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REBUTTAL TESTIMONY

OF
ROBERT E. SCHALLENBERG
SOUTHWESTERN BELL TELEPHONE COMPANY

CASE NO. TC-93-224 AND T0O-93-192

Q. Please state your name and business address.

A. Robert E. Schalienberg, P.G. Box 360, Jefferson City, Missouri 65102.

Q. By whom are you employed and in what capacity?

A. I am a Regulatory Auditor with the Missouri Public Service Coq}mission
(Commission). )

Q Are you the same Robert E. Schallenberg who has previously filed
direct testimony in this proceeding?

A. Yes, I am.

Q. What is the purpose of your rebuttal testimony in this case?

A. The purpose of my rebutial testimony is to address Southwestern Beli
Telephone Company’s (SWBT or Company) TeleFuture 2 proposal. I will address
various assertions made by the Company witnesses regarding the Southwestern Beli
Incentive Regulation Experiment (SBIRE) and the concept of incentive or alternative
regulation.

My rebuttal testimony will attempt to (1) identify the main areas discussed in
the Company’s direct testimony, (2) provide definition to the relevant terms, and (3)

discuss the validity of the asserted relationship between arcas. This approach will
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differ from the typical point-counterpoint method, which identifies each contested
witness’ staicmcnt and supplies a comresponding response. I believe that the issue of
TF2 and the choice of different regulatory approaches to SWBT needs to be focused
on the main issues rather than addressing each individual statement of a Company
witness with which the Staff disagrees. By addressing the issues broadly, many
specific statements may go unanswered. However, failure to address every specific

statement should not be interpreted as concurrence.

ANALYSIS
Q. What are the main areas addressed in the Company’s direct testimony?
A. There are three main arcas addressed in the Company's direct testimony:

Network Modemization (Company witnesses Frederick J. Huser, Wilbur Crossley,

'Donna L. Burk): Incentive Regulation (Company witnesses G. Mitchell Wilk, William

E. Avera, Dale Robertson); and Competition (Company witness Gilbert T. Orozco).
(Other witnesses filed supporting testimony to these main witnesses.) The network
modernization area is generally comprised of two parts, the network component of
SBIRE and tl;e network component of TF2, -

Incentive Regulation (IR) is the broadest area of the company’s direct
testimony. The IR area covers discussion of regulation in general, as well as the
performance of SBIRE and the Company’s TF2 proposal. Company witness Marla S.
Martin provides financial analysis of the performance of SBIRE and future financial

scenarios of various regulatory altemnatives. Company witness William C. Bailey
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supports the Company's TF2 proposal by describing in detail the rate design
supporting the components of the $22 million rate reduction contained in the
Company’s TF2 proposal.

The final area is competition, which is primarily addressed by Mr. Orozco. His
testimony addresses three principal points. First, that competition exists and will likely
increase for certain SWBT services, such as local exchange private line, and special
access and interexchange services, (page 2). Competition is cited as a major factor in
Mr. Bailey’s proposed rate design reductions in switched access and intra-LATA long
distance. Second, that competition is a fundamental reason for the Commission to
approve TF2. These first two points are discussed in more detail in the rebuttal
testimony of Staff witness Samuel F. Golciammr of the Utility Operations Division.

Third, that adoption of TF2 (and not traditional rcguiation or a different plan) will

-enable SWBT to effectively participate in the Missouri marketplace and aggressively

- invest in the network (page 16).

Q. What is your evaluation of the Company’s direct testimony?

A. The Company’s discussion of the three main areas (competition,
incentive regulation, and. network modernization) with the underlying supporting
argument forms a paradox. The Company’s testimony is self-contradictory and is
based on wrong or mistaken assertions. Mr. Wilk provides an cxample of the
contradictory nature of the Company’s testimony. Mr. Wilk states that "traditional
regulation” (TR) is basically a cost-plus arrangement (page 24) which encourages

companies to increase rate base ("goldplating”, page 15) while discouraging any need
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to control costs (pages 15 and 24). This "goldplating™ concept is supported by the
argument that since profits are based on a return on rate base, the higher the rate base,
the greater the profits. Yet it is the TF2 proposal (a so-called form of incentive
regulation) that results in the higher rate base and higher level of expense. Furth.cr,
Mr. Wilk believes that TR provides the "incentive to "goldplate’ which is to increase
the rate base as a source of profitability without necessary regard to the usefulness of
the resulting investments.” (page 16)

Mr. Avera apparently disagrees. He states on page 15 that "If a utility does not
expect to earn more that [sic] its "bare bones’ cost of equity, management is indifferent
between pursuing or not pursuing a project.”" Therefore, while Mr. Wilk states that TR
causes utilities to "goldplate” or increase rate base; Mr. Avera states that TR
discourages rate base investment since a utility can expect to earn no more than its
"bare bones" cost of equity.

Further, Mr. Orozco testifies of the ever increasing competitive environment for

the Company, which will lead to services recovering their costs and the elimination of

subsidies. At the same time, SWBT is proposing that it be allowed to engage in

providing a service that will not recover its costs, i.c., distance learning (Bailey, page

30). Therefore, the distance learning service will need to be subsidized by SWBT’s
other services. The distance learning proposal is more consistent with the behavior of
a monopoly utility than the behavior of a competitive enterprise. The monopoly utility
will offer services that can be priced to cover the losses of other services such as

distance learning.
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Another cxample of the illogical nature of the Company’s direct testimony is
the implication that without Commission approval of TF2, SWBT will not reduce its
costs and introduce new products and services to the same level that the Company
would with adoption of TF2. Yet, Mr. Orozco states that SWBT currently opcratés
in an ever-increasing competitive environment. If Mr. Orozco’s competitive analysis
is accurate, this behavior would mean that SWBT will only be replaced in the
marketplace by the competition with lower costs and new products if the changes are
not made regardless of the form of regulation. I believe this example is indicative that
this so-called “incentive regulation" does not produce lower cost levels and/or more
new services than so-cailed "traditional regulation” with the existence of competition.
Once a utility perceives that the threat of competition is real, it will reduce its costs
and prepare for competition. So-called incentive regulation is not the driver to that
reaction. |

1 know of no utility that has acknowledged that historically the Company was
mismanaged. Utility management has always had the responsibility to operate their
Company efficiently. Utilities have had to rely on cost reductions as sources of
camings growth, since few can justify overall rate increases. For example, SWBT
cites the rate increase moratorium as a benefit of SBIRE. In reality, SWBT never had
camings levels that could support a rate increase. Even without increased competition,

utilities should be motivated to decrease costs.

Incentive regulation as advocated by SWBT is a proposal to allow the utility

to maintain its monopoly profits until such a time that competition forces the Company
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to reduce its prices. Without effective competition, the consumers of utility services
have only one meaningful choice (i.e., the service and price offered by the utility).
The only way to determine whcthct'a utility charges a reasonable price is to determine
if its profits are reasonable when no effective competition exists.

There are two key questions in this case. The first question is whether
sufficient competition exists to prohibit SWBT from charging prices that result in
excessive profit levels. The second question is whether incentive regulation will
produce a level of additional savings to benefit customers that would not result without
that regulatory scheme. The answer to both questions is "no". This will be discussed
later. Therefore, TF2 is not in the public interest as compared to the Staff’s complaint
case. |

Q. What is the cause for the contradictory statements in the Company’s
direct case?

A. The Company’s airect case fails to identify the actual core or primary
driver for the TF2 proposal The key to understanding the TF2 proposal is to

understand that TF2 is merely a strategy or action itern undertaken by the Company

to satisfy the overall Southwestern Bell Corporation (SBC) corporate goal for SWBT

to earn more money. This goal pressures SWBT to design items to both protect and
increase SWBT eamings. The Staff’s complaint case is a threat to SWBT’s eamings.
Therefore, SWBT must construct an alternative that it can propose to protect its
earnings against the complaint case alternative.

Q. Are you saying that it is wrong for the Company to earn more?
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A No. There are circumstances when it would be appropriate. For
example, a basic conceptual test of so-called incentive regulation is that this different
regulatory scheme will produce a lower cost structure than would have existed
otherwise under traditional regulation. The reward for these additional cost reduction
actions is that the Company is allowed to retain some of the increased eamings,
resulting in greater earnings for its sharcholders. Further, under these so-called
incentive regulation/sharing plans, customers are better off because they pay less
overall than they would have without the additional éost reduction actions. However,
these conditions do not apply to SWBT and/or SBIRE.

The key element for the success of this so-called incentive regulation
is additional cost reductions that would not occur without the incentives. These
additional cost savings are the source of the additional eamings for the Company and
sharing credits to customers under pians like SB]RE However, if no cost savings over
and above what would normally be realized actually occur due to the pian, then state
regulatory commissions are tﬂlovving companies to retain additional earnings resulting

from cost of service changes that are historically flowed-through to customers in rates.

'Ratcpaycrs will be harmed by a so-called incentive regulation scheme under these

circumstances. Without additional cost reductions, plans like SBIRE reflect simply an
climination of rate reductions historically due to customers, thereby resulting in higher
profits for the Company’s shareholders. In other words, SBIRE type regulation

converts customer rate reductions into higher corporate profits. The question of
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whether SBIRE actually produced any additional savings will be discussed later in this

testimony.
Q.
testimony?

A.

What are your overall conclusions regarding the Company’s direct

The following list identifies my conclusions regarding the Company’s

direct testimony:

The Staff complaint case will not resuit in the eamnings levels shown in
the Company’s direct testimony, but will produce higher ROE levels.
These earnings levels are understated by SWBT.

SBIRE is not the success SWBT touts in its testimony. SBIRE has
resulted in SWBT-MO’s cugtomers paying more to the Company than
they would have paid without SBIRE.

SWBT’s eamings level does not directly influence the amount of
SWBT’s construction program: SWBT's depreciation expense does.
SWBT"s camnings generally reflect cash handed over to the SBC parent
company to use for dividends and non-telephone acquisitions (e.g.,
Telmex, ce'llular acquisitions).-

SBIRE did not result in SWBT-MO receiving a materially different
level of construction expenditures than would have resulted without
SBIRE.

SBIRE did not result in SWBT-MOQ achieving any additional cost

reductions than would have occurred without SBIRE.
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. 'I'hgre is no evidence that SBIRE had a positive or significant impact on
Missouri’s economic development. In fact, all hard evidence indicates
the opposite.

. SBIRE was a negotiated settlement and did not establish any principie,
methodology, and/or precedeat in any way binding in this proceeding.
SWBT’s TF2 proposal atiempts to maintain the attractive aspects of
SBIRE (from SWBT’s viewpoint) while decreasing the Company’s
commitment (i.c., lower rate reductions and capital commitments).

Q. What are the bases for your conclusion that the Staff’s complaint case

will not result in the earnings level shown in the Company’s direct testimony?

A. The return on equity (ROE) figures shown by the Company of 6.16%
(1994) and 6.90% (1995) claimed to result from the Staff’s complaint case are wrong.
The Company also provides a second set of claimed retums (i.e., 3.18% and 3.92%).
These retumns are provided us part of th; Company's attempt to legitimize the
unnatural rclationshiia between SWBT and its Yellow Page operations refiected on the
Company’s books. This point will be addressed in the rebuttal testimony of Staff
witness Cary G. Feathcrst.one. The errors reflected in the 6.16% and 6.90% figures are
also reflected in the lower returns.

The major error in the Company’s calculations is the treatment of the Staff’s
$150 million rate reduction as being totally related to reductions to ROE. The Staff’s
complaint case is based upon certain costing methodologies (e.g., non-adoption of

FASB 106, new depreciation rates, Kansas City Data Center being included in
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1 regulated results) that are not considered by the Company in estimating the impacts

2 of the Staff’s complaint case. The Company's calculation assumes net income will

3 decline by $90 million in 1994 and in 1995. SBC stated in its 1992 annual report to
4 its shareholders that, regarding the Staff’s complaint, "Management believes that the
5 future impact [of the Staff’s earnings complaint] on financial results will not be
6 material; however, an estimate cannot be made at this time.” It is interesting to note
7 that in its annual report, the Company did not provide the net income estimate that
8 underlies its ROE projections in its direct testimony. In fact, the Company has stated
9 publicly that an cstirﬁate could not be made at this time even though it chose to
10 provide an estimate in its direct testimony.
11 The $90 million estimated net income reduction impact claimed by SWBT is
12 wrong. A major portion of the Staff’s $150 million complaint case is based on costing
13 methods that would also be adopted when the rate reductions are implemented. This
14 is a common result of any iate case @d tock place when the $82 million rate reduction
15 in Case No. TC-89-14 was implemented. For example, the Staff’s case in Case No.

16 TC-89-14 did not include the expenses from adoption of the Federal Communications

17 Commiission’s new Uniform System: of Accounts (Part 32). When the Missouri
18 Commission adopted Part 32, the amount of the Staff’s complaint request was reduced
19 by the additional expenses SWBT would record under Part 32. The 6.16% and 6.90%
20 ROE cited in the Company’s direct testimony include the expenses related to the
2i adoption of Financial Accounting Standard No. 106 (FAS 106). The Staff’s $150
22 million complaint case does not include the expenses related to the adoption of FAS
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106. If FAS 106 is adopted by the Commission, then the Staff’s complaint case will
be reduced.'

FAS 106 expense consists of two components: 1) the "transition benefit
obligation" (TBO); and 2) the ongoing estimate of post retirement benefit costs.
SWBT has included the TBO expenses in its 1994 and 1995 calculations of the ROE
resulting from the Staff’s complaint. However, the Company intends to write the TBO
off in 1993 for financial reporting purposes. Therefore, SWBT is reflecting this
expense twice which results in understating the ROE impacts of the Staff’s complaint
by approximately 150 basis points. Correcting for this factor alone increases the
estimated ROE to 7.64% and 8.39% in 1994 and 1998, respectively. It should be
noted that SWBT-MO does not currently expect to reflect the TBO expense on its

books for the years 1994 and 1995. Therefore, the TBO expensc adjustment is not

‘only incorrect, it is also contrary to the Company’s alleged objective of using the

financial results SWBT will r=flect on its books.

SWBT has included the ongoing estimate of the FAS 106 accrual in its 1994
and 19935 calculations of the ROE resulting from the Staff' s complaint. The expenses
related to this ongoing estimate over the pa'y-as~you-go expense amount were not
included in the Staff’s complaint case. If the Commission adopts FAS 106, then the
Staff’s $150 million rate reduction will be reduced. If the Commission does not adopt
FAS 106, then the ongoing post retirement benefit estimate will not be included in
determining SWBT's ROE for its SWBT-MO intrastate operations. Removal of the

ongoing accrual would increase the SWBT-MO ROE by approximately 75 basis points.
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The ROE results would then be 8.39% and 9.12% in 1994 and 1995, respectively, after
the correction of the FAS 106 treatment in the Company’s calculations. The FAS 106
error is the largest error in the Company’s ROE calculation. However, it is not the
only error.

The Company’s ROE calculation fails to consider that the Staff’s complaint
case: 1) treats the Kansas City Data Center as being regulated; 2) uses the new
depreciation rates sponsored by Staff witness John O. Richey of the
Telecommunications Department; and 3) is based on the Staff’s tax calculation. All
these items are treated differently in the Company’s ROE calculation which purports
to reflect the impacts of the Staff’s comi)laint case. Corrections of these items, in
addition to the FAS 106 changes discussed earlier, would increase the ROE to at least

9.39% and 10.42% in 1994 and 1995, respectively. A complete analysis of all costing

‘'method differences can not be done at this time. However, the Company should eamn

the ROE recommended by the Staff if the Staff's complainti case is adopted. The ROE
will of course be different if it is caiculated on a different basis than the cost basis
used by the Commission, which is precisely -what wés done to obtain the range
contained in Ms. Martin’s testimony. The Company has claimed ROE results based
on a different calculation than would be used by the Commission or even reflected on
its own books.

Q. What is the basis for your conclusion that SBIRE has resulted in
SWBT-MO’s customers paying more to the Company than they would have paid

without SBIRE?
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A. This conclusion is based on certain corrections and extensions of the
analysis pc'rformed by Mr. Robertson in his direct testimony. The analysis is a
comparison between the additional rate reduction (i.c., $19 million) ordered in the
Commission initial rate reduction decision in Case No. TC-89-14 (i.e., $101 million),
and the customer credits generated by SBIRE during its term. The following chart

shows the comparison through the current life of SBIRE:

1990 1991 1992 1993 TOTAL
{Projected)
Case No. TC-89-14 $19.332,500 | $20,009.138 | $20.709.457 | $21434288 $81.488.383
Rate Reduction

SBIRE Credits $22,825,000 | $22,228,000 -0- ] $14.670000 | $59.723.000

The above chart shows that SWBT-MO ratepayers will pay approximately $22

million more because of the SBIRE settlement. The above Case No. TC-89-14 rate

‘reduction amounts consider usage growth over time. I used the same growth factor

and method used by the Corpany to measure the ROE impacts of the $150 million
rate reduction in the Staff’s complaint case. The customer credits and the $82 million
rate reduction are an example of what is referred to as "buy-in costs" internally at
SBC. “"Buy-in costs" from SBC's perspectivé are up-front costs or detriments which
are agreed to by SBC in order to achieve a long-term goal, i.e.; increased retention of
what would be considered overearnings under traditional regulation. Internally, the
Company notes that growth and stimulation are offsets to the rate reduction component
of the "buy-in costs" that SBC has agreed to with state commissions. The 1992

SBIRE credit amount is based on the Company’s current estimate. The 1993 SBIRE
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credits are the highest Company estimates that I have received. These credit levels are
based upon the Commission rejecting FAS 106 and continuing to use the pay-as-you-
go treatment for post retirement benefits. It should be noted that I am aware of
estimates as low as $348,000 for SBIRE credits in 1993 which reflect the
Commission’s adoption of FAS 106. If the Commission adopts FAS 106, then the
SBIRE credits will be substantially less. This will result in Missouri ratepayers paying
even more as a result of SBIRE.

Q. What portion of the Company’s direct testimony does your conclusion
that SBIRE resulted in ratepayers paying more to the Company than they would have
without SBIRE address?

A. This conclusion addresses the Company’s witnesses’ statements in their
direct testimony that SBIRE was a success because it resulted in customer credits.
Further, this conclusion also addresses the following statement contained in the
Company’s direct testimony:

The results of the first two years of the plan have
produced sharing levels of approximately $22M each
year, which would yield an actual annual revenue
reduction of $104M ($82M + $22M). In addition, the
schedule of modernization projects has been maintained.
Thus, for 1990 and 1991, the incentive plan produced
results for customers in the form of stable or lower
prices, updated plant and increased availability of
services that were better than those they would have
received under traditional regulation.

To put it in a different perspective, the Company couid
have earned better in this particular situation if the

$101M reduction, which was originally ordered in Case
No. TC-89-14, et al., had been accepted and no

- Page 14 -




(- ]

10
11
12
13
14
15
16
17
18

19

21
22

23

NNV EWN -

Rebuttal Testimony of
Robert E. Schalienberg

subsequent incentive regulation plan implemented. As
shown above, during 1990 and 1991, Company revenues
could have been over $2M greater each year and the
costs associated with the aggressive network
modernization plan could have been avoided. In
summary, the Company may well have eamed better
under traditional regulation. (Robertson, page 6).

Mr. Robertson’s statements are inaccurate because they fail to consider the third
year of SBIRE. While Mr. Robertson did not have available at the time of his direct
testimony the latest estimate of the third year of SBIRE credits, he did have available
an estimate that would show that by the third year the Company revenues were higher
under SBIRE then under the rate reduction ordered in Case No. TC-89-14.
Correspondingly, the data would show that SWBT earned betier under SBIRE than
under traditional regulation. Therefore, the fact that SBIRE issued credits in its first
two years is not necessarily 2 benefit to Missouri ratcpayers when compared to the
foregone rate reduction in Case No. TC-89-14. '

Q. What is tie basis for your conclusion that earnings do not directly

influence SWBT’s construction program?

A There are two points that form the basis for that conclusion. First, all

'earnings generated by SWBT are paid to the Parent Company, SBC. These earnings

have been used by the Parent Company to pay dividends to the shareholders of SBC
and acquire non-telephone property (e.g., Meiromedia, Telmex). SWBT does not

retain any of its earnings to invest in construction activities. This leads to the second

point.
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The second point is the existence of the SBC policy requiring SWBT to

generate all its cash needs for construction internally, while at the same time paying

out all the cash SWBT generates from earnings to the Parent Company. The main

source of funds for telephone construction under this policy is the depreciation

generated by SWBT. SWBT is the "cash cow” of SBC. The following chart shows

the amount of cash generated through depreciation at SWBT annually and the amount

of cash spent on construction for the period 1986 through 1992:

Dollars in

Millions 1986 1987 1983 1989 1990 1991 1992
Cash from

Depreciation $1389.6 | $1,613.1 | $1,6783 | $1.711.2 | $1.5003 | $1.555.5 | $1.6150
Cash Spent on

Coastruction $1,834.7 | $1381.0 | $1,091.3 | $1.2826 | $1479.0 | $14753 | $1.6174

The above chart shows that SWBT generated

$11.0 billion cash from

depreciation and spent $10.2 billion cash for telephone construction. The following

chart shows the cash SWBT generated from its camings and the cash SWBT paid to

the Parent Company in dividends:
Dollars ia
Milions 1986 1987 1988 - | 1989 1990 1991 1992
Cash from ‘
Earnings $919.5 | $1.004.1 | $1021.8 | $943.2 | $969.1 | $855.3 | $964.1
Cash Dividends
Paid to Parent 38866 | $1.0594 | 31.007.7 | §970.3 | 39472 | $8554 | 3960.6

The above chart shows that SWBT generated $6.7 biilion in eamings and paid

$6.7 billion in cash to the Parent Company. This chart shows that SWBT earnings
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result in cash made available to the Parent Company. The following chart shows the

Parent Company’s use of SWBT cash earnings:

1985 1987 1988 1989 1690 1991 1992
Cash Dividends
from SWBT $886.6 $10594 | $1.007.7 { $9703 | 39472 | 38554 $960.6
Cash Dividends
to SBC
Shareholders $627.6 $626.4 $656.1 $693.4 | $7328 | $759.3 $7804

This chart shows that while SWBT paid $6.7 billion of cash dividends to the
Parent Company, the Parent only paid $4.9 billion to the holders of SBC stock.
Therefore, SWBT cash dividends provided $1.8 billion to the Parent for other
purposes, i.e., to buy other companies. Apisxoximately $1 billion was used to purchase
stock in a telephone company in Mexico (i.e., Telmex) and $600,000 was used to
purchase cellular and paging operations frem Metromedia. These charts are based on
data that SBC discloses to the public. However, this data actually understates the
carnings and cash geﬁcrated by SWBT bw;use this data does not actually reflect an
appropriate relationship between SWBT and its Yellow Page operations. This matter
is addressed in the rebutfal testimony of Staff witness Featherstone. .

Q. What portions of the Company’s direct testimony does this conclusion
address?

A. This conclusion addresses the assertions in the Company’s direct
testimony that the Company’s earnings directly impact the Company's network

expenditures. SWBT's earnings impact the amount of cash the Parent Company has
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for non-SWBT acquisitions. Therefore, if the Commission is interested in increasing
network expenditures in Missouri, then the Commission should reflect any ratepayer
monies for this purpose as additional depreciation/amortization, not as additional
eamnings. The additional depreciation/amortization will be reflected as an offset to the
Company's rate base. In this way, the customer will be given credit for the monies
the Commission determined they must provide to support additional construction
expenditures. This is another example of the paradox created by TF2 and/or incentive
regulation. States in the SWBT service territory without incentive regulation only
upgrade the network on an economic-only basis, whereas states in SWBT's territory
with incentive regulation have accelerated modernization programs.

Q. What is the basis for your. conclusion that SBIRE did not result in
SWBT-MO receiving a materially different level of construction expenditures than
would have resulted without SBIRE?

A. The basis of this conclusion is an analysis contained in the rebuttal
testimony of Staff wifncss drcg R. Meyer. This analysis shows that SBIRE did not

change the percentage of overall construction dollars committed to SWBT-MO

compared to the other four states in SWBT’s service territory. Mr. Meyer will discuss

the portions of the Company’s direct testimony that are addressed by this conclusion.
Q. What is your basis for your conclusion that SBIRE did not resuit in
SWBT-MO achieving any additional cost reductions than those that would have

occurred without SBIRE?
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A. There are three points that form the basis for this concl.usion. First,
there is no conclusive testimony or evidence from SWBT identifying any specific
action of the Company that resuited in savings directly refated to SBIRE. Second, Ms.
Martin’s testimony, which discusses aileged SBIRE savings, is careful never to
categorically state that any of the actions discussed in her testimony were directly
caused by SBIRE. Third, the actions that SWBT engaged in that resulted in the
savings identified in SWBT's testimony are the same actions that SWBT and other
companies have engaged in prior to Case No. TC-89-14, let alone SBIRE. The alleged
behavior of SWBT during SBIRE is similar to SWBT’s behavior before SBIRE.

The first point is self explanatory. The Company witness who spécifically
addresses savings is Ms. Martin. She is careful to describe the savings as those that
took place during the period of SBIRE instead of as savings that directly resulted from
SBIRE. This is illustrated by the following statements in her testimony:

Efficiency g&ins and cost savings are important
components of any incentive regulation plan.
Demonstrating their existence is an essential part of
evaluating the success of the Plan. Consequently, this
section is dedicated to discussing and quantifying the

efficiency gains the Company achieved under the three-

year Plan. It is not my intent to pertray the gains made
by the Com: be the sole result of the Plan, but I
believe the Plan was definitely a significant factor.
(page 20; emphasis added)

A review of the financial results in Section II of my
testimony revealed that cne of SWBT-MO’s significant
achicvements during the Plan was a reduction in
expenses per access line. Much of that gain resulted
from the Company’s concerted efforis to become more
efficient and to cut or comtain costs. The specific
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programs I have described provide clear evidence of
those efforts. The quantification of the related savings
provide verifiable proof of those gains, gains that
amount to $33.6 miilion on an annual intrastate basis.

While it is not my testimcny that the Plan alone
motivated the Company to focus on efficiency and cost
cutting, it clearly provided incentives that reinforced the
Company’s efforts to act aggressively in those areas.

Although it is not possible to guantify precisely what

level of cost cutting may have occurred in the absence
of any incentive plan, it is clear the Plan has produced

positive results that benefit both the Company and its
customers.
(pages 31 and 32; emphasis added)

The above statements show that Ms. Martin does not state that SBIRE caused
additional cost savings. The identified savings merely occurred during the period of
SBIRE and Ms. Martin states that SBIRE inﬂuenced these decisions. However, these
decisions and related cost savings are not unique to SBIRE, but have been and
continue to be common business practices.

Ms. Martin identifies two types of savings. The first type of savings is
bond/debt refinancing. Staff witness Jay M. Moore of the Financial Analysis
Department addresses in his rebuital testimony the fact that these actions have occurred
prior to SBIRE and are n;n a unique practice ;clated to so-called incentive regulation.
The second type of savings is employee force reductions. Force reductions are not
unique to SWBT. Force reductions have occurred at other utilities in the state. In
fact, St. Joseph Light and Power Company, which was involved in a recent complaint
case, has had a recent force reduction. Force reductions have been a common

occurrence at SWBT for at least a decade. For example, in August, 1983, the Vice
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President-Missouri for Southwestern Bell Telephone Company testified in Case No.
TR-83-253 that SWBT's Missouri operations were efficiently managed with excellent
service levels. The following is an excerpt of that testimony:

In my previous testimony I provided the Commission
significant detail as to the efficient ‘management of
Southwestern Bell’s Missouri operation. All that I said
before still applies, but I want to take this opportunity to
expand somewhat on what was previously said. The
service levels at that time were excellent, and they
continue to be so. The expense controls were evidenced
in part by the 1982 reduction of 220 employees that 1
described. That trend is continuing. Since January 1,
1983 we have reduced an additional 434 employees.
That does not include the employces transferred to ABI
as a result of CI-II. Qur Missouri monthly operating
expense per line through May is 38.99 as compared to
42.20 for Southwestern Bell and 43.66 for the Bell
System.  The Missouri total factor productivity
completely outstripped the national economy as I
previously testified. Schedule No. 6 shows that our
employees per 10,000 access lines are significantly lower
than the Company or System. In an attempt to provide
more definitive evidence as to the efficiency and quality
of the management of the Missouri operation, I've
requesied members of my management team to
summarize the programs, precedures, systems and other
measures taken by the Company over the past several
years to improve efficiency and productivity.

' [Barron Supplemental Direct, ﬁage 5]
The above quote shows that SWBT used reductions in workforce and
reductions in expense per access line to prove the efficiency of its management far in
advance of any discussion of incentive regulation. The above quote shows that SWBT

had the incentive to and, in fact, reduced force and expenses per access line under

traditional regulation.

- Page 21 -




Rebuttal Testimony of “
Robert E. Schallenberg

Schedule 1 is the testimony and schedules of the Vice President-Missouri for

2 Southwestern Bell Telephone Company in Case No. TR-83-253. A comparison of this
3 Schedule with the Company’s direct testimony in this case shows that the discussion
4 of alleged SBIRE savings in this case is nothing more, and actually iess, than SWBT's
5 discussion of its efficiency and service levels nearly ten years ago.
6 The workforce reductions that make up the majority of the alleged SBIRE
7 related savings discussed in Ms. Martin’s testimony are not caused by incentive
8 regulation. Schedule 1 shows that such things as workforce reductions and comptroller
9 consolidations can and have been components of traditional regulation. Today,
10 ‘workforce reductions are common in Corporate America and are influenced by
11 competition, not incentive regulation. This can be shown in the following excerpt

12 from the October 7, 1991 monthly report to Missouri Division employees by the

13 || President-Missouri Division, Southwestern Bell Telephone:

14 Our_business has become one in which guick
15 han nstant inin ssential.

16

17 The slump we’ve seen in the economy in the last
18 year makes those traits even more important. But, the
19 . economy was not the driving:force in our decision to
20 offer the early retirement package announced September
21 27,

22 ’

23 The decision was based on a variety of factors .
24 .. with competitiveness being the greater goal. Like
25 other businesses, we have sought to be as efficient as
26 possible. As we move toward an organization that is
27 quicker to respond to customer needs, we need to
28 continually evaluate our procedures. This evaluation
29 ensures we’re making the smartest decisions in the
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1 fastest way possible, instecad of being siowed by a

2 buteaucratic process.

3

4 Largely through attrition, the number of non-

5 management employees has gone down in the past few

6 years. Management numbers have decreased, too, but

7 not in the proportion needed to trim expenses enough or

8 flatten out the organization and give more responsibility

9 to the individual employee. Consequently, we needed to
10 reduce the number of management employees.
11
12 At the same time, reduction was not the all-
13 consuming goal, We also wanted to be sure that
14 customer service would not suffer, that the company's
15 carnings would not be unduly affected and, above all,
16 that employees would be treated as fairly as possibie.
17 The voluntary program we announced at the end of last
18 month provides ample compensation to those choosing
19 | to retire or leave the company. And, I hope those who
20 choose to take the plan will leave with a secure future.
21
22
23 For many of us, this is an unsettling event.
24 That 8 cenamly nnderstandable. Mﬂﬂ_ﬂ%
26
27 .
28 &Mﬂ&@ﬂm_& Thns
29 is never a painless process, but I hope we can make it as
30 painless as possible and still get on with the job of
31 performing in the way our customers and shareowners
32 have come to expect.
33 (emphasis added)
34 The above excerpt shows that the workforce reductions would have occurred
35 without SBIRE. Workforce reductions will continue without SBIRE. This can be
36 shown on Schedule No. 14 of Ms. Martin’s direct testimony. Here, SWBT assumes
37 that "force levels will decrease 1% or less on an annual basis.” This assumption is
38 constant through all of the Company’s scenarios including the scenario reflecting the
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Staff’s complaint casc. However, the most telling aspect that so-called incentive
regulation produces no additional cost savings is in the Company’s scenarios. The
Base View, Telefuture 2 (TF2), and the Staff Proposal scenarios discussed in Ms.
Martin’s testimony all include the same basic level of cost savings. Therefore, TF2
produces no more cost savings than the Staff’s complaint case, which the Company
describes as a return to traditional regulation.

Q. What is your basis for the conclusion that there is no evidence that
SBIRE had a positive or significant impact on Missouri’s economic development?

A. There are two facts that support this conclusion. First, the Company’s
testimony has provided no evidence showing any positive or significant SBIRE impact
on Missouri’s economic development. Second, the Company has provided ecvidence
of significant negative impacts to Missouri economic development directly related to
actions that the Company asserts were influenced by SBIRE. For example, Ms.
Martin’s Schedule No. 10 shows that the Company’s workforce reduction programs
climinated 890 jobs in Mlssoun Mr. Keely states that the SBIRE Network

Modermnization Project was itself responsible for the reduction of 114 of those 890 jobs.

Therefore, for SBIRE to be a positive benefit to Missouri, it must create over 890 new

jobs.

There is one other point related to the Company’s force reductions. TF2 is a
proposal to allow SWBT to keep some of the earnings related to jobs lost in Missouri.
SWBT ecarnings result in cash available for non-telephone acquisitions. Therefore, the

Staff’s complaint proposal, with its Missouri rate reductions, would retain the savings
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associated with the Missouri lost jobs in the state. This would be preferable from a
Missouri viewpoint than an alternative that takes the savings associated with the lost
jobs in Missouri to increase the SBC fund for acquisitions.

Q. What is the basis for your conclusion that SBIRE was a negotiated
settlement and did not establish any principle, mcthoci and/or precedent in any way
binding in this proceeding?

A. The basis for this conclusion is the language from the agreements that
ultimately formed and implemented SBIRE. The following language supports this
conclusion:

9. By executing this Joint Recommendation,
ies shall n hav roved or
methodology, method of cost of service determination,
cost allocation or any legal principle underlying any of
the provisions and agreements contained in this Joint
Recommendation. This Joint Recommendation shall not

ice )4 an in any other
or_proceeding, except to the extent necessary to give
effect to the terms of this specific Joint
Recommendation. Neither the contents of this Joint
Recommendation nor any negotiations concerning this
Joint Recommendation shall be used as proof of an
admission by any party hereto in any case or proceeding
except to the extent necessary to obtain approval or
enforcement of the terms of this Joint Recommendation.

10.  The terms, conditions and agreements set
forth in this Joint Recommendation have resulted from
extensive negotiations among the parties and are
intended to resolve all issues presented in Case No.
TO-90-1. (Order Granting Interventions and Approving
Joint Recommendation, Attachment A, pages 18-19,
Case No. TO-90-1, March 15, 1991 [Order, Case No.
TO-90-1]).
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that this Settlement A nt
is_a negotiated settlement of the litigation
pending in Cole County Circuit Court Case No.
CV189-0808cc, et al., and of Case No. TC-89-14,

8) The parties a
etal.....
9)

None of the parties to this Settlement Agreement
shall be deemed to have approved or acguiesced
in__any ratemaking principle, valuation
methodology, method of  cost-of-service

determination, or cost allocation underlying any
of the provisions and agreements contained in

this Settlement Agreement. This Settlement
Agreement shall not prejudice, bind or affect any
party thereto, except to the extent necessary to
give effect to the terms of this Settlement

Agreement.

(Emphasis added; Order, Case No. TO-90-1, Attachiment
A, pages 26-27.)

The above language also shows the SBIRE relaticnship to the ultimate $82
million rate reduction reflected from Case No. TC-89-14. The significance of this point
is the comparison of SBIKE to the Company’s TF2 proposal. The foilowing chart

compares significant aspects of SBIRE and TF2:

SBIRE
o $82 million
¢ $150 million

TR2

° same

o $22 million
e %82 million

Earnings Grid for Sharing
and Company Retention

Term

» same except for medification
for Yellow Pages

* no definite term
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The above chart shows SWBT's TF2 proposal is offering (buy-in costs)
signiﬁcaan less than those contained in SBIRE in order to retain the same camings
level retention for an indefinite period. TF2 is much less atiractive than SBIRE except
from the Company’s perspective (higher earnings). In other words, SWBT is offering
less now than it did to reach the SBIRE agreement.
Q.
that SBIRE was a negotiated settlement and established no principles, methodologies

What portions of the Company’s direct testimony does your conclusion

and precedent address?
A. The following statements in the Company’s testimony are addressed by
the fact that SBIRE was a negotiated settlement establishing:

. The 14.1 percent ROE target in the Missouri Plan
was negotiated after the Commission made a
specific 12.61 percent cost of equity finding in
Case No. TC-89-14. The additional .49 percent
above this "bere bones" cost of equity was not an
accident or oversight; rather, it was integral to
the uverall agreed-upon incentive structure of the

- Missouri Plan. (Avera, page 18.)

e Ms. Martin’s statements on page 38 of her
testimony rely on the above conclusion reached
by Mr. Avera.

0 The whole purpose of the plan [SBIRE] was to
give the Company the opportunity to grow its
carnings and to encourage the Company to invest
in the state while protecting basic service
customers from price increases. The plan did
just what it was supposed to do and the

Company should not be penalized for the success

it achieved. (Robertson, page 10.)
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. When incentives and corresponding commitments
arc involved, continuity is a primary
consideration. In terms of efficiency
improvements, Southwestern Bell and other
telephone companies can achieve the most if they
can rely on a continving commitment from the
Commission (which is predicated, of course, on
Southwestern Bell also upholding its
commitments). On the other hand, it would
represent a form of "breaking faith" for the
Commission to offer improved incentives and
then come back and take away what was
achieved in reliance on those incentives; such
action would strongly encourage no more than a
short-term, skeptical reliance on such
Commission policies in the future. (Wilk, pages
48-49.)

The fact that SBIRE was a negotiated settlement establishing no principles
addresses two themes in the above Company testimony. The first theme is that the
SBIRE sharing grid was established by beginning with the 12.61% ROE reflected in
the Commission’s Order in Case No. TC-89-14 and adding some designed margin for
some efficiency purpose. SBIRE Qas the result of extensive negotiations. The how
and why the parties arrived at their decision to enter into the SBIRE agreement will
(1) differ from party to party, and (2) be undeterminable at this time.

The second thcmé is that the Staff is suggesting the Commission "break" some
agreement or back out of a bargain that was made in SBIRE. Mr. Robertson’s
statements regarding the purpose of SBIRE form the basis of this theme. He then goes
on to state that the Staff’s position is punishing SWBT for SBIRE’s success. Mr. Wilk
describes the Staff’s position as "breaking faith" with SWBT. Mr. Robertson’s

fundamental statement regarding the purpose of SBIRE is untrue. The word
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"experiment” in SBIRE should have alerted all parties that SBIRE would not be a
long-term program without the need for further review. The purpose of SBIRE was
to settle the litigation resulting from the Staff’s prior earnings investigation of the
Company. The litigation was settled:

because of concerns regarding a costly and extensive

delay in the implementation of rate reduction to the

Company’s customers and the potential for an extensive

delay in the modernization of the Company’s network:;

and in an effort to provide the Company’s sharcholders

with a potential for growth and ability to share the

resulting growth in earnings with customers.

(Order, Case No. TO-90-1, Attachment A, page 23.)

Do you have any final points you need to address?

A. Yes. There are two points. First, I need to address the ROE impact of
SWBT'’s proposals for Yellow Page removal and the use of an actual SWBT capital
structure. Second, I need to address that an $82 million construction program is not
comparable to an annual $82 million rate reduction.

Q. ~ What impact would removal of Yellow Pages and use of an acwmal
capital structure have on SWBT's ROE?

A. The removal of Yellow Pages would impact the ROE by 366 basis
points and the use of an actual capital structure of 42% debt and 58% equity wouid
impact the ROE by approximately 25 basis points.

Q. Is an $82 million construction program comparable to an $82 million

rate reduction?
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A. No. The $82 million construction program is a one time expenditure.
An $82 million rate reduction will recur every year. In other words, ratepayers could

pay the entire TF2 construction program costs by merely delaying an $82 million rate

reduction one year.

The following chart provides a comparison of the Company's estimated

Missouri intrastate revenue requirements for Distance Learning/TeleMedicine and an

$82 million rate reduction:
1994 1995 1996
Rate Reduction $82,000,000 $82,000,000 $82,000,060
. Distance Learning/ . .
TeleMedicine $.3,033,693 $ 5,948,233 $ 3.637,466

Difference $78,966,307 $76,051,767 $78.312,534

The above chart shows approximately a $78 million impact difference between

an $82 million rate reduction versus the $82 million construction program for Distance

Learning/TeleMedicine. One should not consider the Distance Learning/TeleMedicine
proposal to be comparable to an $82 million rate reduction. As a rule of thumb, an
$82 million conWon program would equate to a $16 millior revenue requirement
at the time the construction is completed. Over a three year cqnstmction period, the
average revenue requirement would be $8 million.

Q Is the $8 million the intrastate revenue requirement impact of Distance

Leaming/TeleMedicine?
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A. No. The $8 million only represent the revenue requirement associated

with the construction expenditures without consideration of separations, project

cxpenses and revenue offsets. The numbers in the above chart represent the intrastate

revenue requirement for Distance Learning/TeleMedicine.
Q. Does this conclude your rebuttal testimony?

A. Yes, it does.
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Test of R. D. Barron

Q. PLEASE STATE YOUR NAME AND BUSINESS ADDRESS.
A. My name is R. D, Barron, and my business address is. 100 North Tucker
Boulevard, St. Louis, Missouri 63101.

Q. BY WHOM ARE YOU EMPLOYED AND WHAT IS YOUR CURRENT POSITION?
A. I am employed by Southwestern Bell Telephone Campany and hold the ,
position of Vice President-Missouri.

Q. ARE YOU THE SAME RANDALL D. BARFON WHO PRE-FILED DIRECT TESTIMONY IN
CASE NO. TR-83-2537 '

A. Yes, I mm.

Q. m.m,mxsmmwmmm

A. The bulk of my oriqinali.y filed direct testimony remains applicable.
m.lmhtoupihteﬂnmim‘mﬂnstatmotmapemims
and service levels in Missouri as well as to camwent on the changss that
have occurred since my originally filed testimony. I alsc wish to 2dd
enphasis and information to what I originally filed on the subject of

management efficiency.

Q. WHAT GHANGES ARE YOU RERERRING TO THAT HAVE OCCURRED SINCE YOUR
ORIGINAL TESTIMONY WAS FILED? ]
A. Thers are three major changes I wish to mention. They are the FC's
issuance of its order on access charges in Docket MHo. 7€~72, Juige

SCHEDULE 1-2




Q.

A.

‘levels. We have yat to recsive a copy of the order so the exact effect

.months as we can nowWw asaune that no more last minute changes in

‘; e
® o @ o

Greene’s specifications of the temms of his acceptance of the Plan of
Reorganization which DOJ and ATT accepted with only minor medifications

and, closer to hcme, the agreement by the major parties in Case No.
TR-83-253 on the use of a fully projected test year based on the 1984

budget. : .

WHAT HAS BEEN THE EFFECT OF THESE CHANGES IN THE CONTEXT OF SOUTHWESTERN
BELL'S 'CURRM RATE CASE?

It is yet uncertain as to what the effects of the FCC decision in 78-72 ¢
will be, but as Mr. Csléell points ocut in his supplemental testimony,

the charges to be assess:’ the end-users for the recovery of NIS costs

will be flat rate rethar tlian usage sensitive, and the phase-in to full
payment by the end~uzer was mem. Rothing contained

in the information we have received to date would indicate that the

order changes much in :h:e way of access charge structure, cnly rate

is still unknown. The Campany will have more to say about these matters
as more information bm:am known.

The main effect of the Court’z acceptance of the Plan of Reoryanization
is that our camwpan;’ cai. ncw mﬂéimo with its final planning and
implemsntation of the reims of the MFJ with less uncertainty and doubt
than we've had to date. This should make the entire planning and
imlmnﬁtim proczss more $£ficient and effective over the next few

assunptions and dizrestions i1l ocour.
Finally, the move tocward a fully projected test year based con the
Campany’s 1984 budget liss caused much scrutiny and investigation to be

SCHEDULE 1-3
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accorded our budgeting process. This has been beneficial to the

campany, and we've- all learned frdn the experience. I'm extremmely

pleased that the Staff and Office of Public Counsel are willing to make _
this break from tradition, recognizing the truly morumental and unique !
impact divestiture will have on our cperations. That they are willing |

to do what has to be done to protect the company and its ratepayers as

the changes occur speaks well of their progressive attitudes and

responsiveness to the Cammission's challenge to not treat this case as

business as usual.

Q. WOULD YOU PLEASE COMMENT ON THE CHANGED RATE OF RETURN REQUIREMENT IN
THE COMPANY 'S UPDATED CASE?

A. Mr. Kaufman explained in his July 29, 1983 supplemental testimony that
the Campany's cost of debt and equity have changed since cur original
application was filed. I will not elaborate on the specifics of cur new
return requirement, but I do feel it is necsssary to highlight for the
Camission that ocur required return on equity has risen 50 basis points
since I filed my original testimony. We currently are asking for a
16.5% return on equity which creates an overall return requirement of
13.30%.

The same camrents I made on page 12 of my direct testimony concerning

aur .need to earn adequately as we launch into the post-divestiture
enviromment continue to require emphasis. We absolutely must be earning
- adequately in the first few months of 1984 if we are to attract the :
investor dollars we will need to continue cperations. I think the Staff
and OPC realize this as is evidenced by their agreement on the use of a2

future test year.

SCHEDULE 1-4
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DO YOU HAVE UPDATED INFORMATION ON THE OPERATIONS AND SERVICE LEVELS IN
MISSQURI? |

Yes. Schedule Nocs. 1 - S revise my previously filed Scheciule Nos. 1 -5
providing more current information. Schedule No. 1 provides an update
of cur cperations for the periocd 1/1/83 - 6/30/83. Schedule No. 2 shows
the service levels currently being provided cur Missouri custcmers for
the second quarter of this year. As can be seen, we continue to exceed
all ocbjectives with the exception of the percentage of repair service
calls answered in twenty seconds. The 88.3% result on this item was
still above the Camission's surveillance 1eve_1 but}was cectainly less
than the level we wish to maintain. This result was due, in part, to
the spring flooding that greatly increased the incaming call locads into
our reﬁair service centers. In addition, we exésrienced & corputer
hardware problem which made entering trouble report infommation into the
camputer a great deal mor~ time-consuming. That had the effect of tying
up our repair service attendants, detracting from thsir availability to
answer incoming repair calls. The problem was resolved in early June as
is evidenced by the 94.30% result achieved for that month.

Schecule No. 3 shows that we continue to clear cur cut-of-secvice
trouble reports on an expedited basis well within the Camission
guidelines. Our cawplaint levels as shown on Schedule No. 4 have
increased slightly from last year mainly as a result of the abnormally

* savere weather we had in the spring, but w'fn still far below the

levels experienced prior to 1982. Out TELSAM results (Schedule No. 5)
continue to indicate ocur custamers are very satisfied with the level of

service they are receiving from the campany.
SCKEDULE 1-5
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Q.

A.

Q.

A.

IS THE .COMPANY'S PROGRAM TO CORRECT THE MAJOR DEFECTS FOUND IN THE
COMMISSION'S LOCAL LOOP SURVEY AS A PART OF CASE NO. TR-82-199 NOW
COMPLETE?

‘Yes, the final defects were corrected in May.

YOU MENTIONED PROVIDING ADDITIONAL INFORMATION CONCERNING MANAGEMENT
EFFICIENCY. PLEASE ELABORATE.

In my previous testimony I provided the Camission significant detail as
to the efficient management of Southwestern Bell's Missouri coperation.
All that I said before still applies, but I want to take this
opportunity to expand samewhat on what was pniriwsly said. The service
lsvels at that time were excellent, and they continue to be so. The
expense controls were evidenced in part by the 1982 reduction of 220
erployees that I described. That trend is continuing. Since January 1,
1983 we have reduced an additional 434 employees. That does not include
the employees transferred to ABI as a result of CI-II. Our Misscuri
monthly operating expense per line through May 13 38,99 as compared to
42,20 for Scuthwestern Bell and 43.66 for the Bell System. The Missouri
total factor productivity completely outstripped the mr.iopal economy as
I previously testified. Schedula No. 6 shows that cur employees per
10,000 access lines #re significantly lower than the Cumpany or System.
In an attempt to provide more definitive evidence as to the efficiency

* and quality of the management of the Misscuri operation, 1've requested

members of my management team to sumnarize the programs, procedures,
systens and other measures taken by the Coampany over the past sevaral
years to improve efficiency and productivity. I also asked them to list

SCHEDULE 1-6
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the outputs of these efficiencies that had been introduced in the form

of cost, service and productivity results for their areas of

responsibility. The results of that effort are shown in my Schedule No.

7. The descriptions are intentionally brief and the lists are not

all-inclusive but are merely intended to be repr:'asontativc of the

efforts we've employed to control costs and improve service and .
productivity, I‘m familiar with and will address questions relative to :
the information included in Schedule No. 7. However, if required, I (_

will make my managers available to answer questions concerning areas

that require further explanation.

As you can see this information is provided in six categories. The _
first category lists the mechanized systems that are bsing employed to .
n&athemedfarlaborandinpmurvia;wels. The second is 2 5
m of the procedures and plans that allow us to better utilize our
human rescurces. The third provides a listing of new technologies we've
amployed over the past seviral years. These technologies typify the
innovation and creativeness of Bell System management. The fourth
category lists vprocedures and operations systems utilized to reduce
costs. Categories five and six show the departmental results in the
areas of cost, productivity and service. I thought it would ke
enlightening to the Camission to get a more specific, in-depth look as
to the degree we meaSure and scrutinize curselves to insure that each
department is §tovidim the best service possible at the least cost. It

" is these types of measurements that cur managers are held accountable ¢
for and ultimately paid for based on their achievement of preset

objectives in these areas.
SCHEDULE 1-7




Q.

A.

Q.
_A.

. Supplemental
DO YOU HAVE ANY OTHER COMMENTS ON ASPECTS OF THE COMPANY'S SUPPLEMENTAL
FILING?
I only wish'to camment on cur Canpax:ly's position on the increasingly
visible issue of Universal Service. As many have stated b.efore this
Camission in the past and in the context of th:ls- case, the Company is
dedicated to preserving the universality of its service. It is with
that cbligation in mind that we have proposed the B;.Idget Local Measured
Service (IMS) I described in my earlier testimony. And it is with that
in mind that we have worked diligently towards making IMS availabls
throughout Missouri as soon as possible as described in Mr. Caldwell's
and Mr. Barry's testimony. And finally, it is with that in mind that we
have developed the interim LMS option these gentlemen describe.
I still believe single-party flat rate service is a bargain even at our
proposed rates as evidenced by my Schedule No. 8. But for those that
either don't perceive it as a bargain or can’t afford the new rates, I
feel ocur Campany has provided a viable safety net.

MR. BARRON, DO YOU HAVE ANY CONCLUDING QOMMENTS?

I can’'t enphasize enocugh that our Misscuri work force is dedicated to
providing the most econamical, highest guality telephone service

available anywhere in the world, both now and post-divestiture. The
monumental task of Reorganization as a result of the court imposed
divestiture is still barreling down the tracks on schedule for its

January 1, 1984 time of arrival. Our employees have performed admirably ¢
under the confused and stressful situation we are in, and we've striven

to minimize the impact of these changes on cur custamers. We will
continue to shoulder that obligation and responsibility until the

SCHEDULE 1-8
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nvnnnén is camplete. It is my sincere hope that once we are divested,"
cur Missouri cperation will f£ind itself with the cpportunity to earn a
Camission authorized return that will be adequate "to meet our financial
needs as we proceed into the uncertain and uncharted waters of 1984.

‘It is hoped that the Camission has the conviction and the vision to
make the tough decisions that are in the best interests of the long-term
well being of cur custcmers. If this is the case, I'm confident that
our company will flourish and grow because it already has in place the
most valuable asset any cavpany can have - skilled, campetent and

effective managemsnt.

SCHEDULE 1-9
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SOUTHWESTERN BELL
OPERATIONS IN MISSCURI -
JANUARY - JUNE 1983

Number of ;
“mu“m...'................Q.IOSduim '

Number of
mumdo..................-.165

Number of
mlim...........O.......l... lﬂaﬂuim

Number of ’
wmtnmtmooooo.ooooocooooo13'725

Plant investment
pPer network actess 1ine . ¢ ¢ ¢ ¢ ¢ e o e 00 s s 0 oo o $1,683

”Y
Total .
CPRrating @Xpense . « ¢ « « ¢ o« o o0 0 06 0 000 000 $414,6 million

Nunmber of .
Contral Of £iceB . ¢ o ¢ ¢ ¢ ¢ ¢ 5 0 06 0 6 60 0 e 0 0 217

Munber of
tOll CONLOED ¢ ¢ ¢« ¢ ¢ ¢ ¢ ¢ ¢ 6 60606060606 0eeeos s 12

Humber of
*mm‘u.......................26

Number of
“ﬂiumﬁiﬂ\m‘n e X4

Vehicles .
mmd?lmt ....................3'&n

Aversge
business day 1ocal callS « ¢ ¢« s 0 ¢ o ¢ s 0o 00 o ¢ oo 19,1 million

Average
business day long distance Calls « « ¢« « ¢ ¢ o ¢ o ¢ o o o 1.8 million

Total
construction Budget . . ¢ ¢ ¢ o e c 0 e s e 0 0 e e o s o $238.1 million
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Southwestern Bell Telephone Campany
- . Second Quarter, 1933

I. Installation of Service
A. Orders Carnpleted Within Five Work Days

Objective 90.0%
Actual 93.49% .
B. Percent Commitments Met
Objective 90.0%
Actual . : 98.0%
II. Regrade Orders Campletad Within 30 Days
Objective ' 90.0%
Actual 100.0%

III. Held Orders

7

A. New Installations X 264
B. Regrade Orders : 1,665
IV. Service

A. Dial Tone Within Three Seconds

Objective ' . - 95.0%
Actual : 99.93%
B. Local Call Campletion
Objective ” 95,08
Actual : 99.9%
C. DOD Calls Campleted = Incaming
Objective 97.0% '
Actual : * 99.6% '
D. Interoffice Trunking = Overflow
Objective 4.0%
Actual 0.08%

y SCHEDULE 1-11




V. Answering Time

A.

Autanated Operator Calls

Objective
Actual

Repair Service - 20 Secords

Objective
Actual

Maintenance

A.

C.

Trouble Reports Per 100 Stations

Objective
Actual

Trouble Reports Cleared Within 24 Hours

Objective
Actual »* ’

Percsnt Trauble Comitments Met

Objective
Actual

Mo. !C&u No. TR-83-233

Schedule No. 2 (Barron)

Supplemental
Page 2 of 2

2.8 seconds
2.8 secornds

90.0%
88.3%

8.5
3.87

85.0%
87.83%

90.08%
93.18%
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SCHEDULE

Out of Service Cleared in 24 Hours

-

Surveillance Level 80.0%

Year 1st Quarter 2nd Quarter 3rd Quarter  4th Quarter
1979 N/A N/A 5§9.1 53.6
1980 65.6 76.2 80.3 85.5
1981 90.6 . 87.5 82.8 88.1
1982 84.5 94.1 86.0 85.8
1983 87.4 87.8
a*
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COMMISSION COMPLAINT SUMMARY

YEAR HIGH LOW : YEARLY TOTAL MONTHLY AVERAGE

1979 329 163 2892 241
,\ 1980 272 116 2126 177
1981 202 101 1597 133 ¢
1982 120 70 1196 100
1983 123 103 676 113

(Thru 6-30-83)

1982 MONTHLY ACTUALS RESIDENCE BUSINESS TOTAL
January o 101 19 120
February 80 21 101
March 84 27 111
April 76 26 102
May 50 ) 20 ) 70
June ' 67 k3§ 98
July 68 12 80
August 9% 16 110
Septenmber 87 20 107
October 79 25 104
November ’ 69 ' as 104
. Dacember _69 20 89
- TOTAL 924 272 1196

1983 MONTHLY ACTUALS

January 92 27 119

{ February 99 24 123 $
March ' 86 23 109
April 81 33 114
May 73 30 103
June 87 21 108
TOTAL 518 158 676

(Thru 6-30-83) ' SCHECULE 1-14




L 3MN0VIHIS

gi

Sy l ] Ba b adediinie e ¥ e s s b
BUSINESS RESIDENCE PUBLIC
OVERALL & SERVICE PHONE- . SERVICE COIN
SATISFIED REPAIR INSTALLATION CERTER REPAIR INSTALLATION CENTER CENTER SERVICE
1981 OBJECTIVE 84.0 89.0 87.0 84.5 82.5 931.5 91.0 85.0
Yearly Average 91.1 94.7 92.4 91.0 96.9 96.4 94.1 ~ 89.6
1982 OBJECTIVE COMBINED 868.0 82.0 91.5 93.3 91.0 85.90
, .. .
Yearly Average 92.1 95.3 9.0 92.7 95.3 $5.6 9.9 91.3
1983 ORJIECTIVE & & & 82.0 20.0 Lt 91.0 hhh
January 93.3 90.8 94.8
Pebruary 91.9 94.8 9.9
March 93.8 894.4 94.6
April 93.7 93.6 9.3
May 92.6 95.2 . 94.2
June 92.3 93.7 Y
July Wz
— i3
September : § E‘ a
October ‘ w30
Hovesber FRYa
Deccmber : ?
o
"t
4]
#Bunincss KSI Rasults no longer use Telsam as the source effective Januvary 1, 1983. 3 &
saPhoneCenter KSI has been eliminated effective January 1, 1983, ~ : 2y
#22Puhlic XS1 Results no longer use Telsam as the source effective July 1, 1982, {(Hote: 1982 resulta o
reflect 6 months data.) “
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BELL SYSTEM AVERAGE
SOUTHWESTERN BELL

EMPLOYEES PER 10,000 ACCESS I.IHE:S
{(as of Mzy, 1983}

DEC. DEC. DecC. DEC. JAN. MAY
1979 1980 1981 1982 1983 1983

100.50 98,70 56.34 90.80 88.49 86.78
104.20 104.03 101.42 98.42 95.51 93.43 .
92.76 89.64 86.42 84.73 82.19 79.55
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STATE OF MiSSOURI

MANAGEMENT EFFICIENC Y

INDEX

Category

Information and Operations Systeams
Management of Human Resources
Introduction of New Technology

Other Cost Reduction and Revenue Stimulation
Programs and Procedures ‘

Service Quality
Cost and Productivity licsu.lts

- B

42
85

95
104
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1. Information and Operations Systems

I. INFORMATION AND OPERATIONS SYSTEMS

Depertment Network Distribution Services

The Trouble Report Improvement Methodology (TRIM) was developed
in Missouri beginning in 1978. TRIM is a systematic analytical
approach using the Trouble Report Analysis and Evaluation Tool
(TREAT) and Cable Repair Administration System (CRAS) computer
systems to perform paitern analysis of outside plant facility, central
office equipment, or individual customer problems. TRIM has been
very successful in clearing trouble and prolonging the life of our

plant.

LMOS (Loop Maintenance Operations System) is a computerized
trouble recording and tracking system implemented Missouri wide to
make customer trouble reports instantly accessible for needed

" customer premise repair information, current trouble status, and

history of past troubles. The status of each individual case of
pending troubls as well a3 the total volume of trouble pending in an
exchange or dispeteh center can be displayed. This is an excellent
management - tool to monitor the repair load. The system also
delivers customer reports within seconds to the correct geographical
repair dispatch center. This system was brought on line in Missouri in
the late 1570's. Periodic software and hardware additions continue to
improve the system.

Economic Alternative Selection For Outside Plant (EASOP) is a fully
automated time-share economic study tool for outside plant
engineering. It computes the Present Worth of Expenditures (PWE)
for each aiternative input by the user. Each alternative is a sequence
of actions that indicate changes to the existing plant. These actions
consist of instaliations, removals, resrrangements, maintenance and
revenues. !

The Loop Plant Improvement Evalustor (LPIE) system is a fully
automated time-share engineering planning and analysis system,
which comperes ths current and projected meintenance costs
associated with rehabilitation aitsrnatives and/or redesign projects.

It provides automated analysis and output identifying- maintenance
cost reductions veraus cepital expenditures required and indicates the
most economical giternatives., This program insures that the most A
cost effective rehabilitation method is utilized.

Pair Gain Planning (PGP) is a fully automated time-share engineering
planning and analysis system. it provides the capability to analyze
and define the most economical relief project alternative, based on
the use of loop electronics versus cable/structure facilities without
lengthy manual computations,

The Loop Activity Tracking Information System (LATIS) is a
computer based program to collect, anelyze, and prioritize outside
SCHEDULE 1-18
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plant loop network activities (e.g. instances of Line/Station
Transfers, repair of defective cable pairs, etc.) by geographical
areas. It communicates directly with the Loop Maintenance
Operations System (LMOS), the Cable Repair Administration System
(CRAS) and the Trouble Report Evaluation and Analysis System
(TREAT) eliminating duplication of key punch operations. It provides
a long term analysis of individual geographical areas, applies
economical factors and economically prioritizes rehabilitation

projects. ,

Exchange Feeder Route  Analysis Program (EFRAP) is a fully
automated time-share engineering planning and analysis system that
facilitates studies in an individual feeder route relief problem and
identifies timing, economics and required cable/structure relief
facilities. It provides for ansalysis and comparison of several relief
alternatives to maximize economic benefits. It also relieves the
engineer of the time consuming and tedious manual studies to analyze
basic feeder route relief problems,

* The Loop Feeder Administration System (LFAS) is a fully automated
time-share engineering planning and analysis system used to
calculate the proper load-balancing of the feeder route and evaluate
the economies of appropriate relief alternatives and specific timing.

Digital Line Engineering Program (DILEP) is a fully automated
time-share engineering planning and enslysis system to improve the
design and implementaticn of digital circuits required for digital loop
electronics applications. it provides a faster, more economical and
accurate design methed while reducing actual engineering time
required. :

The Mechanized Plant Location Records System (MPLRS) provides
the facilities to contrel, administer and maintain the outside plant
loop Plant Location Records. It also provides automated facilities
for reconcilation of the continuing property records.

Use of the MPLRS has resulted in:
8. Paster and more efficient records posting and
reproduction.

b. Reduced ccst {or major updates.
e. Improved inventery information acquisition. .
d. Uniformity of records.

SCHEDULE 1-19
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=  Premises Information  System/Loop  Assignment  Center
(PREMIS/LAC) mechanizes s portion of the functions currently
performed manually in the Loop Assignment Center. This provides:

a. More effective reuse of cable facilities.

b. Elimination of manusal entries in cable records.

e¢. Downstream flow to other systems reducing manual
update of records .

d. Mechanized worksheets to assist in major cable changes.

e. More accurate information being passed to all work
groups reducing discrepancy and phone call activity
formerly used to resolve problems.

f. Mechanized reports identify possible problem areas before
the probiem hecomes serious.

Implementation of PREMIS/LAC began in the fall of 1982 and will be
completed by early next year.

= - Three Tier Southwestern Order Retrieval and Distribution System
(SORD) will enhance the existing SORD system and provide:

e. Faster and more efficient distribution of service orders.

b. Mechanized analysis of service order content which
providez a selective distribution to only those work forces
(e.g. installation, frame) involved in completing the
serviee order, -

@  Provides downstream information to the mechanized
installation Forece Management System (FMS-N).

d. Provides mechenized productivity reports for assignment

personnel.

e. Reduced cost of using U.S. mail or vendor, i.e., GELCO to
distribute orders to verious work groups

f. Provides mechanized edits of assignment information

which improves quality. -
€. A necessary system to our uitimate mechanizstion goals.

{ Three Tier SORD will come on line in September, 1083,

- Mechanization of computing G.0. 89 results has drastically reduced
the clerical hours required to produce the results and has reduced the
possibility of clerical errors in computation. Prior to September 1981,
the computation and publication of G.0. 59 results were manually
performed, expending many clerieal hours. In September 1981, '
computer programz were written for the Southwestern Time Shere
{ (STS) System that weould mechanically compute G.O.59 results,
eliminating the necessity of manually computing results for
each wire center in the stata.

- The Trouble Report Evaluation and Analysis Tool (TREAT) is a-
computerized system designed specifically to produce a wide variety
of reports tailored tc meet the analysis, results, and performance
measurement requirements of the Repair Service Bureaus (RSB's).

TREAT's two prim oals are to identify any weak ts in the
primary & y any o SCHEDULE 1-20
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repair service operation and to facilitate the reduction of the trouble
report rate. TREAT has negated the need for laborious, manual
effort to identify commonaiity in trouble reports and detailed trend
analysis, TREAT provides access to all trouble report data for a
rolling 40 day period. Since its inception, TREAT has been utilized to
identify weak spots and initiate corrective messures before a
problem becomes serious. It has also been used to monitor the
performance of 1&M personnel for productivity lapses,

The Cable Repair Administrative System (CRAS) is a computerized
system for recording and maintaining a history of outside plant 3
(cadble) related troubles. This system, which also tracks repair hows
on outside plant trouble, was fully implemented in Missouri in
1982/1983. CRAS has mechanized an extensive clerical process of
marking tickets, reading of the tickets by an outside vendor and
manual computation of some results. It iz also used to measure the
productivity of work groups and individual technicians. Reports are
available to detail or swnmarize the trouble history of areas, speecific
cables, or portions of cables as well as for budgetary and forecasting
purposes. To input data into the CRAS aystem existing Loop
Maintenance Operations System (LMOS) terminals are wed, This
‘eliminated the need to purchase additional terminal devices.

The Pacility Assignment end Control System (PACS) implementation
is scheduled to begin in Missowri Pebruary, 1984. This system will
establish a new database calied Loop Paecllity Assignment Control
System (LFACS). This database along with existing systems (i.e.,
COSMGS, Three Tier SORD) will provides

a. Elimination of manual cable reccrds,

b. Automatic assignment and distribution of central office
equipment and.eable facilities for at least 70% of all

. service orders, .

¢. Mechanized wpdate of downstresm systems, Le., LMOS.

d. Mechanized productivity reports for assignment
persennel.

e. Mechanized worksheets to assiat in czble changes,

f. Reduction of Loop Assignment Center offices.

g gxf\rt‘i:ipated force rediction in Loop Assignment Center -

es, .

A suscriber Loop Transmission Improvement Program wes developed
and implemented in Missowrl. The program specifies that several [
transmission related messurements bs performed on customer loops
dwing all installation visits and some repeir visits, If any
measwement fails to meet minimum ecceptable standards,
immediate corrective sction is required. A computerized system
tracks end snalyzes patterns of marginal conditions which do not
require immediate action. Thess conditions are then corrected on a

bulk basis.
SCHEDULE 1-21
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Department Network Switching

.- Automatic Data Test System (ADTS) is a computer controlled system
to mechanize the data set and terminal testing needed to maintain
data services on both switched and private lines.

- Automatic Message Accounting Record System (AMARS-X) is a -
. eentralized magnetic tape message recording system for SXB
switching systems replacing the paper tape systems. This sytem
reduced recording cost, improved accuracy and eliminated the
accounting procedure step of converting paper tape to magnetic tape "
for the bllling process.

- Automatic Trouble Analysis System (ATA) is a minicomputer trouhle
analysis system for crossbar offices. This system mechanizes the
analysis of the trouble recorder output for all erossbar offices and
furnishes trouble patterns to the Electromechanical Switching
Control Center for resolution. The ATA reduces manpower
requirements, eliminates office covarags in some hours and improves
service through faster trowle recognition.

- Automated Trouble Reporting System (ATRS) is & mechanized system
that collects operator trouble reports from TSPS Base Units. The
operator input is mechanized through kayboard input eliminating
paper recording. The system does analysis of the trouble reports for
patterns to improve response and eliminate most manual analysis.

- Centralized Automatic Reporting on Trunks (CAROT) - mechanizes
the operational and transmission measurements on our interoffice and
toll trunks. Routine tests are automatically scheduled, performed,
analyzed and forwarded to the plant control locstion. This system
has eliminated the requirement for manual two (2) person craft test
for over 90% of our trunks.

- Centralized Automatic Trowble Locating and Analysis System
(CATLAS) is a maintenance aid for No. IESS and TSPS. It is a shared
time system that diagnoses machine data and lists the suspected
feiling components in priority order. It greatly reduces craft hows .
required for analysis and troubie shooting. )

- Circuit Maintenance System ~ IC (CMS-IC) s a mechanized system
that provides operational, administrative, and data base services for
personnel in the 4 trouble maintenance environment. The system :
automates tasks such as: work distribution, ecireuit order ) '
administration, the generation of administrative reports, and records
storage. It is a real-time users system.

- Circuit Maintenance System -~ 3A (CMS-3A) is & mechanized system
that supports the Special Service Center activities associated with
the installation and maintenance of special service cireuits. CMS-3A
reduces the cost of installing and maintaining epecial service circuits
by providing accurate and readily available center records, 5CHEDULE 1-22
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mechanized work flows within the SS5C, and mechanized interfaces to .
TIRKS and SSS for automatically transferring information. .

Central Office Equipment Engineering System (COEES) is an
interactive planning and ordering too! designed to assist engineers in
planning and ordering the most economical central office switching
job consistent with service requirements., It assists in determining
the timing, cost and quantities of C.0. equipment required,

Computerized Maintenance and Administration Support I
(COMASIM) s a minicomputer system for performing
ineffective-attempt analysis and marker testing for crossbar tandem
switching systems, COMAS II reduces manual analysis and helps
maintenance forces reduce ineffective-attempts and misdirected
calls, :

Central Office Maintenance Management System - Preventive
Maintenance (COMMS-PM) is a shared-time cormputer system that
provides mechanized administration of preventative maintenance
work in central offices and siwtching control centers. The system
organizes the work for esch administration unit and provides work
orders for technicians, COMMS-PM greatly reduces the manual
effort for administering central office maintenance,

Computer System for Meainframe Cperations (COSMOS) is a real~-time
system for wire center adminisiration for subseriber services, It
provides the following:

a.. Relieves the problem eof frame congestion and
long~jumpers often found in lerge main distributing freme
operations, ’

b. Improves load balance and cistomer line equipment
distribution in the wire center.

¢. Reduces manual record keeping in each user group.

d. Mechanizes line equipment list used for azsignment.

Centralized System for Analysis and Reporting (CSAR) is an on-line
system which provides reporting of the quality end quantity of traffie
data processes by TNDS, .

Common Update (CU) mechanizes the functions which build and
maintain the record informeation required to support the data
processes for the Total Network Dats System, .

Demand and Pacility Data Base System (D&FPDBS) provides Network
designers an information system for we in evaluating local C.O.
equipment provisioning. This system reduces manual comparative

No.1A Engineering and Administration Data Acquisition System
(EADAS No. 1A) provides for the automatic collection of traffic data
from switching system. EADAS No. lA provides reai-time data for

SCHEDULE 1-23
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administration and stored data for Engineering purposes, and
eliminates manual traffic registers readings.

Engineering and Administration Data Acquisition System/Network -
Management (EADAS/NM) is a computerized system which provides

real-time surveillance and control of all levels of the switching

hierarchy -from regional centers to end offices. A Network

Management Center support system minimizes office isolations from

the Network this improving service quality.

Individual Circuit Analysis (ICAN) is a shared-time system that
swports the Total Network Data System. It provides analysis of
individual eircuit usage data identifying cireuits not accessible and
trunk equipment with short holding times. It provides summary
information about the cireuit growing map and eliminates manual
records.

Load Balance System (LBS) is a shared-time system that produces the
network administration reports required for. the central office line
equipment load balence function. LBS eliminates manual records and
calculations for the function.

Message Recording Trunk Trouwble Analysis (WRTTA) provides daily
‘exception reports to maintenance forces for detecting toll message

recording problems,

Network Engineering Force Management System (NE/FMS) is a
shared-time system for determining engineering work volume
;equirements and tiracking ectual howrs performance with that
orecasted.

Network Operations Trouble Information System (NOTIS) provides
Network Service Centers the netwerk trouble patterns and
ltl:lsequent analysis for referral to maintenance forces for corrective
action. )

Reuse Inventory' Management System (RIMS) is an on-line
shared-time system for the contral, management, and reuse of
operating companies inventory of surplus material.

Remote Memoﬁy Administration System (RMAS) supports the
operations of the Recent Change Memory Administrative Center
which support our ESS local offices. The syatem:

8. Mechanizes the clerical input function.
b. Mechanizes the input to the ESS sffices.
¢. Interfaces with the service order system for records

update.

Switchad Access Remote Test Systam (SARTS) provides remote one
person testing of special service circuits. SARTS allows remote
detection and isolation of cireult problems eliminating the need for
manual sectionalization of special eireuit problems. SCHEDULE 1-24
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- Software Change Administration and Notification system (SCANS) is
a shared-time system that administers the Broadcast
Warning/Messages announcing changes required in ESS software to
prevent outages and customer complaints. The system tracks the
status of changes in each office eliminating manual record
requirements, .

- No. 2 Switching Control Center System (SCCSNo.2) is a
minicomputer system which supports the ESS Switching Control
Centers. It provides:

a. Remote centralized maintenance capability.

b. Remote monitoring of end office machine status,

e. Suypport for Network Administration Centers and Network
Terminal Equipment Centers.

-  Service Evaluation System No. 2 (SES No. 2) automates the dial line
and Incoming Trunk Service Evaluation functions. SES No. 2 allows
further centralization of the cbserving function, reduces manpower
requirements and autcmates the interface with other systems using
observed data. , :

- Small Office Network Data System (SONDS) is a subsystem of the
Total Network Data System. It sutomates the data collection,
processing and output reports for Step-by-Step offices smaller than
5,000 main stations.

- Special Service Systemn (3SS) is a mechanized system for storing
. historical data and anslvzing trouble report data for special service
: customers. .

=  Telecommunications Alarm Survalllance gnd Control System (TASC)
’ is an automated system that provides centralized alarm reporting,
status swveillance and remote controsl to permit unattended
operations of telephone buildings containing radio and carefer
transmission equipment; switching equipment; and associated
building, power and miscellaneous equipment.

- T-Carrier Administration System (TCAS) mechanizes the
maintenance and administration to allow centralized control of the
digital network. Provides real-time surveillance and analysis of
T=Carrier failures, trouble Isclaticn to a faulty channel bank or span
and provides reports on ewrent status and performance of the digital
networi.

- Traffle Data Administretion System (TDAS) provides mechanized
administration of traffic data coliection. TDAS automatically adjust
the data to true CCS and identifies measurements in terms of

common language.

"=  Total Network Data System (TNDS) is a mechanized system for
validating, processing and managing traffic data for the telephone

network. )
' SCHEDULE 1-25
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- No. S5 Crossbar Central Office Equipment Reports (5XB COER)
supports the network edministration and design functions for $XB
switching offices, The system eliminates manual traffic studies for
these functions.

-~  Prame Monitoring and Planning System (FRAME MAPS) is a
mechanized system that facilitates distribution frame planning. It
provides:

a. Consistent termination profiles for the wire center under
study.

b. Develops several standard alternative plans,

e. Performs economic evaluations.

-  Construetion Budget Summary and Analysis (CBS&A) program
processes the company's conastruction budget data through a series of
edits that ensure the integrity of the information. It is utilized as a
tool by the design engineering group to evaluate the reasonableness
of their design data.

- Trunk Forecasting System (TPS) is designed to produce forecasts of
message trunk requirements for five future years. The system has
mechanized this functien for the circult assignment group.

- Trunk Servicing System (TSS) helps network trunk servicing personnel
to maintain a messege~trunik network meeting both service and
economic ecriteria. It mechenizes the major portion of the data
gathering and calculations required for this function.

- Trunles Integrated Records Keeping System (TIRKS) is a mechanized
system used for designing, tracking, distributing and essigning
facilities and equipment to massage and special service circuits. The
system mechanizes the records for trunks and specisl service
cireuits. It mechanizes the design process on some circuits, It
:i:&nnlm the work document distribution for provisioning special

ts.

Department Netwerk Planning

- Outstate Facility Network Planning Systam (OPNPS) is an interactive
time share computer-based system designed to assist the planner in
emdlg and evaluating faeility relief plans for non-metropolitan
sites. OFNPS can generate an optional relief plan, calculate facility
exhaust dates and generate facility crom-section reports.

=  Metropolitan Area Transmission Facility Analysis Program (MATFAP)
is a system of computer programs to aid in planning the economic
evolution of metropolitan ares interoffice transmission facility
networks. It is intended for an eavironment where growth is
predominantly on digital carrier and metallic facilities. MATFAP

‘ SCHEDULE 1-26
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allows the planner to develop a fundamental plan for the network as a
whole rather than the historical procedure of studying a span at a
time.

Department Operator Services

Hotel Billing Information System/ Centralized Credit and Refund
System (HOBIS/CCRS) assists the operators in quoting, storing,
retrieving and adfusting "time-and-charge” details for hotel and non-
hotels equipped with Automatic Charge Quotation Service. Savings
were realized through improved accuracy on recording time-and-
charge information. HOBIS/CCRS also supports the application of
credit for customers as a resuit of coin service difficulties. CCRS
offered improved operator work time in processing credit requests
and eliminsted the purchase and processing mark sense tickets.
Future plans include support for non-coin service and provision of a
Network Autoquote Service (NAQ). The new feature of NAQ will
reduce investment by eliminating the need for private line facilities
with the use of the automatic dial-up feature.

The Directory Assistance System/Computer (DAS/C) utilizes
computers to mechanize the handling of Directory Assistance calls,
The DAS/C computer repleces paper records which were printed by
an outside vender and put in book form. Instead of turning pages of a
book, the operator keys the calling details on & keyboard and the
listings sre displayed on a screen. The use of the DAS/C resuited in &
significant reduction in the time required by the operator to handle
customer requests and in turn & lerge force and expense savings. In
order to realize further savings, various remote Directory Assistance
offices in Missouri sre now consclidated in St. Louis and Kansas

City.

The Data Base Administration System (DBAS) is a minicomputer
system used to administer the Billing Validation Application (BVA)
data bese in conjunction with providing automated Calling Card
Service (aCC8). Billing number data econtained in the DBAS data base
includes Originsting Station Trestment (OST), Bflled Number
Screening (BNS) and eslling csrd Information for both Southwestern
Bell Telephones Company and 108 independent telephone companies in
the North Reglon, i.e., Missourl, Arkansas, Kansas and Oklahoma.
This system is accessed by TSPS and validates calling card calls,
makes equipment queries to determine if a station is cspsble of
participating in aCCS and also provides the ability to restrict third
party billing and/or collect calls to coin and selected nom-coin
telephone numbers.

" Missouri PSC Case No. TR-83-253/TR-83-288
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The DBAS system is administered by an Operator Services work group
called the Data Base Administration Center (DBAC) which is
responsible for the daily input of source data which includes magnetic
tapes from Southwestern Bell and munually input service oeders from
the independent companies.

The Micro/Tel Traffic Data Analyzer (MTDA) provides operations
support for the Operator Services TSPS systems. The MTDA
. substantially reduces the paper record posting, arithmetic
calculations and manual program inputs to time-share computers
being performed at Operator Services Systems Central
Administration Group (CAG) centers. It also provides more accurate
and timely information for {orce and facilities administration.

STATPAK is an Operator Services support system implemented for
the measurement and reporting of cperator productivity. It provides
a more objective and statistically scund set of measurements upon
which operator performance evaluations can be based. STATPAK
relieves operator mansgement of the task of manually measuring
operator productivity for performance evaluations.

The Organization Design Program (ODP) is a computerized program
developed to provide a standard method for Operator Services
personnel to more efficiently design/size a TSPS or ACD system or
review the existing configuration of an on-line system. The ODP
reduced personnel time spent performing ealculations manually.

The Porce Management System-II (FMS I} is designed to eliminate
much of the manual recording, reporting, and transferring of
information required in the daily operation of the Operator Services
Center and the Operator Service Force Management Center. Those
tasks that are most cumbersome to perform manuslly can be
performed through data entry with resi-time application using a
mini-computer, Once entered the data is captured and can be
manipulated to meet the needs of the District.

The Force Reporting end Planning System (FRPS) is a group of
computer programe which work in conjunction with the FMS. It
collects a variety of data and provides a means for using past actual
data to develop foree plans and budgets.

Both the FMS and FPRPS programs have been instrumental in reducing

clerical time spent and improved accuracy in accomplishing tasks
which were performed manually in the past.

SCHEDULE 1-28
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Department Centralized Services
L ]

- The Material Management Inventory Information System (MIS) is a
wser interactive mechanized system designed to economically control
field stock replenishment. The system uses an economic order
quantity model and a statistically determined reorder point in making
replenishment decisons, and it will provide for activity recording and
file maintenance to the extent necessary to support this
mechanization. MIIS performs activity recording, stock control,
procurement, order processing, receiving verification, file
maintenance and reporting. It has enabled Missowi to reduce the
field investment in material and supplies and to control the
investment which must be maintained.

- The Plug-In Inventory Control System (PICS/DCPR) for central
offices provides both methods and procediures for monitoring and
controlling the acquisition and the mmovement of central office plug-
in equipment. In addition, & eontinuing property record of all central
office equipment is alsc provided. A similar system for PBX plug-in
equipment also exists for monitoring and contrelling the acquisition
end the movement of PBX plug-in equipment. This system is
resulting in a more efficient wse of plug-ins and a reduction in
investment. .

- Swply Delivery Control - A mechsnized system was developed to
track special deliveries (hot shots) from s centrsl supply location in
metro St. Louis to the wser groups. The system provides data with
::Iiic);ﬂmmngement can more eofficiently administer local supply

veries, :

- The Centralized Inventory Management Systemn (CIMS) provides a
mechanized system for tracking the i1sage and controlling the field
inventory of more expansive termiinel equipment such as
teletypewriters, data sets, ate. CIMS has provided mansgement with
the means to more effectively mansge the investinent in teletype and
data equipment.,

- Tool Inventory Control = Missowl developed a mechanized system .
which tracks major tool purchases made by user groups. The system
has allowed close menitoring and control of the major tocl budget.

- A mechanized Ordering and Inveoicing Plen (OIP) which interfaces
with & mechanized Western Electric System provides efficiencies in
the ordering end involeing of material and supplies obtained from
Western Electric. The system reduced the nesd for telephone
company human resources &t the Western Electrie Service Center and

. it provided more prompt and acciurate billing from Western Electric.

- The Centralized Results System (CRS) allows for mechanized
retrievel and graphic display of key financial and service results,

SCHEDULE 1-29
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This system aids management in analyzing results data in an efficient
and accurate manner.

- The Mechanized Force Report (MFR) provides the official company
force count. The MFR also provides management with an efficient
tool for controlling, analyzing and tracking the status of actual
employees against the budgeted force,

- The Corporate Budget and Planning System (CBAPS) provides
expanded capabilities in budget preparation and data analysis.

- Management Reports/Integrated Budget Planning System (MR/IBPS)
provides on-line mechanized tracking of financial data and insures
proper charging to the appropriate departments via detailed cross-

- eharging report capabilities.

- The Motor Vehicle Information Management System (MOVIMS) is a
data base oriented package of computer programs designed to provide
telephone company managers with the information needed to control
and categorize motor vehicle costs. A MOVIMS data base contains
innu-nutio:;::ll about mott::l vehicles a!uah :nsd lie‘;t:: numbers, ve.hcl’c::
types, serial number, consumption, » costs arrang
variow repeir cnteg’orles. in ad&tio;n to providing a tool for the
control of expensss, MOVIMS will asgist in controlling capital
expenditures by providing the entire maintenance history of a
particular vehicle.

Department Business, Residence and Public Services

- Pre-Billing and Order Support System (PreBOSS) provides efficient
mechanized support for BSC, RSC and PSC operations, It eliminates
the need for paper and microfiche records through the
impiementation of an on-lineg data . bass of customer account
information. The systemn allows service repressntatives to respond
more quickly and thoroughly to eustomer inquiries and requests, With
PreBOSS, all offices in the state have sccess to all customer records.

- Premises Information System (PRENIS) is the initial component of & ~
totaily mechanized systeit to assign end route service orders.
PREMIS incorporates the Street Address Guide (SAG) file to provide
information about facility restrictions and existing or previows
customers at any specific sddress. This information supports the
service representative by providing sddress verification, information
to determine commitment dates, and available telephone numbers for
assignment, and information to aid in preventing repetitive bad debt.

" Before PREMIS was on-line, each service representative was
provided with a printed Street Address Cuide. Annual production
costs totalling over $29,000 have bsen saved. PREMIS utilizes
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existing PreBOSS terminals, so there is nc additional terminal
expense.

Southwestern Order Retrieval and Distribution System (SORD) is
comprised of a family of sub-systems designed to facilitate on-line
distribution, storage and retrieval of cistomer service orders. SORD
replaced a variety of processing methods, including telephone and
manual transmission. SORD enables service order writers to enter &
service order into the system, distribute coples to all appropriate
work groups, store the pending order in a file available for possible
changes, and then retrieve the order to add completion information.
The SORD completion network is then used to update other systems
for billing purposes, directory production and repair service,

SORD has experienced severzl enhancements through the years,
including SORD/Minimel Input, which shortens the service order
typing procedures, and SORD/IMS which reduces the number of
transactions required to produce a service order.

Mechanized Out of Service Adjustments (MOOSA) provides automatic
adjustments (up to $10.00) to customers whose service is out of order
for the length of time spacified in the company's tariff. When the
out of service condition meets the criteria for a company initiated
adjustment, the repair service bureau (RSB) inputs the data into the
Loop Maintenance Operations Systems (LMOS}., The information is
then passed to CRB/CRIS for application of the credit to the
customer's account.

Temporary Usage Messurement (TUM) is a process that records the
details of all of a customer’s cutgoing calls automatically. We offer
TUM at no charge to assist eustomers in making an educated decision
as to whether standard maas:red service would be cost effective for
them. )

Coin Phone Operational and Informational Network (COIN) provides
the coin collection center with mechanized planning, controlling and
directing of the coin collection and counting forces. This system
provides improved productivity by reducing collection intervals and
improving coin customer service. Thizs system has reduced owr -
collector requirements in the past 5 years from 18 employees to 13
employees in the St. Louis Collsction Center, Comparable reductions
were also achieved in the Kansas City Coin Center.

Coin Telephone Oparationz Center Subsystem (COTCS) is an on-line
interactive subsystem of the COIN database that provides
management with information on seswrity, counting, record and sales
office functions. This sytem provides, heretofore, unavailable
information to management for improved decision making and
revenue generation programs.

Public Telephone Installation and Maintenance Centers (PTIMC)

located In St. . Louls and Kanses City have centralized all

maintenance and installation activities related to coin service in
SCHEDULE 1-31
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Missouri. These centers have improved operating efficiency by:

' conducting pre-installation field surveys to identify and remove
roadblocks, I[mproving maintenance efficiency by MAP-BASED
dispatch, reducing customer reports by increased emphasis on
employee reports, instituting a regulsar program of preventive
maintenance (coin patrol) and by proper use of bulk loading. The
PTIMC has improved overall efficiency by minimizing paper work and
maximizing mechanization of operstions.

- Public Service Center (PSC) provides the interface for all requests
related to public communication services (COIN) in the state. One of
the primary goals of the PSC is to support the field sales personnel to
allow increased dedication to company Initiated sales and more
profitable scheduled sales contacts.

Department Business Sales

- Prior to the consolidation of mearketing data bases into the
centrelized internally processed Corporate Marketing System (CMS),
marketing information applications existed in a disaggregated
combination of area data centers and outside vendors. By moving
these jobs into one system, 2 substantial increase in operating
capacities was realized aiong with a major decrease in cost. )

- Rapid Access Management Information System (RAMIS) - Included in
the CMS consolidation process was the decision to install a
user-friendly data bess reporting language, RAMIS. RAMIS has
allowed programmers as well as less technical users to have quick
access to data never before availsble in ghort time frames.

- Marketing Information Anealysiz System (MIAS) is an on-line data base
providing bill-level customer information. Reports from this data
base are used by staff and fleld zales personnel to analyze the
marketplace and incresse sales.

=  Long Distance Usage Anslyais (LDUA) is a batch oriented system that
summarizes customer long distance usage data in order to determine
potential WATS sales. Several man-weeks of time would be required _
to perform this function menually. Thesa reports lead to increased
WATS sales and long distanee cost savings to customers.

~ =  Customer Recognition Process (CRP) provides a mechanized means
/ of matching service orders to existing biils for the purpose of
: assigning marketing codes to the service orders to facilitate further
marketing analysis, CHP i3 operated by 8§ cleriks and 1 supervisor.
Prior to CRP, the function was totally menual and required 20 clerks

and 2 supervisors.
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Restructured Private Line Tracking System (RPLTS) provided the
first mechanized inventory of private line detail. Prior to this, the
job was time and cost prohibitive.

Quota Measurement System (QMS) provides an efficient process of
assigning customer bills to specific sales modules and then tracking
the performance of these modules, Over one million bills are
processed by QMS.

Based on the results tracked by QMS, compensation/motivation
systems convert percent attainment of objectives into payroll dollars
or non-cash award credits, By mechanizing this process, strict
payroll deadlines are met and calculation errors are eliminated.

Rate Impact Analysis System (RIAS) calculates the effect of rate
changes on the sales modules to determine if quots adjustments are
required. This ensures that sales obfectives do not receive undue
eredit from an increase in preduct peices.

Sales Operations Management Information System (SOMIS) assists in
sales force management and is used to track selling versus non-selling
time spent by the field sales force. Utllizing simple time sheets and
‘an on-line prompter and report generator, manual time reports have
been eliminated.

Personnel Data Base (PDB) is used to track and report personnel
information on all marketing smployees. Data can be obtained from
this system in order to quickly answer variows personnel questions and

efficiently produce personnel reports.

Southwestern Immediate Product Action System (SW-IMPACTS)
provides a tracking mechanism for selected products, showing in-
service quantities as well as inward end outwsrd movement. This
provides assessment information for product management and field

sales programs,

Several Sales Aids Programs have been established and processed on
internal and AT&T computer systems to provide ficld sales forces
with assistance in their daily activities. These systems quickly and
accurately perform functions thet weuld otherwiss require manual
research, calculations, and reports. These systems include: -

a. Scientific WATS Analysis Techniques (SWAT). This
system is wsed to analyzs sunmarized customer toll usage
data and provids WAT3S cost and configuration
combinations,

b. Network Responss Time and Configuration Evaluation
(NERCE). NERCE is wsed to review customer traffic
volume, busy hour characteristices, location, ete., which
can swsequently be wed to recommend a variety of
network configurations to be wsed with private line
facilities for Dataspeed 40 terminal arrangements.

SCHEDULE 1-33
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l' ! e. Marketing, Engineering and Business Services (MEBS).
. MEBS provides price estimates and engineering
requirements for Dimension and Horizon products.

d. Computerized Proposals (COMPRO). COMPRO is used to
calculate quick quote prices and cashfiow analyses on
products other than Dimension and Horizon.

e. Computerized Sales Reference Systam (CSRS). CSRS
( provides a ready reference to product/service technical
information as well as nationwide rates.

- Pollowing are major Marketing information publications which have
been implemented to enhance field sales efforts:

8. Market Leader. This publication is designed to

minate marketing information at the least possible

cost to the sales force. It provides up-to-date marketing

strategy, recognition, results and sales spplication

information. By publicizing this material, the company

can leverage sales applications quickly and ensure that

the entire sales force is motivated and wnified in its
direction and efforts.

b. Product Notes. This publication is produced on an as-
ne to provide product- and service- specific
infermation for the seles force. As such, it provides
timely notification to sales personnel of changes in the
product line and/or implementation of products and
services., It eliminates the need for numerous smaller
pwlications or correspondence specific to certain

usts/services oz functions.
) ec. terdepartmental Implementation Guides. These guldes
' e w were vidually for each
depertment or discipiine in the past. By integrating the
( : implementation guide, ssles personnel have a better
’ understanding of the information required of them for
various products and services implamentation and the
interdepartmentel wse of that information. It has
increased interdepsrtmental cooperation in the provision -
of products and services. -

d. Sales I(_)_Einrtim Service Procedures (SOSP). This is a
e dation arke dministrative Practices and

{ has saved considersble time for selss personnel by
eollecting administrative implementation material in a
single reference and eliminating & number of other

(] documents.

- ° A mechanized Locator Directory of Bumness Seles personnel in the
five states has been implemented. It enables holders to contact
directly a specific employee regarding complaints or to contact the
district head for operationsl matters thereby saving time and
reducing expenses, .
K SCHEDULE 1-34
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Department ~ Directory

The Automated Directory System/Graghics (ADS/Graphics) computer
system provides a method for ereating customer advertisements for print
in a Yellow Pages directory. This mechanized method can be used to
create individual ads or entire page negatives.

Automated Directory System/Sales (ADS/Sales) is the sale
counterpart to publishing’s ADS/Graphics. It is designed to replace
three computerized systems that currently provide Yellow Pages
reports relating to advertising revenues, sales commissions, revenue
analysis and projections, and personne! evaluation. When fully on

line, ADS/Sales will greatly reduce clerical error in sales handling.

Ad Locator provides the method for tracking ad copy sheets as they
are processed through the ADS/Graphics center.

DIRectory ProjECT (DIR/ECT) is the state of the art,
computer-based system designed to automate the operations
necessary to the production of the White Pages and other products
containing lists of telephone numbers.

Directory Management Information System (DMIS) is the
mansgement information system that provides market and
demographic information to management in sales planning.

Directory Scoping Analysis Program (DSAP) is designed to assist
management in determining the cptimum scope of directory areas. It
analyzes actual point-to-peoint calling patterns and shopping-habits
data to identify communities of cslling interests.

Directory Seles Compensation Program (DSCP) is a immgement
system designed to evaluate individual md comparative sales
performunce.

Foreign Directory Chnrging System is desigmd to store a complete
list of all standing orders for foreign directories,

Mechanized Sales Assignment (MSA) is & computer~driven method of
providing to directory representstives an equiteble assignment of
customer gecounts,

Mechanized Independent Company Input iz used to reformat
Independent telephone company listing data and to create a SWB
service order flle,

National Yellow Pages Services Accounts/Recaivable System (NARS)

is a fully mechanized billing system for the national advertising

m of authorized NYPS selling representatives in 470
ectories.

NYPS Invoice Receiving Syztem (NIRS) mechanically receives, edits,
formats, and recycles orders from NYPS authorized selling
representatives into a master file,
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- Yellow Pages Accounts Control System (YPACS) is the bedrock
mechanized system that builds, stores, maintains and updates all
Y;llow Pages accounts, and drives billing, photocomposition, and
MSA.

- Yellow Pages Guide System (YPGS) provides an inventory system of
headings, guide captions, indexes, and cress-references used by Bell
publishers.

- Yellow Pages Sales System (YPSS) builds and maintains data files
used to generate directory advertising statistics and to drive a
payroll system for salaries and commissions,

. Department Comptrollers

- The Centralized Remittance Processing System (CRPS) was
implemented to expedite handling cf cistomer payments and to allow
for same day bank deposits, This system provides faster access to
revenuss and gives uws the abllity to update customer accounts the
same the payment is received,

- A new mechanized Customer Records Information System (CRIS) was
implemented. In addition to providing e totally updated daily
euwstomer record, the introduction of the CRIS system enabled other
xi-:’atlm t}:e systems with advenced processing capabilities to be

- A major enhancement to the mechanized Toll Message System called
Bill-All Toll was implemented. This feature allowed for mere current
billing of long distance messages, thus improving the timeliness of
revenus billing, .-

- A mechanized procedurs (Previous Bill) was implemented that allows
for the expedited sample auditing ¢f customer bills before they are
mailed. The results have been improved bIll accwscy, and
streamlined audit procedures.

- Phase 1 of the Mechanized Toll Bzrar Correction System (MTEC) was
implemented. This enline inquiry system provides needed information
on a more timely besis and has sliminated the time-consuming use of
microfiche records,

- A mechanized installment billing program for direct szle of telephone
sets was implemented resulting in the elimination of one full clerical

position.

- A mechanized Independent Company WATS Settlement program
which mechanically calculates WATS ssttlements for aversge
schedule companies was implemented.
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Recommended enhancements to Rate Change programs were
implemented for OC&C verification and service order processing.
These changes resulted In reduced report volumes, improved
procedures, and more timely receipt of data by the business offices.

The conversion to Bell System Disk Oriented Property and Cost
System (BSDOPAC) further mechanized the updating of cost
transactions to the appropriate records and files, the issuance of
various reports, and maintenance of property and cost records,

The Plant Labor Analysis Network (PLAN) was itilized for
mechanized payroll time and labor distribution.

A new mechanized procedure for Outside Plant Reconciliation was
implemented which compares Comptrollers property records to the
Network Plant location records.

Computer Assisted Data Entry (CADE) is & mini computer system
that mechanized keypunch work.

The Western Elecric Interface Process System (WIP) mechanized the
accounts payable system for handling, Western Electric purchases.

The Ledger and Jownal Maintenance System (LAJMS) providing
gochanized jowrnals, cross checks, and ledgers for each State and the
‘ommeO

The BSDOPAC Syst:m was enhanced with Disbursement Office
Processing Entity Code (DOPEC) which eliminated duplicate journesl
balancing by combinirig divisions into higher level processing entities.

The Cost Distribution Module (CDM) was installed to mechanize labor
and overhead rate calculations and provide more accurate holding
account clearances.

The Exception Report Processor System (ERP) was implemented
which mechanized the scheduling and time reporting for Operator
Services.

SWAPS On-Line (Southwestern Accounts Payable System) was
introduced. This is a mechanized expense voucher entry system
z:;:.ing front end editing and the ability to produce bill payment

The Southwestern Mechanized Time Reporting System (SWMTR) was
implemented which mechanized the payroll time reporting of ail
departments not inlcuded in the PLAN System,

The Western Electric Deferred Tax Spread was mechanized. This
program determines the allocation of Western Electric Deferred Tax
to the appropriate capital account.
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Converted to the DOPAC Online Entry System (DOES) which
provided on-line error correction capabilities to the BSDOPAC
System. Advantages include immediate feedback on correction
activity and reduced time to input corrections,

Mechanized procedures were introduced to handle . Employee
Relocation Expense (ERE) data, for tax purposes.

Western Electric billing sccuracy was improved by implementing the
Billing Verification System. This system allows us to match 100% of
the bills and receipts from Western Electric to verify the billing data.

The LAJMS Online Entry System (LOES) was implemented allowing
Comptrollers to enter and edit journal activity outside of the normal
bateh processing during eritical end-of-the month time frames.

The conversion of the Southwestern Facilities Administration Control
and Tracking System (SWFACTS) provided an In house on-line
inventory system for furniture and office equipment.

Impiementation of the Southwestern Personnel Administrative
Network system (SPAN) further mechanized payroll sctivity and
allows the online updating for payroll change records and service
records., _

Implementation of the Tool Online Entry System (TOES) which
eliminated keypunch work in the processing of the toal inventory.

A mechanized program wes introduced to adapt Sperry Univac output
tapes to COM format, thus avoiding the need for an outside
microfiche vendor,

Introduction of a new program to adapt Addres Purification and
Conversion System (APACS) data tc a format compatible with
TTRAN eliminated the need {or an air express courfer.

A mechanized tape control system was developed which resulted in &
reduction of program abends, thus saving several thousand dollars in

rerun expense,

Implementation of & mechanized hardware Billing Control System
(BCS) enables Comptrollers to verify ecats/bills by individual device.

The Mechanized Real~Time Tracking System (MRTS) was

implemented. This system, through the use of a direct access history

file for recording and producing reports on the availability and

‘p:rlormum of each real time service, virtually eliminates the time
volved in manual tracking methods.

The GTE Rate of Return program was implemented which includes
cirrent contractual adjustments for exciusion of ENFIA and MOBILE
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! operations and calculates an adjustment for the effect of FPROZEN
SPF on telephone operations for GTE monthly settlements.

T The bdilling procedure for Nlinois Foreign Exchange (FX) customers
was mechanized. The report includes customer name, address, phone
number or circuit number and the billing charge for each and
calculates a total FX billing amount,

[ - Mechanized the annual rate of return for settlement purposes with
the independent telephone companies on an annual toll cost study
. B\eriod. It incorporates the exclusion of ENFIA and MOBILE

vestment and expenses, and the calculation for FROZEN SPF.

- The rate base, income summary, revenue requirement, schedule I,
separation factors, cash working capital and the expense adjustment
worksheets have been mechanized and linked together to make
changes with minimal manual work. This sutomates all the manual
summary sheets used in rate cases. :

- A model has been mechanized to calculate the revenue requirment
for rate case filings. It also calculates the interest expense, cash
working capital, federal and state income taxes and independent
company gross-up for settlements included in the filing amount.

=  The Network Data Base System was impiemented which maintains
circuit inventory and trouble report history for Comptrollers'
Network Control Center groups.

- Implementation of the Tape Management System (TMS), a software
package which automatically tracks magnetic tape activity,
eliminated clerical/manual intervention.

- Implementation of Scientific Management System (SMS), a
hardware/software package which automatically flashes tape mounts

{ : via display, reduced significantly the steps a tape mounter must take
' between CRT, tape library, etc. :

=  Southwestern Sysout Option (SSO), a locally written program which

allows perusal of job and system printouts, via disk, by Data Center

el was implemented. The number of additional printers

antieipated for future growth was completely eliminated; in addition,
existing printers were reduced.

- Implementation of UCCT7, a software product which automatically
schedules, starts, and tracks job/application work flow reduced the
. need for ACO's (Application Console Attendant).

= ' Implementation of Superconsole, a c¢oftware product which
automatically fiiters and directs system activity messages from
.muitiple systems to one () CRT terminal has reduced the need for
MCO’'s (Master Co‘mol.e Operator), SCHEDULE 1-39
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Mechanized Trowle Log Reporting System (MTLR) is a locally
written software package that aids in tracking hardware problems
and provides a reference for subsequent discussions with the various
vendors,

The Investment and Cost Information System~F unctional Accounting
(ICIS/FPA) was implemented which provides detailed cost data for use
in making decisions concerning the best utilization of company
resowrces, the cost of providing various products, ete.

A mechanized program was implemented that produces the
Company's state sales tax return each month, resulting in significant
manual manhours savings.

Implementation of Corporate Account Reports System (CARS)
mechanized all financial and most administrative reports produced on
& state level. This resulted in a reduction of 2 clerical employees.

Interstate Information System (ISIS) was implemented. This system

mechanically calculates and produces the monthly interstate revenue

:iettlcment emounts, resulting in a significant savings of eclerical
me,

Amplementation of mechanized procedures for computing State
exchange and toll rates of return has saved significant clerical effort.

Mechanized gross receipts tax calculations were implemented.

Implemented wse of mechanized START PROC procedure to put
DEXAN/PA end LAJMS print punch tapes from Kansas City to
existing MSS, |

By moehmiziﬁg the production of mailing labels for reports, we
reduced clerical hours. .

The Routine Order Tracking System (ROTS) was implemented which
:iuulted in a redustion of open Routine Orders thus saving clerical
me.

The use of a mechenized report. C238 was impiemented within the
Cwstomer Record Information Systems (CRIS) system to produce

reports formerly prepared manually,

An automatic logging system for program updates was developed
which eliminated much clerical time for manual logging.

Mechanization of the eorrection and péocessing of QP71 SMP
statistics resulted in a savings of clerical time and the expense of
cards for manusl work.

Mechanization of the preparation of various labor reports reduced
one clerical poaition.
o SCHEDULE 1-40
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- Establishment of a Mafor Medical file on TSO eliminated the need for
key entry and other clerical work.

- Mechanization of the destination addresses of turnaround PCRs
" (Payroll Change Reports) and PCLs (Payroll Change Lists) eliminated
clerical time required to hand-address envelopes.

- A mechanized Interim MR2IA report was implemented to provide
construction expense information to the Network department at a
lower level of detail.

- Implementation of the Customer Record Information Systems/BMP
(CRIS/BMP) process allowed Southwestern Order Retrieval and
Distribution system (SORD) and CRIS to access the same Customer
Data Bases. '

- The STACKER series of programs for use in the Data Center was
implemented resulting in reduced tape purchases.

- The Automatic Message Accounting Recording Center (AMARC
conversion reduced force by two clerks and eliminated two IBM7273
paper tape converters and monthly maintenance.

- The Mechanization of Out-of-Service Adjustments (MOOSA)
conversion resulted in the elimination of one clerk.

- Clerical intervention and re-entry of Private Line service orders was
eliminated by mechanizing statistics for the CRB system.

- Implementation of a data base space utilization program eliminated
the need to reoiganize two TIRKS data bases nightly.

Department Comptrollars ~ Security and Claims

- The Claims Office has developed and implemented a mechanized Risk
Management Information System. This system tracks the source,
locetion, frequency, and severity of damage claims, including claims
by the Company against other, and by the public against the
Company. With this system, the Claims Office can: .

& ldentify situations which increase the peobability of
claims occurring

b. Traek the cost of

e¢. Monitor and schadule the process of collecting bills for

damage done te Company property
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1 d.  Assess the effectiveness of loss prevention efforts

- The Bell System Administrative Network Communications System
(BANCS) provides the capability of accessing multiple computerized
administrative programs from a single terminal. This capability has
reduced cost, errors, the number of terminals, the number of
personnel, the time and the paper work necessary to perform the
security function of protecting company assets and revenues. The
programs described below are curently accessible by Secuwrity,

through BANCS,

a. Pre-BOSS (Business Office Support System)

b. SORD (Service Order Retrieval and Distribution)
c. PREMIS (Premises Information System)

d. LMOS (Loop Maintenance Operations System)

e. MTECS (Mechanized Toll Error Correction System)

- Signal Irregularity (SIGR & SIGI) computerized applications,
- deseribed below, provide the capability for detecting the use of
electronic toll fraud devices (e.g. Blue Boxes) and unauthorized
calling card numbers. The system alsc has the capability of
preventing unauthorized calling card usage by "locking out" bogus
attempts. These capabilities have proven successful deterrents to

toll fraud activity and have led to the arrest and conviction of
offenders. Monitoring at the seciwrity office provides immediate
response to abuses, :

a. SIGR is a sub-system of the computerized Traffic Service
Position Sy.tem (TSPS) and detects signal irregularities
ting from Hotels/Motels and public telephones.
b. SIGI is a sub-system of the Electronic Switching System
(ESS) and detects signal irregularities originating from
4 residence and business telephones, It is employed in most
#1 ESS offices in metropolitan areas of the state.

=  Billed Number Screening (BNS) provides the capebility of preventing
third number or collect billed ealls to a particular telephons number.
All public telephones are programmed to prevent such activity.
individual customers are provided the service at their request, This
capability has proven a successful toll fraud deterrent and has
incressed customer satisfaction. )

- Employee and Public Relations Programs:

8. Secwrity education and motivation training is routinely
conducted to increase employee awareness of their
responsibilities for protection of company assets and
revenues,

b. Secirity alert flyers are periodically distributed to alert
employees to specifie situations whiech could result in
them becoming vietims of circumstance detrimental to
them, the consumer and the company.
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e¢. Security procedures and protection of property and
facilities to better control loss and theft have been
strengthened by an improved security inspection program.

d. Public talks with special interest groups have proven
beneficial in reducing toll fraud activity and increasing
pwblic awareness of how these abuses impact everyone.

Department Revenues and Public Affairs

The Capital Investment Model (CIM) mechanizes the capital
accounting procedures to calculate expense and tax quantities under
a wide range of conditions. When provided with information on
investment and plant characteristics, together with assumptions for
future financial, economic, and regulatory conditions, the model may
be used for studies of revenue requirements, internally generated
funds, financing, engineering economy tariff support, and marketing
strategies, CIM can also be wsed for planning and budgeting purposes.
This mechanization provides the ability to analyze revenue
requirements under various scenarics quickly and accurately.

The Depreciation Studies Computer System (DSCS) is s unified
collection of mortality analysis programs designed to aid the
depreciation engineer in the development of required depreciation
rats study date, to free the deprecistion engineers from many routine
clerical procedures so more time may be devoted to the primary task
analysis; DSCS glsc maintsins a data base containing historical
mortality data by vintage for all plant categories.

Mechanized systems have been implemented to perform separations
analyses and trending of data which were formerly performed
manually. These include Mechanized Analysis of GTE Studies
(MAGS); Mechanized Analysis of .Cost Studies (MACS); and
Mechanized Analysis of Traffic Studies (MATS) applicable to all toll
cost settlements. This results in more thorough and more systematic
reviews, and less management and clerical time.

The Independent Company Actual Study data system (ICAS) is a
mechanized data base of Independent Company toll cost study details
which has been implemented and expanded to reflect all toll cost
study companies, This results in minimizing the manual processing
required for special analyses,

The Centralized Message Date System (CMDS) is designed to manage
the intertoll network by providing message characteristics and point-

TR-83-253/TR-83-288
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to~point detail of the switched telephone network. Originating and
terminating toll message data are developed based on a daily sample
of all toll messages originating in both Bell and Independent
Companies. Data produced by CMDS are "used in Traffic Trunk
Engineering forecasts, Advertising and Marketing efforts, Rates and
Revenue planning, and Settlements, This system replaces a manual
collection of more limited data.

- Traffic Data Administration System (TDAS) is a mechanized
collection of call counts and usage data. Saves much of the effort in
collecting, summation and preparation of manual inputs to the
separations process.

- The Division of Revenues Process (DRP) system mechanizes the basic
and monthly Separations studies, All data required to perform study
computations are stored in a data bese. The system provides for
sccepting data from mechanized sources, manual inputs for additions
and changes, and provides for inquiry requests to display specific
portions of the data base. Provides validations and checks to insure
user data is correct before performing a massive amount of study
caleulations,

The following cost stuwdy mechanization programs are utilized to identify and
allocate expenses, revenues, uwsage and investment to provide quantitative
support for pricing the service we provide. Without these systems we would
require great amounts of additional human resources.

- The rates for Operating Telephone Company (OTC) access charge
tari{fs are calculated by Access Charge Analysis System (ACAS).
Using commitmant tudget estimated operating results and forecasted
demand inputs, this system fully distributes the access costs to the
variuos exchangs access service categories. The access charge rates
are caiculated to field the authorized rate of return. The resulting
prie: and analyses are filed in support of the access charge rates for
each state.

- The Access Charge Rate Element System (ACRES) is used for
allocating the Access Charge revenue requirement for the Transport
and Special Access cost elements to individual tariff rate elements.
This is accomplished through a mechanized system called ACRES III.

ACRES uytilizes unit investment inputs by rate element in conjunction
with Access Charge Analysis System-Predictive (ACASP)
jwisdictional separations revenus requirement and Mechanized
Access Demand Quantification (MADQ) rate element demand
quantities to produce fully distributed costs for en interstate filing.
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Specifically, the results of this process are used in the Access Charge
rate setting procedure and as rate element cost support for the
Access Services Tariff Filing.

Access Charges Data Base System (ADBS) is being designed for use
by the BOCs in developing market based access pricing plans.
Specifically, ADBS will be helpful in evaluating the relationships
among:

a. The level of NTS support obtained from usage services
(Rate Category 3 prices)

b. Local monthly service rates

e. Customer demand for access and usage services

d. Bypass competition

e. Access Line of Business financial projections

Capital Cost Model (CAPCOST2) is a computer model which
computes the Depreciation, Cost of Money, and Income Taxes related
to Capital Investment. It can be used &s a stand-alone model or can
interface with other computer programs. The program can be used to
make studies in any of the three timing conventions cwrrently used in
the Bell System: Mid-Year Convention, the convention in which the
corporate books are kept and terminal equipment analyzed;
Beginning-of-Year Convention, used in many network studies; and
End-of-Year Convention, used for comparative cost studies as
developed in the text "Engineering Economy®, Third Edition.

Exchange Access Measuwrement System (EAMS) is a measurement
system to determine on a sample basis the volume and type of traffic
offered to the exchange network by any service. Measurements are
limited to circuits that draw dial tone from No. 1 ESS central offices.
The system is cuwrrently utilized for traffic studies of OCC ENFIA
lines, TELCO FX service, CCSA-ONALS, and similar services. Study
samples are designed to obtain statistically valid estimates of
aversge montly uwsags per circuit on a state-by-stats basis,

The Embedded Costs of Exchange Messeges Study (ECEMS) is
designed to develop the embedded costs of exchange usage in terms
of set-wp and conversation minute costs by time of day, rate period
and distance bend. These costs are intended to swport the rate
Ges ”.;:dnczoot support applications described in RL 79-12-473 and

The principal cost inputs to the ECEMNS methodology are derived
directly from the Embedded Direct Analysis (EDA) and the Exchange
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Cost Study (ECS). The methodology assumes that Coin related
investments and expenses have been determined via the ECS (or other
equivalent cost study) and deleted from the EDA investments and
expenses., This "Exchange less Coin" investment and expense base is
the source of the principal cost inputs to the methodology. This
approach makes maximum use of available data and minimizes the
possibility of significant closure errors between ECEMS and its
companion methodologies, EDA and ECS.

Exchange Cost Study (ECS) assists OTC's in determining revenue/cost
relationships for various exchange services and in providing rate case
support for tariff filings. System obtains exchange revenue,
investment, and cost data from the Embedded Direct Analysis (EDA),
various Company reports, and the division of revenue process and uses
same to provide a further disaggregation of exchange revenues,
investments, and costs into an open-ended quantity of services
sh::cted by the ECS user. Specific output capabilities of the system
udes

a. Revenuss, costs, contribution, and revenue/cost by
service

b. Flat va. measured service results

c. Single vs, multi-party results

d. Stand-slone coin and DA resuits

e. Stand-alone revenue resuits

f.  Results on a per MT basis

g. Access line cost details

The Embedded Direc: Analysis (EDA) study determines existing cost-
revenue relationships among several categories of service provided by
an Operating Telephone Company. The insights provided by this
study sre wseful to telephone company management for internal use
and in reply to questions by regulatory bodies.

The EDA systam is part of the service cost library on the MARK Il
GE Network and is run annually by all Operating Telephone
Companies. Data from the various MR, MA reports, ISIS, and division
of revenue studies are used as input.

The CMDS Tall Analysis Subsystem (CTAS) of the LATA Analysis
Data System (LADS) provides the capebility to analyze the
interLATA and intralLATA split of messages, minutes, and revenues
for slternative LATA boundary configurations, MTS, Iawats and
Outwats messages, which have been obtained from the CMDS system,
are available for analysis for all jurisdictions.

IntraLATA WATS (LATAWATS) is the new program which now

' performs the function of merging state specific WATS Information
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System (WIS) and Centralized Message Data System (CMDS) data to
create data bases suitable for input to the LATA version of the WATS
Rate Planning Model (WRPM). The program also utilizes the state's
LATA key flle as used in the LATA Analysis Data System (LADS), to
q:ol.ltf a customer's WATS usage into interLATA and intralATA
traffic.

Formerly the WIS/CMDS - merge function was performed in the
standard TC WATS program which is currently deployed in the BOCs,
This program is not being withdrawn and may still be used to create a
data base for the non LATA version of WRPM,

The Model for the Economic Analysis of Network Services (MEANS)
determines the embedded cost of switching and trunking facilities for
inter and intraLATA MTS and WATS. These costs are determined by
routing on a link by link basis, the CMDS usage data over the actual
switching and trunking network from TNDS and TIRKS.

MTS/WATS Intrastate Model for Incremental Costs (MIMIC) provides
a technique for estimating the long run incremental cost effects of
changes in intrastate MTS and/or WATS demand, MIMIC is used to
evaluate the economic effect of MTS/WATS rate plans. Complete
description, input methodologies, and user instructions are contained
in the Network Service Cost Methods Manual, Volumes, published by
AT&T - Network Service Costs.

Model for Ussge Sensitive Incrsmental Costs (MUSIC) is a
computerized methc dology designed to support the tariff design and
implementation scheduling dimensions of the measured service
implementation planhing process on a jurisdiction basis. Its principal
inputs are data describing network configuration, current customer
poptlations by switch, customer calling characteristics, conversion
scenarios, and anticipated customer reaction in terms of demand. Its
principal outputs are incremental changes in traffic sensitive
investments and expenses on a year-by-year basis for study periods
of up to 20 yesrs. The model is designed to provide the principle
inputs for economic anslysis of the effects of different tariff designs
and implementation scensrios in the conversion to measured service.

Its design facilitates sensitivity analysis of such factors as growth in .

usage rates, expense levels, etc.

MUSIC's role in the messured service planning process and its
interaction with other measured service planning methodologies is
described in the Measured Service Implementation Gude.

Revenue Analysis from perametric Usage Description (RAPUD)
provides the capability to investigate attributes of elternative
measwured local tariffs early in the measured service planning process,

" It is intended to supply the opportunity for the OTC rate planner to

gain the experience in measured service tariff design before detailed
usage studies using SLUS II sre completed. When these usage studies
are complete more sophisticated tools sush as BERPM or REVS are

available. . SCHEDULE 1-47
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RAPUD requires estimates of MEAN subscriber usage and a
description of the measwed tariff as input. Distributions of
subscriber usage which represent the customer body are created from
the input means which are then priced out under the measured tariff
resulting in an efficient and inexpensive, computational procedure.
RAPUD ecan also price out individual customer usage data obtained
form the SLUSI mini data base in lieu of  the distribution of
subscriber usage.

A mechanized interface with MUSIC has been developed which
enables the OTC rate planner to investigate the incremental expense
and investment effects of alternative measured service tariffs and
implementation strategies.

Service Cost Analysis for Dataphone Digital Service (SCADDS) is a
computerized system for the development of costs for the provision
of Dataphone Digital Service.

SCADDS is used in conjunction with an engineering planning model,
DDSAPs. DDSAPS is wed to determine effective equipment
configurations for the DDS network in each justification. The output
of DDSAPs is wed to provide network planning information and, in
that capacity, develops the necessary equipment quantities required
for input to SCADDS. SCADDS, in turn, uses the anticipated station
demand to allocate the equipment investments, by speed, to the
appropriate rate/cost elements.

The Switching Cost Information System (SCIS) is an interactive
computer program capable of linking and executing central office
switching cost methodologies. Information may be obtained at the
user’s option in terms of material costs only, engineered, furnished,
and installed (E, F, & I) coats, or monthly costs. The user also can
obtain output formats in the teriff format if the requested verticsl
service has an {llstrative AT&T tariff. This system replaces older,
stand-alone versions of variows eosting methodologies.

State Tol! Embedded Analysis (STEA) ~ The objective of the study is
to disaggregate the Stats Toll category of the Embedded Direct
Analysis (EDA) into sub-categories or services providing revenue,
cost and contribution for each disaggregated service. Following are

the suggested sub-categories: .

a. Dial Rated MTS or (DDD)

b. Optional Calling Plans (OCP)

c. Operator Handied Differential (OPH)
d. Toll Directory Assistence (DA)

e. Coin Sent Paid (SP)

f. Coin Non-Sent Paid (NSP)

g. 800 Servics or Inwats

h. Outwats

The wer, however, has the flexibility to combine or redistribute
these services as best sulted for the tariff structure of their specific
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jurisdiction. The STEA special studies suggest the use of input data
which should be available system-wide.

The Tariffs and Coets WATS/WIS (TCWATS) Database Study merges
the WATS information system tape and the Centralized Message Data
System WATS sample tape to create a customer information file for
a specified study month and study state. This file wili then be sent to
the ADP Network Services time share system in Ann Arbor, Michigan
for further processing. (TCWATS) will also produce a series of reports
that can be used to validate the reliability of the customer
information file,

The Total Network Information Cost System (TNICS) models the
basic local (and total) network initially wing cwrrently available
structures, algorithms and software of existing models such as
MIMIC, LCCS, MUSIC, ete. with later enhancements and integration
with other Network Cost Models and interfacing with Network
Engineering and Marketing Models, Systems and Data Bases. The
ject is divided Into phases (for ease of parallel or serial
development) among which are: )

a. Creation of LOCal SWitching INventory (LOCSWIN) from
existing sources (currently being implemented).

b. Enhancements to and ennual update of such LOCal
SWitching Inventory (LOCSWIN).

¢. Creation of Local and Total Trunk Grotp lnventories and
Routing Masters,

d.  Creation of software modtnu to generate hourly local and
total point-to-point traffic profiles from existing
Measurements with disaggregation wsing

Accounting Measwements.

The T and/or N Cl.rrlu Investment Caleuhtor (TONIC) Program has
been designed to compute the averege investment of carrier systems

SCHEUDULE 1-42




Missouri PSC Case No. TR-23-253/TR-83-288
Schedule No. 7 (Barron)

Supplemental )

Page 34 ’

L. Information and Operations Systems

and the characteristics of those systems, comprising a universe of
either N or T Carrier, on an exchange or an interexchange basis.
Investment calculations on a 4~-KHZ basis are divided into three
categories: terminal investment per end, line circuit equipment per
mile, and outside plant investment per mile; and may be computed on
either an embedded or a prospective basis.

The program resides on the in-house, time-sharing system, based in
Piscataway, N.J., and combines centralized material pricing
information with localized (i.e., state~by-state) carrier configuration
information, material and installation factors, utilization, ete.

~  The WATS Information System (WIS) collects WATS service order and
selected usage data pertaining to all WATS lines in service. This data
is collected monthly from the associated company RAOs (Revenue
Accounting Officers). The collected data is edited, initial period and
ussge ravenues are calculated, and the processed data is used to
update a master {ile of WATS lines. The master file is the basic data
base usad to produce various WATS reports for product mansgers,
rates and tariffs, associated companies, AT&T general departments,

and Long Lines sales groups.

- The Intrastate WATS Rate Planning Model (WRPM) is a mechanized
system that allows for customer-specific pricing and costing of the
WATS services. Designed to allow the restructuring of the services
a3 well as development of market strategies. WRPM is offered via
the automatic data processing (time-shared) service.

=  The Access Charge Rate Element System/Locsl Version (ACRES/SW)
is the Access Charge Cost Studies Program being used locally to
develop the unit prospective embedded costs and demand level

ve embedded costs {or each rate element in the Open Billing

tariff. It alsc develops distributive ratics, These ratios are the
means of disteibuting the prospective embedded costs to the revenue

requirement.

- A time-shered computer program celled Central Office Cost Study
(COECOST) is available to compute the total annual cost.
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- Contribution Analysis (CONTRANB) is a mechanized method for the
arithmetic computations to determine the difference in revenues and
costs that will cccur when a new product(s) or service(s) is (are)
introduced and/or when an existing product(s) is (are) repriced.

The methods employed in this model create the year-by-year
revenues, costs and contribution of a new or existing product or
service from the data in a user file. Cumulative present worth values
are used to reflect the time value of money. This process is repeated
for each set of conditions (test rates).

- The Directory Assistance Cost Study (DACS) is a series of
time-shared programs used to develop the direct costs of directory
assistance service. The programs use embedded input data from
Company reports to produce the embedded cost of DA,
Forward~locking studies, ming data from the embedded results as a
historical base, can also output. The programs provide
mechanized cost analysis whlch otherwise would require many hours
of manual effort.

- The Demand Analysis Reprice Channel System (DARCS) is a
computerized model used for calculating the change in circuits and
revenue due to rate changes for private line services. It also
maintains a history of circuit inventories.

- Directory Assistance Reprice Program (DARP) is a mechanized

procedure to calculate Long Distance Interstate (LDI) and Long

Distance State (LDS) ratios required for Directory Assistance

Separation Studies. It Is recommended as a replacement for the

manual anslysis and summarization of the Special Directory

Assistance Study. DARP was developed by the New Jersey Bell

? Telephone company and resides on the RAPIDATA Incorporated

{ - Time-Share System.
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- The Dual Element Cost Assigned Model (DECA) is a user-oriented,
time-share computer program which assigns direct and common
service ordering costs to the services, equipment, and certain

{ premises work items offered by the OTCs. The program was
developed by an outside vendor, ADP Network Services, and the
Tariffs and Costs group at AT&T. It is the property of AT&T, but it
is maintained by ADP. DECA is available to all OTCs if they support
the DECA cost sharing project. The usual user number procedure
applies. User number assignments and use of the program are
?I‘ogmted through the Tariffs and Costs DECA Coordinator at

DECA assigns direct costs based upon cost equations described in
Tab 10 of the Dual Element Tariffs and Costs Manusl. It assigns
ccmmon service ordering costs by analyzing service order and USOC
activity in light of a weighted movement procedure. A detailed
discussion of this weighting procedure also appears in Tab 10.

=  The Embedded Direct Local Coin (EDLC) analysis is a time-shared
program used to develop the direct cost of local coin service. The
program uses embedded input data from Company records to produce
the embedded <ost of coin service. The program provides
mechenized cost analysis which otherwise would require many hours
of manual effort.

- The purposs of the Exchange Services Agreement Cost Study System
) (ESACS) is to determine the costs incurred in providing various
service offerings to Independent Telephone Companies. Different

types of services are studied. ‘

&  Directory Assistance
b. AlarmBR .

¢. Contracted Repeir Call Recording .
d. Non-Contracted Repair Calls

e. Contracted Intercept

- The Annual Cost Factor Program (FACTORS) is a mechanized
{ program which develops ennual cost factors for the following cost
studies or individual factors:

/ a. Private Line Cost Study
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b. WATS Access Line Cost Study

¢. Incremental Toll (MIMIC) Cost Study

d. Extended Area Service (EAS) Cost Study
e. Locsl Measured Service (LMS) Cost Study
f. Maintenance Factors .

g BWECO, BSRPT and BIDC Factors

These factors are wed to convert investments into annual costs. The

costs included in the factors are the capital costs (depreciation, cost

of money, and income taxes) and the operating costs. These opereting

costs include meintenance, administration, ad valorem taxes, license

iclc:entx'act, gross receipts tax, interest during construction and other
ome.

The Facllities Analysis Program (FAX) is a system used to determine
the routing profile for DDD calls in a state by first choice intrastate
routes. The resultant profile includes:

a. Aversge number of route miles by the time of day and
rate band. .

b. Average number of toll switching occurrences by rate
band.

e. Total route miles Busy Hour sensitive by time of cz:y

d. Types of facilities utilized (ceble/carriers , i€,
N~-Carrier, Radio, T-Carrier and metallic facilities by
‘rate bend and time of day.

€. Aversge number of circuit terminals by rate band and
time of day. :

The Inflation Factors (INFACTS) system calculates inflation factors
which ere used in cost studies to infiate investment, recurring
expenses and non-recurring sxpenses over the life of the product or
service being studied. These factors are based on BSTPI Indexes, cost
of money, and broad guage plant-in-service forecasts. The factors
are developed ot an account specific basis.,

Line Haul Cost System (LHAUL) is ectually & number of programs
accessed via & procedwre file for the development of Carrier
Terminal and Route mile it investments and their associated costs.

The Loop Investment Celeulation (LOOPVYST) progo.m is des to
take the csble design Criteria Unit Investment Data and the Loop

Distribution of samples to caleulate the study area Average
Investment per Loop in Outside Plant with the associated confidence
lntmal.t. It will also provide a table of designs, by kilofeet, upon
reques

The LOOPVST Program can provide the Average Investment per Loop

by individual subsample, for just the total sample or for both
subsample and total sample as requested by the uwser. The
Cumulative and Component Investment psr Two-Wire Loop and the
Theoretical Investment per Two-Wire Loop by Outside Plant Code
will be generated. - SCHEDULE 1-53
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The Mobile Telephone Cost Study (MOBILE) computer program wes
developed and written at Southwestern Bell General Headquarters,
The purpose of this program is to develop the current total monthly
cost of Radiotelephone investments for the Metropolitan Service and
the Wide Area Service. .

MOBILE produces a printout which gives the following information; 1)
87C investment by location, including embedded costs, replacement
costs, and TPI multipliers; 2) Annual and monthly ecosts by locations
and 3) A separate summary of annual and monthly costs for 150
service and for 450 service for the given state.

The Southwestern Bell Measwed Service Tracking System (MSUS)
provides tracking data and analysis on all measured service
customers. The purpose and uses of the tracking data are many and
varied. One of the primary purposes is to provide a means of knowing
how many customers have chosen a measured service plan and what
are their usage and billing characteristics. Beyond that, the data can
be used in reprice and analysis models to test the effects that &
change in a particular plan would have on future rate applications.

The Mesaswred Service Tracking Study (MSTS) is a centrally developed
meanagement information system designed to aid OTC managers in
the planning, implemsntation, and assignment of local area services,
The system collects summarized revenue, measured usage, and
customer attributes, by account, for a universe of customers in a
defined geographic area. Detailed wage and questionnaire data will
be collected on a sample of customers.

The system will provide the capability of producing user defined
reports and geographic analyses of revenues, local usage, class of
service movement, and demographic analyses MSTS.

The Non Recurring Cost System (NRCOST) calculates nonrecwurring
costs for all private line and special service offerings. Weighted
costs, based on probability of occwrrence, are developed for
intraexchange services, and for interexchange services, To
accomplish this, files are utilized which contain information about
iabor rates, labor time, and facility probabilities.

The involvement of General Headquarters Rates and Tariffs
personnel in fulfillment of the tracking requirements established by
the Public Service Commission of Missouri for the Optional Extended
Community Calling Service (ECC) in St. Louis cosisted of the
development of that portion of the tracking procedures foewsing on
cwtomer development and revenuzs. This information will be
rfodmod by the Optional Calling Plan Analysis and Tracking System
. (OCPATS) which has been developed by this organization for use in
tracking ECC.

More specifically, OCPTS will produce three reports that will provide
the following information about ECC in Missouri. SCHEDULE 1-54
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( a. . The number of customers subscribing to the plan by type
. of customer ~ either business or residence;

! b. Usage in messages and minutes by account and type of
customer. In conjunction with (I) above, this data
indicates the extent of customer development and the
demand for ECC. 3

¢. ECC revenues by account and type of customer.

I - The purpose of the Rate Group Analysis (RGA) s to determine what
the embedded cost/revenue relationships were for the provision of
Network Access and Exchange Usage by rate group. The Rate Group
Analysis assigns total exchange usage and Network Access direct
costs and revenues to each rate group. The direct costs are assigned
on a cost-responsibility basis. The results are historical, based on
investments, costs, and revenues developed in the Embedded Direct
Analysis (EDA),

For purposes of this analysis, exchange service is defined as a
telephone line terminating in one of ow switching central offices,
and wed for criginating and receiving calls only to and from points
within the local exchange calling area. PBX and Centrex-CU trunks
and Centrex~-CO lines are classified as exchange services and are
assigned the appropriate filed tariff rates.

= The Restrwtured Private Line Tracking System (RPLTS) was
developed to respond to Public Service Commission trac
requirements in connection with Restructured Private Line (RPL
rate activity as well as to provide Private Line service information
for Market Management and the Rate Department.

The program logic incorporated by RPLTS will allow identification of
circuit types and provide tracking of each rate element of Private
Line service as defined in the Restructured Private Line Tariff by
Circuit Type, for example, Circuit Types 102, 250, 311, 420 ete.

?
‘ The tracking of the rate elements is accomplished through the use of
the specific Uniform Service Order Codes (USOCs) and/or
combinations of these USOCs, i

- The Service Area Function (SAP) program computes the investment
and circult characteristics of the transmission and signaling circuit
equipment required to {urnish private line channels and exchange

‘ mileage rated services. SAF is mechanically linked with
angineering's generator of equipment lists and design ensembles
(GELDECS) which automatically generates the material list priced
out by SAF. The GELDECS/SAF tandem design/costs programs are
available for uwse by the associated companies to support their
restructure and Reprice of Private Line (RPL) project tariff filings.

« ' The Special Service Arrangements Caleulator (SSACALC) program is
ued to develop monthly costs for Special Service Arrangements.

This program takes the results {from the SWBCOST run and performs
some additional caleulations to come up with a total annual cost for

' o SCHEDULE 1-55




Missowri PSC Case No. TR-83-283/TR-83-288
Schedule No. 7 (Barron)

Swplemental

Page 40

L Information and O erations Systems

an SSA. These results are then formatted ca a summary sheet which
is then forwarded to Rates. -

. - The SWBCOST program is used to develop monthly costs for various
types of terminal equipment. This program calculates the capitalized
investment, nonrecoverable costs, recurring and non-recurring
expenses, and capital costs for the terminal equipment being studied.

- PRA Tracking Report (TRACK) is used to chronalogically list the
disposition of preliminary rate authorities used as a management
information tool for tariff filings.

- Toll Revenue Effect (TRE) is a system wsed by Revenue and Public
Affairs and Comptrollers-Business Research to study intrastate toll
traffic and prepare rate cases from this data. These jobs are
processed monthly upon receipt of the MROLKPI3ST] tapes from
Long Lines. Processing cceurs in St, Louis only.

- The USOC Summery Program takes the costs that are developed in
SWBCOST2 and formats these costs into a cost study summary form.
The summary provides investment, instaliation expense and annual
cost information,

- ACCESS9Z is the mechanization of a directly assigned cost study
which annuslizes cuwrent expenses and assigns proportionate
investments by Job Function Code. These individual job functions
can then be combined to produce cost for specific rate elements.
The output inciudes support data, unit costs and an input file to be
run through the Access Charge Cost Studies Program. .

- ACCESSY is the mechenization of s fully assigned cost study which

factors the directly assigned inputs wsed in the ACCESSSZ program to

9 a fully assigned level. In addition to the information provided above,
the program develops and inciudes General Expenses in the output. .

Department Public Relations

=  Publie Relations uses internal media to make employees more aware '
of ways they can help control costs and generate revenues. Since

1980, 21 major articles have appeared in Telephone Times which
address cost eontrol and revenue stimulation.

- An on-going poster cempaign is used to promote service and earnings
ngnj:ﬁ:tﬂ such as safety, expense control, courtesy and revenue
st on. )

- "Let's Talk™ is an informational advertising program explaining
changes in business procedures resulting from implementation of
Computer Inquiry II.- A toll free number, print advertising, bill
inserts and information coupons made uwp the program and were
designed tominimizeemployee timespentansweringcustomerquestions.
SCHEDULE 1-56
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*The Effect of Change” bookist was distributed to customer
audiences in the state to explain the Company's 1883 rate filing and
changes occurring with competition and divestiture.

Consumer Panels were formed which offer opportunities to review

policies and procedures and make changes to benefit customers. This
helps to assure the company that it is responsive to customer needs.
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. MANAGEMENT OF HUMAN RESOURCES

- The Tuition Plan provides full-time employees with the opportunity
to voluntarily take off-the~job (non-paid time) study courses.
Courses approved under the Plan must be related to the business to
the extent that the knowledge gained will broaden the employee's
usefulness to the company in his/her current position, or in a position
to which the employee might reasonably aspire. The Company will
pay for the course provided the employee receives satisfactory
mpht}ion in accordance with the performance standards of the

tution.

- A Code of Business Conduct is covered annually with each employee
as a reminder of the principles that govern our business and our
individual conduct. Viclations can lead to disciplinary action,

including dismissal.

The Code reaffirms the importance of high standards expected of
employees in proper business conduct which includes integrity,
efficiency, good citizenship, honesty and observance of the law.

- The Company operstes Assessment Centers in sales operations and
for entry into management positions from occupational status. This
assessment process Is dssigned to determine whether or not an
individual has the skilis snd management qualifications deemed
necessary to successfully fulfill the responsibilities of these positions.

- A Management Job Evaluation process is used to serve as a
systematic means of rating and paying management jobs according to
their contribution to the business. The plan is designed to eliminate
evaluation guesswork and insure management jobs and salaries are
rated as objectively as possible. )

- The Mansgement Appraisel System is used for directing and
improving the performance of management employees, and for
providing sound, objective, factual data regarding the qualifications
and performance of sach mansgement employee. The system
distinguishes between job performance and managerial potential.
Managers at all levels use this System as a guideline for directing
managerial performance, identifying contribution and achievement,
appraising performance and potential, and assisting in career
menagement.

- The Company has a formal Management Salary Plan which rewards
employees with merit treatment based on their contribution to the
business,

- The Nonmanagement Performance Appraisal Plan is a process for

formelly recording and discussing with the employee, his/her work

formance and to assist management in the responsibility of

ing that specific company policies are covered with each
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® . Missouri pSC Calfffio. TR-83-253/TR-83-288
Schedule No. 7 (Barron)
Supplemental

Page 43
I. Management of Human Resources

employee. The system is a standard plan for appraising the work
performance of each nonmanagement employee in a uniform manner,
using objective data.

The Company has a formal Career Counseling Program for
nonmanagement employees. Through this process, the employee and
his/her immediate supervisor identify other jobs the employee is
interested in. Then the supervisor determines whether the employee
is qualified for the desired jobs and if not, implements plans to
develop the qualifications needed for the desired jobs.

Mansgement Training is used to improve the overall strength of our
management teams. The training sequence for first level managers
allows managers to progress from basic administrative skills and
knowledge to the development of communication and interpersonal
skills abilities. Each of the knowledge and skill areas included are
essential for effective management in today's changing and
competitive environment, and for building positive work
relationships.

Second Level Development Training programs are valuable to
managers respensible for implementing major corporate objectives
and achieving specific organizational and personal goals in our rapidly
changing environment.

In Missouri, we have two major safety programs. These are an

eccident prevention plan and a defensive driving program both

designed to eliminats sccident causes in order to reduce personal

ﬂinjuris and control losses both in motor vehicle costs and lost work
me,

A State Safety Staff continually conducts conformance reviews to
assure uniform impiementation of the programs both in the field and
in office locations. Both plans are intended to ensure that safe

working practices are being followed by our employees. Through
June 1883, Missouri’'s accident incidence rates are below total
company and system rates.

Following many months of preperation, the CWA and SWB began
formally implementing the Quality of Work Life process in Missouri
during the latter part of 1982. Union and management
representatives describe QWL as "an cpportunity to volantarily share
and participate in decisions that affect quality of life in the
workplace®. What began as theory, concepts and descriptive verbege
has now change to reality for hundreds of Missouri employees who are
actuslly participating in more than 50 local workforce committees.
Although quite early in what is called "a long range process”, QWL is
bringing job methods and procedures; but more importantly,
it is improving communication channels and relationships between
union, management and nonmanagement employees as they gain
mutual understanding and appreciation that all share common
objectives in the workplace.
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Technical Training schools have been provided for many years. These
schools provide employees with the expertise to work in the constant
changing technical environment in the field of communication. This
training improves the employees' efficiency and safe working habits.

An Anticipated Disabllity Program was started in April, 1979 and
provides sickness benefit payments to eligible employees who are
granted a leave of absence because of anticipated disability. An
anticipated disability is a disability of over seven calendar days which
is expected to occur during the requested leave period and for which
prospective medical treatment has been scheduled, such as in the

case of elective surgery or pregnancy.

For this period of time there is no pay until such time as employee
gets totally disabled. This control results in a cost savings to the
Company. This is normally related to a surgery that is elective and
necessary, but not life-threatening.

An Employee Assistance Program was initiated in St. Louis in 1983.
This is a cost-saving program that provides assistance for employees
or their families that have medical/personal/behavioral problems.

Its purpose is to improve anr unsatisfactory work performance through
the rehebilitation of the employee. It is a means by which the
Company can protect its investment in human resources by reducing
productivity losses, poor quality of work, absenteeism, tardiness and
accidents that often occur when these problems "spill over” into the
work place. )

This is a very private program between the Company representative
and the employee or member of their family. This program will be
expanded to the remainder of state in 1984.

Sickness and Acecident Disability Benefit Plan is a plan where an
employee is paid for absence due to sickness (based on proof by a

physician's report) for a given time.

These cases are monitored very closely by the Medical Advisor and
staff members from the Benefit Office to be sure costs associated
with and length of absence is appropriate for the illness involved.
The end result has been a 1.2% disability absence, which is more than
acceptable, ’

In Missouri, under the Retired Visit Program, 100% of zetirees are
contacted yearly by a representative from the Benefit Office to
answer any questions that they may have relative to their coverage
under medicel insurance, life insurance, etc., so as to be sure
unnecessery costs are not being incurred.

Unemployment Compensation Claims for unemployment benefits are
protested as to their validity with an end result that over 50% have
been disqualified and, therefore, the unemployment fund has not been
adversely reduced due to lack of management attention.
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An Attendance Awards Program was introduced in Missouri in 1880.
This program has contributed to a savings of over 775,000 employee
work days during the past 3 years comparing Missouri employees
incidental absence to the company average. Missouri averaged .7
percent incidental absence compared to 1.4 company average. These
results far exceed other major industries. -

Because of the success of the Missouri program, the Company has
adapted its concept and has established & company-wide Attendance
Award Program.

A telephone answering device was installed to enable applicants to
know what jobs are available and the qualifications that are needed.
This saves one half hour per applicant which equates to over 400
hours & month of lntervlewcr and staff's time.

Videotapes of various jobs are provided that allow applicants tc be
more knowledgeables and aware of job content thus allowing
applicants to make better decisions before accepting the job offer.

The Springfield Employment Office and Placement Bureau was closed
and the responsibilities transferred to the Kansas City offices. This
allows us to operate in a more efficient manner and ensbles us to
reduce the staff by seven (7) employees.

The Employment Office’s staff has been reduced by eight (8)
manegement and three (3) nonmanagzment employees during the last
two {;:s.m'l‘hh is an addition to the el'd'“tn (:1) omployos&:duenog
resul m closing the Springfi m ent ce an
Placement Bureau. o

The pn-omployﬁcut test has been modified to become mors job
related. This ensbles these tests to ensure the placement of better

qualified appnums

Reports have been standardized and combined on a state-wide basis;
thus, saving duplication. ,

Placement Bureau personnel visit outlying areas to test employees

who have requested transfers. This saves the Company money by

:il;:m meany applicants to be tested and interviewed at the same
e.

A procedure that will enable the depertments to select better
qualified employeas for transfers was initiated. This allows the
department to be more imowledgeable in their selections.

The Placement Bureau reports have been mechanized; eompared to
being done previously in a manual fashion.

The EEO Affirmative Action Hotline has been developed in the state.
This provides an opportunity for empioyees to pursue & complaint
internally. These complaints ere investigated and resolved where
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possible, thus reducing the necessity of the employee filing a formal
complaint with the government agencies. This procedure greatly
reduces the amount of time and money invoived in a formalized
- complaint, attending the fact-finding conferences, on-site premise
* visits and research and documentation of a large amount of
documents normally required in a government agency investigaticn.
This procedure results in a substantial saving to the company.

Department Network Distribution Services

- The Integrated Force Administration Mechanization System (IFAMS)
is used to mechanize the scheduling and forecasting of the Repair
Service Attendants (RSAs) needed to handle call volumes at the
Centralized Repair Service Attendant Bureau (CRSAB). This
forecast system is used to input half hourly calls and work volumes
from the ACD-ESS Management Information System (AEMIS) to
develop minimum quarter hour foree requirements utilizing past call
volume trends. AEMIS supplies information on the number of calls,
the average number of seconds it takes to handle a call and the
number of RSAs required every half hour. The IFAMS forecast is
then matched to employee tour preferences in the AEMIS assign
program to provide the most cost efficient twenty-four hour
coverage. Without these two systems dozens of manhours would be
required each week to even approximate the force requirements.

- Several technical training courses are available, specifically designed
for construction forces. All Cable Splicing Technicians initiaily
receive two weeks of basic cable splicing training and after
approximately six months experience on the job they attend & cne
week advanced splicing school. Other courses designed for specific
needs include fiber optic training and line construction. Suppliers of
test sets and specialized equipment also provide training on the use
of their produets.

- LMOS and MLT training for both maintenance administrators end
ors is an on-going activity. Since the introductions of
mechanized Repair Service Buresus in Missouri, initial training and
subsequent updates have been a continuous practice. .A computer
training data base is used to give trainees "hands on” experience with

a dats terminal, - :

= A recent innovation in technical training is the Warkeenter
Information Package (WIP). These packages consist of & slide/tape
presentation to be presented by the first level superviscr &t the
gerage location. WIP topics range from the proper installation and
use of new or complex hardwire, to particular rehabilitation
techniques, to safety subjects. WIP can be used for initial or
refresher training and has been very well received in the field.
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The Cable Repair Force Mansgement Plan (CRFMP) was introduced
in 1978 in order to provide information for better management and
utilization of cable maintenance forces. It provided for forecasting
of force requirements, for scheduling purposes and for performance
measurements of supervisory groups as well as individual technicians.
CRFMP was subsequently mechanized and the scope of the
information was broadened by the Cable Repair Administretion
System (CRAS). CRAS went on line in 1982.

The Mechanized Repair Porce Administration System (MRFA) weas
designed so that available data could be utilized as a forecast tool for
future work loads. By using the information provided by MRFA, we
are able to more accurately predict repair demands and adjust our
work forces to meet those demands.

This mechanized system of forecasting has replaced a manual system
which required several hours per week of manual computation.

Distribution Services Engineering Center Technical Training is
provided to all mansgement and non-management personnel. This
training is a formal, instructor lead program. Currently there are six
non-mansgement courses, one week in length; seven management
courses, one week in length; six management courses two weeks in
length; and one management course, four weeks in length; on-line.
These courses are conducted away from the work environment in a
formal classroom setting to eliminate distractions and improve the
learning process. Each course is structured to achieve meximum
work process familiarity and to maximize productivity earlier, reduce
c:: rates in jb performance and improve overall customer service
5 ts,

Loop Assignment Center Technical Training is provided tc all
management and non-management personnel. This training is a
formel, instructor lead program. Currently there are four non-
mansgement and two management courses, one week in length, on-
line. These courses are conducted away from the work environment.
in a formal classroom setting to eliminate student distractions end
improve the learning process, These courses are structured to
achieve maximum work process familiarity. and to maximize
productivity earlier, reduce ecror rates in job performance and
improve overall customer service results. .

A wide veriety of technical training is provided for our Installation
and Maintenance (i&M) occupational and management perzonnel at
the Southwestern Bell Center for Communications Technology. Over
35 couraes are offered in this area, ranging from a "Basie Electricity”
course to the more complex "Noise Mitigation" course. There are six
training locstions within the five state region. Additionally, in order
to reduce training costs, those courses that are considered high
density courses are available to be suitcased to field locations for
presentation.
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- There are several technical training courses available specifically for
Cable Repair Technicians (CRT's) and supervisors of CRT's. These
courses range from basis courses in cable repair fault locating to

- more specialized courses such as air leak locating. These courses
involve "hands-on” training using test sets and equipment used on the
job to locate and fix trouble. Supervisory training is conducted on sir
leak locating and cutside plant rehabilitation techniques.

- A Construction Force Management Plan has been implemented. It
provides management with methods for:

Improved job planning
Porocasting force to match load
Tracking job

Assigning penomel a full day’s work
Identifying delsys or roadblocks
Performance analysis

- The Assignment Force Mansgement (AFM) Plan was implemented in
1981 to obtain maximum performance and improve control of the Loop
Assignment Center (LAC) operations. The benefits derived {from the

plan sre:

nepogp

Forecasting fcree to match load

Improved load forecast

Actual force and load tracking

Improved work force management

Improved efficiencies and identification of roadblocks

Improved productivity levels

=  Reorganization of Network Distridbution Services (NDS) Installation

and Maintenance (1&M) districts and staffs in Missouri has resulted in

a reduction of the number of districts and staffs. By increasing the

) managerial span of contral and consolidating cable maintenance

functions into I&M districts, we have reduced I distriets in 1979 to 10

in 1983. Similarly W meanager's 1&M staff was eliminated

with the state I&M ming the functions previously performed

by the general manager's staff. This was sccomplished withcut
adding any people to the state IXM staff.

- The work force used to test trouble reports in our Maintenance
Centers on subscriber lines hes been changed from one composed
entirely of craft technicians to a clerical work force. With the
introduction of the Mechanized Loop Testing (MLT) system testing
and basic interpretation of test results have been mechanized.
Testing is now automatically done on most trouble reports.
Substitution of clerical for craft employees performing this funetion
hes reduced expenses,

.l O o 8 ol
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Department Network Switching

The implementation of mechanized systems mentioned in eategory !
has helped in centralizing many of the functions of Netwark
Switching. Separate work groups such as Network Administration
Centers, Special Service Centers, Automatic Message Accounting
Control Center, Minicomputer Maintenance Operations Center, and
Trunk Operations Support Center perform specialized tasks. This
functionalization helps to more efficiently utilize the work force.

Technical training in the rapidly changing communications field is an
important part of the Switched Services Section. We utilize training
paths to keep both our nonmanagement and management personnel
technically qualified to perform their jobs effectively and efficiently.

1882

Nommanagement Technical Training Hours §8,004
Mansgement Technical Training Hours 23,200

These hours represent forty-one (41) man years of our force of 2,584
people in 1982, Nineteen eighty-three (1983) training requirements
are up slightly over 1982 due to special service training requirements.

Depeartment Operator Services

Mizsouri Operator Services force level has trended downward over
the past five years. As a result of centralization, mechanization and
the continuing efforts and improvement in the efficiency of our
operations, we have realized sbout a 7% reduction in ferece. A
portion of the reductions include transfers (some of which are on &
temporary besis) to outside departments within the state and do not
necessarily reflect net losses for Missouri. This force savings
translates to a signficant savings in expense requirements. The
benefits associated with these employees also reapresents a
substantial dollar savings.

It should be noted that the changes we have implementad have
enabled us to handle calls with fewer employees while continuing to
provide consistently high quality customer service.

Missouri Operator Services deveicped and implemenied training

programs to provide expertise for effective job performance for both
management and nonmanagement employees,
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Department Centralized Services

- Overtime controls were established and are closely monitored on a
. weekly basis, Overtime benchmarks were initially established in 1981
which require the fifth level's written explanation to the Vice
President-Missouri when overtime results for a given week exceed the
benchmark. T

- Since December 1979, through June 1983, we have reduced 1144
employees. Force reductions in 1982 were 2206, which smounts to an
estimated savings of $6,534,686 in 1982. These reductions were
largely accomplished by introduction of mechanized systems, office
consolidation and increased span of control.

Department Business, Residence and Public Services

- Business Service Centers, Residence Service Centers, and Public
Service Centers were created as separate entities beginning in 1978.
This functionalization offered customers more expertise from the
individual groups of employees.

- Functionalization continued as service representstives were aligned
in Account Inquiry Centers or Demand Sales Centers. This
specialization provided a more efficlent means of training employees
to better serve the customer.

- Within the Business Services Center, the Service Order Entry Center
for Special Services (SOEC/SS) was created. The SOEC/SS handles
formatting, typing, and completing all orders that require processing
by the Circuit Provisioning Center.

- Business Office Consistency of Answer Measurement Plan (BOCAMP)
is a method of access measurement that uses the percentage of time
that all positions are busy as the besic indicator of sccessability to
owr business offices. BOCAMP can be used ss a tool to monitor,
during the day, availability of open customer lines, to provide
representatives with closed time to perform clerical funetions, and to
assist in managing force levels,

- Staff functions of the Business Services Center were consolidated to
form one centralized staff. In 1881 there were 12 staff management
employees. As of July ], 1983, there are four management employees.

- In 1981, to reduce training time and aid in force ratention, the 13-
week initial business school was reduced to six weeks with special
packages given as career paths dictated. A new self-paced modular
training concept has been trialed and will be the training vechile used
for Missouri. It offers the BSC more flexibility as the number trained
can vary, where previously a full class of four was required. The
instructor-to-student ratio is now incressed to six-to-one. In
conjunction with centralization of the training function, maintenance
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of service rep reference handbooks was transferred from the Missouri
staff to the Centralized Training Group.

- Over & three-year period, centralization of staff and streamlining of
course content were undertaken to increase the efficiency in training
Missouri BSC employees. In 1980, training staffs previously
functioning in Kansas City and St. Louis were consolidated into one
statewide district. In Janusry 1982, the training function was
centralized further and transferred to general headquarters, reducing
the number of training staff (management) on the Missouri payroll
from 21 in 1981 to O in 1882. '

- Consolidation of two outstate Business Service Centers, St. Joseph
and Sedalia contributed to an increase in span of control.

=  Assistant Manager Job Design (AMJD) was introduced in Missouri
Residence Service Centers to further organize the assistant
manager's job. This functionalization of daily supervizory
responsibilities provides a minimum of two days per week for
"development of subordinates. This process promotes developing
service representatives to their full potential which improves service
to customers.

-  Business Office Cost Analysis Plan (BOCAP) is an internsl efficiency
messurement comparing state resuits to company results. The report
provides data for force management and forecasting. _

- In 1881 Missouri Public Services introduced public services sales
person trainirg foe all public telephone representatives. This training
course is an intensive two week course that provides the sales person
with written, oral and practical demonstration of the skills and
knowledge required to effectively sell public telephones. The
training is directed towards the four major areas of the sales person's
responsibilitys  ldirect selling, 2)handling operationsl prebiems,
3)work planning and {)tactical sales planning. Sinee the introduction
of this training we have improved public services revenue per station
and reduced sales expense per station.

- Due to mechanization enhancements in Public Services many manuel
tasks have been eliminated thereby reducing employee force. Sinee
1980, the state of Missouri has reduced their force by three coin
collectors and two key clerks. In addition, over the last four years,
productivity has incressed spproximately 18 percent, thus our number
ef collections have been increased significantly with no forece
additions,

Department Business Sales

- Programs have been initiated over the last two years in particular to
significantly reduce staff levels, During this period over 200
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Marketing staff positions have been eliminated and personnel
reassigned. Examples _fouow:

Staff personnel in state marketing organizations have been virtually
eliminated, with the Headquarters staff performing most of the staff
support work for sales personnel in the five state region.

Three districts in the market management organization were
combined into one (with corresponding reductions of second and first
level managers and clerical support).

The Sales Tactics District was reduced by eight empioyees.

Headquarters staffs for service center and sales support have been
merged. Subsequent re-assignment resulted in a reduction of one
District Manager, four Staff Managers, and two Staff Supervisors.

The Marketing budget staff has been centralized, resulting in a fifty
percent force reduction in the financial analysis ares.

-All Marketing management payroll work has been centralized,
thereby reducing clerical overhead in field sales offices. This has
also decreased payroll errors and has ensured proper salary
treatment.

Extensive Business Sales treining curricula have been developed to -
ensure a professional saies force. Major attributes are as follows:

a. Job experience within the past 18 months in the job title
which will be taught.

b. Sucecessful completion of instructor curriculum. -

¢. Individual certification on each course.

These qualificetions are rigorous but they produce Individuals with
the background and expertise to meet the training needs of the
students. The process has upgraded the quality of instruction and
therefore the quality of the training program.

During the last {lve years training delivery has baen cantralized and
standarized to ensure that each employee receives the same amount
of quality of training. The centralization has led to savings in the
cost of facflities end supplies and has afforded efficiencies ‘in

scheduling.

Associate Account Executive Program is an apprenticeship for newly
hired or appointed sales people which establishes a clearly defined,
comprehensive program of combined classroom and field training.
Expectations for participants are specifically outlined end critical
checkpoints during the program are used to evaluate the progress of
each student.

Computer Mansged Delivery of Training combines self-paced
instruction with ecomputer provided testing for sales personnel.
Because of the individual nature of the training, it can be studied st
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the student's discretion within the student's work facility. The
primary savings from this program is reduced travel expenses.

= . Sales Assessment assures candidates for sales jobs are screened for
sales potential before acceptance. This screening process uses
proven personnel assessment techniques to ensure & higher success
rate for applicants, thereby holding training and development costs to
the minimum.

Department Directory

- A staff of sales managers deliver Initial Sales Training to new
directory representatives. The training consists of six weeks of
intensive instruction on how to sell, the use of mechanized sales
systems, product knowledge, the principles of advertising and Yellow
Pages specifications and standards.

- Sales Management Training is conducted by the Directory Learning
Center staff. Cizrent training (recently expanded from four to
eleven weeks in length) provides instruetion to newly appointed sales
managers and emphasizes time management, market managemeant,
personnel development, management skills, labor-management
relationships, sales leadership and problem-solving techniques. .

- FPield Sales Reviews program was recently improved throughout our
twenty-one premise sales districts, - Those reviews are made without
prior notice to the district to be réviewed, and that distriet is
subjected to a rigorous analysis of its current sales performance,
merket managemant, and personnel and skills development. The
reviews are conducted by the sales training staff and conducted as
recognized and needed, as indicated by current sales results and
production efficiencies. g

=  The Learning Center provides Field Sales Training packsges for use
&8 needed by line sales managers in the re-trairing of their sales
representatives. On-site training is also provided by the training
staff in the areas, for example, of good salesmarnship snd contraet
processing into mechanized systems.

- The Learning Center provides sales sids and promotion material to

field sales personnel in the form of brochures, testimonials, usage
studies, and motivational material to keep them informed of current

trends in the marketplace.

- Most recently, the Learning Center has designed a week-long
Comprehensive Meanagement Training (CMT) seminar, using the
business-case method, to which all management emplovees will be
scheduled in groups of fifty each. This seminsr will begin on
August 22, 1983 and continue into the second quarter of 1984.
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Department Comptrollers

- . Nonmanagment work groups have been redefined i the Data Center
Operations for the tour selection processes. The result has been an
increase in overall efficiency due to decreased turnover and training

requirements,
Department Comptrollers - Security & Claims

- All newly assigned security investigative personnel receive formal
training in basic investigative techniques and skills, in addition to
on-the-job training. Supplemental training in varicus management
and investigative skills, directed to improving methods, are also
offered and, in some cases, is mandatory.

- Selected security personnel have been trained in basic computer
security. This training has enhanced our ability to recognize
potential risk and more effectively deal with probable or actusl

problems.

- Claims department designed and applied training in claims adjusting.

: The course was designed with assistance of legal department. Most
claims jobs have been filled by lateral movement of ezistmg
Company employes from various departments.

- Effectiveness of training effort is demonstrated by reduced
litiga;lion. The number of dameage claim related lewsuits was down
22% in 1982.

Department Revenues & Public Affairs

- The Rates and Cost Studies section has orgsnized a centralized
clerical group. This allows the flexibility to move the work force to
the arees which require additional assistance during the course of
rate case activity.
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I. INTRODUCTION OF NEW TECHNOLOGY

" Operations Support Systems assist in efficiently handiing technical

and procedural work. These minicomputers are defined as small task
oriented computers normally dedicated to & specific function and
remain on-line at all times for their particular function. They are
segregated into two distinet types:

2. Data Processing - programmed to process data for
in-house functions regardliess of location.

b. Circuit and Message Switching ~ These are programmed to
do one specific function and allow for mechanizsation of
testing and tracking/monitoring functions previously done
manually.

Meny of these Systems are identified in Category 1.

Electronic Switching Systems (ESS) provide central switehing of
telecommunications in an exchange and has improved the quality of
service provided to our customers. In addition, ESS has reduced
maintenance expense through higher reliability, and it ensables the
centralization of meintenance administration through the use cf the

Switeching Control Centers. Several vintages of ESS hauve evclived -

from the initial 1ESS in the mid-1960's. They are as follows:

a. V1AESS - The Nec. IESS is an sutomatic common control
typ~ switching system used as a dial-to-dial replacement.
The system makes extensive use of solid state devices
with-rapid operating speed, permitting a relatively small
quantity of equipment to perform the control functions.

- As the No. 1ESS office calling capacity wes limited, the
No. 1AESS processor was developed ¢ enhance the No.
1ESS. The No. IAESS processor operstes much faster than
the No. IESS processor and occupies less fioor space. The
average call processing capacity of the Neo, LAESS
compared to the No. 1ESS is as follows:

No. lAESS No. IESS-SP
Peak Busy Hour Calls 240,000 120,060
Engineered Busy Hour Calls 180,000 38,000

d. RSS - The Remote Switching System (RSS) was daveloped
to replace small CDO entities in the 200 to 1000 line size.
The RSS will be a remotely controlled solid stete switched
network. A host office would control the RSS over a dats
link. Al of the features available in the host office would
be available at the RSS,

€. 2/2BESS - The No. 2BESS was developed to provide the
advantages of stored program control in smail to medium
line-sized central offices. The No. 2BESS is intended for
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initial installations in the 1000 to 5000 line range with
¢ growth capacity to approximately 26,000 lines.

d. No. 3ESS - The No. 3ESS is a compsct electronic

. switching system developed for application in the small
office market. Maximum ecapacity is 4500 lines, 11,000
peak busy hour calls. The system required minimal flcor
space, less than 650 square feet. The system is shipped
intact, completely assembled thus recducing installation
costs, The system includes maintenance eand
administrative features which permits considerable
remote control capabilities.

e. No, 4ESS -~ The No. 4ESS is a 4-wire electronic switching
system developed to meet the need for a high traffic
capacity system that could handis the projected growth in

toll traffic. The No. 4ESS capacities are as follows:

Busy Hour Attempts = 670,000
Terminations = 107,300

f. No. SESS/SARSM - The No. SESS is the most recent
electronic switehing system to be introduced. It is a
digital time division switching sysiem with the ability to
grow across the entire range of local switching cffices,
thus providing a significant benefit in terms of capital and
expense sa in the operation, sdministration and
maintenance of the offices. The No. SESS will handle up
to 52,000 lines with 8:] line concentration. The No. SESS
inciades a remote switch module (SARSM) capability via
T1 carrier facilities that provides the benefits of a modern
stored program controlled switching system in small
switching offices. The No. SARSM m the host SESS
resources and has a stand alone eapability. The No. §
’ : ARSM will terminate 4096 lines, eithough the maximum
pmueunmmtyn:suwwnm(mua
{ _ : line concentration ratio).

-  The DMS-10 is a time division (digital) stored program controlisd

switching system manufactured by Northern Telecom, Inc. The DMS~-

16 is used in Class $ offices where the economics justify its use, The

g maximum practical capacity of the DMS-10 is 6000 lh'm and 10,000
completed calls,

( - Use of digital technology, like the No. SESS/SARSM and DMS-~10, will
ultimately improve the service quality of the network while providing
cost reductions. Conversion of the telecommunications network te
an Integrated Service Digital Network (ISDN) will allew introduction

{ of new innovative services. Therefore, use of digital technology will
be the thrust of our network construction expenditures into the

future,

- The Cosmic Frame System was first pueed in operation in 1973. It
was the first major design change of modular framework and it
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provides an improved frame configuration for preferential
assignments, The terminations on the Cosmic Frame can be spread
{ across the entire frame system via a mechanized assignment system.
‘ This promotes a short jumper concept, prevents excessive jumper
. pileup and results in a 20 percent reduction in frame force size
required to maintain this frame.

- Initially Centrex was offered to larger businesses. It is e type of
private branch exchange in which incoming calls can be dialed direct
to any extension without an operator's assistance. Outgzoing and
intercom calls can be dialed direct by the extension user. There are

( two types of Centrex, Centrex CO and Centrex CU. Centrex CO is
centrex services provided by equiment located on telephone company
premises. Centrex CU is centrex service provided by equipment
located on customer premises. We are now offering & smaller version
of Centrex to the smaller business customer.

- Touch-'l‘on@ capabilities are being provided to step-by-step offices
via Teltones M-16§ Call Pro. This equipment ensbles customers to
have Touch-ToneS’ features at an earlier date.

- Local Measured Service (LMS) in today's rapidly changing economic
end business environment is more important than ever. For this
reason, Missouri has set up an accelerated implementation program
for Local Measured Service including all types of offices.

- Digital Carrier Trunk (DCT) interfaces the T-carrier line and the Neo.
IV1IAESS to achieve savings in equipment, floor space, wiring,
engineering and installation. By utilizing the DCT circuits, external

trunk units and trunk frames are not required.

- Direct Carrier Interface (DCI) with T-carrier features permits direct
control of T-carrier channel units by both the No. 2 and 2BESS
i processors. It merges switching and transmission functions ellowing
¢ the elimination of VVIBESS trunk circuits on many trunks using T-
{ carrier facilities.

- Subscriber Loop Carrier System (SLC or SLC-88) system is 2
subscriber carrier arrangement that can provide single-party, multi-
and coin services. It can also provide many special services
including Digital Data System (DDS) dataport by using standard D~
channel plug-in units. The system uses pulse code modulation for
transmission. It is designed to operate over standard or low power Tl
( - repeatered line facilities between the Central Office Terminal (COT)
and the Remote Terminal (RT). It provides service for up to 96
message telephone service subscribers.
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Dial Tone First (DTF) permits a caller to dial certain types of calls,
such as O, O+, 41l and 81l without an initial coin deposit, thus

improving servicing quality.

AMPS is a dial mobile telephone service. The AMPS concept includes
a cellular system of low power radio stations and a mobile switching
office. The use of low power radio signals, the ability tc have
numerous cells in an area and the switching capability of the office
combine to significantly increase mobile telephone capacity.

Plastic TI/TIC Apparatus Cases, a new modular family of T-carrier
apparatus cases that can house 25 Tl or TIC repeaters, has been
developed. They are of molded plastic construction and &re suitable
for both aerial and underground installations. Since the case is non-
metallic, it is considerably lighter and less expensive than the present
east iron units and can be installed with less effort.

Digital Facilities are & family of transmission systems capable of
carrying many types of communications signals, including voice,
digital data, facsimile and other services. All digital communication
systems have three common characteristics: (I)the transmission signal
is a series of binary digits, (2)different signals are interleaved into
high speed streams and separated at different destinations (time
division multiplexing) and (3)noise anc distorted pulses sre replaced
by new pulses through pulse regeneration at regular intervals siong
the transmission line. Typieal digital facilities include T1, Ti
QOutstate and T2 Cable Carrier, and 2,6 and Il GHz digitsl microwave
radio systems. All of these systems utilize D~type channel banks.

Lightwave Digital Transmission Carrier Systems such as T3 combine
the line terminating and multiplexing functions into a single umnit to
reduce the emount of terminal equipment required. This results in
significant cost savings, enabling economiec prove-in of ¥T3 on
relatively short routes. Cost savings and improved performance
result from the following characteristies:

&. Low transmission losses and higher capacity resuit in
fewer repeaters. The FT3 allows a 100 fold reduction in
monmmbc of outside plant regenerators when compared
to .

b. Wide bandwidth resuits in a facility with potential -for
serving future high speed data and video customers.

¢. Small cable size and weight not only make instalistion
easier, they can defer conduit reinforcement and reduce
loading on bridge

d. Immunity tc electromagnetic interference permits cable
routing through electrically noisy environments.

e. Noninductive characteristics mean no crosstalk, no hazard

: -from electrical shock and secure communications for
national defense epplications.

Digital Access and Crossconnect System (DACS) is & new type of
digital terminal in the facility network. It is not & direct
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replacement for, or alternative to, any single piece of existing
hardware. DACS provides the ability to access and rearrange the
DSO channels of DSl digital bit streams electronieally without

decoding and converting to analog signals.

DACS deployment presents the opportunity for simplifying facility
terminal configurations and reducing costs by, improving facility and
terminal utilization, improving testing and maintenance of facilities,
simplifying circuit provisioning, creating opportunities for new
facility network architectures and improving manageability of the
existing network.

D-Type Digital Channel Banks program began with the introduction
of the D} unit, continued technical improvements resulted in the
progressive development of the D2, D3 and the current standard D4.
The 48 channel D4 Channel Bank can be configured to interface
directly with the T-1 line (24 channels, T1C (48 channels) or T-2 (36
channels). It provides approximately twice the channel capacity as
the D3 in the same floor space and will use less power. Due to the
technical superiority of the D4, a D1 Channel Repiscement Program
was established. This program is a proposed procedure for the
systematic replacement of Dl Channel Banks with D4 banks which
have significantly lower maintenance and plug-in ccsts.

ESll, the Expanded Universal Emergency Number Service, is
operating in our two major metropolitan areas. This nationwide
telephone number provide direct access to a Public Safety Answering
Point (PSAP) “thich receives and responds to emergency calls from

- the public.

Department = Network Distribution Services

Mechanized Loop Testing (MLT) is 2 computerized system that tests
& customer's line on command and displays the results in easy to read
_format. Am system has been installed in Misscuri.

The MLT system has provided the following efficiencies;

& The customer’s line can be automatizally tested snd
resuits displayed to the Repair Service Attendant (RSA)
at the time ths T ouble repoct is taken from the customer.
The test resulis are also printed on the troubls report.

b. Retests of the customer's line can be made st any time to
verify, fer example, that the trouble has been fixed.

e. MLT permiis testing over an expanded geographical area.
Any terminal connected to an LMOS processor can use
MLT to test any customer line served by that processor or
served by any other interconnected orocessors. For
example, a set of interconnected processors provide
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LMOS coverage for Southwestern Bell exchanges in the
314 area of Missourii An LMOS terminsl in Cepe
Girardeau can test a customer line in Poplar Bluff with
the same ease, speed, and accuracy that can be
accomplished from a terminal in Poplar Bluff.
Consequently, the number of geographical repair dispatch
centers have been sharply reduced as this new testing
method permits wider coverage from a single center.

Mechanized Loop Testing - Version 2 (MLT-2) provides further
enhancements and cost reductions due to advancing technology.
MLT-2 has permitted the installation of mechanized testing in small
rural Southwestern Bell exchanges as well as enhancements to all the
other exchanges. MLT-2 also provides an interactive testing feature
wherein voice contact can be established with a repairman in the
field or & customer in his home while testing is in progress. The
:ddmon of MLT~2 permits the complete elimination of the manual
est board.

Elimination of manual test boards has made possible consclidation of
numerous maintenance centers (MC's). To date 22 MC's have been
consolidated into only 7. Current plans call for an additional
consclidation of 8 MC's into 3 before the end of the Ist quarter 1884.
Thus we will have 10 centers performing the functions prevxously done
by 30. This consolidation has meant increased operating efficiencies
as well as a force reduction.

Southwestern Cable Analysis Network (SCAN) is a computerized
system that utilizes existing automatic line insuletion test equipment
in each central office which we have implemented.

This system supports the timely dispatch of repair {orces to problem
areas that are identified by early morning test results or results on
demand later in the day and is accomplished as follows:

a. The test results which are sensitive to weather conditions
are accumulated normally in the early hours of esch
morning in the SCAN computer. This information passes
to the LMOS host computer where it picks up terminal
address information from the customer line records and
prints ocut on an existing LMOS printer in the eppropriate
dispatch center.

b. Whenever a preset threshold number of troubles is
detected in a cable complement, an Emergency Report is
immediately printed out in the dispatch cenmter. This
permits rapid detection of multiple cable trouble,

¢. The SCAN gystem permits early dispatch of cable repair
forces to the problem aress often before customers begin

reporting the problem.

Progum SCAN Testing (PST) iz an adjunct to LMOS that utilizes
MLT. ﬁrmiu a-dispatch center to establish a list of telephone
numbers LMOS that will self test and retain a record of
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. abbreviated test results. The list with its recorded resuits can be

! displayed when desired. Likely candidate telephone numbers for PST
are new installs, telephone numbers experiencing repeated troubles,
and reported numbers that test O.K. PST allows us to automaticelly
test a preselected group of numbers without making time consuming
individual tests. It has improved maintenance center productivity as
well as customer service.

. - The Southwestern Bell support staff in Missouri is always alert for

\ new developments in state-of-the-art technology regarding tools and
test equipment. A recent example of this is introduction of the
Western Progress Model 8000 which is $230.00 cheaper per test set.
Purchases of model 8000 test sets rather than the 145A during 1983
have resulted in a savings of over $22,000.

- A computerized cable pressure monitoring system which provides the
status of our cable air pressure system, thus eliminating the need to
dispatch personnel to manually check the status of air pressure
contactors, is being installed. It provides an alarming system that
can be used t{o alert the Cable Maintenance organization to cable
problems and also to enable them to approximate the location of air
leaks prior to a field visit. Many times we are sble to fix problems
before they are detected by our customers or before & minor problem
becomes serious. :

The Cable Pressure Monitoring System Is currently being
implemented in 50 wire centers throughout Missouri. The process of
manually determining the location of esble air leaks is very lsbor
intensive in today's environment. This mechanized air pressure
analysis system will provide significant savings in labor hours by
providing the ability to more directly determine the location of cable

air leaks prior to the dispatching of field personnel.

‘ =  Fiber Optic Cable due to its small size is being pluced in the local
( loop network in congested conduit runs to eliminate costly conduit
reinforcement. Piber Optic Cable will alsc provide high grade digital

services to subscribers.

- Pair Gain Systems (PGS) are electronic systems that sllow a small
number of wire peirs or optic fibers to serve a large number of
customers. For example, use of Subscriber Line Carrier 96 (SLC98)
provides 86 customer channels while using only 10 cable pairs, It can
also be used to provide 48 four wire digital special service channels.
Utilization of PGS defers and sometimes eliminates the need for
costly cable route reinforcement. PGS can also be used to provide
digital services to subscribers.

- Modular splicing technology is now used extensively to cut costs and
' improve service. Twenty-five pair modules are used to splice aeriel,
buried or underground cable. These modules provide the ability to
perform rearrangements twenty-five pair at a time by unplugging and
replugging modules. Newer cable plant can be peerranged in a
wireless manner because of the ability to plug ~ unpiug. The test sets
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used when splicing new. cable determine both the existence of
defective pairs and defective wire joints as splice is being made.
This insures a trouble free cable. The test sets used when
" rearranging cable plant maintain lines in service on & 25 pair at a time
basis and insure against reversal of tip and ring conductors. This
technology provides the ability to pre-connectorize cable in a factory
or shop environment thereby reducing the time and cost required to
splice in a field environment. It provides a trouble {ree method for
clearing cable ends and means that fifty percent of the splicing work
is already completed if the cable is extended in the future.

Our buried out-of-sight cable policy eliminates above ground splices.
It provides total out-of-sight facilities in urban/suburban areas with
pedestal and hard count terminals in rural areas, Splices are
encapsulated using heat shrink splice closures. This policy reduces
potential for cable damage due to weather, sunlight, vehicles,
workman activities, etc. Filled core cable is utilized, it provides a
more reliable facility for future application of loop electronics such
a® Subscriber Line Carrier 98 (SLC 96). This policy reduces cable
maintenance cost and eliminates the major sourcs of cable pair
problems by removing the above ground sheath opening. It also
eliminates the need for variocus sizes and types of cable pedestais and
permits the use of 4 inch pedestal to house terminals in rursl areas as
standard. This reduces pedestal cost and inventory of meaterials, The -
buried out-of-sight policy thus improves service while reducing costs.

A Pre-Term method is now being used in many areas where new
distribution cable is being placed. Pre-Term involves pre-splicing of
service wire into distribution cable at Western Electric including the
complete testing of cable, service wire and splices prior to field
delivery. Waterproof buried closures are provided eiiminating ail
pedestals and above ground splices which eliminates needs for
expensive splice pits to splice service wire to cable, Two or more
cable pairs are dedicated to each living unit. These cable peirs are
cut dead to the field which minimizes the extent of service outage if
cable is cut or damaged.” When using the Pre-Term method, cable
splicing is limited to reel end or branches. Pre~Term can be placed in
trench; plowed, pulled through bores, pipe, etc. Unused drops can be
stored in closures or buried and the locstion marked with an
electronic cable marker for future use. .

Connectorized Cable (Conecs) is factory pre~connectorized cable
primarily for use in the underground. It permits every other spilice to
be prepared at the factory and be plugged togather in the field
reducing construction intervals and manhours to complete field
splicing. It also reduces the time that 2sble is in the i00.2 account
(under construction) as well as job costs on 900 pair and larger

underground cables.,

A new method of pre—ccnnectorized repair of cable has permitted
faster restoration of cut cables at a lower cost. Short lengths of pre-
connectorized aerial or buried cable sre evailable for repairing cut or
damaged cable. Using this method on-sight sheath preparation to
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repair cable cuts is reduced by 50% and wire joining is reduced by
509%. Restoral of out-of-service conditions is done considerably

. faster and essier. This method assures that cable iz readily available
for repair projects and that repairman always has all materials
needed to repair damage. It eliminates purchasing and accounting for
eable on many individual orders, thereby eliminating the related
costs,

Department Operator Services

- The Traffic Service Position System (TSPS) uses electronic
technology to mechanize to the extent possible all operator handled
calls, This electronic system replaced the manual cordboards and has
greatly decreased the number of operator assisted calls handled by &
position, thus reducing the required operator work force. :

- Automated Coin Toll Service (ACTS) provides a means of sutomating
functions of the cperator on most coin paid toll ealls routed through
the TSPS. This feature utilizes the TSPS for call rating and timing
with the station signaling and announcement subsystem providing
announcements to customers and counting coins, The ACTS
capabilities are also used to provide notification and time-and-charge
quotations to noncoin customers. The implementation of ACTS
rﬁeed the amour:” of operator work time required to furnish toll
service. ' A

- Automated Calling Card Service (aCCS) is a customer dialed station
service whereby the customer provides billing information
_without operator- interventi aCCS automates those calls
oviginating from Touch-Ton sets and reduces, operator
requirements for those same calls from non Touch-'rw@ sets. It
provides operator savings through the elimination and/or reduction of
operator handled Credit Card, Collect and Third Number Station-to~
Station calls, Therefore both operator expense sevings and
equipment savings are realized.

- A companion feature of aCCS is Billed Number Screening (BNS). The
BNS feature allows customers to automaticslly deny billing of all
conventional collect and/or third number calis without actually
receiving the individual calls, BNS provides operator worktime
savings by reducing the called party rejection on ccliect calls and by
decreasing the need for operator verification on some third number
calls. The additional fraud control provided by BNS reduces fraud
expense in Missouri.

- Mechanized Intercept/Automatic Number Identification (MIS/ANI)
provides number change and disconnected station information. In an
MIS/ANI environment, a computer respends to the customer inquiry.
Operating expenses continue to decline as a result of continued
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conversions through the reduction in operator handled intercept calls.

= ° Current plans are to add an Autio Response System (ARS) to the
Missouri Directory Assistance #5ACD offices in 1984. The ARS will
relieve Directory Assistance operators from having to report
telephone number information to the customer directly. Rather, the
ARS will provide a computer voice synthesized response to the
customer. Consequently, operator work will be reduced. The
potential savings will result in a requirement for {ewer operators at
each site involved.

Department Business, Residence and Public Services

- Coinless Public Telephone Service (CPTS), or Charge-A-Call service
has allowed our customers to place calls on a eredit card, third
number billed or collect basis with no coin cash involved. The station
usec to provide this service is relatively inexpensive and easy to
maintain. Missouri has installed over 2000 of these phones
throughout the state aince 1980. This service has reduced our initial
capital investment and lowered our meaintenance expense while

. providing a growth in revenues. ‘

Depcrfme.nt Directory

- Bell/GRAFX is a publishing system not yet on line, but scheduled for
introduction in 1884. It is a fully mechanized system for storing and
holding art work for use in the Graphics Center. It is one of the state
of the art directory systems, developed for Bell dirsctory publishers
and funded under non-license agreement by SWB, among others, It is
one of the directory systems AT&T is required to transfer to SWB as®
& result of divestiture. .

Department Comptrollers

- MASS storage devices were installed. This is an IBM developed

. hardware subsystem combining the advanteges of magnetic tape with
disk technology producing a storage medium ecapable of high speed
access to large amounts of data.
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- Virtual Terminal Access Method (VTAM) technology was installed
[ which allows a single terminal to access programs running in several
' different IBM computers. This reduces terminal equipment
. requirements for Data Systems es well as communications front-end
requirements in the Data Center.

- The Bell Administrative Network Communicstions Systems (BANCS)

) software was installed which allows a single terminal to access
programs on different IBM computers and also computers

i made by other manufacturers (i.e., UNIVAC, Digitasl Equipment

Corp.).

- Installation of a new BANCS processor, a CYBER 1000-2, to replace
the two existing processors which primarily serve the St. Louis SORD
and Pre-BOSS communities reduces the cost of . providing on line
network services,

=  The replacement of IBM 168/370 and 3033 CPU's with 308I's and of
STC disk technology with IBM 3380's has permitted the Corporate
-Data Center to increase its workflow dramatically with minimal

additions to operating personnel.

2
¢
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OTHER COST REDUCTION AND REVENUE STIMULATION PROGRAMS
AND PROCEDORBS

P

Department Network Distribution Services

Dwring the late 1970's, answering of repair calls in Missouri was
consolidated into two Centralized Repair Service Attendant Bureaus
(CRSAB's). Previously this function-has been performed in over two

. dozen repair service bureaus throughout the state, The CRSAB is a

specialized work group which is able to perform this function more
sfficiently than many smaller locations.

The Centralized Audit, Parameter and Error Reconeiliation (CAPER)
center administers the data base for the Loop MWaintenance
Operations System (LMOS). Prior to 1982 thers were two CAPER
centers in Missowi. Consolidation of these centers into one center in
St. Louis has allowed us to reduce two mansgement and seven
clerical jobs. Consolidation has also permitted 2 reduction in the
total number of LMOS terminals required to perform the CAPER
function allowing these terminals to be used elsewhere.

Implementation of the Unrecovered Telephone Equipment Charge
(UTEC) teriff in conjunction with mechanization of accounting for
left-in taslephone sets has allowed ws to significantly reduce the
number of Equipment Left-In (ELI) clerks. Previously there were U
full-time ELI clerks in the state, now one person does this function on
a part time basis,

We are constantly striving to lower our overtime costs through better
force scheduling, careful appointment of service orders and repair
visits, and training to increase productivity. In the first six months
of 1983 Network Distribution Services used 24,384 fewer overtime
hours than in the first six months of 1982,

As a cost reduction measure, we have discontinued the produstion of
the Sorted Trouble History microfiche. The information found on this
fishe is available, arranged in a different manner, on another
microfiche file. Discontinuance of this file has resuited in estimated
production and distribution savings of several thousand doilars yearly.

We are realizing significant savings through the Defective Equipment
Replacement Program (DERP) and the Direct Delivery Service
Program (DDS). These programs allow customers with defective
telephone sets to return them to a Bell Cwrtomer Service Center for

. replacement (DERP) or to have a new set delivered to their home

with the defective set to be maliled postage paid back to us (DDS).
Cords are also maliled directly to customers with worn or damaged
cords. In 1980, DERP saved Missowri an average of 7000 repair visits
each month. Each year the number of repair visits saved has
increased. In 1983, with the introduction of products such as
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' converters to modularize non~modular outlets which allows more
customers to participate in DERP and DDS, Missouri is saving an
average of 15,395 repair visits each month throlgh July of this yeasr.

- We have implemented a program to locate protector inits on the
outside of residences and small businesses when possible. The
purpose of this program is to minimize the number of redispatches
required when customers are not at home when the repair technician
visits, Difficulty in obtaining access to a customer's premise may
prohibit clearing of a case of trouble on a first dispatch if the
protector is located inside. Protectors are now mounted outside on
new jobs or when the unit must be replaced.

- The Connect-Through Plan "No Break Ct" Policy provides reserved
conditions of Outside Plant facilities to a particular customer service
location which result in the following benefits:

a. Reduce facility "search” time

b. Reduce the time required to complcte both inward and
outward movement service orders

c. Eliminate or minimize break field conditions

d. Reduce installer cawsed troubles by decreasing the
amount of activity on individual cable pairs

¢. Reduce field visits to customers premise

f. Decrease Installation work load.

g Reduction in drop rearrangements expense

h. Better utilization of Dedicated Inside Plant

i. More timely and aceunte identification of relief

problems

=  The Work Authorization Management System (WAMS) is & computer
base program developed in the second half of 1882. The program was
‘ integrated with :sanual administrative functions for job scheduling,
print posting operations and interdepartmentsl reporting. Initial
phase one operations were fully implemented as of Janvary 1983 with
a mechanized data base for all work authorizations, providing
tracking and reporting requirements at all levels of mansgement,
Phase two is scheduled for implementation September 1983, to
mechanize functions of the Cable Transfer Administration Plan
(CTAP) and job scheduling. Benefits of this system are: .

8. Routine Work Authorization Becklog reduction 3551

b. Specific Estimate Work Authorizstion Becklog
reduction 230 -

¢. Overage Routine Work Authorization Reduction 3258

d. Overage Specific Estimate Work Authorization

{ Reduction 82
' e. Improved reporting efficlency and accuracy at all
menagment levels
f. More efficient and faster work autherization
reconciliation

g-  Rapid identification of problems and roadblocks
h. Automated tracking of information and problems  SCHEDULE 1-83
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( v i.  Better management of individual work authorizations

- This computer base program was developed and implementad in
existing Time-Share computer facilities without any addition in
personnel requirements. .-

- The Strategic Planning Guidelines for the Network is & methedology
to integrate all departmental functions in the planning and
( implementation of total network facilities provisioning of
telecommunication services utilizing the most appropriste
technologies available. Benefits of the methodology are:

a. Improved total Network facilities planning
b. More competitively priced services

c. Defined facilities provisioning objectives

d. Better utilization of existing Network facilities
e. More efficient application of new tachnologies
f.  Better interdepartmental coordination

- Long Range Outside Plant Plan (LROPP) is a methodology to provide
a fully documented long range fundamental plan, It establishes the
most economical, ultimate wire center configuration. LROPP
provides the direction based on overall company objectives, that ail
future facilities rehabilitation and relief projects should take to
evolve inte the ultimate configuration.

- Feeder Administration (FA) is a methodology for on-going
administration, current planning, design and implementation of
specific relief projects for the loop network feeder facilities. PA is
the vehicle to economically evolve the loop network from existing to
gtjlm:‘tc configuration base on the Long Range Outside Plant Plan

ectives.

- = The Facility Analysis Plan (FAP) is a methodology for reducing

' outside plant loop network operating costs. It includes procedures to
jdentify and treck the most costly facilities by geographical ares,
establishes priorities for detalled rehabilitation and meonitor the
results of implemented rehabllitation projects. The Loop Activity

. Tracking Information System (LATIS) and the - Loop Plant
Improvement Evaluation EPIB) are the major automated support ~
tools for this methodology, which provide the following benefits:

( 8. Reduces cversall loop plant operating costs
b. Improved rehadbilitation project pricritzation
¢. Improved short and term analysis of problem areas
é. Faster and more efficient post rehabilitation project
( analysis
e. Facilitates rehabilitation plus growth project combination
economical feasibility

- The cable mansgement plan is a computer based program which
provides for centralized tracking of ecable, cable stibs and lcad coils,
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' Use of the plan has aided management in sccomplishing the
following:

a. Reduction of monthly cable inventory

investment levels.
Exarple - Investment Level

July 1982 $2,396,1234
June 1983 $1,493,457
Reduction $ 902,777

b. Reduction of monthly carrying
charges on cable inventories.

Example -~ Carrying charges

July 1982 $ 78,012
June 1983 $ 23,185
Reduction $ 54,427

- Other sreas of inventory control include:

a. Reduction in the number of pole sizes and classes stocked.
b. Reapplying surplus material to other locations.
¢. Centralization of cable and pols yards.

- We will implement the Force Management System~-Network (FMS-N)
in the September/October, 1983 time frame. PMS-N works in
conjunction with ti.e Three Tier SORD (Southwestern Order Retrieval
Distribution System) and mechanizes the distribution of service
orders, FMS-N will dutomatically growp sarvice orders into logs for
installation technicians and route the logs te the printes at the proper
work center. This will eliminate the time consuning clerical process

’ of logging service orders and allow us to close owr originating

‘ installation control centers. Plans arse also being madas to conselidate
the completion installation control centers into the Maintsnance
Centers (MC's) to firther streamline the operation.

=  Consclidation of Loop Assignment Centers (LAC"S)- has resulted in
improved service as well as a cost savings. This conscilidation has
meant a reduction in LAC personnel while incraasing owr flexibility in -
scheduling LAC coverage., Work functions have been combinad and
we have realized Iimprovement in swpervisory ccoverage.
t Consclidation of LAC's has also cawsed & reduction in the number of
computer terminals and cireuits required,

- A Cable Transfer Administration Plan his desn implementsed in
{ ‘ Missowi. It provides an organized, systematic appreach for
. coordinating and scheduling cable and line transfer activity. The
purpose of the plan is to maximize transfer efficiency while redusing
roadblocks and customer troubles, The plan zails for participation by
all involved work %roqs (e.g., construction, engineering, frame,
special services, ete.) with definite milestones set for cach activity.
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! - Modification of Western Electric cable reel retuzns has resuited in a

; ! cost savings for Southwestern Bell. Cable shipped on cable reels
from the cable factory requires that the empty reei be returned to
the factory. Reels from many locations are consolidated to achieve
transportation economy. Western Electric has agreed to receive all
reels at the closest service center and give instant return credit. A
flat fee per 100 weight is then charged for the handling and
transportation to the Western Electric factories. Empty reels are

{ picked wp by SWB supply forces as new csble is delivered. The reels
are then returned to the closest Western Service Center for credit.
This eliminates the previous problems of reconciling credit
discrepancies. Credit is received at the service center as opposed to
previous credit for return when delivered to the cable factory. It has
meant a major reduction of empty reels in the field and a reduction
of dollars invested in cable reel inventory.

- A policy which limits the number of cable sheaths entering a splice to
2 in and 2 out has been established. The purpose of this policy is to
control the size of caovle splices, closure requirements and service
affecting problems associated with large splices, It alse reduces the
level of difficulty in performing splicing activities. The two cables
out may be load pots, cable stubs, or distribution cables. This policy

. permits faster splicing with fewer workman cawsed troubles following

a splicing operation.

- Condemning of existing splices is & policy designed to minimize
technician caused trouble associated with normal construction
activity., Basicelly it is the freezing of any futwe aectivity (e.g.,
cable rearrangements) in an existing aplice known to generate
numerous cable pair failures if re-entry is attempted. Correction of
the condition would require extensive manhours and expenditures.
The present condition is not cawing service problems and

tures to correct are unwarranted, Permanent records are
noted to identify these splices,

- Pre-assembly by Western Electric of all component plece parts for
bullding entrance terminals is now standerd. This includes all sizes
required including frame mounted assemblies. All. eable pairs are
either terminated on blocks or connectorized lor quick field
installation. Transportation on larger installations is from the
Wesiern Service Center to the job site. This has eliminated the
ordering, stocking, transportation and en site assembly of many plece

[ parts as well as insuwring a uniform quality produszt, It alsc reduces

rosp;ns:i time by eliminating & major porticn of manhours required at

the job zite.

( - PFacility Splices are now wsed to provide an interface between feeder
~ and distribution cable facilities. An appropriste size cabie stuwbd is

spliced into the feeder cable/s and is terminated in the facility

splice. Additions of distribution cable facilities or rearrangement of

these faclilities is performed within the facility splice. The facility

splice is a non-preswrized splice which eliminstes the need to place

swplemental air. sources on presssurized cable plant as in
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{ ' underground cables, All cable pairs in the facility splice are in
modules in numerical pair sequence. Once identified or tagged no
further pair identification is required. Rearrangements can be made
25 pair at a time without service interription. This eliminates the
previows need for stubs between {eeder cables to utilize cable pairs in
distribution cable facilities, It also controls ths size of splice and
splice closure required on feeder cables. In addition it eliminates
most requirements for reentry into feeder cable splice thereby

( eliminating cable pair and pair insulation problems in those splices.
The wse of facility splices has proved to be & cost effective means of
improving service to our customers,

- The conformance testing plan provides a methodology for testing new .
and existing subscriber cables wpon completion of newly constructed
jobs. This plan established criteria for correcting design, existing and
new defects in our outside plant. The result is an improved level of
service. During the fourth quarter of 1982 71,998 cable pairs in
Missowri were tested under this plan. -

- Pre-Connectorized Serving Arsa interfaces are now used reducing
cable splicing time. Western Electric now furnishes interfaces
equipped with terminal blocks mounted in the cabinet and with pre-
connectorized cable ends. The old cabinets required ordering of
individual piece parts to be assembled on site. Previous terminal
blocks were equipped with stubs necessitating a buried splice outside
the closure in & splice pit. The present configuration reduces both
placing and splicing manhows required. Coneecs (Connectorized
Cable) cabie can be ordsred and piugged into the pré-connectorized
terminal blocks,

- Fiber glass closure pads are now wsed instesd of concrete pads.

Large above ground cable closures require mounting pads which

‘ initially were constructed of concrete either pre-cast or made on-

site. A General Trades sipplier now furnishes an equivalent product

{ of fiber glass construction weighing 89 pounds or less. Use of this
. product has reduced ccsts snd the cocrdination necessary to install

the pads.

- Many of owr cables in areaz of new eonstruction are now placed ina .
joint trench with other utilities such as nion Eleectric or Laclede
Gas. This reduces our cost to plece the cable es well as insuring that
the cable is at a greater depth to give Increased protection from
{ being cut. It also provides for cut-of-sight plant and in most cases
insures the existence of a service wire to a new home before
eceupaney. .

! « A system of palletized reals of cable has resuited in cost savings.
- Western Electris Service Centers receive cable from the factory.

The Service Center then inspects and stores the material, reordering

any ‘damsaged material and processing the necessary claims. The

Service Center stages materisl (warehouses) and sequence ships it to

designated job sites on reguested dates. Cable s delivered on

palletized reels loaded by Western Electric whe bills for the material
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underground cables. All cable peirs in the facility splice are in
modules in numerical pair sequence. Once identified or tagged no
further pair identification is required. Rearrangements can be made
25 pair at a time without service interruption. This eliminates the
previous need for stubs between feeder cabies to utilize cable pairs in
distribution cable facilities. It also controls the size of splice and
splice closure required on feeder cables. In addition it eliminates
most requirements for reentry into feeder cable splice thereby
eliminating cable pair and pair insulation problems in those splices.
The wse of facility splices has proved to be a cost effective means of
improving service to owr customers,

The conformance testing plan provides & methodology for testing new
and existing subscriber cables upon completion of newly constructed
jobs. This plan established criteria for correcting design, existing and
new defects in our outside plant. The result is an improved level of
service. During the fourth quarter of 1982 71,996 cable pairs in
Missowri were tested under this plan. R

Pre-Connectorized Serving Area Interfaces are now used reducing
cable splicing time. Western Electric now furnishes interfaces
equipped with terminal blocks mounted in the cabinet and with pre-
connectorized cable ends, The old cabinets required ordering of
individual piece parts to be assembled on site. Previous terminal
blocks were equipped with stubs necessitating a buried splice outside
the closure in a splice pit. The present configuration reduces both
placing and splicing manhowrs required. Conecs (Connectorized
Cable) cable can be ordered and piigged into the pré~connectorized
terminal blocks.

Fiber glass closure pads arz now used instead of concrete pads.
Large above ground -cable cioswres require mounting pads which
initially were constructed of concrete either pre-cast or made on-
site. A General Trades supplier now {unishes an equivalent product
of fiber glass construction weighing 80 pounds or less, Use of this
product has reduced costs and the coordination necessary to install

the pads,

Many of our cables in aress of new construction are now placed ina .

joint trench with other utilities such as Union Eleetric or Laclede
Gas. This reduces our cost to place ths cable as well as insuring that
the cable is at a greater depth to give increased protection from
being cut. It also provides for cut-of-sight plant and in most cases
insures the existence of a gervice wire to a new home before

oceupancy.

A gystem of palletized reels of cable has resulted In cost savings.
Western Electric Servise Cantars receive cadble from the factory.
The Service Center then inspects and stores the material, reordering
any damaged material and processing the necessary claims. The
Service Center stages material (warehouses) and sequence ships it to

ted job sites on requested datea, Cable is delivered on
palletized reels loaded by Western Electric who bills for the material
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when delivered to jobsite and handles the empty cable reels. No
billing for cable reeis is invclved and the accounting process involving
cable reels is eliminated. This system increases the volume of cable
placed per day by reducing field handling of cable reels as well as
requirements for vehicles and cable reel trailers to transport the
material,

Department Network Switching

Deload Plans to Avoid Capital Expenditures - Deloaand plans in the
Springfield area allowed the 4ESS machine to be deferred 1-1/2 years.
Rehoming one-plus traffic to Moberly, Kirksville and Chillicothe has
also allowed us to defer cepital expenditures.

Department Network Planning

Centralized Storerooms allowed the Company to reduce personnel
required to maintain inventory and recuced field investment in
inventory and supplies. Storercoms have been centralized to aress
exhibiting the mest inward movament activity thus allowing stock to
be concentrated where most needad.

Local Switch Replacement Plarning (LSRP) system performs
evaluation and escheduling functions for - each defined bullding
replacement plan. This relieves the pianner of substantial data
manipulation and eomputations required by manual economic analysis
of replacement plans. Ths pianner is frse to be productive in the
application of knowledge judgment and skill needed for effectivce
modernization planning. -

Capital Utilization Criteria (CUCRIT) is a genaral purpose economic
study tool. It is used to evalunte the economics and financial effects
of construction elternatives,. CUCRIT ecalculates the net present
worth of expenditures, modified rate of return, net present value and
discounted payback period. In addition to the economic analysis, a
financial evaluation comprised of an incremental income statement
and annual return on net averags investment is produced, CUCRIT
can giso evaluate ownlng versus leasing decisions,

Long Range Switching Studies {(LRSS) is the standard tool for the
development of fundamental plans for the toll switching system. The
purpose of this system is to aid the Company in estimating the
network needs from five to twanty years in the future,

The MARK IV system-is a tool to help meet daily information needs.
Three different mechanized applicstions wse the MARK IY system.
They are Southwestern Construction Program Administration System
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(SWCPAS), Private Branch  Exchange Wiring List (PBXWL) and
Mechanized Information Retrieval Aid (MIRA). SWCPAS contains all
information on job record sheets and it can be formatted to meet
specific applications. PBXWL contains all vendor equipment wiring
list information and all customer related information. MIRA provides
access to the TIRKS data bases which contain assignments on carrier
systems, cables and termination and signailing equipment as well as a
al description of the associated {acility. All three applications
provide efficiency in information retrieval and report formatting.

Monthly Operation Report allows for the tracking and analysis of
construction expenditures on a menthly basis.. Through the use of
Southwestern Time Share System, each state has the ability to
record, compare and anslyze sctual versus budgeted expenditures,
project future expenditures and retrieve historical data. The
mechanized data base provides standardized moathly output reports
with the ability to program for s particular application. This tool
provides flexibility and eofficiency in the management of the
construction budget.

Custom Calling Services are a grow of features which are optional to
basic telephone functions that allow both residence and business
customers telephone dervices tailored to their needs for a minimal
fee. The various custom ecslling services can be purchased as a
package or individually. Those options have increased revenues along
with providing our customers more specialized telephone usage.

Facility Planning Sys:ams (FPS) is the standard Southwestern Bell
mechanized planning tool for current plenning. FPS is used to
summarize metropolitan and outstate facility and equipment
requirements by allocating forecasted demends. to predetermined
It is a cwrent planning tool which means that it covers a
five year time frame. (Current Year to Cigrent Year +4). The
system does not contain cost data or economic analysis capability.

Construction Budget Process was initisted for the purpose of
administering, on an ongoing basis, the cepitel program. This process
is constantly being wpgraded to assure the best possible methods of
compiling, analyzing and managing construction expenditwres. It is
through this management process that all planning efforts of all
segments involved in the Construction Budget f{inally culminate and
result in economic plan additions which meet customer service
requirements.

This activity evolves around maintaining individual records on each

job as outlined by the Joint Practice 80 routine. This job tracking is

proposed to be upgraded in the 3rd or 4th querter, 1984, with a new

. system called Construction Mansgement, Analysis and Provisioning
System {CMAPS).
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, Department Operator Services

" =  The Pinancial Performance Measurement Plan was designed to
identify and track the profitability of each TSPS and Directory
Assistance system. Both revenues and expenss categories are
considered in this measurement. The plan provides detail on expense
categories and is a very effective tool for use in cifice management.
It also establishes the accountability for the efficient operation and
optional profit contribution of eech system.

- The Directory Assistance Charging Plan furthers the concept of
having the customer who used the service pay for it. Upon
implementation of the charging plan, the expected 50% reduction in
call volumes was experienced. The Operator Services organization
realized force reductions which translated to expense savings as a
result of this plan,

- As a resuit of the aforementioned operational systems and
mechanization projects, Missouri Operator Services has and continues
to consolidate and close offices in order to improve its managerial
efficiency. Nearly 20 remote cordboard offices were clcsed as a
result of TSPS and DAS/C machanizaticn. A reduction in overhead
expenses also resulted. ~

- Within Missowri, two Message Investigation Centers (MIC) have been
located at St. Louls c1d Springfield to investigate umbillable toll
messages, customer claims and toll fiaud. Consclidation of these two
MIC's willi complete in September of this year. Force reductions
were primarily due to:

¢ a. The reduction in celling card fraud messages due to the
implementation of the Bliling Validstion Application
(BVA) featwre of automated Calling Card Service.
Collect to coin message rejests alsc have decreased due
to the:BVA,

b. The reduction In Bili-to-Third Number pre-billing rejects
and customer claims due to the operating practice change
initiated 4/1/83 tc requive positive acceptance of charges
prior to completion of Bill-to~Third Number calls from
public telephones.

- Further improvement in MIC productivity wili be realized in 1984
with the introduction of Phase I of the Mechanized Toll Error
Corrwction System (MTECS). This i3 a computerized system which
will integrate the message {nvestigation and frauwd control activities
wing a data base and accass terminals rather than the manual
investigation of EDP tickets rejected in the billing process.
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' - Purther plans for fourth quarter 1983 include the consolidation of the
two TSPS systems in St. Louls tc one system by using new technology
to-expand the computer real time capacity o only one of the systems
with a newly developed 3B processor, The effect will be a significant
reduction in capital investment required tc provide service both short

and long term.

-~  Missowi is currently the host state for the following multistate
! operations:

a. Hotel Billing Information Center (HOBIC)

b. Mechanized Intercept System (MIS)

¢. Data Base Administration Center (DBAS)

d. Message Investigation Center (MIC)

e. Mechanized Intercept System/Rate Quote System

A procedure has been put in place in Missowri to insure that
compensation is mads for services that we provide for the customer
of other states. Whilo savings are realized by each state through this
centralization, the provation of expenses and benefits to the served
states insure that Missouri rate payers do not pay for calls generated
outside Missowi. Billing amounts are based on studies of volumes or
- usage in each system. A monthly transfer is then prepared and
processed through Comptrollers to credit Missouri as the host. .

- The centralization of Rate and Route traffic in Morris, Nlinois also
results in savings for Missowi Operstor Services. The Rate and
Route calls can be nandled more afficiently in a mechanized large
team environment vs, small operater teams in each of the individual
states. Missowi Operator Services is dilled quarterly by Illinois Bell
for providing this service.

’ -  Control of travel and other miscelisneous expenses is stressed in
Operator Services. Conference calls are imed whenever practical to
eliminate travel expenses. When travel i3 necessary, employees are
advised to uss car rental ageneies and lodging that offer the best
contracted corporate retes. When possible, employees schedule
meetings in such & way as to eliminate overnight lodging and to
utilize discounted airfares. We have restricted the quantity of .
employees that attend each meeting and reduced the number of
conferences. :

| - To compile TELSAL rasults, several cost sfficient measures have
been introduced:

8. A computerized feecback repcet that reduces the paper
printing and shipping cost required by the previous printed
re

port.
b. Computerized reports eliminate a ten to fifteen day delay
in receipt required by printing,
e. Development of a batching program that facilitates the
- retrieval of TELSAM results taking advantage of the low

cost overnight computer usage time. SCHEDULE 1-91
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Reduction in the number of required interviews.
Questionnaire revised to eliminate generalization and
furnish more detailed feedback.

f. Computerized TELSAM analysis reports.

o

Department Centralized Services

The Investment Tax Credit ITC) program resulting from the Revenue
Act of 1978 and the Energy Tax Act of 1978 has contributed to
significant savings for the customer. Specified items of new bullding
construction are candidates for tax cradit. By performing  detailed
analysis of all new construction, ail allowable credits are claimed for
federal tax deductions.

Owr centralized Furniture Warehouse Facility results in lower

furnituwre costs, improved Nenitive rewe applications, maximizes
available office spece utilization, and minimizes book investment in
the furniture account.

There are significant savings associated with large scale unit cost
contracting in the Real Estats and Architecture erganization. This is
separate and spert from the commeon practice of competitive bidding
of large construction contracts. In the day-to~day business of
handling miscellaneous office rearrangements and repairs, the same
generic type trade services are required. Over a period of time, we
have collected a history of type and guantity of services. We are,
m!on, in & position te bid cut a unit cost contract for generic
service,

The Real Estate and Architectura organization mansges two
programs that contribute to qost saviags in cwr physical plant.

a. The Bullding Energy Management and Redesign Retrofit
(BEMARR) program entails an analysis of previowsly
installed building equipment to determine if there is a
short term payback for modernizing the equipment. The

industry inveived in the design and manufactiring of

items such a3 bollers, eir conditioning chillers, fan
motors, ete., has advanced the technology as a result of
national energy consciousness. The BEMARR program
calls for a comparison of the cost for installation of the
state-of-the~art equipment versus energy savings, If
thg:ni: :d. short term paybaek, the building equipment is
re 4

b. Open :ipgcetphnnhg hes tbecn the standard for Missouri
Operations {or a number of years. Open space planning is
& bullding Interior design concept that minimizes
floor-to-celling building construction through the use of
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free standing furniture. There are cost savings associated
with this program through better utilization of floor
space.

In every major equipment or administrative building, there are
integral electricel and mechanicel swpport systems. Typical of these
are air conditioning chillers and air compressors, boilers, pumps,
motors, power distribution panels, etc. There are two philosophies
for maintaining these types of units - () preventitive maintenance or
(2) repair on breakdown. The most cost effective method is
preventitive maintenance. Our attempts at mechanized scheduling of
preventitive maintenance have proved to be very effective.
Scheduling the regular maintenance of these bullding support systems
through a mechanized program, has resulted in minimal equipment
breakdown, ‘

In the first quarter of 1983, the Building Management organization
implemented a Building Operations Control Center (BOCC) for the
State of Missowi., Throwgh the BOCC all dullding maintenance
resources can be dispatched to needed work locations. This is in lieu
of having dedicated forces to a specified bullding. This allows for
maximum utilization of available resources. More buildings and
bullding equipment can be maintained and operated with fewer

people.

A program cwzrently underwsy that.will produce significant savings is
Vehicle Scheduling Optinization (VS0). Currently all metropolitan
St. Louis and Kansas City media Distribution is handled "in-house”.
Intercity media distribution is hsndled through a contract vendor.
Through a centralized and mechanized modeling system, all delivery
services, not only media but aiso materials, can be accomplished
"in-howe" and through the moct cost effective route.

Fuel economy is an important factor in our overall fleet selections.
Our fleet administrators acted very prudently and wisely by
downsizing the company’s flecet, We purchase fuel-efficient,
cost-effective compect and sub-compect vehicles. Missouri
established a Miles Per Gallon Program as a way to conserve energy
and reduce fuel costs. Dwring short "Tailgate® meetings, we review
specific MPG results on an individual! vehicle basis,

A PSI (Pressure per Square Inch) Decal Program is a company policy
that requires placing a PSI Sticker on the wheel-well above each tire.
The correct PSI helpe the drivers to maintain maximum tire pressure
which reduces drag and saves gasoline.

“ We used the "Driving Difference Program® as a tool to improve the
- users' driving techniques. The program consists of a film, posters,
MPG calculators, and short "Tailgute®™ meetings. We covered

unnecessary vehicle idling, overleading, topping off, correct tire
presaure, and proper braking and scceleration,
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We wsed the "Take Off Weight Program® to improve fuel economy.
We reduced 100 pounds of weight from each vehicle which resulted in

a ;6% gain in fuel economy.

The motor vehicle control center concept is in service in Kansas
City, Missowri. All bill payment and motor vehicle repairs are
handled for all vehicles by this gperation. Centralized bill payment
enables the field user supervisors to devote their time in providing
service. Centralization of the maintenance relieves the field
supervisor of that responsibility. Tentative plans are currently under
consideration to implement this concept in St, Louls, possibly
sometime in 1984.

To develop a specialized material management organization, Missouri
established a Material Management district, This district has the
responsibility of providing to the wser organizations materials and
supplies in the most eccnomic way to meet customer service
objectives. The district has previded the expertise required to
efficiently procure, warchouss and distribute materials and supplies.

Missouri eggregated its station apparatus end associated materials

and supplies into central storercoms to reduce the number of stocking

locations. Central storerooms have enabled the investment in

material and supplies to be reduced. They have reduced the need for

:':‘mnan resources and they have provided better control over the field
vestment.,

The Missouri State Forecasting operation was reorganized to form a
third group entitled Computer and Data Support (C&DS). The C&DS
grouw provides complete date services for the Administrative and
Design Entity forecasters located in St. Louis and Kansas City.
These services include dsta ccllection, analysis, and input to various
mechanized systems. They aiso develop, test and implement
computer software &8 requesis arise. This reorganization of
forecasting personnel provides ths optimum usage of owr resoiwrces.,

Computer and Date Support forecasting personnel in Missourl have
designed numerous computes applications which daily eliminate many
tedious hours of manus! eaiculations for the forecaster.

A Mechanized Forscacting System developed by Administrative
forecasters provides computer sofiware to generate, test and analyze
forecasts of telephone revenues, gain and movement. The system ,
provides an efficient and consistent approach to forecast preperation ’
and documentation of methads wed. Uss of the system reduces both

on-line computer cosis and hows davoted to forecast production,

while enhancing forecsast anslyeis,

A mechanized data analysis, reporting, and tracking system created
by Administrative Forecasting personnel allows the computer
software to report and analyze the most ciurrently available actuml
data for telephone revenues, gain and movement. The system
provides both standardized display formats and analysis aids, Use of £ 1.96
SCHEDULE 1-
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the system saves forecasters time, results in consistent data analysis
methods and informs management of the cizTent status of revenues

and demand components of business operations.

" = Mechanized Wire Center Area Forecast Program was adopted which
reduced a three-step operation to a cne-step operation and increased
product time from five days to one.

- The Design Entity Monitoring Report is now being utilized by the
Forec group to eliminate manual posting and increase product
time from five days to one.

- Adopted a mechanized demographic report called ONSITE, which
provides a considerabie amount of data available on short notice.

- The Centralized Services Planning & Budget Analysis district is
proposing the purchase of & micro~computer which would cut down on

- toll cost incurred from sccessing systems via dedicated circuits., This
would be accomplished by down-loading data from existing systems

(i.e., STS) to the micro-computer for manipulation and analysis. This
micro-computer wouid also improve effice productivity by we of its

word processing capabilities and would increase flexibility in

producing ad hoc raports for upper management.

Department Business, Residence and Public Services

- Because SORD, PreBOSS and some other on-line computer
applications involve sizable networks, ws have developed and are
testing an on-going program to monitor terminal and eircuit
utilization, This program provides reguler reports to management on
the transaction volume and total wiilization time for each terminal.
This information helps us ensure efficiant use of the data network
and minimize ow future investment in terminal gear.

- For many years, we have maintained Miieage Bureaus in St. Louls and
Kansas City, equipped with maps and tcols to measure and quote both
local and interexchange mileage. Recently, we initiated using a
computer to measure interexchange milesge. We consolidated and
streamlined our Mileage Bureaus, and combined this function with
other operations. Now all mileage quotations are provided by a
centralized sowce in St. Louls, with a net saving of two employees. .

- When the two Dats Processing Centers were consolidated in
. 8t, Louls, a possible delay in receipt of important collection referral
notices {n western Missowr! cities was foreseen. To avold these
delays, & program was developed to transmit collection referral
notices over the SORD network, This allows immediate delivery to

all business office locations in the atate. SCHEDULE 1-95
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Personal Identification Number (PIN) ealling card service uses a
randomly selected fowr digit number combined with the telephoae
number to form a unique calling card number. This ealling ¢
system mechanizes and simplifies much of the ealling card tnmc
thereby reducing costs. It also decreases the loss of revenue
attributed to calling cerd misuse.

Billed Number Screening (BNS) is a featwre of mechanized calling
card service which provides the capability of preventing collect and
third number billing to predetermined telephone numbers. Effective
use and management of BNS deters and minimizes the growth of
uncollectibles resulting from fraud without affecting the growth of
viable service offerings,

Customers placing a long distance csll from a public telephone and
wishing to charge the esil to a third number must first have the
charges approved by someone at the third number. If an individual at
the third number does not answer and approve the charges and an
alternative billing cannot be arranged, the operator will not establish
the connection. This procedure is designed to help ealiminate
fraudulent billing of leng distance calls and protect customers from
having unauthorized charges sppear on their biils,

Unrecovered Telephone Equipment Charge (UTEC) was developed to
encourage customers o return disconnected telephone sets or, failing
:Mmm the costs of those setz frem the customers responsible
or

Brochures axplaining how to use custom calling features, which were

to customers inquiring ebout or subseribing to these
features, were replaced by a pege in the Customer Guide section of
owr telephone directoriss. The brochure production and distribution
costs, including postage, were saved. An additional benefit wes a
reduction in calls placed to our business offices,

As the result of & naticn-wide credit study, a credit screen was
established, This allows fair and equitable treatment of applicants
who are establishing new telephone service. This system allows the .
customer to establish a eredit rating and possibly aveid pcying a i

deposit, . :

An account growling system wes developed that utegorized
cwtomers by length of ssrvice and histery of denial of service.

Based on predetermined criteria, accounts are mechanically handled g
regarding past due mthu,mtmmmmawtm

and reclassification of eredit worthiness, This reduces manual
handling and aliows for equitable treatment of &ll customers.

Payments made at agencies were identifled as more costly and time
consuming to process than payments remitted by mail. To reduce
cost and processing time (which would increase cash flow) a payment
agency trial was implemented that would restriet payments made at
agencies to the full amount of ths biil, paid by the due date and paid
SCHEDULE 1-86
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with a return document. While this would only affect 10% of ouwr
customers paying at agencies, it considerably reduced the work this
small percent of customers was generating. The average number of
days required to process payments was reduced by L2 days. People
required to process payments were reduced by 4.

To cover the expense eassociated with dishonored checks, an
administrative charge of $6.00 per check was initiated.

Since it is less expensive to process mail payments over walk-in or
payment agency payments, a customer education campaign was
initiated. Not only does this reduce costs, it credits the customer
more quickly for his payment. Mail payments increased by 6%
between 1982 and 1983,

Direct Delivery Service (DDS) to the customer's premises or to a
particlpation agent via UPS is an option for delivery of equipment.
Use of DDS reduced the need for visits by installation forces, as well
as improved customer opportunities to realize savings in their
installation costs, T

Previously, final accounts were manuslly collected through letters
and phone calls, With the inception of mechanized /inal account
treatment, notices are gensrated mechanically at scheduled
intervais. Approximately §2% of all final billing is handled through
the mechanized system and- 82% of the accounts treated in this
manner are collected. If the business office is unable to collect &
final account, it is then referred to an outside collection agency.
Previowsly their rate of compensation was 50% of the collected
amount. We renegotiated 2il contrscts and reduced the rate of

compensation to 40%

Training for business office operations was restructured from an
instructor led to a self-psced mode. This reduced the need for
instrmmtors from one per avery {owr students to one per every eight
st ts, .

Authorization codes were eztablished as a mesns of notifying the
service centers of the type of equipment a customer desires.
Previowly orders taken ovsr the phone wers routed via a receiving -
only machine. With the we of this code, $750 per machine is saved.
(29 machines were removed in Missowd.)

In the past two years Missowi has trinled the operation of a customer .

|
|
services switchbosrd to handle metropolitan St, Louls customer 1
inquiries about new telephone instaliations, Calls which would have )

|

otherwise been handled by service representatives were handled by
FPBX attendants. Custowes’s received full information about

arranging service through PhoneCenter stores.

Standard measured service is en optional one party service offered
where facilities permit. It 5 an economical service for customers

whe make few outgoing locel calls, The local calls are rated
SCHEDULE 1-97
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according to four elements; time of day, distance of call, duration of
the call and frequency of calls,

A direct marketing/direct response center wes formed. This center
sends mail pieces to customers informing them of the availability of
the various services (l.e.,, TOUCH-TONESY, Custom Calling) in theie
area. This keeps customers informed of services available and
stimulates additional revenue.

Originally customer orders received in the Direct Marketing Center
were transmitted to the business offices via company mail. This
required extended due date-intervals. Since January, 1983, order
information has been transmitted via CRTS, PreBOSS
printers. This has aliowed for shortaned due date intervals, providing
revenue much sooner.

Gift certificates were introduced as & sales item for the purpose of
increasing long distance revenue. In 1982 over $§1 milllon dollars in
certificates were sold. Through the first six months of 1983 over
$800,000 have been sold. For every $1 of gift certificates sold, an
additional $.75 in incremental revenue is generated, '

PhoneCenters/Service Centers and Customer Participation Agents
were established to afford cistomers the opportunity to participate
in installations or changes of equipment. This reduces their charges
for installation visits and saves them money.

Reduction of the cwmtomer repcrt rate has sllowed the COIN 1&M
forces to be reduced by tweo exchenge repairmen in the last twelve
menths,

Enclosure Refwrbishment Program: This program has reduced new
eapital requirements by reducing new hases for telephone booths
and encloswes. This in future years will reduce new
purcihases by a minimume of 25%.

Employee Ride Days: This program utilizes management employees
to ride with occupationsl employees while they are performing their
notmal work duties. Upon completion of the review, the managers
eritique the day's avents and identify roadblocks that -hamper
productivity or inhibit revenue, cost or quality. This has
reduced workman caised errors and Increased sales by allowing
maaugcmcnt to pinpeint specifle changes and initiating cocrective
astion.

Telephone Off-Premisez Sales (TOPS) was introduced in July 1983.
This grouwp operates as & subsystem within the Publie Service Center.
The first priority of this growp is to function as an essential partner
to the premise sales group. This growpy hes reduced expenses by
eliminating unnecessery field visits, reducing overall elerical
administration time and minimizing wmprofitable coin stations by
denying service requasts. This system hes incressed productive sales
time by over 100 hows per week, which i3 the equivalent of over two
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sales persons with no incresse on a per-station basis, because of
market-specific targeting of high-revenue coin station prospects. -

Department Business Sales

- Work station terminals have been selectively introduced to second
level managers with heavy written correspondence requirements. As
a result, productivity has improved and this program has reduced the
number of drafts to produce a final copy, resulting in less clerical -
requirements,

- The establishment of mechanized mailing procedures for mass and
selective mailings of eritical information to the field sales force has
resuited in more timely delivery of information and no increase in
clerical help.

- All reveimc, expense and force-related programs have been converted
from outside venders to internal systems,

- The ordering of sales aids has bean centralized, allowing shipment of
broken lot quantities to individual seles offices; thereby minimizing
total number ordered.

- The Scuthwestern Personnel Locator end Undistributed Message
System (SW/PLUM) has been installed in metropolitan sales offices to
electronically process messages and telephone answering., This
reduced hg\e number of elaricd personnel required in paper message
process

- An electronic mail system connects ali Sales Offices to decrease
response time for mailing correspondence, reduce carrvier costs, and
trensmit marketing information required for sales more quickly.

- Centralized word processing is wad to reduce letter processing costs.

- From May to December, 1982 the Residence Direct Marketing
channel generated $81,747 for Custom Calling Services and $58,040
for Touch-Ton Dwing the first four months of 1983, we have
already generated $102,83L in Custom Calling Revenue alone, and
results ot the Touzh~Tonel¥ program are not in yet. This increase in
revenues, (an almost douwbling of CCS revenues), was accomplished
without increasing force. . »

- The Direct Marketing distribution channel (Residence) realized a
savings of 26% in postege costs for Missowrl programs by carrier
route sorting owr melling lebals,

- The Direct Marketing Distribition Channel (Residence) hendles
rwonus to programs implemented in all five states of the company

. must transmit order information to typing locations
eompuny-wlde. Since Jaunuvary, 1983 order informntlon has been
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transmitted via CRTs, instead of mall, utilizing the Pre-BOSS
network and defauit printers at various typing locations. This has
allowed us to shorten the due date interval to three days from ten,
providing revenue that much soconer. )

Missouri customers have been notified of the availability of Local
Measured Service (LMS) by Direct Marketing programs. The mail
piece provides the information necessary to elicit a buying decision.
From July, 1982 through June, 1983, 4,563 residence customers
changed to LMS by responding to our mall pieces. During this period,
we have 30ld 28% of the total LMS lines in service.

In order to incresse revenues in the Residence Service Centers
(RSCs) in Missouri, a sales incentive and motivation program was
developed and implemented in July 1882. This program continues to
have a positive impuct on seles revenues. To provide further support
for the RSCs, programs directed at increasing sales expertise and
maximizing productivity have also been implemented. For the last
twelve months, all programs have produced $3.9 million In
incremental revenue and did not necessitats a force increase.

In the area of revenue stimulation, energy conservation and time
management, we have implemented the concept of teleconferencing.
Teleconferencing has been used to introduce our sales force to its
application. Variow efforis ars ncw being implemented through the
use of teleconferencing. For example, taletraining is being developed
for approriate courses for internal use. Teletraining should eliminate
travel time and significently reduce training expenses.

Sales stimulaticn programs have increased the sales of most network
services offerings. Fer the period from 1980 through year end 1982,
Missouri sales of the following products registered these increases:
QUtWATS, 70.2%, 500 Service, 10%, Dataphone Digital Service - 36
kbps - 200%, Dataphcne Digital Service - low speed - 466%. (All
products above are intrastate offerings.) In addition, despite a
capped inventory as a resuit of Computer Inquiry II, close to 98% of
the base of existing Customér Premises equipment has been retained.

The institution of several miscellaneous expense control programs -
and tight controis over personnel replacements have resulted in a
totel company marksting expense budget underrun of $18.1 Million
w the ﬁrist :;x w!?&nm h::ulg“' Tgis includes a $4.1 Million
wn associat M operstions. Marke expenses g

for the first six months of 1883 in Missour] are $7.8 Mﬂuoul:*u
t’: $18.5 Mﬂtlkl‘:n {:r i;:hﬂ?f:m:i period In 1982. This is a 58% reduction

expense that is ¢ antly greater than can be explained by the
transfer of 45% of the Business Premise Sales force to American
Bell, Inc. as of December 31, 1982.

SCHEDULE 1-100




Missouri PSC Case No. TR-83-253/TR-83-288
Scheduls No. 7 (Barron)

Swpplemental

Page 85

IV. Oth. Cost Red. & Rev. Stim. Prog. & Proec.

Department Directory

- The Marketing Management group consists of six newly trained and
assigned directory market managere who have recently been placed in
esch of the company's six directory sales divisions. Their
responsibility will be to bring the market to the field; to conduct
market surveys and related research for the division; to generate
fdess for new products and work as lisson between fleld and
headquarters staff; to ansiyze local market competition and suggest
ways to meet it; and to identify problem aress, suggest their
solutions and explore now products.

- The new generation of telephone directories contain within their
covers products and services ancillary to White and Yellow Pages
listings and advertising. These include red print in the Yellow Pages,
Gold Pages couwpons, and specisity guides, maps and map locators.
These new products and services combine to produce extra revenue
for Directory.

- Yellow Pages Achisvement Awards Program stimulates sales by
recognizing, in the form of tungible rewards beyond salary and
commission, its superior performezs. These rewards include catalog

gifts, prizes at discount, plagues, rings, pendants, and other tangible
expressions of excepticngl performancs, '

Department Comptroliera

- The need for card handiing and reproduction was eliminated by
discontinuing use of merk-senss cards and implementing a new form
for recording gong information.

- Utilization of the recertification and replacement program provided
by Magnetic MNedie, Inc. saved epproximately $89,000 in -
rehabilitation coats, , .

- IBM CRT's were repisced with Memorez to reduce costs,

-  Utflization of SORTAUDIT (s software monitor tool) to analyze and
improve SYNCSORT pecformance, resulted in a savings of 27% in

CPU time.

-~ ' Installation of the Weldstron shrink packing system reduced costs of
material and cne elerk.

= 12 STC 8350 disk drives were replaced with (8) 8650 disks resulting in
greater capabilities and efficlency, SCHEDULE 1-101
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We reduced the force by one tab operator by installing an IBM 3525
card punch.

We dispensed with mechanical auto resets and a dopted a software
package from Telegenix for the SMS devices.

By using an IBM 277 as a remote conscle for the system, we
eliminated the need for Cosiscle EPQ to extend system cable to the
console location in Kansas City.

By combining the Functionai Aecounting Coordinator's job with the
remaining MR/IBPS Coordinaior's functions, we phased-out the
MR/IBPS coordinators job.

Rearrangement of workloed for the Joint Practice 76 force resulted
in reduction of two supervisory empicyees.

We eliminated one mansgement employee by combining the FAC
Center Unit with the Maintenanze Control Canter (MCC).

Consolidation of job responsibilitiss end expanded management
functions in Operations/Technical Support T-Tran group resulted in
the elimination of two mansgement positions.

We increased the span of responsibility and shuffled job activities to
reduce a night shift superviser and several clerical jobs in the Kansas
City Clerical Services division and Data Center.

Rescheduling wer Administration Disbursement Stpervisor's official
work hours helpod reduce overtime.

Reorganization of job respensibilities, moving methods work from the
Staff to the line organization, resuited in a reduction of clerical work

and a mors streamlined operation.

Reduction of retention requirements for PICS application database
image coples reduced taps requirements by 52 tapes. |

Conversion of MIRA print punch oulput from tape to mass storage
eliminated the e of nine tapes per night,

Print punch tape requirements wsare reduced by delsting tho print
punch step and creating fiche in FICS job IMS2131S.

One hundred (50) galiol drumse at $3.50 each were used instead of 100
reinforced cable boxes at $22.50 each.

Run time and upe reqtﬁrements of TMS maintenance were reduced
by increasing the biocek size of the data set,

Proceseing techniques in Kansas City were aitered which eliminated
the need for the following peripheral equipment: 1403 Printer,
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1416-1 Print Train, 2821-2 Conteniler, 2501 Card Reader, (2) 029 Card
Punchers, 129 Data Recorder, snd 084 Sorter.

- QSCANNER was used to look wp production sysout for resolution of
JCL errors, dumps, sysout verificetion and other problem solving,
which resulted in a paper reduction, decreased console operator filing
time, decreased operator verificetion time, and decreased
management howrs in probiem resolution, -

- We cancelled the installation of a 30330 in Kansas City and installed
a 168AP from a San Antonio office rather than paying a one-time
lease termination penaity in San Antonio.

- The number of 8350 disk packs required in Kansas City for the
DIRECT application wes reduced by rearranging the Telephone
Master File (TMF).

- An arrangement wes made with Raiston Purina Data Center to read
old tapes for us, eliminating the necessity of purchasing a downgrade
kit for our tape drives.

- Reusable nylon bags are used for mailing microfiche reports thus
saving the cost of new boxes and envelopes.,

= We hired an independent service bureau to zip code sort unsorted
customer dills, thus redueing postage costa,

-  SWBT personnel installed new twrnkey Spactron equipment which
saved $7,000 in instaliation charges.

- The retention period on print/punsh tapes were reduced thus reducing
the need to purchass more tapes,

- Procedures were implemented for sccommodating state Routine
Estimates from Missowi East/Missowi West estimates thus reducing
processing and tracking offarts by S0%.

- We eliminated the we of ammaonia absorber in the Computer Output
Microfilm (COM) Center by converting to external venting,

- We decreased microliche volume by changing Premise - Address
Listing from weekly to bi-waekly.

- Overtime was reduced by astepping w notificetion of additional
coverage requirements on all real-time applications.

- We eliminated the nsed Jor menagement and nonmanagement
. overtime within the Data Center, Clerical Services and Print/Punch
during BSDOPAC close by revising processing procedures to use
duplicate data bases.
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One disk pack was made avsilsbie for use on another application
(which would have had to purchase one) by rearranging data sets in
storage.

Output from revenue jowrnal programs was changed f{rom peper
reports to microfiche which produced substantial savings in paper and

print time.

We replaced some read/punch units with equally capable yet less
expensive units.

Replacement of Memorax disk equipment with STC disk equipment to
reduced machine and maintenance costs.

We worked intenssiy with the hardware vendor to dramatically
improve tape processing relisbility resulting in a substantial savings
in avoidance costs for equipment.

We reduced the retention period on SMF files from 45 to 10 days
thereby freeing wp numerous tapes,

A three month study was performed on read/create tapes as a result,
eliminated the 160C BPI (read/create) from all but ten of the Data
Centers one hundred tape drives. N

The rearrangement of current werk cp&aﬁcns for Independent
Company billing and settlement resulted in the reduction of one
management position.

We implemented UNIX, a work precessing system developed by Bell
Laboratories. Conversion to this system enabied the Data Center
operations to reduce one clerical posmun.‘ _

Because of the instellation of more efficient CPU complexes and
chillers, kilowatt hours and utility billing have been reduced. -

Tymshare expense was decressed by $100,000 for processing 1982
m‘twei inventory versus 188! inventory by incressed procedural
encies.

We amumed keying jobs for PICS, Business Marketing and Revenue
and Public Affairs from outsids venders, saving expense of
$100,000/year for these groups,

Inter and intra dopartmental meetings are held monthly, or as
needed, and are attended viz Beoll Teleconfsrence calls rather than
personal attendance to distent locations,

Training and tavel expenme have both been reduced due to
management's on-going efforts to ciwrd expenses. Special controls
have been implsmented to insure that ell levels of management sre
aware of any expenditures In this area and that all expenses are
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Consolidation of all payments for the 314 NPA in St. Louls and
implementation of improved procedurss for authorized agencies
allowed a force reduction of five in the state Centralized Mail
?cmitunce operations for an approximate loaded. annual savings of
116,745,

All furniture needs for 1983 have been met by utilizing furniture from
company surplus.

As result of a detailed study of tape drive ussge in Springfield,
6 STC 3420 tape drives were disconnected and removed from
maintenance contract.

Implementation of a procedure which ensbled the Voucher Office and
CADE growp to process three months of TYMSHARE billing as
sccruals and accrual reversals at end of year without keying the same
data six times, seved 120 clericai howrs.

We installed a device to COM Center’s processor drain plpe to
recover silver from original microfiche for resale,

Reorganizing the dishonored check investigation operations helped to
reduce the clerical force by one full time employee.

Reorganizing the voucher office operations resuited in the reduction’
of three clerical employess, two CADE operators and one first line

supervisor.

By improving mobile ticket procedures in Kanses City we reduced our
force by one clerk.

We reduced the Springfield force by three clerks and one supervisor
t!:owh improved offizisncy, work resrrangement and reduced
volumes,

We eliminated clerical intervention md re-entry of Private Line
service orders by mechanizing statistics for the CRB system.

Postage and paperA expense wers reduned by T-Tranning rather than .
mailing PICS/DCPR reports to other areas.

:; decreased reruns of PICS reports by mechanizing control card
ut, :

Substantiel savings in pesum expenses resulted from changing
procedures from meailing to T-Tranning other states' print/punch

tapes for TAS and MIRA (Mark IV Information Retrieval Ald).

" Conversation of several DIR/ECT (Directory Information Systems)
syscut reports from paper to disk flles produced a cost savings in
peper.
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- Substitutiton of Null Modem Cables and Modem Eliminators for
telephone company data sets provided operations/support for all real
time systems in St. Louis resulting in $223,000 savings.

- Implementation procediures to wpdate sll toll tabies through TSO
(Timki.ng Sharing Option) accessed data-sets eliminated key entry
wor

- A data base space utﬂiuetion program was implemented which
eliminated the need to reorganize two TIRKS data bases nightly, thus

redusing tape usage.

- Missouri Comptrollers Consolidation ~ Beginning in May of 1982,
Missowi Comptroliers began the precess of consolidating its
Missouri-East and Missowrj~West operations into a single statewide
organization. This has been the gingle most significant factor in
recent cost/force reductions. While a detailed account of
consolidation ecst savinge iz not readily available, the force
redustions made possibie by consolidation are as foliows:

Managemant é2
Nommnagement 23
Total 133

Dopcrtmuit Comptroliers - Secuzity and Claims

- The damage claim group has consclidated the billing and collection of
claims by the company for property claim. The coliection rate for
these special bills hes gone from a 48% ecliection rate in 1979 to an
21% rate in 1982-1983. The sleims group has recovered $843,027.00 in
Missouri in 1982-1983. -

- Careful tracking of damage clsim histery will be wed to more

isely set risk retention lsvels, which should result in lower
e premiums,

) Department Comptroliers - Seaurity

= - lnvestigations are conducted to determine eriminal conviction record
existence on new employese and those transferring to new jobs. This
procedure reduces the risik of assigning sueh persons to jobs requiring
sccess to sensitive information and property, or contact with the
public.
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- Background investigations of potential contractors for company
business are conducted. These investigations are instrumental in
determining the potential supplier's ebility to providc the work,
service or product desired.

- Spocmc investigative teams have been assigned to develop the
jal expertise required to bstter serve the heterogeneous
dcpartmonts of our company. Geographic dispersion, size, task,
physical assets and many other factors, determine exposwre, risk, loss
and needs for protection. These specialized teams are avilable for
client consultation and training and for cese review and handling, as
necessary. Valuable time and mnoney savings are expected as a result

of this special expertise.

- Utilization of the Word Processing unit for routine corr
matters has resulted in saving time. Office personnel have used that
additional time to more effectively serve owr inc law
enforcement liaison function and to improve customer/client
satisfaction, without the nacessity of adding more personnel.

- Transfer, retirement and/or termination of employees who possess a
ent secirity clearance requires certain actions be taken (e.g.
termination of the clearance, etc.) to comply with federal
regulations. A current computer application (SPAN - Southwestern
Personnel Administrative Network) is being amended to
automatically alert ow office when these activities occw.
Considerable time, money and paperwork savings are e¢xpected to
result from this change.

-  Items which come into owr poesession (e.g. unsolicited gifts to
employees by potential suppliers, articles secured as the result of &
settied claim, &te.) that sannot be disposed of in other ways, are sold
at auction and the procesds applied as Extraordinary Income Credit.

- Travel to remote locations i3 controlled. Subject impact on the
company/public is considered and local mansgement assistance
enlisted to resolve issues, when possible, Preliminary toll fraud
deterrent activity is conducted by mail o telephone. Personal visits
are accomplished only when & sufficient number of cases to justify a _
trip are accumulated, or when the seriousness of the case dictates,
Physical secwrity inspections of remote {asilities are conducted in
conjunction with these tripe. Thiz procedure results in time and

monsey savings. .

= A program is currently being developed to computerize secwity data
to the maximum extent possible, That capability iz expected to
substantially reduce the amount of paper datg, suve time and improve

efficiency.
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W to more effectively satisfy our liaison responsibility with law
enforcement.

Department Treaswry

- The Deposit Reporting and Cash Concentration System (DRS)
provides timely notification to Treaswry and Comptroliers of
Customer payments deposited in banks in all five states. (In Missouri
41 locations deposit into 36 banks.)

Treasury wses the information to withdraw and use the funds quickly,
and Comptrollers wses it to update customer accounts and reconcile
billed revenues.

In addition to reduced employee man hours spent in bank balance
administration, an estimated annual savings of $625,000 (373,005 in
Missouri) has resulted from reduced bank balances and from
eliminating all cash in transit. -

Department Revenues and Public Affairs

- The development of sale prices to customers and vendors for inside
wire and howe cable has been both modeled and mechanized. These
steps have shortened the response time required to generate & price
quotation and thus improved the quality of service provided to
complex business customers investigating siternative suppliers of
customer premise equipment. ’

- The Outside Plant Broad Gauge Unit Cost Manua! is generated
annually using a series of computer program on the "in houss" time
share system. Mechanization of this costing manual saves clarical
effort and improves accuracy.

- The calculation necessary to develop & fair velue rate base has been
mechanized on the "in howse” time share system. This series of
programs develops comoguted mortalities, hm”wéhd reserves, wu;: g
trended original costs of telephone plant ices by deprec
plant category. This mechanization saves considerable time by
performing repetitive, complex mathemstical calculations and

_ printing the results in final format.

- The Extended Area Service/Originating Responxibility Plan
(EAS/ORP) requires the determination of a company's cost to
terminate calls when EAS service is installed. This cost
the settlement between companies and is detsrmined by a cost study
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utﬂlzing separations procedures. This EAS/ORP cost study lor
inter-company settlements has been mechanized on the "in house"
time share computer to produce accurate resuits with & minimum of
meanual calculation. In addtion, mechanization of this process allows
modification of input data to generate different settiement amounts
representing various alternative service offerings while utilizing a
minimum amount of manpower.

Teriff production and revision work was automsted by putting entire
tariffs on an Information Processor. This allows traffic production
work, which formerly took several weeks, to be completed in a
matter of a few days.

Flles of Missouwr{ quantities and rates was automated on "in house"
time share computer. This allows the Company to do rate effect
work, which formerly took six or seven people four or five weeis, in &
matter of hours.

The posting of new rates to accounting CRIS system was mechanized
by using "in house" time share. This process eliminated hundreds of
man hours of posting and key punch work. -

The process of estimating Independent Company toll cost settlaments
for budget and accrual Durposes has been refined, including some
mechanization and increased frequency of updates, to enhance the
reliability and timeliness of these estimates’ effects on budgets and
revenues.

Using form letters whenever appropchtc saves veluable time in daily

W; Word Processing machines with permanent memory
capabilities provide an efficient method of emspmdlq and has
eliminated the need for typists in some work grouwps.

A mechanized program has been developed that provides the annual
Universal Listing wed for Operator Services Agreement Studies.
Each annual study is now prepared in one clerical howr, eompu'edto
approximately 80 clerical hours in the pmt.

Independent Company Forecasting. h a monthly report foe tracking
Independent Company messages, ravenues and settlements.
Manually, this report required spproximately 8 hours of elerical time.
The mechanized program now takes approximately 1S minutes clerical
time. The mechanized reports include intensive data to be wed in

forecasting.
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Department Public Relations

.- Residence and Business customer bill inseris regarding rate case
matters was consolidated in 198L. This has heiped to save printing and
distribution costs.

- Informational advertising sxpenses to alert customers to the Sl
Emergency Service were reduced by providing public sarvice
announcements to brosdcast media. -

: - Two ‘rolg_%o Times company newspapers were consolidsted into
one statewide paper in 1981 which helped to save printing costs and

personnel.

- The cost of producing Consumer Guide directory peges was
sentralized to make the guide more consistent and reduce production
cost by approximately 259%.

Depertment Legal

=  Word Informational processing has been sdopted in the Legal
Department., This decresses the need for proofreading of briefs,
contracts, ete. and helps in controlling sacretarial overtime.

- The Missour] Legsl Department & major rele in establishing
the Company's first claims unit, which is part of ow hesdquarters’
operations. This centralized unit saves management ﬂm@mva
involved in accident investigation.

- A revised bill pasyment process was implemented throughout the state
to ccntnuu billing payments and improve eash contrals.

- The collection process was revised prodiueing mere efficient mathods
of sollection and less delays in the banicruptey process. .

- An expedited arbitration process for handling labor disputes was
implemented which udmu pending cases, promotes fast resclution
of dbpu&o‘;, transcript charges, end decresses attorney
handling time.

- In~house printing and dwplication of appeliate briefs wes instituted
after cowrt approval, which is saving printing costs.
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y. SERVICE QUALITY

-  Below are trends of statewide resuits on those areas of service
* monitored by the Commission uuqmrterlybuilpmmnt to 4 CSR
240-32.080. Annual results represent the simple aversge of the
quarterly results. The 1983 results are the simple average of the first
two quarters. Specific data concerning the second querter 1983
results are contained in Schedule No. 2.
1978 1919 1980 lgs1 . lssz 1383
1. Installation of Service
A. Orders Completed Within Five Work Days (Obj_eetive 90.0%)
92.22 94.80 95.87 87.00 96.29 94.60
B. Percent Commitments Met (Objective 90 .0%)
97.45 95.80 97.87 97.50 .. 98.50 98.08
11. Regrade Orders Completed Within 30 Days '.(Objcetive 90.0%)
93.47 93.€9 97.32 89.18% i00.00 100.00
111. Held Orders | |
‘A, New Installations
- - - .- © es0 462 302 224
B. Regrade Orders
- - - - 4643 3362 2147 1589
1V. Service o
A. Dial Tone Within Three Seconds (Cbjsctive 95.0)
99.65 99.72 9%.90 99.88 99.90 99.50
B. Local Call Completion (Objectivs 85 .0%)
' 99.92 99.55 99.17 96.80 99.88 99.90
C. DDD Calls Completed - Incoming (Objective 97 . 0%)

99.10 88.70 98.77 99.38 99.47 99.60
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D. Interoffice Trunking - Overflow (Objective 4.0%)

0.32 2.07 1.8% .82 8.13 0.04

V. Answering Time
A. Automated Operator Calls (Objective 2.8 seconds)
2.42 2.40 2.80 2.535 2.60 2.78
B. Repair Service ~ 20 Saconds (Objective $0.0%)
97.17 96.87 87.00 92.55 20.58 91.30
Vi. Maintenance

A. Trouble Reports Per 100 Stations. (Objective 8.5%)

4.55 5.00 4.158 3.72 3.85 3.45
B. Trouble Reports Cleared Within 24 Hours (Objective 85.0%) \
-- $6.35°  76.90 87.35 87.60 87.60

® Average of third and fourth quarter.
C. Percent Trouble Commitments Met (@bjeetivc 20.0%)
90.75 89.10 $3.67 $5.30 94.12 94.10

We have reason to be proud of our ssrvice quality in Missowl. The
above annual av dats illustrates that service lsvels were below
objective in two of twelve service catsgories on thres occasions in
the last five yeers. These problem aress wers corrscied and as a
result, we've subsequently experisnced no annus! average fallwes in
thess areas since 1980. In addition, the performance trend for Held
Orders illustrates our commitment to and provision of high quality -
service. S

Each department is concerned with the quality of service that it

provides. A veriety of measuwemants are recorded on & regulsr basis ’
to keep ell employees aware of the importance of good quality.

Following are just a few examples of tha service measwwement results
monitored by individual departments. Included are examples of

on-going programs designed to improve quality of service.

:;
i
|
|
|
|
[
|

SCHEDULE 1-112




Mo. PSC Case No. TR-83-253/TR-83-288
Schedule No. 7

Supplemental

Page 97

V. Service Quality

Department Network Switching

=  Telephone Service Attitude Messurement (TELSAM) provides &
unique means for customers to state directly their impressions of
service quality and specify directly their impressions of service
quality and specify those factors that ars most annoying.

The % satisfied objective is set at §7.5% for Local and 94.0% for
DDD. Following are year end averages for this measuwrement.

xD
1981 1982 1983 (6 months)
’ ”"’oui "07 9‘:;8 97a5 .
svB - 92.2
LOCAL
] 1981 1682 1983
Missouri 98.8 97.2 $6.5
m - %.2

Following are yeer end aversget for TTML.

1981 1982 1983 (6 months)
Missouri 99.4 92.3 $8.6
SWB 98.3 98.2 7.9

-« Network Interoffice Transmigsion (NIY) measures network
transmission performance between end offices, froim the eustomer
view. Measurement results &rs evaluated using mathematical models
Following are yeer end averages.

% In mjcctlvo RBend gw.-axz

1981 1982 1983 (3 months)
Missour! 97.0 7.3 $8.3
SwB 84.5 97.1 ¢8.2
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% In Objective Band {Toll

1981 1982 1983 (3 months)
Missouri 96.8 99.7 100.0
SWB 6.8 97.7 96.8

=  The purposes of the T-Carrier Service Measurement Plan (TCSMP)
are to (l)provide measurements to monitor T-Carrier service by
hlghllghdn(g those characteristics that directly affect customer
service, (2)monitor individual T-Carrier system improvement
programs, and (3) provide the methods and statistical analysis to
determine network performance levels by central office, district,
ares and corapany. The objective band is §5.5% ~ 98.48%.

Following are the year end averages for thia measurement.

1981 1982 1983 (6 months)
89.0 93.4 97.48

- Dial Line Service Evaluations (DLSE) provide performance statistics
gxn 'n;tm switching machine attempts to complets originating
e

Performance levels for each component are indexed and then banded
into fowr categories. ' )

Index % Levels

98 - 100 High
96 - 97.8 Cojective
90 - 95.9 ) Low
" Less than 20 Unsatisfactory

Following are year end averages for DLSE,

1980 1981 1882

9e.2 92.8 96.8

=  Incoming Trunk Service Evaluation (ITSE) provides performance

statistics on network switching machine attempts to complete »
incoming toll calls. '
The percent of calls not complated because of an equipment blockage
and failwe (EB&F) is considered to be & guod indicator of network
performance.

An objective of 19% EB&F has been established and a weszkspot level
has been set at 1.5% or greater.
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Pollowing are year end averages for ITSE. .

1s80 1981 1982 1983 (Fist' 6 months)
L2 7 -5 3

- Network Switching Performence Messwrement Plan (NSPMP)
measwes customer service at lccal offices wsing maintenance, dial
administration and design engineering related factors.

The measwred components are indexed ‘separately by eontrol grouwp
and consolidated into a contrel growp total index, Results for each
component and total index are categorized by results bands. The
state results show tha percent by results bands,

Banding Table

Band H = 100 - 98.50 Higher than Gbjective
Band O = 98.49 ~ 95.50 Cbiective

Band L = 95.49 ~ 88.50 Less than Objective
Band U = Jess than 89.50 Unsatisfactory

The state objective is to have 93% of messured offices in the H& O
Bands. A benchmark would ocecur when 839% or less are in bands

H&O.
Following are year eri averages for NSPMP,

1880 lssl 1882 1983 (First ¢ months)
94.6 .15 . #7785 98.21

- Central Office Code § & 8§ msasursment i3 based on customer trouble
reports per 100/main stations. The final disposition of trowble is
e to a specific code type. Code § is trouble found in the
Central Office. Code 8 is troubis found OK In the Central Office.
Following are year end aversges for this index.

1981 1882 1283 (8 moenths) i
Code S .13 .id il
Code 8 .02 .02 .02
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Department Operator Services

= ° Telephone Service Attitude Messurement ({TELSAM) measures the
percentage of customers contacted who were satisfied with the
service they received, and the percentage of customers who felt they
waere treated courteously.

Directory Assistance has been within the objective range of satisfied
customers for 5! of the last 54 months. The objective for courtesy
was reached 33 months in the last 42 months.

Toll and Assistance have maintained objective levels in customer
satisfaction each month since January, 158l. The percent courtesy
objective has been met saven months in 1980, eight months in 1981,
nine months in 1982 and all six months in 1983.

=  The combined Misscuri Toll/Assistance and Directory Assistance
operator speed of answer results have been within the objective range
for 49 consecutive months, Missouri has not had a General Order
No, $® Service Quality Report miss,

- Missouri Operator Services has met the combinad Toll/Assistance and
Directory Assistance messured accuracy objective for the preceding
43 available months. ~

= - As a further incentive to provide good service to our customers, we
established an "Uperator Commendstion Bulletin® to recognize those
operators who have been singlsd out by satisfied customers who have
taken time to call or write to express appreciation for good service.

Pictures of the operztcr slong with the customer's commendation
wx publishod‘ and distributed t::in Misgouri operators. The pzitive
results of this program were evident through improvement in our
TELSAM courtesy and satisfection resulis.

Department Centralized Services

= 1982 Key Service Indlestors (KSI) results refleet & significant
improvement over 193L. In 1§8l, there were 120 opportunities for
comparison on KSis. Missouri was better than Company average §6%
of the time and better than system sverage 53% of the time. This
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compares with 1982 in which there were 18§ Ksl opportunities for
comparison with Missocuri results better than Company average 80%
of the time and better than system average 72% of the time.

- Approximately 91,000 Missouri customers were polled by Telephone
Service Attitude Measurement (TELSAM) in 1982, generally within a
week after they had e business contact with our Company. All of our
internal objectives on this measure of customer satisfaction were
exceeded in 1982, as well as through the first six months of 1983.
Missouri's composite average of the TELSAM results is better than
the Company average for 1882 and 1983.

Department Business, Residence and Public Services

- Telephone Service Attitude Measurement/Residence Service
Measurement Plan (TELSAM/RSMP) is designed to measure the
quality of service provided by the Residence Service Center (RSC) as
judged by the customer through TELSAM interview performed by
outside market research firms. It provides the company with the
customer's perception of the service they are receiving in dealing
with the company and its' reprazentatives.

Since adopting this messwement the aversge annual “customer
satisfaction” in ~ur residence service centers has improved as

follows:

Missouri % s%tcm
1“0 ) §In§ [ 9 [
1981 . $4.0% 93.3% 93.5%
1983 (6 months) 94.5% $5.1% 95.1% .
We are achieving better customer service st the same time costs are
being reduced.

- A group was formed to provide & centralized point responsible for the
efficient, prompt handiing of the compleints and inquiries from
customers contacting the Public Serviee Commission and executives
of our company. This group also operates a published toll free
number that allows both business and residence customers easy .
access to & manager who een resclve thelr disputes and claims. ’
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NUMEER OF APPEALS TO THE COMMISSION i

YEAR TOTAL
™7 2857
1980 2128
1981 - 1597
1982 1198
1983 (thur 8/30/83) 878

- Live balance average per month to total billing, This is the percent
of unpaid billing at the end of sach bllllncyc}c.

1981 1982 1983

- Net Bad Debt Averagsa. This is the percent of uncollectible dilling
that will not be rescvered becawe of unpaid final bills and
sdjustments made to satisfy customers.

1981 1882 1983
a8 9% 3%

-~ ° The Missowr! Centralizad Oparations Group (COG) wes formed in

© August, 1981 to give outside vendors specisl handling separate from

sales. A Lou Harris pall commissioned by AT&T and conducted in

late 1982 showed that 8$2% of the vendors dealing with the Missouri
COG were satisfied with the overall work performance,

- The Public Services Cwstomer Trouble Report Rate in Missouwrl has
improved from an aversge of over if reports par 100 stations in 1979
to a current 1983 avarage of 5.83 ceports per 100 stations in 1983,
:@:ummmmwm‘mﬁnmmmsom

coin service.

E

Depertment Directory

5

=  Directory Customer Relations Bwreau organized as a district
June 1981, was formed with a dua! purpose: (1) to give the public a
central location to make directory somplaints and claims, and, when
warranted, to receive adjustment and settiements; and (2) to insrease g
directory revenues by reducing losmes through intelligent adjustment
and claims management. It alsc provides a t of coordination
between business service centers anc directocy t sales offices.

SCHEDULE 1-118




Mo. PSC Case No. TE-83-253/TR~83-288
Schedule No. 7 (Barron)

Supplemental
Page 103
V. Service Quality

Department Comptrollers

- Over the last 4 out of § yeers, Missouri Comptrolliers has attained
service measwrement results that were above Southwestern Bell's

Company average. The Comgtroum D_%ﬁent Results B%
commonly referred to as and t ‘hart ts

following results:

Per Cent of Objectives Attained
Missouri Campany

- 1978 74.8 76.7
1979¢ -87.4 85.6
1980* 88.9 84.0
1981¢ R8.0 94.0
1982¢ 97.4 ' 98.2

¢ Above Catpany Average

The objectives measired Include various real time system
measurements as well as payroll, voucher and billing service quality.

Department Comptrollers - £ seuwrity and Claims

- The Claims Office Risk Menagement Infoermation System generates
reports which measure cleims activity, The reports, which are
broken out by District, enabls mansgement tos

a) Ildentify contractcrs who frequantly damage our facilities
b) Ildentify company work groups who frequently cause
) Gaugs the effectiveness of tion g
e auge sctiveness of losz prevention programs, such
as cable locate servics .
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V. Cost and Productivity Results

- Productivity in owr Missouwrl operations has been well above the
national average. Whils the productivity growth of the nation's
economy has slowed since 1877, declining by a yearly average of -.3%,
ow prodictivity has grown at an aversge annual rate of 4.1%. Ow
intrastate productivity growth during the same time period has
averaged 3.3% per . It is evident that we have efficiently
m the we of our resowces resulting in improved overall
productivity. Thus, owr rate request is not due to owr inefficiencies.

While our productivity growth has been exceeding that of the nation's
economy, the inflation in owr input costs (labor, plant and non-wage
expenses) since 1977 of 8.2% ks almost the same as that of the
national average of 8.1%.

Without the levels of produstlvity we have been able to achieve, the
revenus requirements we are sssking in this cars would have been

higher.

Department Network Distribution Services

- Outside Plant Construction has steedily increased its productivity
level over the last five years. Work units psr manhour results are as

follows:
1879 - 8.62
1980 10.78
1981 130
1982 12.78

(as of June) 1983 139 :
Depertment Network Switehing '

= Switched Services produstivity is meesured by the ratio of hours to
work wnits. The howrs reprasent nonmanagsmaent work effort. The
wori units ere System eossigned units for each work function. The
major tmﬁm”,mmm switch;d@smma' preductivity are plant
en o t Missouri

mrr::rm o8p plant testing.
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WX INITS PER HOURS

lsso  1ss1  1ss2 1983
Rearrangenents 12.44 .82 7.38 .
Testing : 28.40 31.33 38.3! 39.83
Carbined 17.43 20.39 $¢.%4 25.71

The implementation of the facters mentioned in Sectionsl-
Information and Operation System, H~ anagement of Human
Resowces, and Il - Introduction of New Technology have had the
greates: impact on owr improvement.

- Missowrl Switched Services' force has been reduced in each of the

past three (3) yearas
FORCE

1880 i9sl 1982 1983

Management 758 788 737 722

Non-Management 1938 1873 i847 - 1778

Totals 2680 2859 23584 2487
Access Lines {000) 1730.5 1759.3 1788.8 1780.7
Porce (Access Line) .00188 00182 .008347 .00140

Missouri Is below the Company aversge on force per access line.

¢ - The major portion of Switehed Sarvices' forces iz directed to the
maintenance of our plant. Thess hours have been redused sach of the

pest three years.
- 1980 1883 1962 1983
(Projected)
Total Masintenance 2226 177 2120 2087 -
Hours (000) ;
Hours/Access Line 1.29 i.24 1.21 1.16

Missow] Switshed Services' maintensnce howrs per access line is
hotes roqticed Tor ot E58 tochnaiogy sre for balow otk requirements

or our BSS tec ere far our ents
in the older elestromechanical tochnology. e
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1882

A Hours/
Access N Bours Access
Lines Reg'd Line

BSS 1,353,288 884,373 41
Blectro- 407,408 337,781 .80
mechanical

While we econtinue to meke efficliency Improvements in
electromachanical maintensnce reguirementz the real peyoff has
been in the upgrading of owr plant to the electronic switching and
solid state technologles.

- Technology, operation systems and menagemant of human resowrces
has had a dramatic impact on contalning ouwr maintenance cost. The
following cost comparison of annual gost to maintsin an ESS access
line versus an electromechanical sceess line illustrates that fmpact:

1983

Total Labor Bagr. w0 All
Cost Cost Cost. Cost Other

ESS $15.85° §$8.88 $ .3¢ $5.11 $ .68
Electramechanical $28.70 $§18.40 $1.38 $9.10 $ .88

Depertment Operator Services

- Actual Work Time (AWT) is the number of seconds it takes an
operator team to handle an averags call. As a result of
mechanization and increesed em on productivity, the ANT for
handling all operator aseisted calls in MNissowri Opsrator Services has
decreased approximately 3% since 1976.

- Operating Efficiency is used to meesize and sontrol the of
operator board hows and compares it with that of &

Standard Bell System team handling the same mix of calls offered to

an opsrating tsam. Operating Efficiency refiscts both operator team
productivity and the quallly of faece , scheduling and
administration. The normal range for Operator in the Ball
System i3 in the vieinity of 80-126. The standard Bell System
Operating Efficiency Is 100. Nissowl's Operating Efficiency ranked
above the Bell System standard in 1981, 1982 and continues to rise in

1983,
SCHEDULE 1-122
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Depertment Centralized Services

C - Missowl "Employees Per 10,000 Aoccess Lines” statistics show
: significant reductions from December 1979, through May 1983, as
displayed below:

Brployees Per 10,000 Access Lines
Decatber 1979 ~ May 1888

Bell System Averags S%8T Average Mo Average
Dec. 1979 100.50 104.20 $2.76
Dec. 1980 98.70 164.63 89.84
Dec. 1981 $6.34 101.42 88.42
Dec. 1982 $0.80 93.43 84.73
-May 1983 88.78 93.43 79.88

5

addition, Missowf's average "Employees Per 10,000 Access Lines"
hes been and eontinues to be far lese then the BWBT Company and

Beil System averages,

- Mismsowris aversge monthly operating expense per access line is
significantly lower than the Company end Bell System average:

Missouri ~ Company Bell Systen

1983 (3 months) 38.99 42.20 43.68
Department Business, Residence and Pidlic Sarvices

=  Missouri has the lowast commercial expanse per average access line
in the Company in 1983, and ranked lowest for twelve months in 1982.
In six months dwring 1983, Wisscurl hes reduced its eommercial

expense per line by five psresat,

=  Missow! has the lowest residence RSC expense per account in the
Company foe six monthe, 1583, Miszowri's expense wnderrums the

Company level by 20 percent. .

- Missowri's RSC force has been redined within the past two years dus
to greater officlencics from coffise conscidietion and PreBOSS
mechanization. In the past two yesrs we slosed 39 out of §3 RSC

. Jocstions and we convarted all of owr wnits to the PreBOSS ewstomer
record systern. The total savings to iMissowri in 1982 was $1,024,771 in

wages and salaries. - SCHEDULE 1-123
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%nﬂobyﬂmcntmuﬁpcbdkmn:mmry,ulzhlm

Miisouri Coin Expense per station in 1681 was $285.5l. In 1982 this

same expense per station was $285.06. While holding the line on
costs in a high inflationary pericd, we wers able to increase revenues
by 9.8%.

Puwblic telephone sales par Public Telephone Representative (PTR)
have increased from an average of § per month in 1981 to 37 per
month in 1982, Sales per PTR duwring 1883 are av S5 per
month. The increase in productivity is a result o proved
management eofficiency snd improved marketing revenue reports.
Sales training was provided in 1981 and 1982 for all sales persons and
managers. Increased sales reviews both office and premise have also
eontributed to the increased productivity.

Dus to mechanization enhancements in Public Services many manual
tasis have -Deen eliminated thereby reducing smployse force. Since
1980 the state of Missowi has redused their foree by three coin
callectors and two key clerks. In addition, over the last fowr years
productivity has increased approximately 18 percent thus, owr number
of callections made by collactors have incressed signficantly with no
force increase.

Department Business Sales

In the past several years Missowl Public Bervices has increased
icantly, both mezin stations and bkilled

minimizing overall segment sxpense. The number of sales persons in

Missowri has remained constant at 10 the past three years. Incressed

wmqwmmmwmmmkwummmm

. Billed Revenue
s sira e e
Begmst Expense
o Sh ST TR I e

Malin Betations

1881 Net Gain % Ins. 1982 Net Gain 9% Inc.
}ﬁh 1388 4&.%%  3la3e 1881  6.1%
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- Business Premise Sales eontact forces in Missowi have been utilized
mors effectively svery ysar. Thelr produetivity and the benefits of
enhanced training, marketing information systems, and market and
product strategies ean best be sunmerized by total business billed
revenuss per premise sales contact smployee which have increased as

follows:
1981 1882 1983
(partiall
Annual Revenue estimated
Per Sales Person $1,072,300 $1,252,800 $1,682,800
Percent Increase .
Over Previous Year N/A 16.8% $1.9%

effect programs, systems and procedures identifled In the other
categories has impacted the cost and produztivity results.

YEAR BATTO 849/523

1982 40 (Projested)
1982 48

1981 - -43

1980 43

1979 -85

1978 <48

In 1978, it cost 48 cents wmtuaonmmmtm In 1982,
the same sales dollar cost only 40 esnts or a 18.7% improvement over

the five yeer pariod.
Department Comptrollers ,

- Generally, mechanized projects aquate to overall cost savings for the

~ Company. Por Comptrollers, however, they oftsn mean an increase
hmwwcwammwmm”dnm

mechanizcd systsms. Despits the increasing demand and

implementation of swh systems, Comptrollers has decreased costs

dwring the past year. The chief measurement of this Is total foree:

Compering headcownt as of June 30, 1988 to December 3L, 1982, gcHECULE 1-125
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Comptrollers has a net reduction of 13 management and
26 nonmanagement.

- Management overtime in Comptrollers has decreased 60% comparing
the first half of 1983 with the same time period of 1982.

- The primary Comptrollers measurement is Cost Per Subscriber Line
(CPSL) which measures Accounting (Main Account 662) expense : |
against the number of subscriber lines in each state. For the past |
year, the Missowzi Comptroller Operations results have been: |

6/82 12/82 6/83
Year-To-Date Year-To-Date Year-To-Date
1.08 1.04 .89

As one can see, Missowi his decreased Accounting expense per
subscriber line 16 cents this year over the same period last year. This
equates to approximately $1,650,000. If one includes all Missouri
662 charges, regardiess of Department, and including GHQ prorates,
the cwrent June YTD CPSL is L49. This is well below the 4th
quarter Bell System average of $L.55.

- Missouri Comptrollers has continued its efforts at lncrcuing span of
eontrol, thus reducing costs. Supporting statistics are as follows:

(As of 1/82) {As of §/83)
1982 3983 ~ Differences
Fifth Level 4.5 5.0 + .5
Pourth Level 3.5 . 4.7 +1,2
Third Level 5.6 . 8.0 + 4
Second Level 4.0 4.8 + .6
First Level 5.2 5.2 -

The three primary contributing areas to these recent increased
efficiencies are Missow! Comptrollers Consolidation, new
. mechanized projects, and other procedural improvements.
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