50 97BI 0. 0.50  1.50 0. 0. 1.00 0.
52 97BP 0. 1.00 O. 0.50 4.00 0. 1.00
53 97BER 0. 0. 0. 0. 0. 0 1.00

90 5532 0. 0.25 0.50 0. 0. 0. 0.
94 5536 0. 1.00 0.75 0. 0. 0.75  0.50

95 553a 0. 0. 0. 1.00 0. 0. 0.
99 TRVL 0. 2.00 1.75  2.75  1.50  1.50  1.25

b
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10-11-93 10:.40AM FROM BST OPCC/I&M HH CO 70 12069770844

WASSP WORK ACTIVITY LOG
I&M - POTS ©  JFC 4100

/
2_'-‘
3

+

FLORIDA
¢ DISTRIBUTED HOURS BY ACTIVITY

P001/003

e

—F
¥ | GENERAL INFORMATION
54 Name Kevin Yates -

Tel No., CKID, or Misc, Activity

b

Date;o[,o[q_g IMOSID# 285 @

4

SSN

F‘

Resp. Code NS§330301

n

Supv. Name Jim Dunlop

OFF

Supv. Tel/Pager # ( 403 936-=7587

MISCELLANEOUS MEETINGS (Describe) -

¢.g., Bond Drive, APP, Mecting w/Supv.

CLASSROOM TRAINING (Describe)

QUALITY OF WORK LIFE (QWL)

UNION ACTIVITIES - COMPANY PAID
N© TROUBLE FOUND - ACCESS GAINED
TRAVEL & BREAKS

OTHER (Describe)

Sy

: 09/01/93

Page 1 of 3

TOTAL

HRS FRC

91
95

$ e

264
FOLA93W 0000131




Name Keyin Yates

© 10-11-93-10:404  FROM BST OPCC/1LN B €O
‘e 4 ] I&M'POTS JFC4100

10 12059770844

FLORIDA

P002/003

DISTRIBUTED HOURS BY ACTIVITY

FOLA93W 0000132

/‘:"‘; %"”‘7 09/01/93

Page 2 0f 3

Dae Of10/93
AERIAL CABLE (lucludes Air Pressure)
* PXJ/Rearyange/Routine/Reuse
* Repair/Pair Chenge/Came Clear
BURIED CABLE (lncludes Air Pressure)

* PXJ/Rearrange/Routine/Reuse

» ir/Pair Change/Cams Clear
AFRIAL SERVICE WIRE (DROP/NI/PROT/GRND)

* Install (New)
* Rearrange/Routine/Reuse
+ Repair/Replace
BURIED SERVICE WIRE (DROP/NI/PROT/GRND)
* Install (New)
* Rexrrange/Routine/Reuse
* Repair/Replace
BUILDING ENTRANCE CABLE
* PXI/Rearrange/Rowutine/Rense
* Repait/Pair Change/Came Clear

INTRABUILDING NETWORK CABLE T

. mmmnmgdko;u:ﬂnm
* Repair/Pair Change/Came Clear

DIGITAL CENTRAL OFFICE
(inchudes Chaone! Units & Testing)

* Place/Change/Rearrange/Routine

* R /Replace/Re-insert/Came Clesr

NETWORK TERMINATING WIRE
(Inchades NT)

* Install (New)

* PXJ/Rearrange/Routine/Reusa
* Repait/Replace

* Discounect/Removal

1] 2

3

4

5

é

7

B | 9

TOT
HRS | FRC

10

11

12

13

14

15

n2

3




10-11-93 10:40AM  FROM BST OPCC/I4M HE €O T0 12059770844 P003/003 * FOA93¥ 0000133
o i&M - POTS  JFC 4100 LB omm

A .G FLORIDA 3
: - Page 3 of

Name Kevin Yates ) I)IS]‘RIBUTED HOURS BY ACTIVITY
TOT
Due fOaax dl 213 l4fs]e]l718]l69

HRS | FRC
DIGITAL SUBSCRIBER PAIR GAIN Report Appropriste Alpba Designation
(Includes Channel Units & Testing) | Below For Each 'Activity

Fiber (F) or Metallic (M) .

Interoffice (1), Feeder (F) or Distribution (D) ———»

* Place (New - Scrvice Order Authority)
. * Change/Rearrange/Routine
* Repair/Replace/Re-insert/Came Clear

PUBLIC CPE - COCOT
(TELCO PFacilities Between Bldg Term. & NI)

; * Installation 79

" * Repzir/Replace/Rearrange/Routine/Reuse : £
* Ditconnect/Removal ) 81

* Trouble Isolated 10 COCOT Equip. (Charges Apply) 36
BASIC INSIDE WIRE (Includes Materials)

* Install & Rearrange 50
51

* Repsir - Warranty (Within 30 Days of New Install.)
# Repair - Maintenance Plan 2

- No Plan (lsolate/Set Trbl/T.D. Only) ] 53
NON-BASIC INSIIE WIRE (Includes Materials)
* Install & Rearrznge - 54
* Repair - Warranty (Within 1 Year of New Install.) "

* Repair/lsolate/CPE Trbl (Charges Apply)
| NO ACCESS . TROUBLE INSIDE (Tested at NI)

a

+ Maintenance Plan (Basic)

# No Maintensnce Plan (Basic) 53

1 * Non-Basic

| NO ACCESS, SL, 80, SR, CANCEL
* Noa-Combination Job, Repart Reg/DeReg Activity

* Combination (Reg/DeReg) INSTALLATION Job

* To the Network Interface (Trouble Unknown)

249
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10-12-03 09:06AM  EROH~RST OPCC/I&M HE €O 70 12059770844 PO0L/003  POLA93W 0000134
P WASSP’ WORK ACTIVITY LOG
> * > I&M - POTS JFC 4100
v f Revised: 09/01/93
3 | A DE Page 1 of 3
Y . ITED noqus BY ACTIVITY
5 Kevin Yatesg . Tel No., CKID, orM&ivily :
6 | O-lI3 mo‘smr. 285 e“"i@_ : ' ' ;:g'm.
7 l SSN | s

WORKED:
% 1l Resp. Code NS330301 ﬁé

9ﬂ Supv. Name Jim Dunlop ,
Supv. Tel/Pager # ( 407 936-7587 1| 23] 4

MISCELLANEQUS MEETINGS {Describe)
c.g., Bond Drive, APP, Meeting w/Supv.

Meer W/SUP 2 285 %
CLASSROOM TRAINING (Describe)

QUALITY OF WORK LIFE (QWL) ] 2
UNION ACTIVITIES - COMPANY PAID 91
NO TROUBLE FOUND - ACCESS GAINED 95
TRAVEL & BREAKS 5] . ___ﬁ__ 50 0| 9
OTHER (Dewcribe) 553, \ammea.f): | 5a .So

NO ACccess | oy s0| 94 |

I — — N e
OFFICE USE ONLY
r = - r ' m|
|
' Reviewed by
Technical Anal 1
™ ‘ Cotrection Required (Check One}  Yes No
Dm ! St nndbasd Shiekd b dhk t‘*ti‘ m..t;‘ﬁ“ LI iy 2t F ]
‘ | Da S0
— —— i t b P m

=1993mhM | (/) Z’



'10-12~93 09:06A  FROM BST OPCC/IsN HE CO  T0 12059770844 P002/003  ° POIA93W 0000135
I&M - POTS  JFC 4100

. - FLORIDA ' 09/01/93
— — -
Name Kevin Yates -

b 10/uf1d
AERIAL CABLE (Inchudes Air Pressure)

* PXJ/Rearrange/Routine/Reuse

BURIED CABLE (Includes Air Pressure)

* PXJ/Rearrange/Routine/Reuse

pair/Pair Change/Came Clear

AERIAL SERVICE WIRE (DROP/NI/PROT/GRND)
* Inatall (New)

* Rearrange/Roatine/Reuse

* Install (New)

* Rearrange/Routine/Reuse n 10

* RepairfReplace
BUILDING ENTRANCE CABLE

* PXJ/Rearrange/Routine/Reuse

CABLE

* PXJ/Rearrange/Routine/Reuss
< Repair Change/Came Clear

| DIGITAL CENTRAL OFFICE
(Includes Channe] Units & Testing)

* Place/Change/Rearrange/Routine

* Rﬂrmglacem:-lmeruc:me Clear
NETWORK TERMINATING WIRE

(Inctudes NT)
' Ingtall (New)
4 17
* PXJ/Rearrange/Routine/Reuse -
50 = &7

27/

* Repair/Replace ' -
) l
L—DMHIM y:@ g




10-12-03 09:06A  FROM BST QPCC/IsM HE CO 10 12059770844 - P003/003  “FO1a93W 0000135

I&M - POTS JFC 4100 09/01/93
& . FLORIDA Page 3 of 3
Name Kevin Yares . DISTRIBUTED HOURS BY ACTIVITY H
ﬂnm b e[ tl2)3lalslel70s]o] e | rme
(ocodes Chana Ui & Teing) R
Fiber (F) or Metallic (M) . ——»

Intzroffice (I), Feeder (F) or Distribution (D} ——-—»

® Place (New - Service Order Authority)

. * Change/Rearmange/Routine

® Repair/Replace/Re-insen/Came Clear

| PUBLIC CPE - COCOT
| (TELCO Facilities Berween Bldg Term. & NI
* Insiuallation

* Repair/Repluce/RearTange/Routine/Rense

&

* Dizconnect/Removal
| * Trouble Isolated to COCOT Equip. (Charges Apply)
¥ e

BASIC INSIDE WIRE (Inciudes Materials)

* Ionstall & Rearrange
¢ Repair - Warranty (Within 30 Days of New lns:eil.)

* Repair - Maintenanee Plan - ] & toa | 2

I * Repair -o Plan (Isolate/Set Trbl/T.D. Only)
NON-BASIC INSIDE WIRE (Includes Materials)

* [nytail & Rearrange
* Repair - Wamanty (Within 1 Year of New Inatall.)

* Repair/lsolate/CPE Trbl (Charges Apply) -
NO ACCESS - TROUBLE INSIDE (Tested at NI)

* Maintenance Plan (Basic)

* No Maintenance Plan (Basic)

* Noa-Combination Job, Report Reg/DeReg Activity

* Combination (Reg/DeReg) INSTALLATION Job

* To the Network Interface (Trouble Unkrnown)

..........
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21103 04533 DM FROM Bel1Soct WPB ASK P01

v i e bt
285 YATES.K

—

CRAFT WORK SUMBARY ECs SUPY GRP: P

N PAGE 14 - MORE

Y \b\\\ Y\/?/

I RCMD DCWS MC 962 DAA SUFY OGRP P EMP CODE PRTR X569 REQ BY RLM
2 PAGE ARE DJI NARR FULL CLT?K—n\
f%} STATUS TTN DAaa DEC TN ) 8TAT TIME ELAPSED DIBPOSITION

DPO  Q4GBA
DEC 9216A 220

OoN 322558 686 285

285 —

5 NARR: OFFICE ERUIPMENT CHANGE REQUIRED
ciosed THe COMM: $9-11-93 S6P2P REACH:
e AGCESS: A 8
Tl cS: SCs RTE:
LAST CLRD: 96-@#8-93
9 TROUBLE: TRAN OOSY  HEAVY STTC ALPHS CHACN :
10 VERY © SUMNARY: TEBY QK CTTNy
I/ SCRN RELT: NARRs OEC PENDING.
/2 FAC CABLE WNP
/3 FI 16 BT16 B216 § 173 BERKSHIRE
f“\ly Fl . R
Y5 F2 1738 BEST 0007 I BERKSHIRE K et s
/G oE1 eree2-241-71 70T o i : :
J7 ON  B338T49 687 285 DO B918A
285 Q%Zb CCa 1836A 1:12
1Y PRGE 16 - MORE 2
286 : EST 183534 4115 p198
19 NARR: 199 500/S0 CP/PL BPXJ/GNT NTH/RN BDRM JK
20 Fivsed - TN1 487 COMM: 1P-11-93 1288FF REACH:
2 ACCESS: A B 1280P AC: W EST: 9LE
27" SN RKIFS3) T: N 5Cs iFR  IBI:
~y3 AHNC RO: N RTE:

1yACC RMK 697-8174
25‘585! /11 1FR/NLC Y1/ADL /KMC /1% TTR/T3 ESX/I1 RM2/I3 CREX1

2L FAC CABLE PAIR BP COLGR TERMINAL aDDRECR
27 Fi T P@S3 781 ag1 R cly
2y FZ Lco 23 23 I 3T
29 /F1 JFPBS SLL96.91ZZ/PGEC I/CUR ¥ FS/PY. /Ri1a BP 201
3p I0E 91813-1%-61 & R

5, ON 9028388 &8s 2an DPD 19344 :

d 283 CCA 1126BA @:b1

290 FST 11254 @51 8359

NARR: 1 @ J00/DEF P/E/REP DEF NTH
ff§ PABE 16 - MORE

o Cor . | 27k




RCND DCMS WC 962  DAA SUFV GRP P ENF CODE PRTR XGGE9 RED BY RLN

!
2 PAGE ARG DJT NARR FULL GLOCK
T
3 closed TN: COMMI 128~-11-93 B400P REACH: JOR3QRE
« ‘ AGCESSz A B
' : tS1 §C1t " RTEM
: LAST CLRDt 84-d4~9
6 TROUBLE: NDT 0OSY BA- 16P /NASAP
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[ )¢ scrRn RSLT: NARR: BAL QPEN GUT ¢/ MAY BE CPE TBL
Fac CABLE MAC IWP
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1} F2
12 0E:  BIB1T-081-48 WKE TTR
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(W crosed ™ COMM: 10-11-93 B200P REACH:
/s ACCESS: A B
i cs: sCy RTE:

LAST CLRD: BL-B1-7
I7 PAGE 17 ~ MORE

74 TROUBLE: CBC DODSN BSY FROM #497T48TRT32
/7 VERs 11 SUMMARY« CROSS TO HORKING PAIR

CYTH:
20 SCRN RSLTs NARR: <00B» X'D BATY B/S &8V
zr FAC CABLE (CS IWP RESTRICTED SERV
zg E; 32 2219 8669 F Z38 @UAVA AV
(-'2V F2 2360 1699 0202 ‘/::\~\ R 684 PAPAYA RD
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2% closed TN: - CoMM: 1B-31-93 P698FP REACH:
2 ' ACCESE: A R RFRD TO ANN
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#NM * - -
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PAGE 18 - MORE CTTH:
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™A ne afma = ra
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NDICATING A LINE TRAL
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T. C. Taylor ) Room 144J1 Sauthem Bell Tower
Qoeranony Manager«iM_C . 301 W, Bay Street

. Jacksonwille, Flonga 32202
SJANUARY 29, 1992 1904) 350.1508

FILE CODE: 710.0400

MEMORARIXM

TO: Operations Managers, Network Operations ~ Florida

FROM: T. C. Taylor, Operations Manager - Scuth Operations
I8¢/ IMC Implementation Support

SUBJECT: PlantTimi%porcimcorrectimm

BellSauth Practice ezo—voo-oozsv “Time Reporting

For Technicians" provides the necessary procedures to be
followed to ensure coupliance with the BellSouth Cost Allocation
Marual (cm&),asmllasf'edaralarx:lscaternqulatotyaqames
At times, mmwmmormmmm
associam teddoamtatim, it may be necessary to correct errors

Please distribute this document within your organization
affected persomnel. If additional information is desired, the
following Implementation staff managers may be contacted:

South Florida Steve shaw

305/644-4594

S/E Florida Danise
305/492-3332

North Florida Iorretta Zezulak ,
904/350-4118

ya
Tl L ] mm
Attachment




SOUTH OPERATIONS
NETWORK OPERATIONS I&M/IMC IMPLEMENTATION SUPPORT
February 1992

1.

TIME REPORTING CORRECTION PROCEDURES

GENERAL

1.1 On February 6, 1987, the Federal Communications Commission

1.2

1.4

1.5

(FCC) relaased its Joint Cost Order (JCO) in FCC Docket
No. 86-11l1, commonly referred to Part X. The order
established the requirements that a requlated carrier MUST
meet if it intends to use its rescurces (assets and
enployees) to provide deregulated products and services.

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. To comply with regulatory
requirements and Part X accounting, an auditable record of
employee time reported must be maintained. .

Managemant personnel must proierly raview time raporting
documents. In addition, sufficient documentation must be
maintained to substantiate that an employea‘’s labor hours
and associated costs have been charged to the correct
account code. _ -

Each fiald code reported must be substantiated by the close
out narrative., Work activities must be detailed to the

—futnt—tnat—a-post inspection can be made from the
nformation on the DCWS or 6571 Work Ticket.

MTR Time Labor Report RF-152~I should be completed as
outlined in BSP 620-700~001SV.

2. POSITIVE TIME REPORTING (PTR)

2.1

2.2

2.3

BellSouth Telecommunications, Inc. uses positive time
reporting to classify costs to the appropriats Part 32
accounts, apportioned baetween regulated, and deragulated
activities to pay PTR employees.

Technicians are plant occupational employees and are
considered PTR, or positive time reporting employees.
Techniciangs cost are a significant part of plant
construction and maintenance expénditures. 8Since
tachnicians perform both regulated and deregulated
activities, accurate time reporting is essential for proper
assignment of costs.

All plant occupational employees, whether performing a
particular job function 100% of the time, or on a
requlatad/deregulated split, must prepare 2 time~labor

report every day. Onca entered into the Mechanized Time
Reporting System (MTR), these reports are subject to a

series of edits which validade the information. ANY ERRORS
POUND IN THE REPORTED DATA ARE IDENTIFIED:AND AN ERROR
REPORT IS TRANSMITTED FOR CORRECTION A}(D__\RBSUBHIMAL. 232




2.4 THE SUPERVISOR IS RESPONSIBLE FOR REVIEWING OUTPUT REPORTS
TO ENSURE REASONABLENESS OF TIME REPORTED. Any errors
detaectaed as a result of raeviewing documents nmust be
corrected, and noted on tha original forms )

3. SUPPORT DOCUMENTATION

3.1 Technicians are required to provide narrative descriptions
in such detall as to support the use of every account code
charged on the MTR Form RF-152-I.

3.2 Support documentation for technicians dispatched out of
LMOS~MAPPER is considered to be the DCWS (Full, Clock,
Narr). All tasks not dispatched out of MAPPER require a
completed 6571 work ticket. This ticket must be completed
as outlined in BSP 620-700-001SV paragraph 6.1.

3.3 Support documentation for those technicians working on
Designed Specials, Routine, Projects, Helping, Employee
Reports aetc., a completed 6571 work ticket is required as
outlined in 3.2 above. .

4. REVIEW PROCESS

4.1 Supervisors are required to review MTR documents (6571 Work
Tickets, DCWS’s, RF152-I, Form 9360) to ensure the accuracy
of the time reported. Requirements for review are outline
in BSP 620-700=D018SV.

4.2 Verification , review and approval of MTR Form 9360-AL is
mandatory. Evidence of this review must ba apparent by
T:iﬁ? gf (but not limited to) highlights, notes, or

als,

4.3 When a discrepancy or error is detected the reviewing
manager is responsible for ensuring the appropriate
corrective action is taken.

5. CORRECTING DOCUMENTS

5.1 When it is determined by reviaw of the supgort documentation
that the account code charged by the technician in MTR is
incorrect the correction must be made on the time raport in
" L a corrected time report must be prepared with
“CORRECTED REPORT®* written across the top of the RF-152-I.
These changes must be made by the technician to maintain
accurats time reporting, and ensure coverage of error
regardless of its origin.

Note: Revisions are being made toc Form RF-152-I to provide for a
box to check if the information contained is a correction of a

previous report.

5.2 The corrected information must ba called or forwarded to the
MTR input center.

5.3 MIR Form 9360-AL will reflect the changes made to correct
the account code errcrs if received and input into the MTR
gystem no later than the Hondfy following the close of the 542

plant payroll period. f'3\\




-3

5.4 If the correction to the time report is made after the
Monday following the close of thae plant payroll period Form
9360-AL will not reflect the correcticns and will have to be
noted by the appropriate supervisor in the field.

5.5 In those instance when the support documentation is not
compliete, or fails to support the account codes charged by
the technician, the support documentation must be corraected.

$.6 Corrections to the DCWS can be made by creating a DATH/WATH

initialed by the technician and supervisor, then attached to
the DCWS.

THE TECHNRICIAN MUST BE CONSULTED TO OBTAIN THE CORRECT NARRATIVE
INFORMATION BASED ON THE WORK PERFORMED TO SUPPORT THE ACCOUNT
CODES CHARGED. IF THE NARRATIVE CANNOT SUPPORT THE CODRES
CHARGED THE MTR REPORT SHOULD BE CORRECTED AS INDICATED IN 5.1
ABOVE.

5.7 Corrections to 6571 work tickets should be made by the
original technician after it is determinad that the
information on the ticket does not support the account codes
charged in the MTR Systen.

IF THE TECHNICIAN ADVISES MANAGEMENT THAT THE NARRATIVE IS
CORRECT, THE MTR TIME REPORT SHOULD BE CORRECTED AS OQUTLINED IN
5.1 ABOVE. —=

5.8 The attached form (attachment A) should be used to initiate
any changes to Disposition/Cause Codes or narrative entries
when the technician determines a need to correct or modify
these items prior to management review. :

j:> entry into the LMOS system. The DATH must be printed,

‘ | K 239
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FLORIDA
4100
June 1994
RC

NS220404
NS220601
NS220602
NS250804

NS320206

EXAMP La.

NAME
HEADRICK,ROBERT P
STURGES,BRUCE C
MATTSSON,RICHARD D
ALEXANDER,J R
WALKER KATHY D

UNIVERSE SIZE =

SAMPLE SIZE =

# OF WKS IN MONTH

SSN

WK
1

2077

30

5

WK BEGINS
june 1
june 1
june 1
june 1
june 1

INTERVIEWS
M w
I I
I
|
I
I
I I |
I I I
I
I
I
K flap
0~/ O~/ 00

— ———— M—— S— ——



FLORIDA
4100
June 1994
RC
-NS210308
NS310202
NS310508
NS330304
NS330A0A
NS420705
NS42070D

-

X

£>oam ple

ettt

UNIVERSE SIZE =

SAMPLE SIZE =

# OF WKS IN MONTH

NAME
EICHHOLZ,RICHARD D
CARANO,CLAUDIO F
FLOURNOY,C
SMITH,RONNIE D
GUTHRIE,DOUGLAS L
BANKS,CALVINL
ESCARDA,JOSEM

b tidorn)

)

SSN WK
2

MNN NN

2077

30

5

WK BEGINS
june 8
june 8
june 8
june 8
june 8
june 8
june 8

* =

INTERVIEWS

w

i, iy S— — S m— —

T

* N




FLORIDA
4100

June 1994

RC

NS210309
NS230301
NS320204
NS320602
NS320606
NS320609
NS410201

NS#10604

NS42070D

G

XA

ZJSQ_,M\O le..

NAME
SCOTT JR,EAHL R
BARBOM S
SAN MARTIN,ROGELI(
TANTON,MARY P |
EDDIE,ROBERT B
FERRANTE,SANTE
MUMFORD,RONNIE A
PICHE,DENNIS G
ARMAS EFREN S

UNIVERSE SIZE =
SAMPLE SIZE =
# OF WKS IN MONTH

SSN

=
=

W W W W W W W W W

2077

30

5

WKBEGINS
june 15
june 15
june 15
june 15
ije 15
june 15
june 15
june 15

june 15

T

INTERVIEWS

w

A Sttt S S——— —— E—— — —— —

T

S T ST V— f— f—— p—— — Y S —— —— —
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FLORIDA

4100

June 1994
RC

NS41060C

NS41060T

NS420704

hs<

EXAmpLe

UNIVERSE SIZE =

NAME
PEARSON,DAVID C
WHITAKERTT
BAUMAN,ROBERT J

SAMPLE SIZE =

# OF WKS IN MONTH

SSN

WK
4

4

2077

30

5

WKBEGINS
june 22
june 22

june 22

M

T

INTERVIEWS

w

T

— e—— — — —— —




FLORIDA
4100

June 1994

RC

NS220603
NS250305
NS330A02
NS410610
NS430102
NS430105

0bT

EXAmPLE .
ErAmMPL—

NAME
RILESJRGW
STORMANT,TEDW
AMMER,DOUGLAS W
TAMARGO,CARLOS
MORALES, ALEXANDER
CANCHON,MIGUEL

UNIVERSE SIZE =
SAMPLE SIZE ==

# OF WKS IN MONTH

2077
30
5

SSN WK WKBEGINS

5

5
S
| S
5
5

june 29
june 29
june 29
june 29
june 29
june 29

T

INTERVIEWS

w

T

»
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CORPAHY BST
TIE: DATA ARALYSIS

PERIOO: TYE 12/91/93 1’)3'
ATE: 0E¢ 9, 1990 »‘
ADITOR: Y ,b\\

» . " \

G, DATA AKALYSIS

far DIT, the data derived froa ogs ars tnput into Massp data bass
processor. THPUT progrem providesd for input and storage of data by
work goup.

IMUT progres develops tise distribution ratios and other data anloysis
for each work group. Nassp distributes the incresents of hours
reported to each FRC and calculated ¥ of tine assigned to each FRE.

fecording to ey conversations with Rick King, Steve Ugpderberg, and
Bteve Shau, the profile for each sonth fs & total of 3 sonths
saaples(not average). The profile is spplied two months later. For
exaeple, October profile consists of Aug, Sept and Oct data. This
profile 3 sppiied to Decesber.

wp no 49-1 is the profile for the sonth of October, 1933,

o further work dome o» Data Analysis, '

s/2-
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FLORIDA
O0CT 1993 =~ 3 MONTH AGGREGATE
ISM POTS (4100)
NO. OF EMPLOYEES = 2067
NO. IN SAMPLE = 90
FIELD CODE TYPE HOURS % PRECISION

2 22M REG 126.00 _____1L§g§_ 1.19% N

3 22R REG 109.25 3.11 — 41

4 45M REG 641.25 18.28% 2.63%

5 45R REG 167.00 10.46% :

6 248C REG 54.00 1.54% 0.59%

7 248M REG 192.25 5.48% 1.40%

8 248R REG 121.00 3.45%

9 548C REG 158.75 4.52% 1.69%
10 548M REG 275.50 7.85% 1.66%
11 548R REG 182.50 5.20%

12 12M REG 60.25 1.72% 1,06%
13 12R REG 13.00 0.37% _

14 52M REG 11.50 0.33%  0.33%
15 S2R REG ; 1.25 0.04%

16 68E REG 55.75 1.59% 0.75% '
17 _68M ____ REG 167.75 4.78% 2.69% \{ 7!
18 68R REG 95.50 2.72% - ~
21 68Y REG 7.50 0.21% 0.42%.
29 257¢C REG 5.75 0.16% 0.20%
30 257M REG 1.50 0.04% 0.06%
31 257R REG 8.00 0.23% 0.18%
32 377M REG 1.50 0.04% 0.06%
33 377R REG 2.50 0.07% 0.09%
34 F257M REG 4.00 0.11% 0.13%
35 F257R REG 3.25 0.09% 0.12%
39, F257C REG 7.00 0.20% 0.20%
50 97BI DREG 180.75 5.15% 1.05%
51 97BW DREG 15.75 0.45% 0.30%
52 97BP DREG 380.25 10.84% 1.86%
53 97BR DREG 24.00 0.68% 0.34%
54 98EI DREG 6.75 0.19% 0.18%
55 98EW DREG 2.75 0.08% 0.16%
56 98ER DREG 12.50 0.36% 0.29%
80 78M REG 2.25 0.06% 0.13%
90 5532 COMM 79.25 2.26% 0.58%
91 5533 COMM 29.00 0.83% 1.66%
93 5535 COMM 14.25 0.41% 0.47%
94 5536 COMM 94.25 2.69% 0.72%
95 553A COMM 147.00 4.19% 0.85%
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FLORIDA

OCT 1993 - 3 _MONTH AGGREGATE

I&M POTS (4100)

NO. OF EMPLOYEES = 2067

NO. IN SAMPLE = 90
FIELD CODE TYPE HOURS
TOTAL REG 1786.25
TOTAL DREG 622.75
TOTAL CcoMM 363.75
TOTAL TRVL 736.00
TOTAL SAMPLE HOURS 3508.75
ESTIMATED TOTAL HOURS et e o e e ok

ESTIMATED MONTHLY SAMPLE REQ’D 30

%

50.91%
17.75%
10.37%
20.98%

PRECISION

3.01%
1.91%
1.97%
1.86%

314




OCT

I&M SPECIAL SERVICES (4110)

FLORIDA

1993 - 3 MONTH AGGREGATE

NO. OF EMPLOYEES

NO.

Vo~ bwn

IN SAMPLE =

FIELD CODE

22M
22R
45M
45R
248C
248M
248R
548C
548M
548R
12M @
12R
52M
52R
68E
68M
68R
68Y
257C
257M
257R
F257M
F257R
F257C
378C
378M
358NC
558C .
558M
418M
378X
558X
97BP
S8EI
98EW
98ER
5532
5534
5535
5536
553A
510C
F758C
540M

396

S0

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
CcoOMM
COMM
REG
REG

HOURS

80.00
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%
2.03%




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

)

60.15%

6.88%
13.74%
19.23%

PRECISION

4.57%
1.91%
4.41%
1.97%

31




OCT

I&M

NO.

NO.

WO~ i

FLORIDA

1993 - 3 MONTH AGGREGATE

PUBLIC COMMUNICATIONS (4180)

OF EMPLOYEES

IN SAMPLE =

FIELD CODE

22M
22R
45M
45R
248C
248M
248R
548C
548M
548R
12M
12R
52M
52R
68E
89E
g89M
89Y
189E
189M
189Y
257R
I7TTM
F257M
F257R
F257C
98EIL
98ER
968NC
968NM
968NX
88M
88Y
188E
188M
188Y
288E
288M
288Y
988E
988M
988Y

= 107

197
TYPE HOURS
REG 53.75
REG 40.50
REG 167.25
REG 116.00
REG 30.00
REG 60.00
REG 46.00
REG 14.25
REG 87.25
REG : 78.50
REG 5.25
REG 2.75
REG 5.75
REG 3.75
REG 1.50
REG 3.75
REG 0.75
REG 1.25
REG 84.50
REG 91.50
REG 12.00
REG 6.50
REG 7.00
REG 3.25
REG 2.25
REG 5.50
DREG 1.25
DREG 2.50
DREG 57.50
DREG 31.50
DREG 2.00
REG 49.25
REG 1.25
REG 241.50
REG 2136.25
REG 168.75
REG 38.00
REG 129.00 .
REG 2.00
REG 1.00
REG 11.00
REG 1.0b

%

0.77%
0.58%
2.39%
1.66%
0.43%
0.86%
0.66%
0.20%
1.25%
1.12%
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%
0.70%
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%
0.02%

31t



85 989E REG 2.00
86 989M REG 3.00
87 989Y REG 1.00
88 2600 . REG 436.25
FLORIDA

OCT 1993 - 3 MONTH AGGREGATE

I&M PUBLIC COMMUNICATIONS (4180)

NO.

No.

90
91
93
94

a8

TOTAL SAMPLE HOURS

OF EMPLOYEES =

IN SAMPLE =

FIELD CODE

5532
5533
5535
5536
553A
510C

TOTAL
TOTAL
TOTAL
TOTAL

107

197

TYPE

COMM
COMM
coMM
COMM
COMM
COMM

REG

DREG
COMM
TRVL

ESTIMATED TOTAL HOURS

ESTIMATED MONTHLY SAMPLE

HOURS

226.50
2.00
14.50
85.00
312.25
184.75

3864.50
94.75
825.00
2223.25
7007.50
49479.37

REQ‘D 37

0.03%
0.04%
0.01%

6.23%

3.23%
0.03%
0.21%
1.21%
4.46%
2.64%

55.15%

1.35%
11.77%
31.73%

0.04%
0.05%
0.03%
1.98%

PRECISION

0.95%
0.04%
0.25%
0.33%
0.74%
0.90%

2.09%
1.08%
1.53%
1.46%



ocT

FLORIDA

1993 - 3 MONTH AGGREGATE

I&M CORPORATE COMMUNICATIONS (4120)

NO,

NO.

OF EMPLOYEES =

IN SAMPLE =

FIELD CODE

22M
22R
45M
4SR
248M
248R
12M
12R
52M
52R
68E
68M
68R
68Y
257M
758M
378C
378M
558C
558M
558X
728C
658M
658C .
628C
730C
630M
728X
658X
628X
730X
5532
5533
5534
5535
5536
SS3A
5539
$10C
158M

66

209

TYPE

REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
REG
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
46.00
93.50

22.25 -

17.50
6.50
121.2%
20.75

%

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%
0.49%

319




OCT 1993 = 3 MONTH AGGREGATE

I&M CORPORATE COMMUNICATIONS (4120)

NO. OF EMPLOYEES = 66
NO. IN SAMPLE = 209
FIELD CODE TYPE HOURS % PRECISION

TOTAL REG 5891.25 79.71% 1.57%
TOTAL DREG 0.00 0.00% 0.00%
TOTAL COMM 395.50 5.35% 1.39%
TOTAL TRVL 1104.25 14.94% 0.93%

TOTAL SAMPLE HOURS 7391.00

ESTIMATED TOTAL HOURS "30342.01

ESTIMATED MONTHLY SAMPLE REQ'D 66



oCT

FLORIDA

1993 =- 3 MONTH AGGREGATE

CABLE/FACILITIES MAINTENANCE (4250)

NO.

NO.

VRN WN

OF EMPLOYEES =

IN SAMPLE =

FIELD CODE

22M
22R
45M
45R
248C
248M
248R
548C
548M
548R
i12M
12R
52M
52R
68E
68M
68R
SM

SR
68Y
257C
257M .
257R
3I7T™M
F257M
F257R
F257C
378C
378M
558C
378X
97B1
9BEI
5532
5533
5534
5535
5536

b

132

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.

8.00
23.50
23.25
82.2%

%

8.16%
7.67%
44.86%
42.36%
0.08%
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% 3}/



95 553A COMM 15.00 0.21% 0.16%

98 510C COMM 34.75 0.49% 0.47%
115 F758C REG 2.50 0.04% 0.06%
116 F758M . REG 3.50 0.05% 0.07%
181 357M REG 113.75 1.61% 0.86%
208 758¢C REG 3.50 0.05% 0.09%
216 D257M REG 0 3.00 0.04% 0.07%

FLORIDA "
OCT 1993 =~ 3 MONTH AGGREGATE

CABLE/FACILITIES MAINTENANCE (4250)

NO. OF EMPLOYEES = 132
NO. IN SAMPLE = 371
FIELD CODE TYPE HOURS % PRECISION

TOTAL REG 5559.50 78.59% 1.40%
TOTAL DREG 7.25 0.10% 0.13%
TOTAL COMM 348.00 4.92% 1.02%
TOTAL TRVL 1159.25 16.39% 0.89%

TOTAL SAMPLE HOURS " 7074.01

ESTIMATED TOTAL HOURS 32719.66

ESTIMATED MONTHLY SAMPLE REQ'’D 132
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AUDXT DISCLOSURR

SUBJECT: COSTS SAVINGS ASSOCIATED WITH THE IMPLEMENTATION OF WORK
ACTIVITY STATISTICAL SAMPLING PROCESS (WASSP)

STATEMENT OF FACTS:

Acccording to the answer to FPSC Staff’s 36th Interrogatories, Itea 712, "The

{0'\ estimated annual Flogida tota) cost @avings (net of annual cost of
implesetnation} 1s $,675,000. The Florida intrastate annual net coet savings is
estimated at $3,454,000, ¢

A 3 /According to a Deloitte & Touche schedule (prepared for the March 5, 1993 report
& e to BST) the Bstimated Annual Gross Cost Savings for the entire company is
\ $24,618,000, This is based on certain estimates. They are: BEstimated Hours
gw/ saved Per day, the estimated mmber of employees not reporting under WASSP, and
i Average Technician Hourly Cost. See Schedule following this Disclosure,

L
<0/;- PSC staff inquired about how BST came up with 15 minutes savings per day. In our
interview with Rick Kifig, Steve Vanderberg, they stated the 15 minutes was
arrived at through observations and conversations. There vere no formal studies
performed nor forsal documentation of their observations and conversations.

OPINION:

One part of the assuaptions to calculate the Cost Savings is not based on a
formal documented study.

RECOMMENDATION:

In order to determine the Cost Savings to apply to this rate case, a study

should be performed to determine on a more formal es how many minutes are
saved per day by using WASSP,

U A LIASSP Shoel bu W,"%
Oty nTon 4o dovar o & Trm b boee "W PTR.

b

—»CAW(S.._, :
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@ Southern Bell Tel. & Tel. Co.

i FPSC Dockat No. 920260-TL
FPSC Staff's 36th Interrogatorles
September 17, 1993
Item No. 712
Page 1 of 1

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?

RESPONSEY The estimated annual Florida total cost savings (net of

\ Y- ) annual cost of implementation) is $4,675,009. The
D~ K Florida intrastate annual net cost savings is estimated
> at $3,454,000,

INFORMATION PROVIDEﬂ BY: H. A, Paisant

Operations Manager
67% W. Peachtreae Street
Atlanta, Georgia 30375
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l - _ SCHEDULE A
' BELLSOUTH TELECOMMUNICATIONS, INC.
WORK ACTIVITY STATISTICAL SAMPLING PROCESS
' SCHEDULE QF ESTIMATED ANNUAL NET COST SAVINGS
' q (000's)
ESTIMATED ANNUAL GROSS COST SAVINGS (Schedule B) £24 618
l ESTIMATED ANNUAL COST OF IMPLEMENTATION (Schedule C) ) (1,782)
ESTIMATED ANNUAL NET COST SAVINGS $22 836
ifﬁﬁf!fﬂ.f
' ~ u/fr “d<-
' 2z B‘BQ
E‘(ﬁﬂw 20! 32.5{
' X 235%;
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L ' [
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Southarn Bell Tel. & Tel. Co.
FPSC Docket No. 920260-TL

FPSC Staff's 36th Interrogatories
September 17, 1993

Item No. 713

Page 1 of 1

REQUEST: O©On an annual revenue requirements total company and
intrastate basis, what doas the WASSP study performed
by Deloitte and Touche indicate for Florida?

RESPONSE: The annual reduced revenue requirements impact of the
net savings 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 between regulated and nonrequlated operations,
but the impact of this shift should be immaterial.

INFORMATION PROVIDED BY: H. A. Paisant
Operations Manager
675 W. Peachtree Street
Atlanta, Georgia 30375

' @ ii) 327




Southern Bell Tal. & Tel.
FPSC Docket No. 920260-TL
FPSC Staff's 36th Interrcgatories
September 17, 1993

Ttem No. 713

Paga 1 of 1

co.

REQUEST: On an annual revenue requirements total company and
intrastate basis, what doas the WASSP study performed
by Daleitte and Touche indicate for Florida?
F'L _T;+&%.
[ LTS 51D
RESPONSE: L Iba.tati 3,454,000 L-;Jw{:,iw
(22.51S Zo)To (332,32 [ 1, g'DJ/_L.;
—_ ‘ =
Not o Tad 2, 42,6 2371677
Ran Rig G9523 2
2. . = — oy
s o]ote 78 YRELE
Forundad. 3502, [,

INFORMATION PROVIDED BY:

,p

H. A. Paisant
Operations Manager

675 W. Peachtree Street
Atlanta, Georgia 30375

32%
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BELLSOUTH TELECOMMUNICATIONS, INC.

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

SCHEDULE B

©

Estimated
% of @
"SL Employees )

i Estimated Not Estimated

Hours Reporting Hours

Numberof Saved Under Saved
Job Function Code Technicians Per Day WASSP Per Year
4150 1&M POTS 7.422 0.25 90% 400,788
4130 1&M Corporate 292 0.25 75% 13,140
4180 1&M Public 440 0.25 75% 19,800
4190 [&M Special Services 1,144 0.25 85% 58,344
42XX 1&M Cable Repair 2,584 025 80% 124,032

Total Estimated Annual
Gross Cost Savings

Sovrnee : P TT WM
M L1997

% So~f

- T —————

-y
D = Unatd by fS0

Q
Average

Techniclan
Hourly Cost

$39.59
39.59
39.59
39.59
41.42

{$000)
Estimated
Annual
Gross
_Cost
Savings

515867
520

784
2,310
5,137

Bee
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BELLSOUTH TELECOMMUNICATIONS, INC.

WORK ACTIVITY STATISTICAL SAMPLING PROCESS

SCHEDULEC

SCHEDULE OF ESTIMATED ANNUAL COST OF IMPLEMENTATION -

Estimated Cost of Payroll at Full Impiementation
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

§f”‘0:7,"WM e, 1113

" ¢

-36 -

(000's)

100
20

120

$1,133
100

33|
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L & IQUCHE, AND

10 BE e TUHNED (U UELUIT

MU 1L BE REPRODUCED IN ANY FORM WITHOUT THEIR PERMISSION,

EXHIBIT D

March 5, 1993

BellSouth Corporation
1155 Peachtree Street, N.E.
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
Activity Statistical Sampling Process. 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. 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
to be in agreement. '

2. We compared the “Estimated Annual Cost of Imp[cfnentation" amount to Schedule C and found
them to be in agreement.

3. We determined that Schedule A was mathematically accurate.
B. 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
March i, 1993" and found themi 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 technici ill save fifteen minutes L
daily completing Logs compared to the existing Mechamiged Time Reporting ("MT n @ @
v )
3. We compared the “"Estimated % of Employees Not Reporting Under WASSP" to a BellSouth -
prepared analysis and found them to be in agreement.

2

Seine: Do popact LiTd Mles 1183

-32.
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PRELIMINARY DRAFT - FOR DISCUSSION runruoew UNLY,

TO BE RETUANED TO DELONITTE & TOUGHE, ANG
NOT O BE REPRODNICED IN ANY FORM WITHOUT THEIR PERMISSION.

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 bas made the assumption that technicians will work an

average of 20 workdays per month during the year.

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

6. We recalculated the "Estimated Annual Gross Cost Savings" by multiplying the "Estimated Hours
Saved Per Year” by the "Average Technician Hourly Cost” and found such amounts to be in

agreement.

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.

O

Schedule C - Schedule of Estimated Annual Caost 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 shouid 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
far any date or period.

Yours truly,
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NO. OF EMPLOYEES = 2077 ;

NO. IN SAMPLE = 30
FIELD CODE TYPE HOURS % PRECISION

2 22M REG 66.25 5.39% 2.53%

3 22R REG 57.50 4.68%

4 45M REG 230.00 18.71% 4.61%

5 45R REG 141.75 11.53%

6 248C REG 17.25 1.40% 0.96%

7 248M REG 73.75 6.00% 2.49%

8 248R REG 56.25 4.58%

9 548C REG 47.50 3.86% 2.21%
10 548M REG 81.00 6.59% 2.14%
11 S48R REG 62.00 5.04%

12 12M REG 21.75 1.77% 1.58%
13 12R REG 3.50 0.28%
14 52M REG 1.50 0.12% 0.17%
16 68E REG ; 19.50 1.59% 0.90%
17 68M REG 78.75 6.41% 6.50%
18 68R REG 63.25 5.15%
29 257C REG 0.50 0.04% 0.08%
30 257M REG 1.50 0.12% 0.18%
31 257R REG 1.00 0.08% 0.16%
33 377R REG 0.25 0.02% 0.04%
34 F257M REG 0.50 0.04% 0.08%
35 F257R REG 0.75 0.06% 0.12%
39 F257C REG 2.50 0.20% 0.28%
50 97BI DREG . 56.00 4.56% 1.86%
51 97BW DREG 3.75 0.31% 0.34%
52 97BP DREG 148.50 12.08% 2.66%
53 97BR DREG 14.00 1.14% 0.52%
56 98ER DREG 4.00 0.33% 0.37%
80 78M REG 2.25 0.18% 0.38%
90 5532 COMM 33.75 2.75% 0.97%
94 5536 COMM 33.75 2.75% 1.13%
95 553A COMM 47.75 3.89% 1.32%
TOTAL REG 646.50 52.60% 5.49%
TOTAL DREG 226.25 18.41% 3.21%
TOTAL COMM 115.25 9.38% 2.27%
TOTAL TRVL 241.00 19.61% 2.70%
TOTAL SAMPLE HOURS 1229.00
ESTIMATED TOTAL HOURS 340351.18 2{?,

ESTIMATED MONTHLY SAMPLE REQ’‘D 52 ;l,///
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90 5532
94 5536
95 G553A
99 TRVL
OCT4100

0.
0.75
0.
0.50
1.00
0.
0.
0.

0.
0.50
0.
0-
0.75
0‘
2.00

FLORIDA

0.75

0.75

1.00

\‘b 307




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
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