COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of

AT&T COMMUNICATIONS OF THE SOUTH CENTRAL
STATES, INC.; MCI TELECOMMUNICATIONS
CORPORATION; SPRINT COMMUNICATIONS
COMPANY L.P.; AND WORLDCOM, INC,,
D/B/A LDDS WORLDCOM

COMPLAINANTS
V. CASE NO. 95-396

BELLSOUTH TELECOMMUNICATIONS, INC., D/B/A
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%
SOUTH CENTRAL BELL TELEPHONE COMPANY g
)

DEFENDANT

QRDER _TO SATISFY OR ANSWER

BellSouth Telecommunicationa, Inc., d/b/a South Central Bell
Telephone Company ("South Central Bell") is hereby notified that it
has been named as defendant in a formal complaint filed on
September 6, 1955, a copy of which is attached hereto.

Purguant to 807 KAR 5:001, Section 12, South Central Bell is
HEREBY ORDERED to satisfy the matters complained of or file a
written answer to the complaint within 10 days from the date of
parvice of this Order.

Should documente of any kind be filed with the Commission in
the course of this proceeding, the documents shall alsc be gerved

on all parties of record,



Done at Frankfort, Kentucky, this l4th day of September, 1995,

PUBLIC SERVICE COMMISSION

I
g 72, Z _ (¢ ;u/'
c rman /)7

ommigaloner

ATTEST:

r!'\ o M A0y

Executive Dirxector




COMNONWEALTH OF KENTUCKY
BEFORE THE PURLIC BERVICE COMMIASION

ATET COMMUNICATICNS OF THE BOUTH CENTRAL BTATEHS, INC.}
MCI TELECONMMUNICATIONS CORPORATION; BHPRINT

COMMUNICATIONS COMPANY L.P.; AND WORLDC INC., 4/b/a

)
)
LDDS WORLDCOM (Yo ;
Complainants EII/ED ) o
S )No._| S-39 (o
ctéif’,‘cﬂskﬁwu )
BELLSOUTH TELECOMMUNICATIONS, INC., SSION & )
D/B/A SOUTH CENTRAL BELL TELEPHONE COMPANY )
Defendant )
JQINT COMPLAINT

AT&T Communications of the Socuth Central States, Inc.
("AT&T"), MCI Telecommunications Corporation ("MCI"), Sprint
Communications Company L.P. ("Sprint") and WorldCom, Inc.,
d/b/a LDDS WorldCem ("LDDS Worldcom"!, collectively referred
to herein as "Petitioners"), hereby file this Joint
Complaint, pursuant to 807 KAR 5:001 Sectien 12, against
BallSouth Telecommunications, Inc., d/b/a South Central Bell
Telephone Company ("BellSouth"), with respect to certain —
antl-competitive methods and procedures adopted by BellSouth
regarding the implementation of the Commission's December
29, 1954 intralATA presubscription order.

1. The Petitioners are duly authorized providers of
telecommunications services in the Commonwealth of Kentucky.

The Petitioners will soon become competitors of BellScuth in

' LDDS Communications, Inc. (d%/a LDDSMetromedia Communications) recently changed its
corporate name to WorldCom, Inc. (d/b/a LDDS WorldCom) and is in the process of notifying all
appropriate agencies.



Kentucky for the provimion of intralATA presubscribed toll
calle. ATLT has a principal office and place of businaes at
1200 Poachtree Btreet, N.E., Atlanta, Georglia 230309. MCI
has a principal offlice and place of buainosa at 780 Johnson
Faerry Road, Buite 700, Atlanta, Geocrgia 230342, Sprint has
a principal office and place of business at 3100 Cumberland
Cirole, Atlanta, Georgia 30339, LDDS WorldCom has a
principal office oand place of business at 515 Eamat Amite
Street, Jackeon, Misaissippi 39201.

2, BaellScuth Telecommunications, Inc., is a Georgia
corporation doing business in the Commonwealth of Kentucky
under tha name of South Central Bell Talephona Company, with
its principal office and place of businoas in Kentucky
located at 601 West Chestnut Streset, Loulsville, Kentucky
40203. PBellSouth is a public utility engaged primarily in
furnishing local exchange and intralATA teoll telephone
sorvice in the Commenwealth of XKantucky.

3. By ordar dated Decamber 29, 1994, in
Administrative Case 323, the Commission ordered the -
implementation of intralATA toll service on a presubscribed
basis. On Qctober 22, 1995, certain of BellBouth's central
offices in Kentucky sre scheduled for conversion to
intraLATA equal accass.

4, For the past several months, the Petitiocners and
other interexchange carriers ("IXCs") have been negotiating

in good faith with BellSouth concerning the details of
implementing intraLATA presubscription in Kentucky. Daspits



the objections of the participating IXCs, BallSouth intends
to implement certain unreasonable and discriminatory
practices and procedures asscciated with the implementation
of intraLATA presubscription. BellSocuth intends to leverage
is poaition as the mconopoly provider of local telephonae
service to discriminate in favor of its own competitive
sarvices. If allowad to go into effact, BellSouth's
propesed practices and procedures will impede the
development of compaetition, deny customers the right to make
a fully informed decision about their choice of intralATA
service providers and frustrate the intent of the
Commigasion'a Orders of March 29, 1990, May 6, 19%1 and
Decembar 29, 1994 herein,

5. Specifically, BellSouth proposas to leverage ita
poaition as the monopoly provider of local telophone
gervice, by adopting certain anti-competitive practices,
including, but not limited to:

(a) implemanting procedures, as set forth in its
"IntraLATA Presubscription Customer Contact Information", a
copy of which is attached hereto and incorporated by
reference herein as Exhibit "A", that will unfairly enabla
it to market its intralATA service to customers who call
BellSouth to establish new local exchange service or to add
a line, prior to advising the customer that other choices of
intraLATA carriers are available. In addition, BallSouth's
service representative script in Exhibit A at page 2

inadequately defines the intraLATA calling area as calls to



"eities in nearby communitias/locationa® inatead of limiting
the description to calla “outside of the baaic local calling
area.™ Furthermorae, BellSouth intends to utilize customer
data that it obtains as a reault of being the monopoly
provider of local exchange service to market its intralLATA
aarvice to customeras who call BellSouth for othar reasona
(e.g., repair service) and who have not selected BellSouth
as their carrier for intralATA toll calla. In spacific
inatances and as an overall tene, Exhibit A encourages
BallSouth customer service representatives to make a “aales
pitch* on evary call with potential or existing local
exchange service cuatomars that they should selaect or ratain
BallScuth as thair intralATA carriepr. If implenented, these
procedures will give BellSouth an unfair advantage, impade
other carriers' ablility to compete for intraLATA customars,
and, thereby, stifle competition;

(b) charglng each existing customer a primary
interexchange carrier ("PIC")} change fea to initially select
an intraLlATA carrier other than BellSouth during
prasubscription. BallSouth also proposss to charge
customers separate intarLATA and intralLATA PIC change
charges when the customer selects an lnterLATA and intralATA
carrier at the same time. This procedure will unjustly
incent such customars to remain with BallSouth;

{(c) placing on customer bills and in telephone
directories massages that mislead customers into thinking

that BellsSocuth is the “owner! of intraLATA toll traffic and



that are inadequate to inform customers (i) that they have a
choice of intraLATA toll carrieras, (ii) which carriers they
may choose, and (iiil) when they will incur PIC change
chargea;

(d) boing the dafault carrier for thome customers
who are either undecided or who choome the no PIC option,
instead of establishing a process that would fairly asaign
these customars to an intraLATA carrier;

(e) implementing diascriminatory oparator call
completion procaedurea if the customer wishes to place an
intraLATA operator toll call as opposed to an interLATA
oparator toll call. BallSouth doas not intend te inform the
customar that the call the customer desires to place is an
intraLATA toll call and offer tha cuastomer the choice of
having tha call placad by the cumtomer's deasignated
intralATA toll carriar, which BellSocuth should be raguired
to do. These discriminatory procedures unfairly leverage
BallSouth's provision of local operator service to maximize
BallSouth's intralATA oparator toll traffic; and

(£) routing 411, 1+5%55-1212 or HNPA+S555-1212
directory assistanco calls to itsalf, complete those calls
and bill the customer BallSouth's directory assistance
rates. BellSouth should be rogquired to direct 1+555-1212
and HNPA+585=-1212 directory assistance calls to the
custemer's presubecribed intralATA carrier. BellSouth
currently directs FNPA+555-1212 directory assistance calls

to the customer's presubscribad interLATA carrier for



completion and billing. If BallSouth is allowed to
implemant diacriminatory directory assistance connection
procedures and, potaentially, discriminatory call completion
procedures after connection to directory assistance,
Bellsouth will be able to unfairly leverage the provision of
directory assistance to market its intraLATA toll services,

6. As noted in paragraph 5(a) above, BellSouth has
proposaed procedures for new local exchange sarvice customers
and existing local exchange service customers who wish to
add a line at their location. BellSouth has not identified
the procedures 1t plans to follow for "meving customers",
that is, an existing BellSouth local exchange service
customer who moves to another location in BallScuth's local
exchange territory. These procedures need to be identified
and approved by the Commissicn before the intralATA egual
access implementation process begins.

7. Despite numerous attempts over the past saveral
months by the Petitioners and the other IXCs to negotiate
with BellSouth for fair, reasonable and nondiscriminatory
methods and procedures to effectuate the implementation of
intral ATA equal access, including the implementation of
intralATA equal access of public and semi-public pay
telephones, the negotiations have reached a stalemate on the
issues set forth in this Joint Complaint.

8. Prior to the negotiations reaching a deadlock with
respect to the above issues, including the details of

implementing intralLATA equal access for public and seni-



public pay telephones, BallSouth filed changes to its Non-
Traffic Sensitive Revenue Requirement and IntraLATA Equal
Access Cost Recovery Tariff, effective July 1, 1995, that,
among other things, provides that the owner of public¢ and
semi-public pay telephones has the right to select the
primary carrier for intraLATA toll calls. This provislon is
in diract conflict with the presant interLATA
presubscription method whereby the premises owner selects
the primary carrier for interLATA long distance calls.
Sprint, AT&T and MCI filed motions on June 19, 20 and 27,
1995, respectively, to intervene in BellSouth's tariff
£iling which the Commisslon granted by order dated June 30,
1995, in Administrative Case 95-~285.

9. Tha Commisasion has set a procedural schaedule in
Administrative Case 95~285 for the intervenors to file
writtan comments. Because the issues raised in this
Qomplaint and in Administrative Case 95-285 arise out of the
nagotiations between BellSouth and the Petitioners and the
other participating IXC's relating to the practices and
procedures for implementing intralATA egual access on fair,
reasonabla and nondiscriminatory basis in accordance with
the Commission's December 29, 1994 Order in Administrative
Case 323, it would be administratively efficient for the
Commission to combine these mattars for consideration and
decision in the same proceeding. Therefore, Petitioners
respectfully request that the Commission join this Complaint

with Administrative Case 55-285 and revise the procedural



schaedule to set these matters for hearing at the earliest
posaible date.

WHEREFORE, based on the foregoing reascns and given the
imminent conversion date of BellSouth's central offices for
tha implementation of intralATA egual access, the
Paetitioneras raspectfully reguest the Commission combine this
Joint Complaint with the BellSouth tariff filing dockat,
raevise the procedural schedule in Administrative Case 95-
285, set these matters for hearing on an expedited basis and
reguire BellsSouth to implement presubscription practices and
procedures that are in the baest interest of consumers and
that are nondiscriminatory, fair, just and reasonable to all

providers of intralATA toll sarvice.



Dated this 6th day of September , 1998

Reapactfully Submitted,

N ML -

Eric L. Iacn
Holland N. McTyaire, V

GREENEBAUM DOLL & MCDONALD

300 First National Tower

Louiaville, Kentucky 40202
502) 589-4200

Gena V. COéor
Rebin D. Dunson

AT&T COMMUNICATIONS QF THE
SOUTH CENTRAL STATES, INC.
1200 Peachtrea Streeat, N.E.
Atlanta, Georgia 30309%
{(404) 810-8689

COUNBEL TO AT&T COMMUNICATIONS
OF THE BOQUTH CENTRAL STATES,
INQ.

¢ s

C. Kant Ha a

MIDDLETON & REUTLINGER

2500 Brown & Williamson Tower
Loulaville, Kentucky 40202
{502) 584-11235

Moo Vi liin
Martha McM n

MCI TELECOMMUNICATIONS
CORPORATION

780 Johnson Ferry Road
Suite 700

Atlanta, Georgia 130342
(404) 843~6375

COUNBEL TO MCI
TELECOMMUNICATIONS CORPORATION
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SPRINT COMMUNICATIONS COMPANY
L.P.
3100 Cumbearland Circle
Atlanta, Georgia 30339
(404) B859=-814%

Lol

hn N. Huqhof

124 West Todd Straet
Frankfort, Kentucky 40601
{502) 227=7270

COUNBEL TO SPRINT

o A It

Thomas A, (Mnruhall ‘g

212 Washington Stree &
Frankfort, Kentucky 40601
{502) 223-4723

COUNSEL TO WORLDCOM, INC.
d/b/a LDD8 WORLDCOM

i0



1GATIONS

Edwbit A BELLSOUTH

Richard 8, Rabertson Sayth EAFy
Sales Vice President 3538 Coionnage Parkway
Birmingham, Aigsbama 38243

SERDIOBONAT?
June 16, 199%
TO! Interconnesction Custoners

SUBJECT: 1+ IntralATA Presubscription = Customer Contacts

In our May 18, 1995 IC Workshop, wa committed to provide you
ravised information concerning the procedures BallSouth would
use in customsr contacts in the IntraLATA Prasubscription
environment, as well as the procedures currently used in the
InterLATA environmant.

Enclosed is a document with scripts or other sducational
information for the various departments within BslliSouth with
employeses whe handle dirsct contact with and usars for both the
IntralATA and InterlATA envircnments. The conly changes in the
IntralATA procedures discussed in the May 18, 1995, workshop ars
thosa to ba used by the Equal Access Sarvice Center. There have
bean no othar changes to ths IntralATA procedures. This
information will be covered again in the IC Workshop schaduled
for July 20, 1995.

Pleass refer any questions regarding this subject to your
BallSouth Account Team Representative or Michasl Hurst at
205 977-1103

Sinceraly,

) e
Kk



DRAFT

BELLSOUTH

INTRALATA PRESUBSCRIPTION
CUSTOMER CONTACT INFORMATION

THIS DOCUMENT SUPERSEDES ALL PREVIOUS VERSIONS

JUNE 1995



BELLSQUTH

INTRALATA PRESUBSCRIPTICN
CUSTOMER CONTACT INFORMATION

1) Customer Oparations Units
- Consumer Services
— - Small Business Saervices
- BellSouth Business Systems

2) 1IPOS
« Public Communications
- Interconnection
¢ Enhanced Service Providers
© Independent Payphone Providers
© Equal Access Service Center
- Operator Services

4) Network



BELLSOUTH

INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

CUSTOMER OPERATIONS UNITS



COU INTRA Page 1
BELLSCUTH
CUSTOMER CONTACT INFORMATION
CUSTOMER OPERATIONS UNITS

CONSUMER, SMALL BUSINESS, BELLSOUTH BUSINESS SYSTEMS X
C

2 o
NEW CUSTOMER (Meaning N and T orders) - /‘ZOWQIOT) \CQ,\__J_CD

Order of sales negotiation :
1) Local and vertical sales {same as today)
2) IntraLATA
- 3) IntarLATA (same as today)

Approach on IntraLATA

- Generic explanation that customer has a choice of carrier to
carry calls to nearby communities

- BST also carries those calls

~ BST offers its services

-~ Ask customer if they would like to know the names of the other
companies who carry these calls
0o If yes - read names in random order (including SB/SCB)
o If no - PIC to BST

EXISTING CUSTOMERS
Approach on generic inquiry

o Explain customer has choices
0 Explain BST offers the service



COU INTRA Page 2u-’9 e
-
N & T Customer Handling \

Up Front Statament (New customar adding a line)

Mr./Mrs. Customer due to recent changas in the competitive
area/environmant you now need to choose a carrier to carry calls
you make to » cities in nearby communities/locations.

Southern Bell will be happy to continua to handle iour calls for
you. We offer volume discount and thera is no calling plan to
sign up for.

I also have a list of othar cnmfanial who can carry thasoe calls.
Would you like me to read the ligt to you?

Useé this table to dotermine action to take.

If customer Then you will . . And . . o

responds . . .

Yes Read names of enter/selact chosen
available carriers carrier for ordar

No Thank customer for populate/select EST
allowing us to be LPIC of 0377 & LPCA
carrier of choica of "BO" (bus ofc)

I'm not sure Explain that we will populatae/select BST
carry calls to nearby LPIC of 0377 and LPCA
communities until of "UN" for undecided
notified of any change and advise no charge
in customer’s choics. will apply Zfor order

issued to designate
initial PIC salsction

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

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



COU INTRA Page 3
Following are pome guidelines to which we will adherue:

- Naver provide information about a particular carriers' services
rates or other information which could influonce customer's choice.

- Do not express prafarsnce ior ona carriar ovar anothar.

- Eo nogadiscuuu vartical services at same time you are discussing
ntralATA.

Lipted below ara axample and non~axample situations.

LEXAMPLE Customar asks, "Whpo has the lowest rates?" SR must
advise that ha/she does not know this information.

NON~EXAMPLE Customer requests rate comparison information. SR
— states that the TV commercial mentioned that South Coast
was lots chesper than Dynamics.

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

NON-EXAMPLE Customer agks, "Who do you uge?” SR raesponds, "ATaTY.

EXAMPLE Now that we have finished diascuasing your call
arrangamants let’'s got a telephone numbar for you.

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



Exigting customers can call us or ona of tha carriers.

COU INTRA Page 4

wWhen they call

us we should use the following chart to daecide what action to take.

I¢ customer
ragquast is . . .

Ganaric

Keep BST

LPIC for Spacifie
Carrier

For List of
Carriars

Then you will . . .

Explain to the customer he/she

has choice of carriers. Make a
salas pitch to the customer for
them to keep BST as their LPIC.

Review to pee if
NEPA NXX alreacdy convarted.

TN T L AR SO R G SRR BB AR AN N Al GG OO TR A N S S AR I A A DAL S S O

If NPA NXX has converted . . .

it A ey B Wy D G RS D ek e W S W S W A ke e e v e

IZ NPA N¥X has not converted . .

Explain he/shs has choices.
Explain BST coffars servica.
Make a sales pitch for customer
to keep BST as their carrier,

Rafer customer Lo 27277

Then + «

Iazua ordar with
selected cholice.

T AL S W A G AN A e AR L A IR B AL

Issua "R" order.
Change LPCA from
"Dr“ to IIBOII

Ingue 777227

Isgua order with
selacted choice.

KAXRX



COU INTER Page 1
PRESUBSCRIPTION
... CUSTOMER CONTACT SCRIPTS
@nmw{ ‘hyv:nom\tm DISCLOSURE STATEMENTS
="' GURRENT WORDING
CUSTOMER OPERATIONS UNITS

EQUAL ACCESS DISCLOSURE STATEMENTS

A. UP-FRONT STATEMENT {RSC/RSC/VPC

"SCB/SB will be handling long distance calls within your calling zona,
you need to choose a Long Distance Carrier to handle calls made to
places ocutsids your SB/3CB calling zona. I have a list of companias
serving your address, if you'd like for me to raad them to you."

Whon the regquest ils for a Fedcral Government account, the contact
personnel may ask the following Tuastionl of the perscon placing the
orders Will you be making a cholce of the Long Distance Carrier or has
that cholce been made by someone else? If the parson placing the order
indicates that he/she will be making the cholce, then the contact
parsonnel should continue with the disclopure statement.

If the person is not authorized to make the choice, no further
disclosure is necessary.

As soon as the pubperibor indlicates he/she undsrstands the up-£front
statemeant and chooses a Carrier, no further disclosure is necessary.

Tha subpcriber ic advised to contact the belected Carriler to establigh
a billing account.,

Should the subscriber indicate he/she is not famillar with Equal Access
or does not undergtand your request, the following statement is given:



Y

COU INTER Page 2
DISCLOSURE STATEMERT (RSC/BSC/VPC)

“You liva in an area where you can choose a Primary Carrier to handle
and bill calls you make outside your calling zone. If you do not

choose a primary carrier and you want to placae 1+ or O+ calls ocutside
your area, a special access code will be reguirad from the company you
wish to handle the call. The companies available are oM

o Offer carrier information from COFFI/CARRIER Screen.

o The subscriber is advised to contact the Carrier to estahlish an
account.

NOTE: Do not refer customers to U. S. Sprint unless custoner requests
Sprint telephone number.

——

B, "UNDECIDED" DISCLOSURE STATEMENT ({RSC/BSC/VPC/ONLY ) Cmmmrm

When the subscriber is undecided about a Carrier zelection and reguests
to "shop" for a Carrier, provide the following statement:

"Mr.Subscriber, since you are not ready to select a Preferred Long
Distance Company, you cannot complete l+ or O+ calls outside your
SB/SCB calling area. It will be nacessary for you to use an accass
cods from the company you want to handle these calls. You will be
restricted from reaching a long distance company operator when dialing
00~ and SB/SCB will no longer provide operator asslstance in reaching a
long distance Carrier for the completion of an interLATA call. Also
you muet dial 10XXX+0 to reach an intsrLATA opsrator. The calls you
will ba able to complete are:

~l+ or 0+ calls within SR/SCB’s calling area,
~-Calls to B0O0 and 900 numbers

~Calls to Directory Assistance

~0 disled calls to reach SB/SCB’'s operator

The subscriber may contact different Carriers for rates and/or other
information prior to making a PIC choice.
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The subscriber is advised to contact the selected Carriar, once a
choice is made to establish and account.

IMPORTANT! Advise subscriber that a PIC change charge will not
apply when a preferred Carrier is selected.

NOTET If a subscriber requests to be connected to an intarexchange
carriar and that interexchange carrier is participating in Operator
Transfer Service (0TS} SB/SCB's Operatore can hand off that call. The
Carriers support this service with per-call fees. Refer to Operator
Transfer Service Operating Standards for more information.

€. 'NON=QUOTE*DISCLOSURE STATEMENT"

When a subscriber selacts a Carrier that is listed on the
"Non-Quote/Non-Negotiate® screen in COFFI/CARRIER Screen, the following
disclosure statemant should be provided:

"Mr.Subscribar, (name of IC) is providing a service in your area;
hovever, it ls a unique type service, (describs service from
description on screan) and reguires you to negotiata the service with
them directly. The Carrier’s telephone number is .

The subscriber must be advised that another preferred Carriar selaection
{or PIC NONE) must be made in order to process the ordar for local
telaphone gervice and that a PIC change charge is applicable if the PIC
is changed to the "Non-guote” IC later.

IZ a gubscriber placing a T4F order is presently PICed to the non-guote
IC and the IC is serving the new address, use the following statement:

"Mr. Subscriber, my records show your present Long Distance Co. is
{name of PIC on record). Do you wish to keep this Carrier as your
preferred Carrier at your new address?"

If the subscriber wants to keep the game PIC, the order should be
generated with the non~gquoted IC.

NOTE: PIC NONE is not applicable for Public/Semi-Public.
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D. "EQUAL ACCESS - T&4F" - DISCLOSURE STATEMENT (Applicable only if same
Carrier Avallable) ,

"Mr. Subscriber, my records show that your prestént Long Distance
Company is __ . Do you wish to keep the same Carrier at your

new address?"

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

"REFER FCR BILLING" ~ Subscribers selecting a Long Distance Company
must be advised to contact that company to establish a billing account.

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

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

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

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

¢ Calls to B0O or 900 numbers,

o Calls to Directory Assistance,

c 0 dialed calls to reach a SB/SCB operator.”

The subscriber is advised:

"Should a preferred company be chosen at a later date, you should

contact the Long Distance Company chosen, to establish an account and

zg sug?it the subscription order. A PIC change charge is applicable at
at me,"
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F. "NON-NEGOTIATE IC" DISCLOSURE STATEMENT

When "Non-Negotlate" is reflected on the COFFI/CARRIER Screen, -our
Contact Personnel will guote that IC along with all of the other listed
Carriers in the normal manner. If a subscriber regquests the .
“Non-Negotiate" the Contact Personnel must advise the subscriber that
this Carrier has requested that Southern Bell/South Central Bell not
accept orders for them and that the subscriber should contact the
Carrier. Explain to the subscriber that in order to process their
request for local service, the subscriber must make another Carrier
selectlion or choose the non-Presubscription option. Explain that a pPIC
change is agplicable to change to the "Non-Negotiate" Carrier
selection, if the Carrier submits an order on the subscriber's behalf
st a later date.

Exception:
T&F order, if subscriber already has the "Non-negotiate"
Carrier and is moving in the same wire center, the Contact
Personnel may issue the order uwsing that same IC.

DISCLOSURE STATEMENT

"Mr. Subscriber, (name IC)} is serving your area but regquests that you
cgég thgm directly to discuss service arrangements. Their telephone
n ar 1is . "




BELLSOQUTH

INTRALATA PRESUBSCRIPTICN

CUSTOMER CONTACT INFORMATION

IPCS

PUBLIC COMMUNICATIONS
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BELLSQUTH
CUSTOMER CONTACT INFORMATION
IPOS
PUBLIC COMMUNICATIONS

IntraLATA Presubscription Disclosure Statement

Southern Bell/South Central Bell will be handling long distance calls
made from the Public/Semi-Public telephone located on your premises
which are to points within your Southern Bell/South Central Bell
calling zone. You will need to choose a long distance carrier to
handle 0+ dialed calls made from the pay telephone to points outside
your Southern Bell/South Central Bell calling zone. I have a list of
companies serving your area if you would like me to read them to you.



PUBLIC INTER Page 1
PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
IPOS
PUBLIC COMMUNICATIONS

EQUAL ACCESS DISCLOSURE STATEMENTS
UP~FRONT STATEMENT (PUBLIC/SEMI~-PUBLIC)

"You need to choose a Long Distance Company to handle 0+ dialed calls
from the Public/Semi-Public telephone on your premises to points
outside your Southern Bell/South Central Bell calling zone. I have a
tist of companies perving your address if you would like for me to read
.them to you."

DISCLOSURE STATEMENT (PUBLIC/-SEMI-PUBLIC)

"Your Public/Semi-Public telephone is located in an area wheres you
should make a choice of a Long Distance Company to handles O+dialed
calls made from this telephone to points outside your South Central
Bell/Southern Bell calling zone. The companies available

are: "



BELLSOUTH
INTRALATA PRESUBSCRIPTION

CUSTOMER CONTACT INFORMATION

IPOS
INTERCONNECTION
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N & T Customer Handling

Up Front Statemant (New customer adding a line)

Mr./Krs. Customer dua to recent changes in the competitive
aron/gnvironment Xou now need to choose a carrier to carry calls
you maka to * cities in nearby communitiea/locations.

Southarn Bell will be happy to continue to handle your calls for
YOou.

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

Use thia table to determine action to take.

If customer Then you will « . . And . . .

responds . .

Yos Read names of anter/select chogsen
available carriera carrier for order

No Thank customer for populate/select BST
allowing us to be LPIC of 0377 & LPCA
carrier of choicae cf "BO" (bus ofc)

I'm not sure Explain that we will populate/select BST
carry calls to nearby LPIC of 0377 and LPCA
communitias until of "UN" for undecided
notified of any change and advise no charge
in customer‘'s choice. will apply for order

issued to designate
initial PIC selection

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

*Nearby communities/locations are dafined as calls made outside of the
local call area.
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Following are some guidelines we must adhere to:

- Never provide information about a particular carriers’ services,
rates or other information which could influence custemer’s choice.
- Do not express preference for one carrier over another.

- Do not discuss vertical services at same time you are discussing
intral.ATA.

Listed below are example and non-example situations.

EXAMPLE Customer asks, "Wheo has the lowest rates?” SR must
advige that ha/phe doas not know this information,

NON-EXAMPLE Customer requests rate comparison information. SR

_ states that the TV commerclal mentioned that South Coast

was lots cheaper than Dynamics.

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

NON~-EXAMPLE Customar asks, "Who do you usa?” SR responds, "ATaT",

EXAMPLE Now that we havae finished discussing your call
arrangements let’s get a telsphone number for you.

NON-EXAMPLE SR says "lLet’s go ahead and choose your community
carrier while you’re thinking about your decision on the
other calling features.
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Existing customers can call us or one of the carriers. When they call
us we should use the following chart to decide what action to taka.

If customer Then you will . . . Then « « o

request is . . . .

Ganeric Explain to the customer he/she Issue ordar with
has choice of carriers. selacted choice.

Y.eep BST Review to see if

NPA NXX already converted.

If NPA NXX has converted . . . Josue "R" order.
Change LPCA from
\\DP“ to HBO“

T d M e e 4 G A WS e W U T W e g A A R S T S S W L e N ey Y

If NPA NXX has not converted . . Issues 2722772

LPIC for Specific Explain he/she has choices. Issue order with
Carrier Explain BST offers service. selected choice.
For List of Refer customer to 2?2722 XXXXX

Carriers
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PRESUBSCRIPTION
CUSTOMER CONTACT BCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
1Pr08
ENRANCED BERVICE PROVIDERS

The information exhibited in the Customer Operations Units soction of
this document beginning on COU INTER Page 1 is also used in the B3P
Cantar for InterlATA customer contactes., Please reference that section
o the document for details.
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N & T Customar Handling

Up Front Statament (New cugtomexr adding a line)

Mr./Mrs. Customer dua to recent changes in the compatitive
arsa/environment you now nesed to chooss a carrier to carry calls
you make to « cities in nearby communities/locations.

Southern Bell will bs happy to continuve to handle your calls for

you.

I also haveo a list of other companias who can carry these calls,
would you like ma to road tha list to you?

Usa this table to detarmine action to taka.

If customar Then you will . .
responds . ., .

Yas Raad names of
available carriars

No Thank customar for
allowing ua to be
carrier of cholice

I'm not sure Explain that we will
carry calls to naarby
communities until
notifiesd of any change
in customer’s choice.

What i3 volume Explain volume
discounts

Md » . L]

entar/sealect chosan
carrier for order

populate/sslact BS?
LPIC of 0377 & LPCA
of "po" (bums ofc)

populata/select BST
LPIC of 0377 and LPCA
of "UNY for undecided
and advise no charge
will apply for order
ispued to designate
initial PIC selectien

populate/select customar’s
choice of carrier

*Nearby communities/locations are defined as calls made outside of the

local call area.
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Following are some guidelines to which wa will adhere:

- Never provide information about a particular carriars' services,
ratea or other information which could influence customer’s choica.
- Do not express preference for ons carrier over anothar.

- Do not discuss vertical services at same time you are discuszing
intralATA.

Listed below are example and non-example situations.

EXANPLE Customer asks, "Who has tha lowest rates?" SR nmust
advise that he/she does not know this information.

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

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

NON=EXAMPLE Customer asks, “Who do you use?" SR responds, "AT&T".

EXAMPLE Now that we have finished discussing your call
arrangements let!s get a telephone number for you.

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



Existing customers can call us or one of the carriers.

IPP INTRA Page 3
When thay call

us we should uge tha following chart to decide what action to takae.

If custonmer
request is . . .

Ganeric

Keep BST

LPIC for Specific
Carrier

For List of
Carriers

Then you will . « .

Explain to the customer he/shas
has cholce of carriers.

Review to ses if
NPA NXX alraady convarted.

If NPA NXX has converted . . .

D P WA WD N Wl oy T fap D A W L NS AU R W YR O O W D AR W B el A

I{ NPA HXX has not convertad . .

Explain he/she has cholces.,
Explain BST offers service.

Roefar customar to ?722?

Then « «+

Issug order with
palacted cholce.

Issus "R" prdar.
Change LPCA from
[} Dr n to Nno [}

Issue 27777

Iasue order with
salectad choice.

XXXXX
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PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPTS
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
IFQS
INDEPENDERT PAYPHONE PROVIDERS

The information exhibited in the Customer Operations Units section of
this document beginning on COU INTER Page 1 is also used in the IPP
Center for InterLATA customer contacts. Pleass reference that section
of the document for details.
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Revigsed June 7, 1995
UNAUTHORIZED PIC SCRIPT
(Draft)

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

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

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

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

Customer responds appropriately.
(The Rep accesses the customer's record to verify the PIC).

Rep: MNr./Mrs. Customer I have accessed your record. We show that an
order was placed on your bahalf by XYZ company indicating servica

was negotiated with them to handle your long distance calls to
nearby communities inside of the South Central/Southaern Bell

calling area on (PCA Date). I have some guestions to ask you for
clarification.

Ask guestions similar to the following:

~ Did you reqguest this change?

- Have you talked to anyone with XY2 company?

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

Customer responds appropriately.

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

you.
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Expadited PIC Switchback wharae applicable

We can credit the previous PIC change charge on your next
month’'s bill and bill X¥Z company appropriately.

or

We can initiate an investigation and reguast proof of
suthorization which will take approximataely six to eight weeks.
At the end of this time should XY2 compan{ provide some type of
authorization, we will mail thig information to you for
validation. Should you dispute the validity, we will credit you
the PIC change charge and bll)l XY2 cnmgany appropriately. If you
do not dispute the validity, we will bill you the PIC changs
charge that was waived when we changed you back to your previous
CAITCi&r.

Customer replies appropriately.

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

you with today?

Customer replies appropriately.

Rept Thank You for calling BallSouth Egual Access Service Center.
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Raevised June 7, 1995
UNAUTHORIZED PIC SCRIPT

Following is the script that is used today when a customar calls in
claiming an unauthorized changa in their carrier for InterLATA calls:

Repi1 BellScuth Egual Access Service Center, this is Jane Smith,
how may I help you?

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

Rept Mr./Mrs. Customer, I will be glad to assist you. Wwhat is your
name, area code and telephone number?

Customer responds appropriately.
{The Rep accesses the customer'’s record to verify the PIC).

Rep: Mr./Mrs. Customer I have accessed your record. We show that an
order was placed on your behalf by XYZ company indicating service
was nagotiated with them to handle your long distance calls
outside of the South Central/Scuthern Bell calling area on (PCA
Datej. I have some questions to ask you for clarification.

Ask questions similar to the following:

- Did you request this change?

- Have you talked to anyone with XY2 company?

- Have you received any correspondence f£rom XYZ company
concerning a change to your service?

Customer responds appropriately.

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

-

We can credit the grevious PIC change charge on your next
month's bill and bill XYZ company appropriately. '

We can initiate an investigation and regquest proof of
authorization which will take approximately six to eight weeks.
At the end of this time should XYZ company provide soma type of
authorization, wa will mail this information to you for
validation. Should you disgute the validity, we will credit you
the PIC change charge and bill XYZ comgany appropriately. If you
do not dispute the validity, we will bill you the PIC change

charge that was waived when we changed you back to your previous
carrier.

Customer replies appropriately.

Rept

Mr./Mrs. Customer we will issue an order due today to change you

back to your previous carrier. 1Is there anything else I can help
you with today?

Customer replies appropriately.

Rep:

Thank You for calling BellScuth Equal Access Service Center.
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CUSTONER CONTACT SCRIPTS
INTRALATA ENVIRONNENT
OTS CALL EXANPLES

CALL 4
0-Coin/NCN/Cellular
CUST: "I want to make a call, connect ma to XXX (a

participating OTS carrier).

Operator transfers thas call to the raguested carrier and does not
screen to determine if the call is an intraLATA call.

0=

CUST: "I want to place a call to (Columbus, GA)."
OPER: "What is the number, please?"

CUST: (Provides number to an intraLATA point)

Operator completes the call.

CALL 6

0-

CUST: "Operator, I want toc place a conference call."
OPER: "I'm sorry, you will nead to call the conference

provider of your choice.”

CUST: "OK, thanks."
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CALL 14

0=

CUST: "What is XXX's (IC) access code?" (Carriar subscribes to
OTS.) .

OPER? "I'll ba glad to transfer you to XXX. Just one momant.'

Operator transfers to requested carrier.

CALL 15

Q=

CUST: "What is carrier BBB's access code?" (Carrier doep not

_ subscribe to OTS.)

OPER1 "I'm sorry I do not have that information. Pleases
contact BBB's customer service number for that
information."

CUST: "OK, thanks."

CALL 16

o+

cusT “This is a collect call, my name is Susie."

OPER! "Thank you."

Operator processes the collect call as usual. The number rings 5 - 6
times.

OFER1 "There is no answer. Please try your call later."
CUST1: "Try another number for me. 1It’s in New York."
OPER: “"I'm sorry, that is not a Southern Bell call. Which

carrier would you like to use?"
CuUsT: "YYY." (Carrier subscribes to OTS.)

Oparator erases the first intraLATA number and connects the customer to
the requested carrler.
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CALL 18

0~

CUST: "I reached a wrong number calling XXX XXX XXXX(an
intralATA point}. Can you give me credit?"

OFER} "I'm sorry you had trouble. I'll give you credit if
gour call was placed through Southern Bell. Would you

ike to redial your call?"
CUST: “Yes, thanks."

If the customer indicates the call was placed by an OTS particlipating
carrier, offer to transfer to the carrier. 1If the customer indicateas
the call was placed by a non-participating OTS carrier, refar to the
carrier’s customer service number.

CALL 19
0- COIN
CUST: "I reached a wrong number calling XXX XXX XXXX(an
intraLlATA call) and ths telephone kept my money."
OPER1 "I'm sorry you had trouble. What company processed your
callz?”
CUST: "Southern Bell."”
OPER! "Thank you, I'll give you credit and reconnect your

call."”

Operator gives equivalent service {cne minute credit) and places the
call.

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

If the customer does not know what company placed the call, the
cperator should provide one minute credit for the initial period and
process the call. The customer will be advised that Southern Bell is
providing this service.
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PRESUBSCRIPTION
CUSTOMER CONTACT SCRIPT3
INTERLATA ENVIRONMENT DISCLOSURE STATEMENTS
CURRENT WORDING
OPERATOR SERVICES

OTS CALL EXAMPLES
CALL 1 (0-COIN)
ORER: “Southern Bell, may I help you?"

CusT: "I reached a wrong number calling 2120897-4783 and the phone did
not return my money." (If number is keyed IC will display.)

OPER: "I'm sorry, that is not a Southern Bell call. I will transfer
you to an oparator who can assist ysu."

Enter IC + 288 + START + POS RLS
If AT&T doas not svbascribe to QOTS:

OPERt "I'm sorry, that is not a Southern Bell call.
For assistance, please dial 102880." ¢

After customer acknowledges, press CA CALL and POS RLS.
Call 2 {0~)

OPER: "Southern Bell, may I halp you?"

CUST: "I want to place a call to Seattle, Washington."

OFER: "I'm sorry, that is not a Southern Bell call. Wwhich
intarexchange Carrier would you like to usez"

CUST: "I would like to use XXX." {Customer selecte a non-participating
IC.)
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OPERt "lI'm sorry, XXX does not garticipata in our oparator transfer
service. Please contact them directly by calling their customar
service number."
CUST: "Do you have the nunber?”
QPER: "You may obtain the number from Directory Assistance (411)."
CUST: "Thank you."

OPER1 "You're welcome." Press POS RLS.

Call 3 (0-HOTEL)
OPER: "Southern Bell, may I help you?"

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

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

CUST: "I don't know."

OPERt "I can connect you to XXX, YYY, or CCC. Which would you prefer?"
(Operator must read all participating carriers on the list.)

CUST: "Connect me to YYY."

OPER: "Just a moment, I'll connect you."
Press IC + (IC code) + START + POS RLS.
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call 4 (0-COIN)
OPERt "Southern Bell, may I help you?'

CUST: "I want to makes a colloct call, connect mo to XXX {an IC
carrier).

OPER: "What Area Code and number are you calling?"

CUST: "XXX=XXX-=XXXX."

OPER: "Enter XXX=XXX~XXXX + START. (Call is IntraLATA.)

"This is a Southarn Bell call. I’ll be glad to massipt you., May I have
your name pleape?"”

CUSTs "Sandy Stone."

OPERs "Thank you." Complete the call ap usual,

call 5 (0-)
OPERs "Southern Bell, may I help you?"
CUST: "How much is a call to Now York?"

OFPERs "I'm sorry, that is not a Southern Bell call. Wwhich
Interexchanga Carrier would vou like to use?"”

cUSTs "X¥X." (Cuptomer salects participating carrier.)

OPER1 "One moment please, I’l]l be glad to transfer you." Press IC +
(IC code) + START POS RLS.

Call 6 (0-)

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

ong’ "I'm porry, you will need to call the conference provider of your
choice."”

CUST: "Thank you."
OPER: "You’'re welcome."” Preoss CA CALL and POS RLS.
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Call 7 (0-Screen 79 Callular Habila)

OPER: "Southarn Bell, may I help you?"

CusST: "Connect me to CCC."
{Customer requests a carrier gsubscribad to OTS.)

OPER! "What area code and numbar are you calling?"
CUST: "XXX-XXX-XXXX."
OPER! "Enter XXX=-XXX-XXXX + START. (IC displays.)

"One moment, I'll ba glad to trangfer you." Press IC + (IC code) +
START + P05 RLS.

e

Call 8 (Screan Coda 88)

OPERs “Southern Bell, may I help you?"

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

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

CuUST: "There is no instruction card hers."

OPER: “1'm sorry, plesse dial "00" for further assistance."

CUST: "Thank you."

OPER: tYou're welcome." Press CA CALL and POS5 RLS.
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call 9 (0-)

OPERt “Southern Bell, may I help you?"

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

OPERt "I'm sorry, that is not a Southern Bell call. Which
Interaxchange Carriar would you like to usa?"

CUST: "222" (Carrier subscribea to OTS.)

OPER: "QOne moment, pleasa. I'll be glad to transfer you." Prass IC +
(IC code} + START + POS RLS.

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

OPER! "I'm sorry, that is not a Southern Bell call. Which
Intarexchange Carrier would you liKe to use?"

cusT: "I don't know."
OPER1 "I can transfer you to XXX,YYY or CCC. Which do you prefer?"
CUST: “Connect me to the cheapest one."

OPER! "I'm sorry, we do not have access to carrier rate information. I
can trangfer you to XXX,¥YYY or CCC. Which do you prefer?”

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

gisﬁx "g'm sorry, it will be necessary for you to select a carrier or
a “0 . n .

CUST: "I don't know anything about carriers."
OPER! "Just one moment, I'll connect you to my supervisor."

Supervisor Note:

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

OPER: "Southern Bell, may I help you?" '
CUsST “what do I dial to make a calling card call to London, England?"

OPERt "I'm sorry, that is not a Southern Bell call. Which
Interexchange Carrier would you liks to uge?"

CUST: "XXX." (Carrier subscribes teo 0T8.)
OPERt "One moment, pleasa. I‘ll be glad to transfer you."
Pregs IC + (IC coda) + START + POS RLS.

Call 12 (0-)

OPER: "Southern Ball, may I help you?"
CusT: "I was cut off on a call to Dallas, Texas."

OPER: "I'm norr{, that is not a Scuthern Bell call.
Which carrier did you usa to place your calll®"

CUSTs "BBB." (Carriaer does not subscribe to 0T8.)

OPER: "Please call BBB’'g customer service number for further
aspistance.”

cueTs “Thank you.*
OPERt "You'rae welcome.'" Prass CA CALL and POS RLS.
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Call 13 (O=)
OPER: "Southarn Bell, may I help you?"
CUST: "({Customer crying, extremely upset.)

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

OPERT "I'm sorry that is not a Scuthern Bell call. Which carriar would
you like to use?"

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

OPER:1 (Connect to £irst IC on list).

"I will nead to transfer you to another operator and my equipment will
not allow ma to stay on the line. Please advise the other operator you
have an emergency."

CUST: "You're welcome. One moment, please.” Press IC + (IC code) +
START + POS RLS.

Call 14 (0-)

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

CUST: "What is XXX's {IC) access code?" (Carrier spubscribes to O7S5.)
OPER: "I'll be glad tc transfer you to XXX. Just one moment."

CusST: "Thank you.*

OPER: "Have a good day." Press IC + {IC cods) + START + POS RLS.
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Call 15 (0O+)

OPER: "Southern Bell, may I help you?" _
CUST: "This is a collect call, my name is Susie."

OEER: "Thank you." Entar correct class charge Rumber rings five- six
times.

CUST: "Try another number for me. 1It's in New Orleans."

OPER: "I'm sorry, that is not a Southern Bell call. Wwhich
Interaxchange Carrier would you lika to use?*

QUST: "YYY." (Carrier subscribes to OTS.)
OPER: "One moment, please, 1I1'll be glad to transfer you."

Prass CLD + START to erase the intralATA number. Press IC + (IC code)
+ START + POS RLS.

call 16 (0~}

OPER: "Southern Bell, may I help you?"
CUST: "I need Directory Assistance in Dallas, Texas."

OPER: "I'm sorry, that is not a Socuthern Bell call. What carrier would
you like to usa?"

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

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

CUsST: "QOK."
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Background The attached information provides Contact

Personnel with variocus Questions and Answers

regarding l+ IntralATA Presubgscription
filings.




Description

PIC

(Q1)

(A1)

(Q2})

(A2)

Page 1

My customers have bean reading about 1+
IntralATA Presubscription in the papers.
What is it?

During the 4th guarter of this year,
Florida and Kentucky customers will have
a choicea as to who carries their
IntraLATA long distance calls.

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

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

(Q1)

(Al)

(Q2)

(A2)

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

Yes, customers will ba ahle to choosa
their IntralATA carrier. BellSouth will
ha;e a PIC code to be used for IntralATA,
only.

Will we be able to promote BellSouth to
our customers?

This decision has not yet been made.
Several scenarios are being addressed and
Contact Personnel will be advised how to
handle the two PIC environment in the
next few months.
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Pregsubscription IntraLATA

Customer Contact Scripts
IntraLATA Bnvironment Wording

INTRALATA
CARRIERS/REPAIRS SERVICE INQUIRIES STATENENTS

When a request is received from a Carrler/Repair Service personnel for Toll
Restrictions informaticn, tha Contact Personnel will review the subscribor's
records for tho Toll Restriction USOCa and provide the following answert

gges, the subscribar has ordered a pervice for Toll Restriction®
"No, -the subscriber’'s line is not Toll Restricted."

If the Carrier/Repair service asks if a line i»s restricted for intralATA
service the Contact Personnel may use the following statemant:

"wﬁgi the subscriber has ordered a service that will restrict intralATA

ca ng."

OR

"No, the subgeriber has not ordered a pervice that will restrict intrabATA
calling." If the Carrier/Repair Service regquasts any other information

concarning tha gubscriber's Toll Restriction pervice, it must be explained

Eh%t thgiCarriar/Hepair Service mugt contact the subseriber for additional
nformation.

NOTE:
The Contact Personnel must verify that the Carrlaer/Repair Sarvice personnal
making the reguest i{s the Carrier on the subscriber’s racerd.

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

OPTIONAL SERVICES ARE DEFINED AS ANYTHING BEYOND THE ACCESS LINE, CALC AND
OTHER APPLICABLE MANDATORY CHARGES.

WHILE CALLING CARDS HAVE NO MONTHLY RATE OR CONNECTION CHARGE, THEY MUST BE
NEsggégTED WITH THE CUSTOMER AND THE APPLICABLE POINTS OF FULL DISCLOSURE
Cco .

CONTACT PERBONNEL MUST:
1) Clearly communicate to customers the optional nature of aeach optional
service that is recommanded orderad.
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2)dPro§id. a clear description of sach optional servica recommended or
ordered.
3) Provide tha rate charged for sach optional sarvice racommended or ordared.
4} Nake sure the customer undarstands that opticnal services are not regquired
to obtain baszic telephone service. .
5) Nake sure the customer understands that optional services can be canceled
at any time without a cancellation charge. :
6) (SERVICE PLANS ONLY) Advize there are sxclusions which will be datailed on
the first bill. Covar the exclusions if reguested by the customer.

«THESE PROCEDURES APPLY IN ADDITION TO ANY REQUIREMENTS MANDATED IN YOUR
STATE.

wwRrww

There's a limglo solution to meeting these guidelines:

- Be straightforward and totally honast with every customer
- Promise only what you can honestly deliver

OPENING STATENENT
“Nr. Customer, we have a Sarvice Plan which provides for our determining
whethaer a telaphone service problem is with your inside wiring or jacks or
with and individuval set. The Service Plan Srovidnu for Southarn Hall/South
Central Ball to maintain or repair all inzide telephone wiring assoclated with
basic services excluding damaga caused by fire, acts of God, rlots, acts of
war, gross negligence, willful damage, vandalism or wire not mseting Southern
Ball's/South Central Bell's technical standards or ingtallation guidelines.
The Service Plan does not cover repair of telephone egquipment. The plan ia
optional. You may choose to maintain the inside wir&ng and jacks yourself,
go. chagao for the plan is § a month. Would you like me to ordar the Flan
r you

CLOSIRG STATEMENT

"Thank you for subscribing to the Service Plan. You will raceive on your
talephone bill a statement outlining the terms and conditions of the Service
Plan. Please review the statement and if you agreo to such terms and
conditions, then pay the charge. Payment will Indicate your acceptance of tha
terms and conditions for tha Service Plan.”
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INTERLATA PRESUBSCRIPTION

NETWORK

CARRIERS/REPAIRS SERVICE INQUIRIES STATEMENTS

When a request is received from a Carrier/Repalr Service personnal for Toll
Restrictions informatlon, the Contact Personnsl will review the subscriber's
records for the Toll Restriction USOC’s and provide the following answert

"Yes, the subscriber has ordered a service for Toll Restriction" OR "Nu, the
subseriber’y lina 1s not Toll Restricted."

If the Carricr/Repalr sarvice asks 1f & line is restricted for interLATA
service the Contact Personnel may use ths following statement:

"Yes, the subscriber has ordered n service that will restrict interLATA
calling." OR "No, the subscribar has not ordered a service that will restrict
interLATA calling." 1If the Carrier/Repair Service requests any other
information concerning the subscriber’s Toll Restriction gervice, it must be
explained that the Carrier/Repair Service must contact the subscriper for
additional information.

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

OPTIONAL SERVICES

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

OPTIONAL SERVICES ARE DEFINED AS ANYTHING BEYOND THE ACCESS LINE, CALC AND
OTHER APPLICABLE MANDATORY CHARGES.

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

CORTACT PERSONKREL MUST:

1) Clearly communicate to customers the optional nature of each optional
service that is recommended ordered.

Z)dPrczided a clear description of each optional service recommended or
ordered.
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3) Provide the rate charged for each optional service recommended or ordared.
4} Make sure the customer understands that optional services ars not reguired
to obtain basic telephone service.

5) Make sure the customer understands that optional services can be canceled
at any time without a cancellation charge. :

6) (SERVICE PLANS ONLY) Advise there ares exclusions which will be detailed on
the £irst bill. Cover the exclusions if requested by the customer.

«THESE PROCEDURES APPLY IN ADDITION TC ANY REQUIREMENTS MANDATED IN YOUR
STATE.
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There’'s a simple solution to meeting these quidelines:

- Be straightforward and totally honest with every customer
- Promise only what you can honestly deliver

OFPENING STATEMENT

"Mr. Customer wa have a Service Plan which provides for ocur determining
whether a telephone service problem is with your inside wiring or jacks or
with and individual set. The Service Plan provides for Southern Bell/South
Central Bell to maintain or repair ell inside telephone wiring associated with
basic services excluding damage caused by fire, acts of God, riots, acts of
war, gross negligence, willful damage, vandalism or wire not meeting Southern
Bell’s/South Central Bell’s technical standards or installation guidelines.
The Service Plan does not cover repair of telephone equipment. The plan is
optional. You may choose to maintain the inside wiring and jacks yourself.
g -] chagge for the plan is § a month. Would you like me to order the Plan
or you?" -

CLOSING STATEMENRT

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



