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• 
REBUIT AL TESTIMONY 

OF 

• 
ROBERT E. SCHALLENBERG 

SOUTHWESTERN BELL TELEPHONE COMPANY 

CASE NO. TC-93-224 AND T0-93-192 

Please state your name and business address. 

Roben E. Schallenberg, P.O. Box 360, Jefferson City, Missouri 65102. 

By whom are you employed and in what capacity? 

I am a Regulatory Auditor with the Missouri Public Service Commission 

11 (Commission). 

12 Q. Are you the same Robert E. Schallenberg who ha.~ previously filed 

13 direct testimony in this proceeding? 

14 A. Yes, I am. 

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

16 A. The purpose of my rebuttal testimony is to address Southwestern Bell 

17 Telephone Company's (SWBT or Company) TeleFuture 2 proposal. I will address 

18 various assertions made by the Company witnesses regarding the Southwestern Bell 

19 Incentive Regulation Experiment (SBIRE) and the concept of incentive or alternative 

20 regulation. 

2J My rebuttal testimony will attempt to (1) identify the main areas discussed in 

22 the Company's direct testimony, {2) provide definition to the relevant terms, and (3) 

23 discuss the validity of the asserted relationship between areas. This approach will 
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I differ from the typical point-counterpoint method, which identifies each contested 

2 witness' statement and supplies a corresponding response. I believe that the issue of 

3 TF2 and the choice of different regulatory approaches to SWBT needs to be focused 

4 on the main issues rather than addressing each individual statement of a Company 

S witness with which the Staff disagrees. By addressing the issues broadly. many 

6 specific statements may go unanswered. However, failure to address every specific 

7 statement should not be interpreted as concurrence. 

8 

9 ANALYSIS 

10 Q. What are the main areas addressed in the Company's direct testimony? 

11 A. There are three main L"eas addressed in the Company • s direct testimony: 

12 Network Modernization (Company witnesses Frederick J. Huser, Wilbur Crossley, 

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

14 E. Avera, Dale Robertson); and Competition(Company witness Gilbert T. Orozco). 

IS (Other witnesses f11ed supporting testimony to these main witnesses.) The netwodt 

16 modernization area is generally comprised of two parts, the network component of 

17 SBIRE and the network component of TF2. · 

18 Incentive Regulation (IR) is the broadest area of the company's direct 

19 testimony. The IR area covers discussion of regulation in general, as well as the 

20 performance of SBIRE and the Company's TF2 proposaL Company witness Marla S. 

21 Martin provides financial analysis of the perfonnance of SBIRE and future financial 

22 scenarios of various regulatory alternatives. Company witness William C. Bailey 
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1 supports the Company's TF2 proposal by describing in detail the rate design 

2 supporting the components of the $22 million rate reduction contained in the 

3 Company's 1F2 proposal. 

4 The final area is competition. which is primarily addressed by Mr. Orozco. His 

5 testimony addresses three principal points. First. that competition exists and will likely 

6 increase for certain SWBT services. such as local exchange private line. and special 

7 access and interexchange services, (page 2). Competition is cited as a major factor in 

8 Mr. Bailey's proposed rate design reductions in switched access and intra-LATA long 

9 distance. Second, that competition is a fundamental ~ason for the Commission to 

10 approve TF2. These fust two points are discussed in mo~ detail in the ~buttal 

11 testimony of Staff witness Samuel F. Goldammer of the Utility Operations Division. 

12 Third, that adoption of TF2 (and not traditional ~gulation or a diff~t plan) will 

13 ·enable SWBT to effectively participate in the Missouri marketplace and aggressively 

14 invest in the network (page 16). 

15 Q. What is your evaluation of· the Company's direct testimony} 

16 A. The Company~s di~ussion of the three main ~s (competition, 

17 incentive regulation, and network modernization) with the underlying supporting 

18 argument forms a paradox. The Company's testimony is self-contradictory and is 

19 based on wrong or mistaken assertions. Mr. Wilk provides an example of the 

20 contradictory nature of the Company's testimony. Mr. Wilk states that "traditional 

21 regulation" (TR) is basically a cost-plus arrangement (page 24) which encourages 

22 companies to increase rate base ("goldplating", page 15) while discouraging any need 
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1 to control costs (pages IS and 24). This "goldplating" concept is supponed by the 

2 argument that since profits are based on a return on rate base. the higher the rate base. 

3 the greater the profits. Yet it is the TF2 proposal (a so-called fonn of incentive 

4 regulation) that results in the higher rate base and higher level of expense. Further. 

S Mr. Wilk believes that TR provides the "incentive to • goldplate • which is to increase 

6 the rate base as a source of profitability without necessary regard to the usefulness of 

7 the resulting investments." (page 16) 

8 Mr. A vera apparently disagrees. He states on page IS that "If a utility does not 

9 expect to earn more that [sic] its 'bare bones' cost of equity. management is indifferent 

10 between pursuing or not pursuing a project'' Titereforc, while Mr. Wille states that TR 

11 causes utilities to "goldplate" or increase rate base; Mr. Avera state..~ that TR 

12 discourages rate base ~vestment since a utility can expet."t to earn no more than its 

13 "bare bones" cost of equity. 

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

1 S the Company. which will1ead to services recovering their costs and the elimination of 

16 subsidies. At the same tm:te, S'NBT is proposing that it be allowed to engage in 

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

18 30). Therefore, the distance learning service will need to be subsidized by SWBT's 

19 other services. The distance learning proposal is more consistent with the behavior of 

20 a monopoly utility than the behavior of a competitive enterprise. The monopoly utility 

21 will offer services that can be price.d to cover the losses of other services such as 

22 distance learning. 
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1 Another example of the illogical nature of the Company's direct testimony is 

2 the implication. that without Commission approval of TF2. SWBT will not reduce its 

3 costs and introduce new products and services to the same level that the Company 

4 would with adoption of TF2. Yet, Mr. Orozco states that SWBT cumndy operates 

5 in an ever-increasing competitive environment If Mr. Orozco's competitive analysis 

6 is accurate, this behavior would mean that SWBT will only be replaced in the 

7 marketplace by the competition with lower costs and new products if the changes are 

8 not made regardless of the form of regulation. I believe this example is indicative that 

9 this so-called "incentive regulation" does not produce lower cost levels and/or more 

10 new services than so-caUed "traditional regula.tion" with the existence of competition. 

11 Once a utility perceives that the threat of competition is real, it will reduce its costs 

12 and prepare for competition. So-called incentive regulation is not the driver to that 

13 reaction. 

14 I know of no utility that has acknowledged that historically the Company was 

15 mismanaged. Utility management has always had the responsibility to operate their 

16 Company efficiently. Utilities have had to rely on cost reductions as sources of 

17 · earnings growth, since few can justify overall rate increases. For e?tample, SWBT 

18 cites the rate increase moratorium as a benefit of SBIRE. In reality, SWBT never bad 

19 earnings levels that could support a rate increase. Even without increased competition, 

20 utilities should be motivated to decrease costs. 

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

22 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 

2 have only one meaningful choice (i.e., the service and p~e offered by the utility). 

3 The only way to determine whether a utility charges a reasonable price is to determine 

4 if its profits are reasonable when no effective competition exist~. 

5 There are two key questions in this case. The first question is whether 

6 sufficient competition exists to prohibit SWBT from charging prices that result in 

7 excessive profit levels. The second question is whether incentive regulation will 

8 produce a level of additional savings to benefit customers that would not result without 

9 that regulatory scheme. The answer to both questions is "no". This will be discussed 

10 later. Therefore. TF2 is not in the public interest as compared to the Staff's complaint 

11 case. 

12 Q. What is the cause for the contradictory statemenl~ in the Company's 

13 direct case? 

14 A. The Company • s \iirect case f~ls to identify the actual core· or primary 

15 driver for the TF2 proposal. The key to understa."lding the TF2 proposal is to 

16 understand that TF2 .is merely a strategy or action item undertaken by the Company 

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

18 to earn more money. This goal pressures SWBT to design items to both protect and 

19 increase SWBT earnings. The Staff's complaint case is a threat to SWBT's earnings. 

20 Therefore, SWBT must construct an alternative that it can propose to protect its 

21 earnings against the complaint case alternative. 

22 Q. Are you saying that it is wrong for the Company to earn more? 
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1 A. No. There are circumstances when it would be appropriate. For 

2 example, a basic conceptual test of so-called incentive regulation is that this different 

3 regulatory scheme will produce a lower cost structure than would have existed 

4 otherwise under traditional regulation. The reward for these additional cost reduction 

5 actions is that the Company is allowed to retain some of the increased earnings, 

6 resulting in greater earnings for its shareholders. Further, under these so-called 

7 incentive regulation/sharing plans, customers are better off because they pay less 

8 overall than they would have without the additional cost reduction actions. However, 

9 these conditions do not apply to SWBT and/or SBIRE. 

10 The key element for the success of this so-called incentive regulation 

11 is additional cost reductions that would not occur without the incentives. These 

12 additional cost savings are the source of the additional earnings for the Company and 

13 sharing credits to customers under plans like SBIRE. However, if no cost savings over 

14 and above what would nomuln;, be realized actually occur due to the plan, then state 

15 regulatory commissions are allowing companies to retain additional earnings resulting 

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

17 Ratepayers will be harmed by a so-called incentive regulation sc~ under these 

18 circumstances. Without additional cost reductions, plans like SBIRE reflect simply an 

19 elimination of rate reductions historically due to customers, thereby resulting in higher 

20 profits for the Company's shareholders. In other words, SBIRE type regulation 

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

2 testimony. 

3 Q. What are your overall conclusions regarding the Company's direct 

4 testimony? 

s A. The following list identifies my conclusions regarding the Company's 

6 direct testimony: 

7 • The Staff complaint case will not result in the earnings levels shown in 

8 the Company's direct testimony. but will produce higher ROE levels. 

9 These earnings levels are understated by SWBT. 

10 • SBIRE is not the success SWBT touts in its te.~timony. SBIRE has 

11 resulted in SWBT-MO's customers paying more to the Company than 

12 they would have paid without SBIRE. 

13 • SWBT' s earnings level does not directly influence the amount of 

14 SWBT's construction program: SWBT's depreciation expense does. 

IS SWBT's earnings generally reflect cash handed over to the SBC parent 

16 company to use for dividends and non-telephone acquisitions (e.g., 

17 Telmex, cellular acquisitions). 

18 • SBIRE did not result in SWBT-MO receiving a materially different 

19 level of construction expenditures than would have resulted without 

20 SBIRE. 

21 • SBIRE did not result in SWBT-MO achieving any additional cost 

22 reductions than would have occurred without SBIRE. 
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I • There is no evidence that SBIRE bad a positive or signifiCant impact on 

2 Missouri's economic development In fact. all hard evidence indicates 

3 the opposite. 

4 • SBIRE was a negotiated settlement and did not establish any principle, 

5 methodology, and/or precedent in any way binding in this proceeding. 

6 SWBT' s 1F2 proposal attempts to maintain the attractive aspects of 

7 SBIRE (from SWBT's viewpoint) while decreasing the Company's 

8 commitment (i.e., lower rate reductions and capital commitments). 

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

10 will not r~sult in the earnings level shown in the Company's direct testimony? 

11 A. The return on equity (ROE) figures shown by the Company of 6.16% 

12 (1994) and 6.90% (1995) claimed to result from the Staff's complaint case are wrong. 

13 The Company also provides a second set of claimed returns (i.e., 3.18% and 3.92%). 

14 These returns are provided JS part of the Company • s attempt to legitimize the 

15 unnatural relationship between SWBT and its Yellow Page operations reflected on the 

16 Company's books. This point ~II be addressed in the rebuttal testimony of Staff 

17 witness Cary G. Featherstone. The errors Idlected in the 6.16% and 6.90% figures are 

18 also reflected in the lower returns. 

19 The major error in the Company's calculations is the treatment of the Staff's 

20 $150 million rate reduction as being totally related to reductions to ROE. The Staff's 

21 complaint case is bas-..d upon certain costing methodologies (e.g., non-adoption of 

22 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 as..~mes net income will 

3 decline by $90 million in 1994 and in 1995. SBC stated in its 1992 annual repon 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 repon, 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 estimate 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 Staffs $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 a'8te case and took 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 expense.~ from adoption of the Federal Communications 

17 Commission's new Unifonn System of Accounts (Part 32). When the Missouri 

18 Commission adopted Pan 32, the amount of the Staff's complaint request was reduced 

19 by the additional expenses SWBTwould 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 

21 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 F AS 
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1 106. If F AS 106 is adopted by the Commission, then the Staffs complaint case will 

2 be reduced. 

3 FAS 106 expense consists of two components: 1) the "transition benefit 

4 obligation" (TBO); and 2) the ongoing estimate of post retirement benefit costs. 

5 SWBT has included the TBO expenses in its 1994 and 1995 calculations of the ROE 

6 resulting from the Staffs complaint However, the Company intends to write the TBO 

7 off in 1993 for financial reporting purposes. Therefore, S\VBT is reflecting this 

8 expense twice which results in understating the ROE impacts of the Staff's complaint 

9 by approximately 150 basis points. Correcting for this factor alone increases the 

10 estimated ROE to 7.64% and 8.39% in 1994 and 1995, respectively. It should be 

11 noted that SWBT -MO does not currently expect to reflect the TBO expense on its 

12 books for the years 1994 and 1995. Therefore. the TBO expense adjustment is not 

13 ·only incorrect. it is also contrary to the Company's alleged objective of uSing the 

14 financial results SWBT will r~cct on its books. 

15 SWBT bas included the ongoing estimate of the FAS 106 accrual in its 1994 

16 and 1995 calculations of the ROE resulting from the Stairs complaint. The expenses 

17 related to this ongoing estimate over the pay-as-you-go expense amount were not 

18 included in the Staff's complaint case. If the Commission adopts FAS 106, then the 

19 Staff's $150 million rate reduction will be reduced. If the Commission does not adopt 

20 FAS 106, then the ongoing post retirement benefit estimate will not be included in 

21 determining SWBT's ROE for its SWBT-MO intrastate operations. Removal of the 

22 ongoing accrual would increase the SWBT-MO ROE by approximately 75 basis points. 
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1 The ROE results would then be 8.39% and 9.12% in 1994 and 1995. respectively. after 

2 the correction of the FAS 106 treatment in the Company's calculations. The FAS 106 

3 error is the largest error in the Company's ROE calculation. However. it is not the 

4 only error. 

5 The Company's ROE calculation fails to consider that the Staff's complaint 

6 case: 1) treats the Kansas City Data Center as being regulated; 2) uses the new 

7 depreciation rates sponsored by Staff witness John 0. Richey of the 

8 Telecommunications Department; and 3) is based on the Staff's tax calculation. All 

9 these items are treated differently in the Company's ROE calculation which purports 

10 to reflect the impacts of the Staff's complaint case." Corrections of these items. in 

11 addition to the FAS 106 changes discussed earlier, would increase the ROE to at least 

12 9.39% and 10.42% in 1994 and 1995, respectively. A complete analysis of all costing 

13 ·method differences can not be done at this time. ·However, the Company should earn 

14 the ROE recommended by tht; Staff if the Staffs complaint case is adopted. The ROB 

15 will of course be different if it is calculated on a different basis than the cost basis 

16 used by the Commission, which is precisely -what was done to obtain the range 

17 · contained in Ms. Martin's testimony. The Company has claimed ROE results based 

18 on a different calculation than would be used by the Commission or even reflected on 

19 its own books. 

20 Q. What is the basis for your conclusion that SBIRE has resulted in 

21 SWBT-MO's customers paying m6re to the Company than they would have paid 

22 without SBIRE? 

-Page 12-



• • Rebuttal Testimony of 
Robert E. Scha~enberg 

1 A. This conclusion is based on certain corrections and extensions of the 

2 analysis performed by Mr. Robertson in his direct testimony. The analysis is a 

3 comparison between the additional rate reduction (i.e .• $19 million) ordered in the 

4 Commission initial rate reduction decision in Case No. TC-89-14 (i.e .• $101 million). 

S and the customer credits generated by SBIRE during its term. The following chart 

6 shows the comparison through the current life of SBIRE: 

7 

8 
9 

10 
11 

Case No. TC-89-14 
Rate Reduction 

SBIRE Credits 

1990 

$19.332,500 

$22,825,000 

1991 199l 

$20,009.138 $20.709.457 

$22,228,000 -0-

1993 TOTAL 
(Projected) 

$21.434.288 $81.488.383 

$14.670.000 $59.723.000 

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

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

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

15 and method used by the Con.pany to measure the ROE impacts of the $150 million 

16 rate reduction in the Staff's complaint case. The customer credits and the $82 million 

17 rate reduction are an example of what is referred to as "buy-in costs" internally at 

18 SBC. "Buy-in costs" from SBC's perspective are up-front costs or detriments which 

19 are agreed to by SBC in order to achieve a long-tenn goal, i.e.; increased retention of 

20 what would be considered overearnings under traditional regulation. Internally, the 

21 Company notes that growth and stimulation are offsets to the rate reduction component 

22 of the "buy-in costs" that SBC has agreed to with state commissions. The 1992 

23 SBIRE credit amount is based on the Company's current estimate. The 1993 SBIRE 
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1 credits are the highest Company estimates that I have received. These credit levels are 

2 based upon the Commission rejecting FAS 106 and continuing to use the pay-as-you-

3 go treatment for post retirement benefits. It should be noted that I am aware of 

4 estimates as low as $348,000 for SBIRE credits in 1993 which reflect the 

S Commission's adoption of F AS 106. If the Commission adopts F AS 106. then the 

6 SBIRE credits will be substantially less. This will result in Missouri ratepayers paying 

7 even more as a result of SBIRE. 

8 Q. What portion of the Company· s direct testimony does your conclusion 

9 that SBIRE resulted in ratepayers paying more to the Company than they would have 

10 without SBIRE address? 

11 A. This conclusion addresses the Company's witnesses • statements in their 

12 direct testimony that SBIRE was a success because it resulted in customer credits. 

13 Further, this conclusion also addresses the following statement contained in the 

14 Company's ~ testimony: 

15 The results of the firSt two years of the plan have 
16 produced sharing levels of approximately $22M each 
17 year. which would yield an actual annual revenue 
18 reduction of $104M ($82M +$22M). In addition, the 
19 schedule of modernization projects has been maintained. 
20 Thus, for 1990 and 1991, the incentive plan produced 
21 results for customers in the fmm of stable or lower 
22 prices, updated plant and increased availability of 
23 services that were better than those they would have 
24 received under traditional regulation .. 
2S 
26 To put it in a different perspective, the Company could 
27 have earned better in this particular situation if the 
28 $101M reduction, which was originally ordered in Case 
29 No. TC-89-14, et al., had been accepted and no 
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1 subsequent incentive regulation plan impJemented. As 
2 shown above, during 1990 and 1991. Company revenues 
3 could have been over $2M greater each year and the 
4 costs associated . with the aggressive network . 
5 modernization plan could have been avoided. In 
6 summary, the Company may well have earned better 
7 under traditional regulation. (Robertson, page 6). 

8 Mr. Robertson's statements are inaccurate because they fail to consider the third 

9 year of SBIRE. While Mr. Robertson did not have available at the time of his direct 

10 testimony the latest estimate of the third year of SBIRE credits, he did have available 

11 an estimate that would show that by the third year the Company revenues were higher 

12 under SBIRE then under the rate reduction ordered in Case No. TC-89-14. 

13 Correspondingly, the data would show that SWBT earned better under SBIRE than 

14 under traditional regulation. Therefore, the fact that SBIRE issued credits in its first 

15 two years is not nec~y a benefit to Missouri ratepayers when compared to the 

16 foregone rate reduction in Case No. TC-89-14. 

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

18 influence SWBT's construction program? 

19 A. There. are two points that fonn the basis for that conclusion. F1rst. all 

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

21 have been used by the Parent Company to pay dividends to the shareholders of SBC 

22 and acquire non-telephone property (e.g .• Metromcdia, Telmex). SWBT does not 

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

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

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

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

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

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

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

7 of cash spent on construction for the period l 986 through 1992: 

8 
9 

10 
11 

12 
13 
14 

Dollars in 
Millions 

Call,..._ 
Depreclatioa 

Calla Spat OD 

c-tructiOD 

1986 

$1.389.6 

$1,834.7 

1987 1988 1989 1990 

$1.613.1 $1.678.3 $1.711.2 $1.S00.3 

$1.381.0 $1.()91.3 $1.282.6 $1.479.0 

1991 1991 

S1.SSS.S S1.61S.O 

$1.475.3 $1.617.4 

15 The above chan shows that SWBT generated $11.0 billion cash from 

16 depreciation and spent $10.~ billion ca.'ib for telephone construction. The following 

17 chan shows the cash SWBT generated from its earnings and the cash SWBT paid to 

18 the Parent Company in dividends: 

19 
20 

21 
22 

23 
24 
25 

Dallusia 
Mlloas 

Calli from 
Eaninp 

CIISII Dividends 
Paid to Parent 

1986 1987 

$919.5 $1.004.1 

$886.6 $1.059.4 

1918 1989 1990 1991 1991 

$l.O:zt.8 $943.2 S%9.1 $8SS.3 $964.1 -
$1.()07.7 $970.3 $9472. $855.4 $960.6 

26 The above chart shows that SWBT generated $6.7 billion in earnings and paid 

27 $6.7 billion in cash to the Parent Company. This chart shows that SWBT earnings 
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1 result in cash made available to the Parent Company. The following chart shows the 

2 Parent Company's use of SWBT cash earnings: 

3 

4 
s 
6 
7 
8 
9 

Cash Dividends 
Ina SWBT 

Cash Dividends 
toSBC 
Sbarebolders 

1986 1987 1988 

$886.6 Sl,OS9.4 $i.()()7.7 

$627.6 $626.4 S6S6.1 

1989 1990 1991 1991 

$970.3 $947.2 S8S5.4 $960.6 

$693.4 $732.8 S7S9.3 $780.4 

10 This chart shows that while SWBT paid $6.7 billion of cash dividends to the 

11 Parent Company, the Parent only paid $4.9 billion to the holders of SBC stock. 

12 Therefore,_ SWBT cash dividends provided $1.8 billion to the Parent for other 

13 purposes, i.e., to buy other companies. Approximately $1 billion was used to purchase 

14 stock in a telephone company in Mexico (i.e., Telmex) and $600,000 was used to 

IS purchase cellular and paging operations from Metromedia. 'These charts are based on 

16 data that SBC discloses to th~ public. However, this data actually understates the 

17 earnings and cash generated by SWBT because this data does not actually reflect an 

18 appropriate relationship between SWBT and its )"ellow Page operations. This matter 

19 . is addressed in the rebuttal testimony of Staff witness Featherstone. 

20 Q. What portions of the Company's direct testimony does this conclusion 

21 address? 

22 A. This conclusion addresses the assertions in the Company's direct 

23 testimony that the Company's earnings directly impact the Company's network 

24 expenditures. SWBT's earnings impact the amount of cash the Parent Company has 
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1 for non-SWBT acquisitions. Therefore. if the Commission is interested in increasing 

2 network expenditures in Missouri, then the Commission should reflect any ratepayer 

3 monies for this purpose as additional depreciation/amortization, not as additional 

4 earnings. The additional depreciation/amortization wiH be reflected as an offset to the 

5 Company's rate base. In this way. the customer will be given credit for the monies 

6 the Commission determined they must provide to support additional construction 

7 expenditures. This is another example of the paradox creatf'.d by TF2 and/or incentive 

8 regulation. States in the SWBT service territory without incentive regulation only 

9 upgrade the network on an economic-only basis, whereas states in SWBT's territory 

10 with incentive regulation have accelerated modernization programs. 

11 Q. What is the basis for your conclusion that SBIRE did not result in 

12 SWBT-MO receiving a_ materially different level of construction expenditures than 

13 would have resulted without SBIRE? 

14 A. The basis \lf this conclusion is an analysis contained in the rebuttal 

15 testimony of Staff witness Greg R. Meyer. This analysis -shows that SBIRE did not 

16 change the percen~ge of overall construction dollars committed to SWBT-MO 

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

18 the portions of the Company's direct testimony that are addressed by this conclusion. 

19 Q. What is your basis for your conclusion that SBIRE did not result in 

20 SWBT-MO achieving any additional cost reductions than those that would have 

21 occurred without SBIRE'! 
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1 A. There are three points that form the basis for this conclusion. First. 

2 there is no conclusive testimony or evidence from SWBT identifying any specific 

3 action of the Company that resulted in savings directly related to SBIRE. Second, Ms. 

4 Martin's testimony, which discusses alleged SBIRE savings, is careful never to 

5 categorically state that any of the actions discussed in her testimony were directly 

6 caused by SBIRE. Third, the actions that S'W'"BT engaged in that resulted in the 

7 savings identified in SWBT' s testimony are the same actions that SWBT and other 

8 companies have engaged in prior to Case No. TC-89-14.let alone SBIRE. The alleged 

9 behavior of SWBT during SBIRE is similar to SWBT"s behavior before SBIRE. 

10 The fust point is self explanatory. The Company witness who specifically 

11 addresses savings is Ms. Martin. She is careful to describe the savings as those that 

12 took place during the period of SBIRE instead of as savings that directly resulted from 

13 SBIRE. This is illustrated by the following statements iD her testimony: 

14 Efficiency g.dns and cost savings are important 
15 components of any incentive regulation plan. 
16 Demonstrating their existence is an essential part of 
17 evaluating the success of the Plan. Consequently, this 
18 section is dedicated to discussing and quantifying the 
19 efficiency gains the Company achieved under the three-
20 . year Plan. It is not my intent to oorqa__y_the gains mad~ 
21 by the Company J2 be me sole result of the Plan, but I 
22 believe the Plan was definitely a significant factor. 
23 (page 20; emphasis added) 
24 
25 A review of the financial results in Section n of my 
26 testimony revealed that one of SWBT-MO's significant 
27 achievements during the Plan was a reduction in 
28 expenses per access line. Much of that gain resulted 
29 from the Company's concerted efforts to become more 
30 efficient and to cut or contain costs. The specific 
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1 programs I have described provide clear evidence of 
2 those efforts. Th_e quantification of the related savings 
3 provide verifiable proof of those gains. gains that 
4 amount to $33.6 million on an annual intrastate basis. 
5 
6 While it is not my testimony that the Plan alone 
7 motivated the Company to focus on efficiency and cost 
8 cutting. it clearly provided incentives that reinforced the 
9 Company's efforts to act aggressively in those areas. 

10 Although it is not RQS:~ible to quantify precisely what 
11 level of cost cutting may have occurred in .t.~e absence 
12 of any incentive plan. it is clear the Plan has produced 
13 positive results that benefit both the Company and its 
14 customers. 
15 (pages 31 and 32; emphasis added) 

16 The above statements show that Ms. Martin does not state that SBIRE caused 

17 additional .cost savings. The identified savings merely occUrred during the period of 

18 SBIRE and Ms. Martin states that SBIRE influenced these decisions. However, these 

19 decisions and related cost savings are not unique to SB:IR& but have been and 

20 continue to be common business practices. 

21 Ms. Martin identifies two types o~ savings. The farst type of· savings is 

22 bond/debt refmancing. Staff witness Jay M. Moore of the Financial Analysis 

23 Department addresses in his rebuttal testimony the fact that these actions have occurred 

24 prior to SBIRE and are not a unique practice related to so-called incentive regulation. 

25 The second type of savings is employee force reductions. Force reductions are not 

26 unique to SWBT. Force reductions have occurred at other utilities in the state. In 

27 fact, St. Joseph Light and Power Company, which was involved in a recent complaint 

28 case. has had a recent force reduction. Force reductions have been a common 

29 occurrence at SWBT for at least a decade. For example. in August, 1983, the Vice 
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1 President-Missouri for Southwestern Bell Telephone Company testified in Case No. 

2 TR-83-253 that SWBTs MissoUri operations were efficiently managed with excellent 

3 service levels. The following is an excerpt of that testimony: 

4 In my previous testimony I provided the Commission 
S significant detail as to the efficient ·management of 
6 Southwestern Ben·s Missouri operation. All that I said 
7 before still applies. but I want to take this opportunity to 
8 expand somewhat on what was previously said. The 
9 service levels at that time were excellent. and they 

10 continue to be so. The expense controls were evidenced 
11 in part by the 1982 reduction of 220 employees that I 
12 described. That trend is continuing. Since January 1. 
13 1983 we have reduced an additional 434 employees. 
14 That does not include the employees transferred to ABI 
IS as a result of CI-ll. Our Missouri monthly operating 
16 expense per line through May is 38.99 as compared to 
17 42.20 for Southwestern Bell and 43.66 for the Bell 
18 System. The Missouri total factor productivity 
19 completely outstripped the national economy as I 
20 previously testified. Schedule No. 6 shows that our 
21 employees per 10,000 access lines are significantly lower 
22 than the Company or System. In an attempt to provide 
23 more definitive evidence as to the efficiency and quality 
24 of the management of the Missouri operation, I've 
2S requested members of my management team to 
26 summarize the programs. procedures, systems and other 
27 measures taken by the Company over the past several 
28 years. to improve efficiency and productivity. 
29 
30 [Barron Supplemental Direct. pageS.] 

31 The above quote shows that SWBT used reductions in workforce and 

32 reductions in expense per access line to prove the efficiency of its management far in 

33 advance of any discussion of incentive regulation. The above quote shows that SWBT 

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

3S traditional regulation. 
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1 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 less. 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 ince!ltive 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 ~.me one i!!.. which ,guick 
15 changes and constant streamlining are ~ssential. 
16 
17 The slump we've seen in the economy in the last 
18 year makes those ttaits even more important But. the 
19 economy was not the driving· force in our decision to 
20 offer the early retirement ~kage annoYnCed September 
21 27. 
22 
23 The decision was ba~ on a variett of factors . 
24 . . with competitiveness being the gn'i!ter goat 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. instead of being slowed by a 
2 buteaucratic process. 
3 
4 Largely through attrition, the number of non-
S 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 earnings would not be unduly affected and, above all, 
16 that employees would be treated as fairly as possible. 
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 evenL 
24 That's certainly understandable. On the other l;!aiKL 
2S streamliping the business !1H become a wu of life fm 
26 Corporate America md more recentlY our indusn. 1'b!: 
27 ,&911 must be for us to continue to loot fm mys ~ ~ 
28 tbe most efficient. effective conpny we can be. This 
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 perfonning 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 tbat "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 reflecti.ng the 
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1 Statrs complaint case. However, the most telling aspect that so-called incentive 

2 regulation produces no additional cost savings is in the Company's scenarios. The 

3 Base View. Telefuture 2 (TF2), and the Staff Proposal scenarios discussed in Ms. 

4 Martin's testimony all include the same basic level of cost savings. Therefore, TF2 

S produces no more cost savings than the Staffs complaint case, which the Company 

6 describes as a return to traditional regulation. 

7 Q. What is your basis for the conclusion that there is no evidence that 

8 SBIRE had a positive or significant impact on Missouri's economic development? 

9 A. There are two facts that support this conclusion. First. the Company's 

10 testimony has provided no evidence showing any positive or significant SBIRE impact 

11 on Missouri's economic development. Second, the Company has provided evidence 

12 of significant negative i~ to Missouri economic development directly related to 

13 actions that the Company asserts were influenced by SBIRE. For example, Ms. 

14 Martin's Schedule No. 10 snows that the Company's workforce reduction programs 

IS eliminated 890 jobs in Missouri. Mr. Keely states that the SBIRE Network 

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

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

18 jobs. 

19 There is one other point related to the Company's force reductions. TF2 is a 

20 proposal to allow SWBT to keep some of the earnings related to jobs lost in MissourL 

21 SWBTeamings result in cash available for non-telephone acquisitions. Therefore, the 

22 Staff's complaint proposal, with its Missouri rate reductions, would retain the savings 
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1 associated with the Missouri lost jobs in the state. This would be preferable from a 

2 Missouri viewpoint than an alternative that takes the savi1_1gs associated with the lost 

3 jobs in Missouri to increase the SBC fund for acquisitions. 

4 Q. What is the basis for your conclusion· that SBIRE was a negotiated 

5 settlement and did not establish any principle, method and/or precedent in any way 

6 binding in this proceeding? 

7 A. The basis for this conclusion is the language from the agreements that 

8 ultimately fonncd and implemented SBIRE. The following language supports this 

9 conclusion: 

10 9. By executing this Joint Recommendation, 
11 the parties shall not be deemed to have approved or 
12 acquiesced in anY ratemaking principle. valuation 
13 metbodoloev. method of cost of service cletennination. 
14 cost allocation or any legal principle underlying any of 
IS the provisions and agreements contained in this Joint 
16 Recommendatio&t. This Joint Recommendation shall not 
17 preiudice. bind or affect any party in any other IT!ai\W 
18 gr proceeding. except to the extent necessary to give 
19 effect to the terms of this specific Joint 
20 Recommendation. Neither the contents of this Joint 
21 Recommendation nor any negotiations concerning this 
22 Joint Recommendation shall be used as proof of an 
23 admission by any party hereto in any case or proceeding 
24 except to the extent necessary to obtain approval or 
2S enforcement of the tenns of this Joint Recommendation. 
26 
27 10. The tenns, conditions and agreements set 
28 forth in this Joint Recommendation have resulted frQ!!l 
29 extensive negotiations among the parties and are 
30 intended to resolve all issues presented in Case No. 
31 T0-90-1. (Order Granting Interventions and Approving 
32 Joint Recommendation, Attachment f\, pages 18·-19. 
33 Case No. T0-90-1, March 15, 1991 [Order. Case No. 
34 T0-90-1]). 
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8) The parties agree that this Settlement Agreement 
is a negotiated settlement of the litigation 
pending in Cole County Circuit Court Case No. 
CV 189-0808cc, et al., and of Case No. TC-89-14. 
et al. .... 

9) None of the parties to this SettJement Agreement 
shall be deemed to have approved or acquiesced 
in any ratemaking principle. valuation 
methodology. method of cost-of-servic~ 

detennination. or cost allocation underlying any 
of the provisions and agreements contained in 
this Settlement AgreemenL 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 
AgreemenL 

(Emphasis added; Order, Case No. T0-90-1, Attachment 
A, pages 26-27.) 

The above language also shows the SBIRE relationship to the ultimate $82 

million rate reduction·reflected from Case No. TC-89-14. The significance of this point 
.. 

is the comparison of SBIRE to the Company's TF2 proposal. The following chart 

compares significant aspects of SBIRE and TF2: 

Rate Reduction 

3 Year Capital 
Commitment 

Earnings Grid for Sharing 
and Company Retention 

Term 

SBIRE .. 

• $82 million 

• $150 million 

• same 

• 3 years 
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1 The above chart shows SWBT's TF2 proposal is offering (buy-in costs) 

2 significandy less than those coritained in SBIRE in order to retain the same earnings 

3 level retention for an indefinite period. TF2 is much less attra\.-tive than SBIRE except 

4 from the Company's perspective (higher earnings). In other words. SWBT is offering 

S less now than it did to reach the SBIRE agreement. 

6 Q. What portions of the Company's direct testimony does your conclusion 

7 that SBIRE was a negotiated setdement and established no principles, methodologies 

8 and precedent address? 

9 A. The following statements in the Company's testimony are addressed by 

io the fact that SBIRE was a negotiated setdement establishing: 

11 
12 
13 
14 
IS 
16 
17 
18 
19 
20 
21 
22 
23 
24 
25 
26 
27 
28 
29 
30 
31 
32 

• 

• 

• 

The 14.1 percent ROE target in the Missouri Plan 
was negotiated after the Commission made a 
specific 12.61 percent cost of equity fiading in 
Case No. TC-89-14. The additionall.49 peteent 
above this "bare bones" cost of equity was not an 
accident or oversight; rather, it was intepl to 
the overall apeed-upon incentive s11UCt'Ure of the 

. Missouri Plan. (Avera. page 18.) 

Ms. Martin's statements on page 38 of her 
testimony ~y on the above conclusion reached 
by .Mr. Avera. 

The whole purpose of the plan [SBIRE] was to 
give the Company the opportunity to grow its 
earnings 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 
are 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 continuing 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 
shon-tenn, skeptical reliance on such 
Commission policies in the future. (Wil.k, pages 
48-49.) 

18 The fact thrit SBIRE was a negotiated settlement establishing no principles 

19 addresses two themes in the above Company testimony. The first theme is that the 

20 SBIRE sharing grid was established by beginning with the 12.61% ROE reflected in 

.. 
21 the Commission's Order in Case No. TC-89-14 and adding some designed margin for 

22 some efficic~cy purpose. SBIRE was the result of extensive negotiations. The how 
.. 

23 and why the parties arrived at their decision to enter into the SBIRE agreement will 

24 (1) differ from party to party, and (2) be undeterminable at this time. 

25 The second theme is that the Staff is suggesting the Commission "break" some 

26 agreement or back out of a bargain that was made in SBIRE. Mr. Robertson's 

27 statements regarding the purpose of SBIRE form the basis of this theme. He then goes 

28 on to state that the Staff's position is punishing SWBT for SBIRE's success. Mr. Wilk 

29 describes the Staff's position as "breaking faith" with SWBT. Mr. Robertson's 

30 fundamental statement regarding the purpose of SBIRE is untrue. The word 
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1 "experiment" in SBIRE should have alerted all parties that SBIRE would not be a 

2 long-term program without the need for further review. The purpose of SBIRE was 

3 to settle the litigation resulting from the Staff's prior earnings investigation of the 

4 Company. The litigation was settled: 

S because of concerns regarding a costly and extensive 
6 delay in the implementation of rate reduction to the 
7 Company's customers and the potential for an extensive 
8 delay in the modernization of the Company • s network: 
9 and in an effort to provide the Company's shareholders 

10 with a potential for growth and ability to share the 
11 resulting growth in earnings with customers. 
·12 (Order, Case No. T0-90-1, Attachment A, page 23.) 

13 Q. Do you have any final points you need to address? 

14 A. Yes. There are two points. FU'St, I need to address the ROE impact of 

IS SWBT's proposals for Yellow Page removal and the use of an actual SWBT capital 

16 structure. Second, I need to address that an $82 million ~onsttuction program is not 

17 comparable to an annual $82 million rate reduction. 

18 Q. · What impact would removal of Yellovy Pages and use of an actual 

19 capital structure have on SWBT's ROE? 

20 A. The removal of Yellow Pages would impact the ROE by 366 basis 

21 points and the use of an actual capital structure of 42% debt and 58% equity would 

22 impact the ROE by approximately 25 basis points. 

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

24 rate reduction? . 
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1 A. No. The $82 million construction program is a oae time expenditun:. 

2 An $82 million rate reduction will recur every year. In other words., ratepayers could 

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

4 reduction one year. 

5 The following chan provides a comparison of the Company's estimated 

6 Missouri intrastate revenue requirements for Distance Leaming/TeJeMedicine and an 

7 

8 

9 

10 
11 

12 
13 
14 

$82 miJJion rate reduction: 

Rate Reduc:tion 

. Distance Learning/ 
TeleMedidne 

Dift'erence 

1994 

$82,000,000 

I3.0JJ.69J 

$78,966,307 

1m 1.996 

$82,000,000 $82.000,000 

I ~.~.233 I 3.~7.466 
$76,051.767 $78.312.534 

15 The above chart shows approximately a $78 million impact difference ~ 

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

17 LearningiTeleMedicine. One should not consider the Distance LeamingiTeleMedicine 

18 proposal to be comparable to an $82 million rate reduction. As a rule of thwnb, an 

19 $82 million construction program would equate to a $16· miJiion revenue requirement 

20 at the time the construction is completed. Over a three year construction period, tbe 

21 average revenue requirement would be $8 million. 

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

23 LearningiTeleMedicine? 
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A. No. The $8 million only represent the revenue requiremeat associated 

2 with the construction expenditures without consideration of separations, project 

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

4 revenue requirement for Distance Leamingfl'eleMediCine. 

s Q. Does this conclude your rebuttal testimony? 

6 A. Yes, it does. 
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Robert E. Schallenbcq, of lawful age, on his oath states: that be bas participatc:d in the 
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-'I pages to be presented in the above cue; that· the answers in the foregoing Rebuttal 

Testimooy were given by him; that he bu knowledge of the matters set forth in such answers; 
and that such matters are true and correct to the best of his blowlcdge and belief. 
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Q. PLEASE STAl'E "YOOR NAME AND BUSINESS AlDESS. 

A. My name ia a. D. Barron, and ~ business address is. 100 North '1\lc:ker 

Bou1evam, st. Louis, Misacuri 63101. 

Q. BY Mat ARE YCXJ EMPimED AND teAT IS mJR aJRR!Nr POSITIQI? 

A. I • ~l.oyed by Southwestem Bell Telephcne c~ and hold the 

p:aition of Vice Pnsident-Misacuri. 

Q. ME !00 1HE SAME ltANDt\tL D. BARJQq liJO PRE-rn.ED DINX:'1' ~ IN 

CASE Ill. 'l'R-83-253? 

Q. MR. Mmal, EAT IS 'l'HE !UUOSE OF tam ~ ~ 

A. '1'tie tulk of IIW' originally filed direc:t testilacny nmains appU.~. 

Bcwever, I wish to update the C'4mlisaian an the status of cur operations 

ancS •rvice ~ls in Missc::mi • wU • to CICIIIDent. on the changu that 

have occun:ed ~inc:e f!11J criginally filed ~Dicny. I &lao wiah to DS 

~ia and infoaaaticn to what I originally fu.J on the aubjec.t of 

~t efficiene,r. 

O. 1&a QWQ'S ARE Yell RERERRilG '10 11IAT HAVE OCt'URRED SINCE !CWt 

CIUGDW. '1'!:STDDa \N FILED? 

A. '~'here are three Jaajor c:han;es I wish to z.ntion. They cw the PCC's 

lssuance of its order on access charges in Docket No. 18-72, Judge 
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·~tal 
Greene's specifications of the teens of his ac:ceptance of the Plan of 

Reorganization which Dl1 and ATE accepted with cnly minor IIIOdifications 

and, closer to haDe, the agreement by the major parties in case No • 
. 

'l'R-83-253 on the use of a fully projected test year based en the 1984 

budget. 

BELL'S CURRENT RATE CASE? 

A. It is yet uncertain as to what the effects of the FCC decision in 78-72 r. 

will be, but as Mr. C$-l~ll points cut in his supplemental testimony, 

the charges to be assess~! the encl-user:s for the recovery of ms OQIIts 

will be flat_ rate r~tt.a~ t!lm1 usage sensitive, and. the phase-in to full 

payment by the e~r was lengthened by one year. Nothing can~nad 

in the infomation w have :.ceived to date would indicate that the 

OJ:der c:hanles IILIC'h in :he way \>f accea chaJ:ge structure, cnly rate 

·J.ewls. We have y'lt to reciive a ccpy of the oz:der so the exact effect 

is still unkncwn. 'the ~ will ~ noz:e to say abc:ut these matters 

u mc:n:a infoz:mation ~:x::.mas known. 

'l'he main effect of the ecurt' ~ acceptance of the Plan of Reoz:;anization 

1s that cur ~· c:N.o D:4 C.O."lt.in.ae with its final planning and 

baplAmentation of the t&iJIIS of the MFJ with less uncertainty an:! doubt 

than we've had to do~e. 'ti~ ~make the entire planni!'9 and 

blplelaentation pi:O:"'AS !1Dnl efficient and effective over the next fw 

.111:1nths as we can new ASS'U611i t"'..at no more last minute changes in 

~icna and cSiret'~i.rJM ~iU. occ:ur. 

Finally, the mcve toward a fully projected test year based on the 

Ccmpany' s 1984 t:ludget has eauHC! 111lch sc:mtiny and investigation to be 

SCHEDULE 1 ~3 
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accorded our ~eting process. 'l'his has been beneficial to the 

CCIIIpany1 and we've all learned frtm the experience. I'm utraaely 

pleased that the Staff ar¥2 Office of Public Counsel are willi~ to make 

this break fran tradition, ~nizing the b:uly IDCI'IJIIIental and unique 

iq)act divestiture will have on our operations. ·l'hat they are willin; 

to do what has to be done to protect the cx:mpany and its ratepayers as 

the c:hanges occur speaks well of their pJ:Ogressive attitudes and 

reaponsi veness to the Ccmnission' s challenge to not treat this cue as 

business as usual. 

Q. 1UJLD !OJ PIZASE cntHENT ~ 'IHE O!ANGED JAm Cl" ~ ~ IN 

DE catPM!~S UPJlln'ED CASE? 

A. Mr. Kaufman explained in his July 291 1983 supplemental testimcny that 

the caq;,any• s c:cst of debt and equity have changed since cur original 

application was filed. I wW not elaborate en ~ specifics o.f our new 

retw:n requirement 1 but I do f.-1 it is necessaxy to highlight for the 

Cauaission that our requiz=ed retum en equity bas risen 50 tluia points 

since I filed '4'N original t.eatimcny. We cu=ently are akin; for a 

16.5' return on equity whiCh creates an 0\lerall return raquinmant of 

13.30,. 

1'he same cxaur:ents I made on pa;e 12 of rtf/ direct test!11Dny ccncer.ning 

cur .need to eam adequately as we launch into the pest-divestiture 

envil:amtnt a::tnti~e to nquire Elllphasis. We absolutely nust be -.min; 

· adequately in the first few months of 1984 if we are to attract the 4 

investor dollars we will need to cxmtirue operations. I W.nk tne Staff 

and OPC realize this as is evidenced by their agreevent an the use of a 

future test year. 

SCHEDULE 1-4 
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Q. 00 YCX1 HAVE UP~ IN~OO 00 THE OPERATIQS AND SERY'ICE LEVELS IN 

MISSOORI? 

A. Yes. Schedule Nos. l - 5 revise f1PJ previously .filed Schedule Nos. l - 5 

ptoViding more current infoz:mation. Schedule No. l provides an update 

of cur operations for the period l/l/83 - 6/30/83. Schedule No.. 2 shows 

the service levels currently being provided cur Missouri cwstaners for 

the sec:ond quarter of this year. As can be seen, we continue to exceed 

all objectives with the exception of the percentage of repair service 

calls answered in twenty seconds. The 88.3\ result on this item was 

sti~l above the Ccxmliuion's surveillance level but wu c.rtainly less 

than the level we wish to maintain. 'l'his RSUlt was cbt, in part, to 

the spring flooding that greatly increased the incc:ming c:all loads ~to 

our J:epair service centers. In addition, we experienced a a:.np.~ter 

hardware problem which made entering t:cuble report infomvation into the 

c:awplter a great deal t.Dr--t~. '!'hat had the effect of tying 

up cur repair service atterdants, detractin; fran their availability to 

answer incaning Ap&ir calls. 'l'he probl.G was z:esolvtd in early June a 

is evidenced )?Y the 94.30\ result achiev,ed for that month. 

SChedule No. 3 shows that we c:cntirue to clear cur Q.lt-of-sarvica 

trouble reports on an expedited basis well within the·camaisaion 

guidelines. Our o:raplaint levels as &hom en SChedule No. 4 have 

increased slightly f%all last year mainly u a result of the ·abnol::mally 

· severe weather we had in the spring, but we're still far belol the 4 

levels experienced prior to 1982. OUt~ results (Sc:hedule No. 5) 

contirue to indicate cur cu.staaers are very satisfied with the le'-•el of 

service they are receiving f%tlll the canpany. 
SCHEDULE 1-5 
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Q. IS '1'HE .CX!iPANY 'S PKXaRAM '10 CDRRECT 'lHE MAJOR 1JEFECl'S FalND IN 'IHE 

a:MUSSIOO'S ux:AL LOOP SURVEY AS A PART OF CASE 00. 'l'R-82-199 N:lW 

CQo1PLETE? 

A. Yes, the final defects were corrected in May. 

Q. mJ MENTIOOED PR:NIOm. ADOmaw. INroRMATIOO cx:H:ERNitri MANAGEMEN'f 

EFFICIENCY. PLEASE EIASORA:rE. 

A. In my previcus testim:my I provic:Sed the cannission significant detail as 

to the efficient management of Southwestern Bell's Missouri operation. 

All that I said before still appli•, but I want to take this 

cpportunity to expand scmewhat on what was pnviously said. 1'he service 

lAtvels at that time were excellent, and they CXX'ltira.se to be so. 'l'he 

expense ccnt:r:ols were evidenced in part by the 1982 reduction of 220 

~loyees that I described. 'l'hat ti:end i8 .Ccntin.aing. Sinea Jamary 1, 

1983 we have z:educ:ed an addi. ticnal 434 tll;)loyees. 'l'hat does not include 

the tlqi)loyees transferred to ABI a a result of CI-II. OUr M~sso.lri 

mont!Uy operating expense per line tbJ:cugh May is 38.99 as~ to 

42.20 for SouthWestem aeu· and 43.66 for the Bell System. The Misscuri 

total factor productivity caapletely cutstripped the national econany u 

I previQJSly t•tified. Sdledul.e No. 6 shows that cur ~lDyee:l per 

10,000 access lines are significantly lower than the Canpany or System. 

In an att~ to pz:ovide more definitive evidence as to the efficiency 

· and quality of the tnanagSDent of the MissaJri operation, I've raquested f 

JMIIIbers of my management tum to 5\mnllrize the prcgrams, p%CCeC!ures, 

systtii\S and other measures taken by the Coapany ever the put several . 
years to ~rove efficiency and productivity. I also asked t:Mm to list 

SCHEDULE 1·6 
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the outputs .of these efficiencies that had been intrcduced in the fom 

of ccst, service and productivity RSUlts for their areas of 

re.-ponsibi:Uty. lbe results of that effort are shown in 'tlff Schedule No. 

7. 'l'he descriptions are intentionally brief and the lists are not 

all-inclusive but are merely intended to be representative of the 

efforts we've anployed to CXXltrol c:csts and ~~e service and 

prcductivity. I'm f811li.liar with and will adc5ress questions relative to 

the infoz:mation included in Schedule No. 7. However, if required, I 

will make D'tf J114M9ers available to answer questions c:::onc:eming areu 

that require further explanation. 

As. you can see this infomation is provided i.n six. categories. '1'he 

first categoey lists the rr.ec:hanized systtnS that are baing -.;ployed to 

reduce the ...S for labor and impJ:ove service levels. 'the Mccnd is a 

8UIINI:ry of the pz:cc:adures and plans that al.lot us to better utilize our · 
. . 

tuaan z:asourees. The thim provides a listing of naw tec:hnol.ogies we'wt 

~ 011er the past 5e';.tral yeus. '1'hese tec:hnol.ogi• typify the 

innovation ancJ c:reati veness of Bell Syst• manllliJtment. The fourth 

category lists procecSures and operations systiiiS utillze\i to reduce 

=sts. Categories five and six shew the deputmental results in the 

areas of c:cst, prcductivity and service. I thought it wa~ld be 

enlightening to the Cc:mDission to get a ncre specific, in-depth leek as 

to the degree we measure and &C!.'\ltinize c:urselves to inalre thae u.c::h 

depart:ment is providing the best service possible at the least c::est. It 

is these types of measunnents that cur ma.n~t~gers are held acco.tntftble 4 

for and ultimately paid for bued on their ac:hiewnent of preset 

objectives in these areas. 

SCHEDULE 1·7 
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Q. CO YCXJ RAVE Nr! omER CQtiEN'IS 00 ASPEC'l'S OF '1'HE CCI4PANY'S SOPPLEMml"AL 

FILDG? 

A. I only wish to c:cmnent on cur Canpany' s position on the inc:reasirYJlY 

visible issue of Universal Setvice. As many have stated before this 
-

carmissicn in the past and in the context of this case, the CaDpany is 

dedicated to presetvirr:;~ the universality of its setvice. It is with 

that c:bligation in mind that we have prcpcsed the Budget IOcal. Measured 

Service (LHS) I described in rtrJ earlier testimony. And it is with that 

in mind that we have worked diligenUy tcwards making 1.."6 available 

throughout Missouri as soon as possible as described in Mr.. caldwell's 

and Mr." Barry's testincny. Ancl finally, it is with that in mind that we 

have developed the interim LHS option these gentlaaen describe. 

I still believe single-party flat rate sez:vice is a bargain even at our 

PECPOHd rates u evidenced by my Schedl.ale No. 8. But for: theM that 

either don't perceive it as a bargain m: can't afford the niiW rates, I 

feel cur CaDpany has pro~~ided a viable safet)' net. 

Q. MR. BARR:It, 00 mJ HAVE AN! c:ac.uDING c:x:Hen'S? 

A. I can't ~ize enaJ;h that cur Miaa.tri work force is dedicated to 

providing the DDSt econcmical, higheSt quality telephone HZ:Vice 

available anywhere in the world, both new an:1 post-divestitun. the 

IIICIUDental task of Reorganization as a result of the court :bapcsed 

divestiture is still barreling dorm the tracks on schedule for its 

·Jaruaey 1, 1984 time of arrival. OUr mpl.oyHs have perfor:med lli:Dirably 4 

under the confused anc! stressful situation we are in, and we've striven 

to aWU.mize the impact of these c:l'langea on cur c:ustauera. We will 

centime to shoulder that obligation and responsibility until the 

SCHEDULE 1-8 
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eeverance is CICIIPlete• It is IIY sincem bcpe tbat one. w an diftSted,· 

our MisiiOUri cperaticn will fiad itllelf with the cpportuftity to am a 

Coalllliuion authorized wtum that will be .cSequate ·to ..t our. financial 

needs • we prcceec1 into the uncertain w uncharted water~~ af 1984. 
-

It is hcped that the Ccllllliuion has the canviction and the visicn to 

-*• the tcugh decisions that an in the bellt intensts af the lonrtem 

wll being of our cust:c::..z:s. If this ia the c.e, I '• confident that 

our cc:mpany will flourish and grow t.cauM it alrudy has in place the 

.. t valuable aaet mJ ~ can have - skilled, CC~~~Pttent w 
effec:tiw ~t. 

SCHEDUlE 1·9 
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CJe<:-' 

Pr&at~~1»tr , w 

Mo. PSC CMe No. 'IR-83-253 
Sc:hedule No. 1 {Barren) 
S.lppl-nt&l. 
Page 1 of 1 

• • • • • • • • • • • • • • • • • • • • • 1.5 million 

lllaber of 
~ •rv.cS • • • • • • • • • • • • • • • • • • • • • 166 

Nwlbtr of 
.CC.S 1iMS • • • • • • • • • • • • • • • • • • • • • • • 

in woz:k fcs:ce 

Plant investment 

• • • • • • • • • •••••••• 

per Mtwork -=-• liM . . . . . . . . . . .• . . . ... 
Total 

cperatinr; expense . . . .. .. . . . . . . . . . . . . ... 
lblber of 

central offiCIIS • • • • • • • • • • • • • • • • • • • • • 

......................... 
• • • • • • • • • • • • • • • • • • • • • • 

• • • • • • • • • • • • • • • • 

Vtlhlcl• 
1ft IU•sauri Plant • • • • • • • • • • • • • • • • • • • • 

Awn;e 

1.8 IIUlion 

U,'725 

$1,613 

. 
M14.G 11111ion 

217 

12 

87 

bual~ day local c:alls • • ~. • • • • • • • • • • • • • • 19.1 muion 

Avenge 
a:..lneas day len; distance calls • • • • • • • • • • • • • 1.1 !ld.Uion 

(. 

• • • • • • • • • • • • • • • • • • • S238 .1 million 
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Sout!MIStem Bell Telephone caapany 

Seccud Quarter, 1983 

I. tnatallation of Service 

A. Orders <:aapletecS Within Five WOrk bays 

Objectiw 
Actual 

a. Percent Cclllllitments Met 

Objective 
Actual . 

ti. ~nde ~rs caapletad Within 30 Days 

Objective 
Actual 

ttt. Held Orders 
~··, 

A. Nw Installations 

8. ~Orders 

IV. S.Vice 

A. 

Objectiw 
Actual 

8. Local cau caapl.etion 

Objective 
AcQJa1 

c. lXI) Calls caapleted- tnccmin; 

Objective 
Actual 

D •. Interoffice 'rr:Unkin; - OV.rflollf 

Objective 
ActWI1 

90.0\ 
93.49\ 

90.0\ 
98.0\ 

90.0\ 
100.0\ 

264 

1,665 

95.0\ . 
99.93\ 

95.0\ 
99.9\ 

97.0\ 
99.6. 

4.0\ 
0.08\ 

(. 

SCHEDULE 1·1 1 
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v. Anwering Time 

A. Autauted Operator Calls 

Objective 2.8 Mconds 

ActUal 2 .a sec:crds 

a. 
Objectiw 90.0' (. 

Actual 88.3, 

VI. Maintenance 

A. Trouble ~rts Per 100 Stations 

Obj~ive 8.5 
Actual 3.87 

a. 'rrCIUble Reports Cleared Within 24 Hc:ua 

Objective as.o• 
ActUal .. , 87.83' 

c. PeJ:Cent 1'1:auble Ccmaitments Met 

Objectiw 90.0' 
Actual 93.18' 

.. 
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Year -
1979 

1980 

1981 

1982 

1983 

SCHEDULE 

Mo. PSC case No. -TR-83-253 
Schedule No. 3 (Barron) 
Supplnacal 
Paae 1 of 1 

Out of Service Cleand in 24 Hours 

Surveillance Level 80.0S 

1st Quarter 2nd quarter 3rd Quarter !th Quarter (. 

N/A N/A 59.1 53.6 

65.6 76.2 80.3 85.5 

90.6 87.5 82.8 88.1 
. 

84.5 94.1 86.0 85.8 

81.4 87.8 

• 
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MO. r.s.c. Caae No. Tl-83-253 
Schedule Mo. 4 (Jarroa) 
Suppleaenta1 
Paae 1 of 1 

COMMISSION COMPLAINT SlJMKAllY 

m& m! ~ YEAIU.Y TOTAL !«)NTBLY AV!.1AG! 

1979 329 163 2892 241 

1980 272 116 2126 177 

1981 202 101 1597 133 f. 

1982 120 70 1196 100 

1983 123 103 676 113 

(tlml 6-lo-83) 

1982 K»m!LY ACTUAL$ RESIDENCE BUSINESS TOTAL 
. 

.Jamaary ~··: 101 19 120 
Febwary 80 21 101 
March 84 27 111 
April 76 26 102 
May so 20 70' 
.JUDe 67 31 98 
.July 68 12 80 
Ausut '4 16 110 
Septaber 87 20 107 
October 79 2S 104 
November 69 lS 104 
Decaber ..!!. ~ 89 -
toUL 924 272 1196 

1983 !I)N'I'HLY ACTUALS 

.Jamaary 92 27 119 
Febnuu:y 99 24 123 4 

March ~ 86 23 109 
Apd.l 81 33 114 
May 73 30 103 
.June _!Z, _l! !2! 
TOTAL .518 1S8 676 

(thl'U 6-30-83) 
SCHECULE 1·14 
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1911 OIJICTIYI 

Yeady Averaae 
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Yearly Averaae 

1913 oumm 

Jaaury 

felaruary 

llarc:h 
April 

llaJ . 
JuRe 

July 
Aupat 

Septellllter 

Oetol.er 
lovaher 
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.. ,.,-. 
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14.0 19.0 

91.1 94.7 
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* * 

. 
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- - -
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CENTD REP Alit INSTALLATION CENTER 

17.0 84.5 92.5 91.5 

92.4 91.0 96.1 96.4 

82.0 91.5 93.5 
"· 

94.0 92.7 95.3 95.6 

* 82.0 90.0 ** 
. 
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93.7 93.6 
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92.3 91.7 
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BELL s1s1Dt AV£PNZ. 

SCl7DlW£S'l'EII BELL 

MISSCill\1 

•• • Mo. P.SC ca. Ro. m-83-
ScheciUe No. I (Baaor 
Supp1.-amtal 
Page 1 of 1 

EMPtDYE£5 PER 10,000 AC:ESS LINES 

(a of May, 1983) 

rex:. DEC. cu::. rex:. JAN. MY 

1:!1!. 1980 1981 !!!! 1m. 1983 - - -
100.50 98.70 96.34 90.80 88.49 86.78 

104.20 104.03 101.42 98.42 95.51 93.43 f. 

92.76 89.64 86.42 84.73 82.19 79.55 

;l·· 

• 
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1. 

11. 

111. 

IV. 

v. 
VI. 

• • 
Mo. PSC Cue No. TR-83-253trB-83-288 
Schedule No. 'l (Barron) 
S~plemental 
Pqe 1 of UO 

STATE OP MISSOURI 

MANAGEMENT EPPICJENCX 

INDEX 

l!l! 
eatesoa 

lnfo~tion and Operations Systtma 
2 

Manqement of Hunan Besourees 
42 

lntrodustlon of New TecbDOlOU 
55 

Other Cost Bedustlon aatd Bevenue suimlatlon 
Prop'll'nl and Procedures 

88 

95 
Service Quality . 
Cost and Produstlvi t7 Besul ts 

104 

f. 
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Missouri PSC Cue No. TR-83-253/TR-83-288 
Schedule No. 'I (Barron) 
Supplemental 
Pqe2 
I. Information and Operations Syatems 

L INFORMATION AND OPERATIONS SYSTEMS 

Department Network Distribution Services 

The Trouble Report Improvement Methodology (TRIM) wu developed 
in Mluouri beginning in 1979. 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 pattern analysf.s ot outside plant facWty, central 
otf'ice equipment, or individual customer problems. TRIM hal been 
very successful in clearing trouble and prolonging the Ufe of our 
plant. 

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

· customer premise repair lntormation, current trouble status, and 
history of put troubles. The status of •eb Individual cue of 
pendf.na' trouble u well u the total volume of trouble pendinc In a.n 
exc:hanp or dispatch center can be displayed. This is an excellent 
manqement - tool to monitor the repair load. The system also 
deUvers customer reports within seconds to the correct JeOII'aphiCal 
repair dfapatch center. This system wu brou;ht on Une in Milsouri in 
the late 19'10'1. Perlodic JOftware and hardware additions continue to 
Improve the system. 

Economic Alternative Selection Por Outside Plant (EASOP) Is a tully 
automated time-thaN eeonomlc 1tudy tool for outside plant 
encfneerJnr. It eomput-. the Present Worth of Expenditures (PWE) 
for each alternatl~ Input by the user. Each alternative fs a sequence 
of actions that Indicate cbqu to the exlltfnc plant. These aetions 
consist of lnatallatl0111, removu, runqements, maintenance and 
revenues. • 

The Loop Plant Improvement Evalua.tor (LPIE) system Is a fully 
automated time-share eng!nnrfnr pllnn1nr and analysis system, 
which compares the eu:rat ud projected maintenance costs 
aaoclatec:l with rehabWtation altem&tiv• and/or redeslp proj~ts. 
It provides automated enalyail and output ldentltyinc· maintenance 
cost reduatlonl venus capital upendltur• required and lftdicates the 
meat economiaal alternatives. TID program lnlur• that the most 
COlt effective rebabnltatlon method 11 utWHd. 

Pair Galn Plannlnr (PGP) is a fully automated tlme-lhare qineerJ.nr 
pJann1nc and analysis system. It providas the capabDlty tD analyze 
and define the mOlt economical relief project alternative, baed on 
the use of loop electronics versus cable/structure facWties without 
lencthJ manual computations. 

The Loop Activity Tracking lrdormation System (LATIS) is a 
eomput• buec:l pro£ram to collect, analyze, and prioritize outside 

• 

(. 
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• -· Missouri PSC case No. TR-83-253/TR-83-288 
Sebedvle No. '1 (Barron) 
Supplemental 
Page3 
L Intormation and Operations Systems 

plant loop network activities (e.g. instances of Line/Station 
Transfers, repair of defective cable pairs, etc.) by ceocraphical 
areu. 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 dupllcation of key pW1ch operations. It provides 
a lonc term analysis of individual geographical areu, applies 
economical factors and economically prioritizes rehabWtation 
projects. 

Exchance Feeder Route· Analysis Program (EPRAP) is a fully 
automated time-share engineerinc planning and analysis system that 
facilltates studies in an individual feeder route relief problem and 
identifies timing, eeonomics and required cable/structure relief 
facWties. It provides for analysis and c:omparison of several relief 
alternatives to maximize economic benefits. It also relieves the 
efllineer of the time consuming and tedious manual studies to analyze 
basic feeder route relief problems. 

· The Loop Feeder Administration System (Ll' AS) is a fully automated 
time-share elllfneerinr planning and &n.llysls system used to 
ealculate the proper load-balancine of the feeder route and evaluate 
the economics of appropriate relief a1·ternatives and specific timing. 

DJcital Line · Erqcineerq Prosram (D~EP) is a fully automated 
time-share qineerlng planning and analywis JYStem to improve the 
deslp ~ implementation of dlsftal circuJts required for d11ftalloop 
electronics appUcations. It provides a faster, more economical and 
accurate desip method whUe reducq actual engineerq time 
required. . 

The Mechanized Plant Location Records Syatem (MPLRS) provides 
the facWtles to control, administer and maintain the outside plant 
loop ·rlant Location Reecrdl. It also provides automated facWties 
for reconcJlation of tbe contbtuinr property records. 

Use of the MPLRS has resulted in: 

L Puter and more efficient records postinc and 
l"eproduCtlon. 

b. Reduced cost for major updates. 
c. Improved Inventory !nformation acquisition. 
cL Uniformity of reccwds. 

• 

i-
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Premises Information System/Loop Assiliunent Center 
(PREMJS/LAC) mechanizes a portion of the functions currently 
performed manually in the Loop Assignment Center. Thil provides: 

a. 
b. 
c. 

d. 
e. 

t. 

More effective reuse of cable facWtles. 
EUminatlon of manual entries in cable records. 
Downstream tlow to other systems reducing manual 
update of records 
Mechanized worksheets to uslst in major cable chqes. 
More accurate information beinl passed to aU work 
ll"oupl reducing discrepancy and phone call activity 
formerly used to resolve problems. 
Mechanized reports identify poaible problem areas before 
the problem becomes serious. 

Implementation of PREMts/LAC bepn in the fall of 1982 and will be 
completed by early next yeaz. 

· Tbree Tier Southwestern Order Retrieval and Distribution System 
(SOKD) win enhanee the ailtinc SORD system and provide: 

a. 
b. 

c. 

d. 

e. 

f. 

I• 

Puter and more efficient distribution of service orders. 
Mechanized analysis of nrvJae order content which 
provld• a selective distribution to only thole work forces 
<e.r. lnltall&tlon, frame) involved in completJnr the 
service order. .. 
Prcnridlls downstream information to the mecbanized 
fnst&Uatlon Porn Manapment System (PMS-K). 
Provid• mechanb:ed productivity report. for usipment 
penor.nel. 
Reduced cost of UBJ.nc u.s. mail or vendor, Le., GELCO to 
dfstrJbute ordcn to Vlrioul work pooup1 
Provl• meahanlzed edlta oC .. lpment fDtormation 
wblah lmprov• quality. ·· 
A J1eC8oHrY .,stem to our ultimate meabanizatloa pals. 

TJne Tier SORD wm come on line in September, 1183. · · 

MecbanJzation of computlnc 0.0.11 reJUlts hU drutlcally reduced 
the olerioal boun required to produce the results Ud hu reduced tiJe 
polllbWty of clerical erron in computation. Prior to September 1181, 
the aomputatlon and publication of G.O. 59 r-..la were manualll' 
performed, apendirJg many clerfal hours. Ill September 1181, 
aomrte prosrams were written for tbe Southweetern Time Share 
(STS s,.um that would mechania.Jly compute o.o. SJ results, 
tberebf .UmlnatJ.nr the nenuity of manually computfllc ~ts for 
eaoh wire center in the It&t&. 

(. 

• 

The Trouble Report Evaluation and Analysis Toal (TREAT) Is a· 
computwized system desfped ~PHiflcally to produce a wide variety 
of reporta tailored to meet the amal,.U., results, and performance 
meuurement requ!Nmentl of the Repair Service Bureaus (RSB's). 
TREA'ra two prirnary coal~ are to ldentlfy any weak spots In the 
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repair service operation and to faeUit.ate the reduction of the tro.mle 
report rate. TREAT he negated the need ror laborlow, manual 
effort to Identify commonality in tromle reports and detailed trend 
analysis. TREAT provides access to all tromle report data for a 
roUlng 40 day period. Slnee its Inception, TREAT has been utilized to 
identity weak spots and initiate corrective meuures before a 
problem becomes seriom. It hu also been wed to monitor the 
performance of I&M persoMel for productivity lapses. 

The Cable Repair Administrative System (CRAS) is a computerized 
aystem for recording and mlintainlnc a history or outside plant · f. 
(cable) related tro\Gles. This system, which also tracks repair hours 
on outside plant trouble, was fully implemented ln Mlllowi in 
1982/1883. CRAS hu mechani~.ed an extensive clerical process of 
marking tickets, reading of the tickets by an outside vendor and 
manual computation of some ruults. It Is also wed to meuure the 
produ=tivity or work sroups and individual technicians. Reports are 
avallable to detail or summarize the tromle histOry of areu, speeltlc 
cables, or portions of cables u well as for bqetuy and forecastini 
purposes. To input data into the CRAS system u:istlnc Loop 
Maintenance Operations System (LMOS) terminals are tRd. This 
·.uminated the need to purchueadditicmal terminal ~vices. 

Tbe FacUlty Aasipme~1t and Control System (r ACS) Implementation 
is labeduled to becin In Mf.uot~:l lebrUI.l"J, 1984. This lyttem wUl 
establlsh a new database called Loop PaeWty Alllpment Control 
s,.tem (LP ACS). 'this database along wltJt uistlnl systems . (Le., 
COSMOS, Three Tier SORD) wUl provides 

a. EUmlnatlon of min..-! cable records. 
b. Automatic Utignment and distribution of central office 

equipment and. cable facilities for at least '1096 of all 
service arden. 

c. Mechanized ~te of downstrum systems, Le., LMOS. 
d. Mechanized productivity reports for .. lpment 

personnel. 
e. Mechanized worksheets to assist in cable chanps. 
f. lleductlon of Loop Aslipment Center offices. 
I• Anticipated force red~tlon In Loop Assipment Center · 

Offices.. · 

- A s&mcrlber Loop Tramsmilllon Improvement Prop'&JD wu developed 
and Implemented In MfasourL The pr01f&m spealtl• that MVeral 
traumilllon related meuurementl be performed on cUitomerloopl 
dtainc all lnstaUatJ.ora visits and some repair vlsitl. U any 
meuurement railt to meet minimum acceptable ltandards, 
Immediate corrective action 18 required. A computerized system 
tracks and analyzes patterns of mar;lnal conditions which do ne-t 
require Immediate action. TheM concltlons &N then corrected on a 
bulk basis. 
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Department Network Switchlni 

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

-

Automatic M .. qe AccoUtting Record System (AMARS-X) Is a · 
. centralized magnetic tape messap recording system tor 5XB 
switchinc systems replacing the paper tape systems. This sytem 
reduaed recordinc cost, improved accuracy and eliminated the 
accountinc procedure ltep of eonvertlnJ paper tape to magnetic tape 
for the bWinc process. 

Automatic Trod)le Analysis System (ATA) Is a minicomputer trolble 
analysis system for crossbar offices. This system mechanizes the 
analysis of the tro\ble recorder output for Ill croabar offices and 
furnishes tro\ble .. patterns to the Jllectrcmechan!cal Swltchinr 
Control Center for resolution. The ATA reduces manpoww 
requirements, eliminates office coven&p Jn lOme hours and lmprova 
Hrvice throQih tuter tro.mle recQIDitlon. 

Automated Trod)le Reportlnr,System (ATllS) Is a mechanized system 
that collects operator tromle reports from TSPS Bue Units. The 
operator Input is meahanlzed tbroup keyboard bq)ut ellminatinc 
paper recordlnc. The syatem doa analysis ot the tro\ble reports for 
patterns to Improve r111p0n1e and eliminate most man..:l analysis. 

Centralized Automatic :Reportfnr on Tr'&lllcs (CABOT)- mechanizes 
the operational and transmission measurements on.our Interoffice and 
toll trunkl. RoutJne tests a:e automatk!ally ICheduled, performed, 
analyzed and forwarded to the plant control location. This system 
hu eliminated the reqWI'ement tor manw two (2) pcson craft test 
for over 1096 of owa trwdc:s. 

Centralized AutomatSo Tro~e LocaUng and Analysis System 
(CATLAS) ll a maintenance aid fer No. IBSS and TSPS. It Is a lhlred 
time system tbat diiCJIOHI machine data and 1bts the auspected 
f&Wnc components hi priority order. It sreatly redu:es craft botn 
required for analysia and tro\d:Jlelhootmr. . 

Circuit Maintenance System - IC' (CM8-1C') Is a mechanized system 
that providel operational, administrative, and data base Mrvlces for 
I*'IOftl'el In the 4 ISS trottie malntenuce environment. The IJilem 
automates tuSal IUDh u: work dlstrlbutlon, clrcult order 
admlftlltratlan, the pneratton of admbUitrat!ve reports, and records 
ltorap. It Is a real-tJme wen system. 

f. 

Clrcult Maintenance System .. 3A (CM&-3A) Is a mechanized system 
that a~rta the Special Service Center activities associated with 
the installation and maintenance of special senice clrcults. CMS-3A 
reduces the COIJt ot lnttaJltnc and mllintalnineepecialservice circuits 
by provldlnc .:curate and readily available center records, SCHEDULE ,.22 
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mechanized work nows within the sse, and mechanized interfaces to 
TIRKS and SSS for automatically transferring information. 

Central Office Equipment Engineering System (COEES) is an 
lnterac tlve planning and ordering tool designed to assbt engineers In 
planning and ordering the most economical central of!ice switching 
job consistent with aervice requirements. It assists In determining 
the tim inc, cost and q~aJ~titles of C' .0. equipment required. 

Computerized Maintenance and Administration Support m 
(COMAS m) II a minicomputer system for performing 
ineffective-attempt analysis and marker testing for crossbar tandem 
swltchinc systems. COMAS m reduces manual analysis and helps 
maintenance forces reduce ineffective-attempts and misdirected 
calls. 

·- Central Office Maintenance Manqement System - Preventive 
Maintenance (COMMS-PM) Is a shared-time computer system that 
proyides mechanized administration of preventative maintenance· 
work in central offices and liwtching control centen.. The system 
orpnizu the work for each administration mit and provides work 
orders for technlcianl. COMMS-PM p-eatly reduces the manual 
effort for admlnisterlnc central office maintenance. . 
Computer System for Mainframe Operations (COSMOS) Is a real-time 
system for wire center administration for subscriber aervices. It 
provides the foUow~Dc: 

a... lleUeves the problem of frame congestion and 
lq-jumpers often fo&md in 1arp main distributing frame 
operations. . 

b. Improves load bllm!:te and caatomer llne equipment 
distribution lD the wire center. 

c. lleduees manUil record keepinc In each llH1" croup. 
d. Mechanizes Une eq\ipmcmt 11tt 1lleCl for uslpment. 

.. . 
Centralized System for Analysis and lleportlnc (C'SAR) is an on-line 
system which provides reportfnc of the quaUty and quantity ot traffic 
data proc .. es by THDS. 

Common Update (CO) mechanizes the fmctlons which bUild and 
maintain the record Information required to support the 4ata 
processes for the Totallf etwark Data System. 

Demand and PacWty Data Bue System (Dld'DBS) provides Network 
dellperw an Information ~JSt•m tor UM In evalutlnc local C .o. 
eq\ipment provlslonlnc. Tbltl ay~tcm nc!luces manual comparative 

·· analysis effort by deslpen. 

No.lA Eftllneerlnc and AdminiltratJon Data Acquisition System 
(lADAS No.lA) provides for the automatic collection of traffk: data 
from swltohlna syste~. EADAS No.. 1A provides real-time data for 
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administration and stored data for Engineering purposes, and 
eliminates man..t traffic registers readings • 

. 
EncfnHrlng and Administration Data Acq~ition System/Network 
Manapment (EADAS/NM) Is a computerized system which provides 
real-time aurvelllance and control of all levels of the switching 
hierarchy -from regional centers to end offices~ A Network 
Manqement Center support system minimizes office isolations from 
the Network this improving service quality. 

Individtal Clreuit Analysis (ICAN) is a shared-time system that 
s~rts the Total Network Data System. It provides analysis of 
lndivid\al circuit usage ckta identUying circuits not accessible and 
trunk equipment with short holding times. It provides summary 
information about the circuit I!'Oq)ing map and eliminates manual 
records. 

Load Balance System (LBS) is a lhared-time system that produces the 
network administration reports reqwred for. the central office line 
equipment load balance fl.lletlon. LSS eliminates manual records and 
calculations for the ftmc:tion. 

M .. age Reaordinc Trunk Tro.mle ArUilysf.s (MB'M'A) provides dally 
·exception reports to maintenance forces for deteatfnc toll mesaace 
recCX'dlnc problems. 

Network £nclneerinr Po.rce Manqement Syatem (NEJP MS) is · a 
shared-time system for determining encfneerfnr work volwne 
requlJ'ements and ttackinc actual homos performance with that 
forecasted. · 

Network Operations Trouble Information System (NOTJS) provides 
Network Service Centers tM network trouble patterns and 
albsequent analysis for·referral to maintenance forces for corrective 
action. 

Reuse Inventory Manqemezat System (lUMS) 11 an on-Une 
lharecl-time tyatem for the control, mi.U'Iapment, and reuse of 
operatlnc companies Inventory of surplus material. · 

Remote Memory Administration System (llMAS) a~ts the 
operationa of the Recent Chap Memory Administrative Center 
which aupport OW' !SS local offices. The •tem: 

a. Mecbanlzea the elericlllnput function. 
b. Mecbanlzea the input to the ISS offices. 
c. Interfaeu with the Hrvice order system for records 

~te. 

Switched Accea Remote Test System CSARTS) provides remote one 
periOD tat!nc of apecl&l unice circuits. SARTS allowa remote 
detection and isolation of cizcult problem• ellmlnatinc the need for 
manual MCtionaUzatlon of tpeeial circuit problems. SCHEDULE 1.24 
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Software Change Administration and Notification system (SCANS) Is 
a shared-time system that administers the Broadcast 
Warninc/Messaces anno\I'W:lnc chances required in ESS software to 
prevent outages and c111tomer complaints. The system tracks the 
status of changes in each office elimina~ing manual record 
requirements. 

No. 2 Switching Control Center System (SCCS No. 2) is a 
mlnJcomputer system which supports the BSS Switching Control 
Centers. It provides: 

a. Remote centralized malntenanee capabUity. 
b. Remote monitoring of end office machine status. 
c. S~port for Network Administration Centers and Network 

Terminal Equipment Centers. 

Service Evaluation System No.2 (SES No.2) automates the dial Une 
and Incomtnc Trunk Service Evaluation fmctlons. SES No. 2 allows 
further centralization of the observing function, reduaes manpower 
requirements and automates the Interface with other systems using 
observed data. 

Small Office Network Data System ($0NDS) ls a stmystem of the 
Total Network Data System. lt automates the data collection, 
proceainc and output reports for Step-by-Step offices smaller than 
5,000 main sta~ons. 

Special Servioe System (SSS) is a mechanized QStem for storinc 
historical data and anal!Zinl trotmle report data for special service 
cmtomers. -

0 

° 

Telecommunications Alarm St.a'VeWance and Control System (TASC) 
Is an automated system that provides centralized alarm reportjnr, 
stataa awveUlance and remote control to permit 11\&ttended 
operations ot telephone bulldiDp containlnc radio and carrier 
transmlaslon equipment; nrltchlnc equipment; and associated 
bulldlnc, power and mbcellaneo&ll equipment. 

T-C'arrl• Admlnlatratlon SJ!Item (I'CAS) mechanizes the 
raaintenancre and admlnlstrat!on to allow centralized control of the · 
dllftal netwcrk.o Provlda real-time 11neU1ance and analysis of 
T-Carrler f&Dures, tro..mle lsolati011 to a faulty channel bank or JPan 
and provldu reports on current status and performance of the dlcltal 
network. 

Trattlc Data Admtn.f.ltratlon System (TDAS) provides mechanized 
administration of traffic data collection. TDAS automatically adjust 
the data to tr• CC'S and ldentlfia measurements ln terms of 
common lancual•· 

- Total Network Data Sptem (TNDS) is a mechanized system for 
valldatinc, procasing end managinc traffic data for the telephone 
network. 
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No.5 Crossbar Central Office Equipment Reports (5XB COER) 
a~ts the network administration and desicn f&metions for SXB 
awltching offices. The 1Y5tem eliminates manual traffic atudies for 
these functions. 

Prame Monitoring and Planning System (PRAME MAPS) is a 
mechanized system that tacWtates distribution frame planning. It 
provides: 

a. Consistent termination profiles for the wire center Wider 
atudy. 

b. Develops several standard alternative plans. 
c. Performs economic evaluations. 

Constr~tlon Budget Summary and Analysis (C'BS4cA) pro;ram 
processes the company's con.str~tion budget data thro'Ch a series or 
edits that ensure the lntecrtty of the !nformation. It is utWzed u a 
tool by the deslp efllineerin; group to evaluate the reasonableness 
of their deaip data. 

Tra P'orecutlnc System (TPS) is desiped to produce forecuts of 
messap trunk requirements fer five futLH years. The system has 
mechanized tbis function for the circuit Ulipment rro""' 
Tra Servicing System (TSS) helps network trtmk servlcinr personnel 
to maintain a messace-trtmk network meetfna' both aervice and 
economic criteria. It mechanizes the major portion of the data 
pthermc and cllculaUons reqtired for this f~metion. 

Tr1111cs IDtepoated Records KftPlnl System (TJRKS) is a mechanized 
QStem Uled for dtllfplng, tracJd.n&', dlltributinc and aaianinc 
fuWties and equipment to m~J~~U~e and special service circuits. The 
system mechulzes the records for trunlc:l and apecial aervlce 
elrauits. It meabanlui the dalp proc .. on some circuits. It 
meclwllzes the work document clltribution for provilionfnltpeelal 
cirauits. 

Network PJaranJ.nc 

Outatate PecDlty Network PJ.an.ftlnl System (OPNPS) Is an Interactive 
tJme JbaN eomputer-b&Hd system dalped to usllt the planner In 
er-.tbw and eveluatmc facUlty reUef pla!ul for non-metropoUtan 
8itel. OPNPS can pnerate an optional relief plan, calculate fecflity 
ahaUit data and cenerate facmty cra.-sectlon reports. 

Metropolitan Area Transmi.Aion Paclllt}' Analysis Prosram (MATPAP) 
Is a tyltem of computer~· to aid In p1ann1nr the economic 
evolution of metrOpclltan vea Interoffice transmllsion facility 
network& It la Intended for an a'rironment where poowth ls 
predomlftantly ~ dlsltal carrier and metalllc fuBities. MATPAP 
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&Uows the pla.Mer to develop a fundamental plan tor the network as a 
whole rather than the historical procedure of studyinc a lp&ll at a 
time. 

Department Operator Services 

-

Hotel Bflllng Information System/ CentraUzed Credit and Refund 
System (HOBIS/CCRS) usists the operators in quotlftl, atoriftl, 
retrievlng and adjustfnl "time-and-charge" detaDs lor hotel and non
hotels equipped with Automatic Charg·e Quotation Service. Savings 
were reallzed throUifl improved accuracy on recordtnr time-and
charge information. BOBIS/CCRS also supports the application of 
credit for· customers u a ruult of coin 1ervice dltflculties. CCRS 
offered improved operator work time in processlnc credit requests 
and eliminated the purchue and processtnc mark sense tickets. 
Puture plans include support for nora--coin service and provision of a 
Networic Autoquote Service (NAQ). The new feature of NAQ will 
reduce investment by eUminatJnr the need for private line facWtles 
with the use of the automatic dill-up feature. 

The Directory Allllstance System/Computer (DAS/C) utllJzes 
eomputers to mechanize the hancWnr of Directory Assistance calls. 
The DAS/C computer replans paper reeordl which were printed by 
u outside vendor and put in book form. Instead of turnlne pac• ot a 
book, the operator keys the caWnc details on a keyboard and the 
U.tinp are displayed on a ICI'een. The \&18 of tbe DAS/C resulted in a 
llplticant reductlOD In the time Nq\IJred by the operator to hancDe 
customer requests and 1ft tum a 1arp force and expense savinp. In 
order to realize further avh:p, variOUI rem·ote Directory Asliltance 
otfla. In Mlaourl ue DOw· C!ODSOUdated in St. Louis and Kansas 
City. . 

The Data BaM Admlniltration System (DBAS) Ia a minicomputer 
.,atem used to admiDJit• the BWJDc Validation AppUcatioft CBVA) 
data bue m conjunction witb providlnc automated CalllnJ Card 
Service (aCCS). Blllinl number data contained in the DBAS data base 
iDc1udel Ol'iciMtJnc Station Treatment (OST), Bmed NumbW 
Screeninl (BNS) and eaJl.lnl card Information tor both Southwestern 
Bell TelephoM Compt~~~y and 108 independent telephone companies in 
the North Jt.ecfon, Le., Mbaourl, Azlwulu, Kansu ud Oklahoma. 
ThJa IJRem II &ccellad by TSPS ad valldata a11lnr card calls, 
m&k• equjpment querJ• to determine If a lt&tion II cap&ble of 
partlclpatfnl 1ft aces ud also provides the abWty to restrict third 
party bill1,.- and/or collect ca.Us to eoin IDd Hlected non-coin 
telephone numbers.. 
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The DBAS system II administered by an Operator Services work group 
called the Data Base Administration Center (DBAC) which is 
responsible for the dally input of source data which includes mqnetic 
tapes from Southwestern Bell and manually input service orders from 
the independent companies. 

The Micro/Tel Trattic Data Analyzer (MTDA) provides operations 
aupport 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 force and facilities administration. 

STATPAK Is an Operator Services support system implemented !or 
the measurement and reporting ot operator productivity. It provides 
a more objective and atatistically 10und set of me&SW"ements upon 
which operator performance evaluations can be baSed. STATPAK 
reUeves o;»erator nW1acement of the task of manually measuring 
operator productivity tor performance evaluAtions. 

The Orpnizatlon Design Program (ODP) Js a computerized program 
developed to provide a standard method for Operator Services 
personnel to more efficiently des11D/aize a TSPS or ACD system or 
review the exlstinc configuration of an on-llne system. The ODP 
reduced personnel time apent performmr alculations manually. 

The Force Management System-D (PMS II) II deslped to el.lminate 
much of the manual recordfnc, reportinc, and transferrinr of 
Information required in the daily operation ot the Operator Services 
Cent• and the Operator Service Force Manqement Center. Those 
tuks that are most cumbersome to perform manually can be 
performed tbroup data entry with real-time appUcation usinc a 
mini-computer.. Once entered the data Is captured and can be 
manipulated to meet ttie needs of the District. 

The Porco lleportq and Plann.lnc System (PBPS) Is a group of 
comput• PI'Oiflt.ID8 whlch work In conjunction with tho FMS. It 
collects a variety of data and provides a means tor usinc put actual 
data to develop force plans and budgets. · 

Both the PMS and PRPS procrams have been Instrumental in reducing 
clerical time spent and improved accuracy in accompl.ishing tasks 
which were performed manually In the put. 
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Centralized Services 

The Material Manqement Inventory Information System (MDS) is a 
user interactive mechanized aystem desiped to economically control 
field stock replenishment. The ty3tem Ules an economic order 
quantity model and a statistically determined reorder point in making 
replenishment decisons, and lt wUl provide for activity recording and 
flle maintenance to the extent necessary to s~port this 
mechanization. MDS performs activity recording, stock control, 
procurement, order processing, receiving verification, file 
maintenance and reportq. It has enabled Missouri to redll'e 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 procedures for monitoring and 
controWnc the acquisition and the movement of central office plur
ln ttquipment. In addition, a contlnuinc property record of all central 
office equipment is also provided. A slmUar system for PBX plurln 
ttqtdpment also exists for monitorlnc and controUmc the acquisition 
and the movement of PBX plurin equipment. This system is 
resulting in a more efficient me of plur-lns and a redll'tion in 
investment. . 

Supply Delivery Control - A me~~Ct..nized system wu developed to 
track special dellveries (bet shots) from a cen.trsl supply location in 
metro St. Louis t;J the user gro~. The system provides data with 
which manacement can more efficiently administer local s~ly 
dellveries. 

The Centralized Inventory Yanqrement System (CIMS) provides a 
mechanized QStem for tracld111 the usqe and controWnc the field 
Inventory of · more es:penslve termiMl equipment such u 
teletypewriters, data Hta, etc.. CIMS bu provided manapment with 
the means to more effectively manace the Investment ln tel~type end 
data equipment. 

Tool Inventory Control - Mlllouri developed a mechanized system 
which tracks major tool purchases made by user sro.. The. system 
hal allowed close manltorlnc and control of the major tool budpt. 

A mechanized Orderiftr and lnvoiclJw Plan (OIP) whloh interfaces 
with a mechanized Western Eleetrie System provides efficiencies in 
the orderfnc and lnvolaq of material and suppUes obtained from 
Western Electric. The aystem redmed the need for telephone 
company human reso~nes at the Western Electric Service Center and 
It provided more prompt and accurate bW!ns from Western Electric. 

The Centralized Results System (CU) allows for mechanized 
retrieval and craphic dlsplay of key financial and service results. 
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This 1ystem aids management 1n analyzing results data in an efficient 
and accurate manner. 

Ttie Mechanized Porce Report (MPR) provides the official company 
force count. The MPR also provides m&na~ement with an efficient 
tool for controWng, analyzing and tracldng the statw of actual 
employees qainst the bqeted force. 

The Corporate Budpt and Planning System (CBAPS) provides 
apanded capabWties in bqet preparation and data analysis. 

Management Reports/Intecrated Budget Planning System (MRIJBPS) 
provides on-line mechanized trackinr of financial data and insures 
proper charJing to the appropriate departments via detailed cross
chiJ'Iinl report capabWtles. 

The Motor Vehicle Information Management System (MOVIMS) Is a 
data bale oriented package of computer procrams deslped to provide 
telephone company manqers with the information needed to control 
and ~ategorize motor vehicle costs. A MOVIMS data b&te contains 
information about motor vehicles su::h u Ucenie numbers, vehicle 
tJpel, Hrial number, fuel consumption, and r~ costs arranced in 
YU'iol8 repalr catepies. In adC!ltion to providlnc a tool for the 
control of expensa, MOVIMS will Ulllt in controUlnc capital 
apenditlftl by providlnr the entire maintenance history of a 
particular vehicle. 

BUiinea, Residence and Publlc Serviau 

Pre-BD.Unc and Order Suppan System (PreBOSS) provides efflclent 
mecbaftlzed ·~tor BSC', RSC' md PSC' operations. It eliminates 
the need for paper ~ mieroflabe recorda throup the 
lmplem~tation of an ora-llne data . bue of cmtomer ICCOWlt 
Information. The system allowa MrYkte repreHiltatlv• to respond 
more quickly and tborouply to cuatomerlnqulri• and req...U. With 
PreBOSS, aD offices in the Ita~ have ace_, to all cust~mer recordS. 

P.remiles Information Sfllem (P&EIIlS) Ia tM initial component of a · 
totaDy m•banlzed system to Uldp and route aervice· orders. 
PBEM.IS incorporates the Street Addral Guide (SAG) file to provide 
Information about facWty restriction~ and a!atlnc or previo18 
cmtomers at any ~peelflc addle& Thll lAformatlon aupparta the 
lel'riae representative by provtdl.nc addraa verification, IDtormation 
to determine commitment dates, ud avallable telephone numbers tor 
Ullpment, and IDtormat!cm to aid ill prevantmc repetitive bad debt. 

Before PREMIS wu on-Une, u.ch Hnice representative was 
provided with a printed Street Addrea Oulde. Annual produ:tion 
cOlts totalUilJ over $20,000 have been aved. PREMIS utlllzes 
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existing PreBOSS terminals, 10 there 1s no additional terminal 
e~e. 

Southwestern Order Retrieval and Distribution System (SORD) is 
comprised of a family of sib-systems designed to facUltate on-line 
cUstributlon, storqe and retrieval of cwtomer service orders. SORD 
replaced a variety of processq methods, lncludinc telephone ·and 
man&al transmission. SORD enables service order writers to enter a 
service order into the system, distribute copies to all appropriate 
work groups, store the pendlnc order In a fUe available for possible 
ChanJes, and then retrieve the order to add completion information. 
The SORD completion network is then used to update other systems 
for billinc purposes, directory prod~tion and repair service. 

SORD has experienced several enhancements through the years, 
lncludinc SORD/Minimcl Input, which shortens the service order 
typq procedures, and SORDIIMS which reduaes the nwnber of 
transactions required to produ::e a service order. 

Mechanized Out of Service Adjl.lltments (MOOSA) provides automatic 
adjmtments (up to $10.00) to customers whose service is out of order 
for the lencth of time ~itled ln the company's tariff. When the 
out of service condition meets the criteria fer a company initiated 
adjustment, the repair service bweau (RSB) inputs the data into the 
Loop Malntenance Operations Systems (LMOS). The information is 
then passed to CRB/ClUS for application of the credl·t to the 
cmtomer's account. 

Temparary U~a~e Meut.nment (TOY) il a process that recordS the 
details of all of a c-..tomen cutroinc caDs automatically. We offer 
TUM at no ctwp to udst ciiJtomtnln maldnc an edu::ated decision 
u to whether standud measured service would be cost effective for 
them. · 

C'-oln Phone Operatlooal ucllraformatloiW Network (COIN) provides 
the coin colleation center with mechan.lzed p!anninr,·controllinJ and 
dlrectlnc of the coin collection and cowstlna' fore& This system 
provides Improved prodw:Uvlty by redueq collection intervals and 
lmproviDc coin cwtomer Mrviae. Thla system hal redueed ow · 
collector requirements In the put S years from 18 employees to 13 
employees in the St. Loull Collection Center. Comparable redu:tlons 
were also .chieved In the Kansu City Com Center. 

Colft Telephone Optntlona Center S&aystem (COTCS) II an on-Une 
lnter.atlve sa.Diyltem of the COIN datab-.Jie tbat provides 
manacement with lnfGrmatlon on scr.trity, countlnc, record and sales 
office f1n:tlont. Thil tytem provldea, heretotore, unavailable 
lntormatlon to muaacement for Improved decision making and 
revenue generation proaTIUD&. 

P\GUc Telephone lnlt&Uation and Maintenance Centers (PTIMC) 
located ln St. . Loufll and K&niU City have centralized all 
maintenance and inltallatlon activities related to coin service in 
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Miaouri. These centers have improved operatfnr efficiency by: 
conducting pr~installation tleld surveys to identify and remove 

. roadblocks, improving maintenance efficiency by MAP-BASED 
dispatch, reducing customer reports by increased emphasis on 
employee reports, instltutlnJ a regular program of preventive 
maintenance (coin patrol) and by proper liSe of bulk loadinc. The 
PTIMC has improved overall efficiency by minimizing paper work and 
muimizi"' mechanization of operations. 

Publlc Service Center (PSC) provides the interface for all requests 
related to pubUc communication services (COIN) in the state. One of 
the primary roaJa of the PSC fa to support the .field sales persoMel to 
allow increased dedication to company initiated sales and more 
profitable scheduled sales contacts. 

D~ment Business Sales 

Prior to the consoUdation of marketing data bases into the 
centralized internally processed Corporate Marketing System (CMS), 
market!DK intormation applications existed in a disagrepted 
combination of area data centers U1d outside vendors. By moving 
these jot. into one syltem, a IUbltantial increase in operating 
capacities was rea.Uzl!d &tonr with a major deareue in cost. 

Rapid Accea M:Wpment InformatJcm System (RAMJS) - Included in 
the CMS consolidation proce~~ wu the decision to Install a 
user-friendly data bue HpOrtfnc Janpare, RAMJS. RAMIS has 
allowed proerammera a well u lea technical users to have quick 
access to data never before avaD&ble f.n lhort time frames. 

MarkeU,. Information Ana1ylil System (MIAS) Js an on-Une data bue 
provldinc bW-level eatomer intarmatlon. lleports from this data 
bue ee UMd by atalf md tleld Ales personnel to analyze the 
marketplace and lncreue ules. 

Lone Distance Uaqe Analydl (LDOA) is a batch oriented system that 
aummarlzes customer lone dlltance uaqe data In ord• .to determine 
potential WA TS ales. Several man-weeki ot time would be required 
to perform thfl tuncdon manu&Uy .. These reporta lead to increased 
WATS ales and lq diltlnee COlt aavinp to custom.._ 

Customer Jleoopitlao Procea (CllP) provides a mechanized means 
of matcJUnc aervtee Ol'deri to nJaUnc bD.la for the purpose ot 
.. Jpinc marketins codes to the Mr'rin arders to facWtate further 
marketlnr anal)'lia. CI.P II operated by I olerial and 1 aupervilor. 
Prior to CRP, the function wu totally manual and required 20 clerks 
and 2 aupervilors. 
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Restru::tured 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 proc:ess of 
usicnlnl c1.11tomer bWs to ~peelfic sales modules and then tracking 
the performance of those modules. Over one mWion bWs 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 creditso By mechanizing this process, strict 
payroll deadlines are met and calculation errors are eliminated. 

Rate Impact Analysis System (RlAS) calculates the effect of rate 
changes on the sales modules to detvmlne lf quota adjl.Btments are 
required. This ensures that sales ob'ectives do not receive undue 
credit from an increue In prcdu:t prictJs. 

Sales Operations Manapment Information System (SOMIS) assists in 
sales foree manacement and D used to track seUmc verslB non-selling 
time spent by the field sales force. Dt.Blzing aimple time sheets and 
·an on-Une prompter and report renerator, manual time reports have 
been eliminated. 

Personnel Data Bue (PDB) .11 UHd to trlllelc and report person.n"el 
inlormation on aU marketms e~ployeu. Data can be obtained from 
this system In order to qulakly answer vulom personnel questions and 
etfloiently produ:e personnel reports. 

Southwestern Immediate Prochat Action System (SW-IMPACTS) 
provides a traoklnc mechanhlm for Hlected prodU3ts, lhowin( in
HI'Vioe qUIDtities u wen u inwud and outward movement. This 
provi• usessment inlormatlon for produ:t manqement and field 
lales prop"&ml. 

Several Sales Aids Procrams have been atabllshed and processed on 
Internal and ATII!r computer SJBtems to provide field sales forces 
with uslstanee.ln their dally activities. Tbese systems quickly and 
.curately perform fmctions that would otherwise require manual 
resuJ'Cb, calculations, and repcrta. These systems include: · 

a. Sclentlflc WATS Analysis Techniques (SWAT). This 
aystem t. Uled to analyze st~Dmarized c:01tomer toU 181Ce 
data and provide WATS ocst and con!ll'fttlon 
combinations. 

b. Network Response Tlroe and Conflruration Evaluation 
(NEaCE). MEBCB II used to review customer traffic 
volume, bUIJ hour characteristics, location, etc., which 
can a&Dsequently be wed to recommend a variety of 
network conflcuratlOM to be UMd with private llne 
fac:J:liti"es for Oatupeed 40 terminalUTangements. SCHEDULE 1_33 
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c. Marketfnc, Encfneering and Business Services (MEBS). 
MEBS provides price estimates and encfneering 
requirements for Dimension and Jiorizon prodll!ts. 

d. Computerized Proposals (COMPRO). COMPRO is IBed to 
calculate quick quote prices and cashllow analyses on 
prodll!ts other than Dimension and H~lzon. 

•· Computerized Sales Reference System (CSRS). CSRS 
provides a ready reference to prod~.~:t/servlce technical 
Information u well as nationwide rates. 

Pollowlnc are major Marketin&' lntorm·ation ptblications which have 
been implemented to enhance field sales efforts: 

L 

c. 

Market Leader. This p.mlleatlon Is designed to 
dliHmlli&te marketlnc information at the leut possible 
cOlt to the sales force. It provides up-to-date marketfnc 
atrateu, recopitlon, results and sales appUcation 
IDformatlon. By publiclzintr this material, the company 
can leveNP sales applications quickly and ens\&"e that 
the entire l&les force is motivated and ..utled ln its 
direction and efforts. 
Proclll!t Notes. Thil pd»Ucatlon Ia prodll!ed on an u
nee&KS bUii to prcmde ~uct- ud service- apeclfic 
Jufcrmatlon for the Ales force. AI au:h, lt provides 
timely notification to ales personnel of challpl in the 
prodU~:tt Une and/or Implementation of proda=ts and 
HrYices. It e!lminates the need for numero• smaller 
pd)llcatlons or correspondence specific to certain 
prodU~:ttl/aervices a: f111etloaa. 
lnterder:!mental !m.£lementatlon ·Guida. Thele JUldes 
fiPJMe JUidil w h were lii1lid iiidtofidually for ncb 
depertment or clsalpUne in the put. By lntesratlnc the 
Implementation p1de, ales penonnel have a better 
\lldentandiDc ot the lfttormatlon nqulred of· them for 
vario• produats ·and NrY~c• implementation and the 
lnterdeputmental UM of that Information. It hU 
IDareued Interdepartmental cooperation ln the provlaion 
of products and Mnicu. . 
Sales ~tion.1 Service Procedures (SOSP). Tbil Ia a 
cOiiiOlld&Oft Ol M&rkettiii Admililitrative PNCticM and 
bu aved cODIIderable time for Illes personnel by 
ooUectlnc admms.tr&tive Implementation material in a 
lincle referemre and .Umlnatmc a number of other 
documenta. 

A mechanized Locator Dlrectar'f of Sumas Sales persoMel ln the 
tlve lt&tel has been Implement& It enable& holders to contact 
dlrtetlJ a lpeClflc employ• NPJ'dlnl complaJnta or to contact the 
district bead for operational matter~ thereby avinc time ancS 
red•lnc~ SCHEDULE 1 ·34 
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The Automated Directory System/Graphics (ADS/Graphics) computer 
.ystem provides a method for creating customer advertisements for print 
In a Yellow Pqes directory. This mec~ed method can be used to 
create individual ads or entire page neptiv~. 

Automated Directory System/Sales (ADS/S&les) 1s the Ale 
counterpart to pubUshinc'e ADS/Graphics. It t. desiped to replace 
three computerized "eystems that currently provide Yellow Pqes 
reports relatq to advertisin£ revenues, sales commissions, revenue 
analyst. and projectlone, and personnel evaluation. When fully on 
Une, ADS/Sales will greatly reduce clerical error in Ales handling. 

Ad Locator provides the method for tracking ad cop~ sheets as they 
are processed throuch the ADS/Graphics center. 

DIRectory ProjECT (Dill/ECT) is the state of the art, 
computer-based system designed to automate the operations 
nec-.ry to the production of the White Pqes and other products 
contalniDc Usts of telephone numbers. 

Directory Manqement Jntormation System (DMJS) is the 
manqement Information system that provides market and 
democrapbic Jntormation to manacement in sales Planninc· 

Directory Scopf.nc ADalysil Prosrram (DSAP) 1s dellped to .. 1st 
manapment in determininc the optimum aeope of dire~tory areas. It 
analyzes actual point-to-point calling patterns and sbopplnc-hablts 
data to Identity communities of caJ.Unc interests. 

Directory Sales Compensation Program (DSCP) is a manapment 
SJStem duiped to evaluate individual and comparative sales 
performance. -

l'oreip Directory Cbaqtnc System Is clesfped to store a complete 
1lat Of aD stancUnc arderllfar foreip dlrectoria. 

Mechanized Sales Aaslpmllftt (MBA) Is a computer-driven method of 
provldJnc to dlrecte17 reprceentatlves an equitable assignment of 
customer &CC9Untl. • 

. 
Mechanized Independent Company Input ia UMd to reformat 
Independent telephone compuy lisU. data and to crMte a SWB 
HI'Vice order me. 
Natlcmal Y.U.Ow p..,_ Servia• Aacounti/Iteceivable Syltem (NABS) 
Ia a fully mechanfzed bf.llinr l!yStem for the national actvertllinc 
aCCOUDtl of authorized MYPS HWnr representatives In 4'10 
directori-. 

NYPS Invoice lleceivinl System (NIRS) mechanically receives, edits, 
formau, and recycles orden from NYPS authorized HWnc 
representatlv,s ~to a mutor fUe.. 
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Yellow Pqes Accounts Control System (YPACS) is the bedrock 
mechanized system that bullds, stores, maintains and updates all 
Yellow Pqes accounts, and drives billing, photocomposition, and 
MSA. 

Yellow Pqes Guide System (YPGS) provides an. inventory system of 
headinp, culde captions, Indexes, and crou-referenaes used by Bell 
.p\CUshers. 

Yellow Paces Sales System (YPSS) blilds and maintains data rues 
used to cenerate directory advertisfn&' statistics and to drive a 
payroll system for salaries and eommlaions • 

. Department Comptrollers 

The Centralized Remittance Procesrdnr System (CRPS) was 
implemented to expedite handline of c111tomer payments and to allow 
tor same day bMic depollts. Tbfa system provides faster .ccess to 
reven..s and gives w the abUity to update cmtomer accoWlts the 
same the payment Is received. 

A new meehanlzed CUitomer Records lntormation System (CRJS) was 
implemented. In addltlOA to provldfnc a totally \C)dated dally 
customer record, the lntrod~ation of the CIUS .,stem enabled other 
real time systems with advueed prccaamc capt.bWtles to be 
IDstalled. . 

A major enhancement to the mechanlzad ToU lleasqe System ealled 
Bm-All TaU was implemented. Thil fe&tl&"e allOwed for more current 
bllllnl of lone dlltance m...,_, thUI lmprovinc the timellness of 
revenue bWJna. 

A mechanized procedure (Previous BI.U) wu Implemented that allows 
for the expedited II&!Dple audltJnc of cuatomer bWa before tbeJ are 
maDed. Tbe raultl have been Improved bUl accuracy, and 
atream11necl audit proced--. 

Phue 1 of the Mechanized Tall Error Correcttlon System (MTEC) was . 
Implemented. Thll online lnqdry aystem provides needed information 
on a more timely bull and hu eUmmattld tho tlme-consuminllH of 
microfiche record&. 

- A mechanized lnltallment bl1llnr prosram for dlreat ule of telephone 
Mtl wu implemented raultJnc in the .Ummation of one full eleriaal 
poldtlon. 

A mech&nlzed Independent Compuay WATS Settlement prosram 
which mechanically ealculates WATS ~ettlements for averqe 
a.chodule companies was .implemented., 
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Recommended enhancements to Rate Change procrams. were 
Implemented for OC&C verification and service order processing. 
These changes resulted In redamed repoL"t volumes, Improved 
procedures, and more timely receipt of data by the bwiness offices. 

The conversion to Bell System Disk Oriented Property and Cost 
System (BSOOPAC) further mechanized the updatinc ot cost 
transactions to the appropriate records and !lles, the issuance o! 
various reports, and maintenance of property and cost records. 

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

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

Computer Assisted Data Entry (CADE) is a mini computer syst~m 
tbat mechluUSed keyp~b work. 

The Western ElecrJc Interface Process System (WIP) mechanized the 
accounts payable system for handling. Western ElectrJc p\I.'Chases. 

The LecScer and Jotnal Maintenance System (LAJMS) provic:Ung 
mechanized jomonals, cross checks, and lqers for each State and the 
Company. 

The BSDOPAC Syst~m was enhanced with Disbursement Office 
Proceainc Entity Code (DOPEC) which eliminated duplicate jownal 
balanclnc by comblnbic divisions into blper level proces~lng entitles. 

The C'oat Distribution Module (CDM) wu installed to mechlllfzelabor 
and overhead rate calculations and provide more accurate boldine 
accowat clearances. 

Tbe E:meptJon lleport Procesior System (EllP) wu Implemented 
wbloh mechanized the scbeduU.nc and tlme reportlnc for Operator 
Servlc-. 

SWAPS On-Line (Southwestern Accol.llts Payable System) wu 
Introduced. This II a mechanized expense voucher entr; sy~tem 
f•turinr front end editJnc and the abWty to prodwe bW payment 
drafts. 

Tbe Southwestern Mechanized Time Bepcrtlnc System (SWYTll) wu 
Implemented which mechanized the payroU time reportlnc of all 
departments not inlcuded In the PLAN System. 

The Weltern ElectrJc Deferred Tax Spread was mechanized. This 
prosrarn determines the allocation of Western Electric Deferred Tax 
to the appropriate capltal~eco\1\t. 
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Converted to the DOPAC Online Entry System (DOES) which 
provided on-line error correction capabllitles to the BSDOPAC 
Sptem. Advantages lnclucSe immediate feedback on correction 
activity and reduced time to input correctlo~ 

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

Westem Electric biDing accuracy wu improved by Implementing the 
SWine Verification System •. This JyStem allows us to match 10096 ot 
the bUls and receipts from Westem Electric to verity the billing data. 

The LAJMS Onllne Entry System (LOEB) was implemented allowing 
ComptroUers to enter and edit journal activity outside of the normal 
batch proc .. lng during critical end-of-the month time frames. 

The conversion of the Southwestern PacWties Administration Control 
and Tr..:ldnc System (S WP ACTS) provided an in house on-Une 
inventory system for f\&'1\lture and office equipment. 

Implementation of the Southwestern Personnel Administrative 
Network system (SPAN) further mechanized payroll activity and 
allows the online updatinc for payroll change records and service 
records. . 

Implementation of the Tool Online Entry System (TOES) which 
eliminated keyp~.~~eb work in tbCI proceainc ot the tool inventory. 

A mechanized procram was Introduced to adapt Sperry Univac output 
tapa to COM format, thm avoldlnc the need tor an outside 
microfiche vendor. 

lntrodtlltian of a new procram to adapt Address Purification and 
Conversion System (AP ACS) data to a format compatible with 
TTJlAJI eliminated the need tor an air uprus courier. 

A mechanized tape control system wu developed which resulted in a 
reduatlon of prosran~ aben4l, thus savinfr several thousand dollars In 
rerwa expense. 

Implementation of a mechanized hardware BDllnc COiltrol System 
(BCS) enabl• ComptroUers to verity eofta/bllll by lndlvid\al deviee. 

Tbe Mechanized llul-Tlme Tracldnc System (llllTS) wu 
Implemented. Tbls .,.tem, tllro\llh tbe UN ot a direct .ac- blstory 
me for recordlnc and producinc reports an the availabWty and 
performance of each real time lei'Yfce, Yirtually ellmlnat• the time 
Involved In munal tracklnc methods. 

Tbe GTE Bate of lleturn procram wu Implemented which Includes 
oWTent· oOiltracttal adjustments for eml\Blon ol ENPIA and MOBILE 
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operations and calculates an adjmtment tor the effect of !'ROZEN 
SP? on telephone operations for GTE monthly settlements. 

The bUlinc procedure for Winols Foreip Exc~e (FX) customers 
was mechanized. The report Includes cmtomer name, address, phone 
number or circuit number and the bUllnc charge for each and 
calculates a total PX bUllng amo&mt. 

Mechanized the annual rate of return tor tettlement purpcses with 
the independent telephone companies on an annual toll cost study 

. period. It incorporates the excltaion of ENPIA and MOBILE 
investment and expenses, and the calculation for FROZEN SPP. 

The rate base, Income summary, revenue requirement, schedule 1, 
Hparation factors, cub workinc capital and the expense adjtatment 
Worksheets have been mechanized and Unked together to make 
changes with minimal manual work. This automates all the manual 
tummary sheets used in rate cues. 

A model has been mechanized to calculate the revenue requirment 
for rate cue twnp. It also calculates the interest expense, cuh 
worldnc capital, federal and state Income taxes and independent 
company groa-q» tor HtUements included 1n the fWnc amom~t. 

The Network Data Bue System wu lmpiemented which maintains 
clreult inventory and trotJble report history for Comptrollers' 
Network Control Center pro._ 

Implementation of the Tape MIID&Iement System (TMS), a software 
paclcap which automaticaUy tracks mapetlc tape .atlvity, 
eliminated clerical/manuallnten~tlon. 

Implementation of Solentlflc Manapment System (SMS), a 
hardware/software piekap which automatically flashes tape mom~ts 
via display, reduced lipiflcantly the step~ a tape mowster mwt take 
between CRT, tape Ubr&rJ, etc. · 

Southwestern Sysout Optlan (SSO), a locally written program which 
allows per\8&1 of job llld qstem printouts, via disk, by Data Center 
personnel wu Implemented. The number of additional printers 
anticipated for futla"e prowth wu completely eUminated; In addlt!on, 
alltlnc printers were reduced. 

Implementatloa of OC'C'7, a software product which automatically 
•hedules, starts, and tracks Job/application work flow reduced the 
need for ACO'• (AppUcat!on Couole Attendant). 

lmplementatloa of S~onaole, a 10ftware product which 
automatically fllterl and directs sy~tem ICtivity messages from 
.multiple Jylteml to one (1) CBT terminal has redmed the need for 
MCO's (Muter Console Operator). 
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Mechanized Tro\t»le Loc J[leportlnc System (MTLR) Ia a locally 
written software package that aids In tracking hardware problems 
and provides a reference for ·subsequent discnasions with the variolB 
vendors. 

The Investment and C'Oit Information System-Pww:tlonal Accoamtlng 
QCJS/P A) was Implemented which provides detailed cost data for \Be 
In maJdnc decisions concerning the best utWzation of company 
resowces, the cost of providlnr varioUI products, etc. 

A mechanized procram wu implemented that produ::es the 
Company's state sales tax return each month, result!ni in sisnificant 
manual manhotn uvinp. 

- Implementation of Corporate AC!4ount Reports System (C'ARS) 
mechanized all financial and most administrative reports produ::ed on 
a state level. This resulted in a reduction of 2 clerical employees. 

-

Interstate Information System (ISIS) wu implemented. This system 
mechanically calculates and produces the monthly interstate revenue 
Httlement &mO\IIts, resulting m a slpiflcant S&vinp of clerical 
time. 

-Implementation or mechanized procedures tor computirc State 
emhanpl and toU rates of return hu saved sipitfcant clerical effort. 

M4111Chanlzed 11'0111 receipts tu: calculations were implemented. 

Implemented 1.11e or mechanized START PROC procedure to put 
DBXAHIP A and LAJMS print pWieh tapes from Kansas City to 
exlst1nJ MSS. 

By mechanlzlnc the prochatlon of m.mnr labels for reports, we 
reduced clerical boW'L 

The Rout!ne Order TruJclnr Sfllem (ROTS) wu Implemented which 
re~ulted In a reduction of open Routine Orders thw avinr clerical 
time. 

T.be me of a mechanized report. C'238 wu Implemented wtthin the 
Cwtomer Record Intormatlan Syitem• (ClUS) syatem to produce 
reparta formerly prepared manually. 

An automatJc 1oainc ayatem for prosram updates wu developed 
whfch eliminated mueh elerioal time for manualloginc. 

Mechanization ot the eorreatlon ud processlnc of QP'Ill SMP 
1t&tl.ttlcs resulted In a aavinp of clerical time and tbe expense of 
cards for man'* work. 

Mechanization of the preparation of varioUI labor reports reduced 
one clerical politlon. • 
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Eltablilhment of a Major Medical flle on TSO eliminated the need for 
key entry and other clerical work. 

Mechanization of the ct.tination addresses of turnaround PCRs 
(Payroll Chqe Reports) and PCLa (Payroll Change Lists) eliminated 
alerical time required to hand-adct'eu envelopes. 

A mechanlzed Interim MR21A report was implemented to provide 
construction expense Information to the Network department at a 
lower level of detaJl. 

Implementation of the Customer Record Jnt'ormation Systemi/BMP 
(ClUSIBMP) procea allowed Southwestern Order Retrieval and 
Distribution ~)'Stem (SORD) and CIUS to access the same Customer 
DataBues. -

The STACKER IC'ies of pi'Op'aru for use in the Data Center wu 
Implemented resultfnc In reduced tape purchues. 

The Automatic Message AccountJnr RecordJn&' Center (AMARC 
oonverslan reduced force by two clerkS and eUminated two IBM'12'13 
paper tape converters and monthly maintenance. 

The Meehulzatlon of OUt-of-service Adjustments (MOOSA) 
eonversion resulted In the elimination of one alerk. 

• 
Clelcal Intervention and re-entry of Private LJne service orders wu 
eliminated by meehanizfnc statistics for the· CU system. 

Implementation of a data bue space utWzation prosram eliminated 
tfle need to reotaanlze ~o TmKS data bases ftichtly. 

Comptroller~ -Security. and Clalllll 

Tbe Clalma Office Ml developed and implemented a mechanized R1sk 
Manapment Information System. Thll aystem tracdcs the JOUrce, 
location, frequeney, ad •v•ltJ ot damap cdalml, lncludiftc claims 
bf tile Compuy lpinlt other, and by the pubUc apiut the 
Company. With thll system, the Clalllll Office cam . 

a. Identity sltuati0111 which lncreue the piobabWty of 
claims occurrtnc 

b. Track the CIOit of damap 
c. Monitor and lahedule the process of coUeetfnr billJ for 

damap done to Company property 
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d. Assess the eft activeness of loss prevention efforts 

The Bell System Administrative Network Commtmlcatlons System 
(BANCS) provides the capabUity of accesatnc multiple computerized 
administrative procrams from a single terminal. This capabUlty has 
redll3ed cost, errors, the number of terminals, the nwnber or 
personnel, the time and the paper work necessary to perform the 
aeclrity f1.11etlon of protectinc company assets and revenues. The 
procrams delcribed below are currenUy accessible by Security, 
throush BANCS. 

a. Pre-BOSS (Business Office Sl.1;)port System) 
b. SORD (Service Order Retrieval and Distribution) 
c. PREMIS (Premises lnlormation System) 
d. LMOS (Loop Maintenance Operations System) 
e. MTECS (Mechanized Toll Error Correction System) 

Slpal lrrecularity (SIGR ~ SIOI) computerized applications, 
de.ct:ibed below, provide the cap&bWty for c:letectlnc the ... of 
electromc toll fraud devices (e.r. Blue Boxes) and unauthorized 
calllng card numbers. The .,Stem a1lo has the capabWty of 
preventlnc m&uthorized caWnr Card uace by "locking Out" bolUS 
attempts. These capabWtles have proven sa.acessful deterrents to 
toll fraud utivity and have led to the arrest and conviction of 
offenders. Monltorq at the secw-lty office provides immediate 
response to ab111es. 

L SIGB Ja a s&D-sptem of the computerized Traffic Service 
POiitlon s~._'tem mJPS) ad detects sipal lrreplaritles 
orilfnatlnc from BoteliiMotels and p1bl1c telephones. 

b. SIOI Is a sub-system of the Electronic Swltchinc System 
(!SS) and detects lfpal lrrecularitles ortrmattnc from 
residence and budna~ telephones. It Is employed in most 
11 ESS oftJces In metropolitan area of the state. 

BWed Number Sc:reenmc (BMS) provldu the capabWty of preventlnc 
third number or collect bWed ealls to a partjcular telephone number. 
All pWUo telephones ve procrammed to prevent su:h activity. 
Individual CUitomera are provided the lei'Vice at their request. This 
c~bDity hu proven a su:eeaful toU fraud deterrent and has 
increased c Ultomer satisfaction. 

Employee and Pt.DUc Relations Prosram-= 

L Security edu::atlon and motivation tra!nlna' Is routinely 
condu:ted to lncreue employee awareness of their 
raponslbWtles for protection of company UMts and 
revenues. 

b. Security alert flyers are periodically distributed to alert 
employees to apeciflc situations which could result in 
them becomfnl victims of circ:umstance detrimental to 
them, _the ~onsumer and the company. 
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c. Security procedl&"es and protection of property and 
facWties to better control loss and theft have been 
streftlthened by an improved security inspection proeram. 

d. P\CUc talks with special interest sroups have proven 
beneficial ln redu:inc toll fraud ~tivity and increasinc 
p\t)]lc awareness of how these abuses impact everyone. 

Department Revenues and P\CUc Affairs 

-

The Capital Investment Model (CIM) mechanizes the capital 
acco•tJnc procedures to calculate upense and tax quantities \llder 
a wide range ot 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 pnerated 
funds, financinc, encmeerinc economy tariff support, and marketing 
atratecfes. CIM can also be \lied for p1anninr and bqetlnc purposes. 
This mechanization provides the abWty to analyze revenue 
requirements Wlder vario111scenarios quickly and accurately. 

The Depreciation Studies Computer System (DSCS) is a \llitied 
collection of mOI'tality analysis procrams deslped to aid the 
depreciation qf.neer ln the development of required depreciation 
rate ltudy data, to free the depreciation engineers from many routine 
clerical procedures so more time may be devoted to the primary task 
ualysls; DSCS also maintains a data bue conta.inine historical 
mortality data by vintage for Ill plant catecorles. 

Mechanized a,stems bave been implemented to perform separations anal,._ and trencllnc of data which were formerly performed 
manually. These Include Mechanized Analysis of GTE Studies 
(MAGS)J Mechanized Aftal,U of .Cost Studies (MACS)J and 
Mechanized ADalysis of Traffic Studies (MATS) applicable to aU toll 
ca.t Httlements. This results ln more thoroup and more systematic 
reviews, and ... manacement and clerical time. 

The lndepadent Company Actual Stuciy data system (ICAS) is a · 
mechanized data bile of Independent Company toll cost study details 
which baS been Implemented and expanded to renect all toU cost 
atuciy companies. This results ln mlnimlzfnc the manual processinc 
required for ~peelal analyses. 

The Centralized Me~~a~e Data System (CMDS) is desiped to manage 
the lDtertoU network by provldlnr masap characteristics and point-
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to-point detail of the switched telephone network. Orflinating and 
terminating toll message data are developed based on a daily aample 
of all toll messages orilin&ting in both Bell and Independent 
Companies. Data prod&.eed by CMOS are -~ed 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 mage data. Saves mu:!h of the effort in 
collecting, swnmation and preparation of manual inputs to the 
Hparations process. 

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

The followlnc cost study mechanization prosrams are utilized to identifY. and 
alloaate expenses, reven..-, •ace and Investment to provide quantitative 
support few pricing the service we provide. Without these systems we wo~d 
require cr-t amomts of additional human resources. 

-

The rates for Opera~tnc Telephone Company (OTC) access charge 
tariffs are calculated by Accea Cbarp Analysis System (AC AS). 
Dainc commitment bqet estimated operatinc results and forecasted 
demand inputs, this system fully diatributes the access costs to the 
variuos exehanp ace .. service cate&orfes. The acoea charge rates 
are calculated to field .the autbarlzed rate of return. The resulting 
prices and analyaes are fUed lD ·~ of the access charge rates for 
uchatate. 

Tbe Access Cbarp Rate Element System (ACRES) is wed for 
allocatinc the Accea Cbarp revenue requirement for the Transport 
and Special Access coat elements to individual tariff rate elements. · 
This is .acomplJShed thro'Ch a mechanized .,.tem called ACRES m. 
ACBES utWzes unit Investment inputs by rate element Jn conjmction 
with Ace- C'barp Analyala System-Predictive (ACASP) 
jwiadlctional separations revenua requirement and Mechanized 
Access Demand Q1Biltlflcation (MADQ) rate element demand 
q1Biltitles to procba:e fully distributed cOltS for an lnt•rstate twng. 
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Specifically, the results of this process are wed in the Access Charge 
rate aettiq procedure and as rate element cost s~rt for the 
Access Services Tariff PWng. 

Access Charges Data Base System (ADBS) is be.ing designed tor \Be 

by the BOCs in developlnc market based access pricing plans. 
Specltlcally, ADBS wUl be helpful in evaluating the relationships 
among: 

L The level of NTS St4'port obtained from usage services 
(Rate Category 3 prices) 

b. Local monthly service rates 
c. Cwtomer demand tor ~eeess and wage services 
d. Bypass competition 
e. Access Line of Bwiness 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 as a stand-alone model or can 
Interface with other computer prosrams. The pl"'Ol'&m can be &Bed to 
make studies in any of the three timlnc conventions currently &Bed in 
the Bell System: Mid-Year Convention, the convention in which the 
corporate books are kept and terminal equipment analyzed; 
B8linninl-ot-Year Convention, used in many network studies; and 
EDd-of-Year Convention, 18ed tor comparative cost studies as 
developed in the text "Ennlneerinc Economy", Third Edition. 

Ezehanp Accea Meuwement Syatem (EAMS) II a measurement 
.,stem to determine on a ample basis the volume and type of traffic 
offered to the uchanp utwork by any NrYlce. Measurements are 
Umited to ch'cults tbat draw dial tone from No.1 ESS central offices. 
The system II currently utlllzed for traffic studies of OCC ENPIA 
Uaes, TELCO PX HrVIce, CCSA-()NALS, and similar services. Study 
Rmples are deliped to obtain ltatistlcaJly valid estimates of 
averap montly Ulap per clrauit an a ltate-by-ltate basis. 

The Embedded Costs ot Emhanp 11.....- Study (ECEIIS) is 
deslped to develop the embedded costa of aahanp usqe in terms 
of set-~ and conversation minute carts by time of day, rate period 
and distance band. TbeH coats are Intended to I'WOI't tbe rate 
design and coat 1\WGrt appUcatlona "described In BL 11·12-4'13 and 
BL ID-01•312. 

Tbe principal cost Inputs to the ECEYS methodoJocy are derived 
directly from tbe Embedded DINct Analysis (EDA) and the Excbanp 
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Cast Study (EC'S). The ..,etbodolou assumeS that Coin related 
Investments and expenses have been determined via the EC'S (or other 
equivalent cost study) and deleted from the EDA investments and 
expenses. This "Exchanp las Coin" investment and expense base is 
the source of the principal con inputs to th• methodolOIY. This 
approach makes maximwn 111e of avallable data and minimizes the 
poaibWty of lipiflcant closwe errors between ECEMS and its 
companion metbodolories, EDA and EC'S. 

Exchange Cost Stuc!y (EC'S) assists OTC"s 1n determininl revenue/cost 
relationships for variola achanp aervices and in providinl rate case 
support for tariff tWnp. System obtains exchanle revenue, 
Investment, and cast data from the Embedded Direct Analysis (EOA), 
various Company reports, and the division of revenue process and uses 
AJDe to provide a ft.l'ther dlsegreption of exchanie revenues, 
Investments, and cosu into an open-ended ql.Biltity of Hrvlces 
selected by the EC'S user. Specific output capabilities of the system 
Include: 

L Rev•naes, cons, contribution, and revenue/cOlt by 
HI'Yice 

b. Flat YL meastnd service raults 
c. Sqle w. multi-party results 
d. Stand-alone coin and DA results 
e. Stand-alone reven• results 
f. Results CD a per MT buJs 
I· Ace .. line cost details 

The Embedded DINe~ Analysis (IDA) .ltudy determines existire cost
revenue relatlontbips am one HYeral catecories of sUvlce provided by 
u Operattnr Telepbcme Company. The Jntipts provided by this 
ltudy are ...tul to telephone company manacement for Internal use 
and In reply to qlllltiou by rep~&tory bodies. 

The EDA syst.m 1m part of the Hl'Yiae coat Ubrary on the MARK m 
GE Network ud Is r111 annually by all OperatJnc Telephone 
Compula Data from the varlo111 M&, MA reports, JSJS, and division 
of revenue ltd• are used u input. 

The CMOS Toll All&lysis S.a,stem (C'TAS) of the LATA AIUilysls . 
Data System (LADS) pr~ the capabWty to analyze tbe 
mterLATA and lntraLATA split of meaaces, minutes, and revenues 
for alternative LATA bolmdarf contlpr&tlons. MTS, IDwats and 
Outwata m .. aps, which have been obtained from tbe CMDS system, 
IN avaLiable for analysis for au j11'1sc:Uctlons. 

- latraLATA WATS (LATAWATS) Ia the new procram which now 
performs the f&n:tlon of mersmc state a:peciflc WATS Information 
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System (WJS) and Centralized Messqe Data System (CMDS). data to 
create data bases suitable for input to the LATA version of the WATS 
Rate Planninc Model (WRPM). The procram also utilizes the state's 
LATA key tue u med in the LATA Analys1i Data System (LADS), to 
aplit a cmtomer's WATS usage into interliATA and lntraLATA 
traffic. 

Pormerly the WJS/CMDS · mqe function was performed in the 
standard TC WATS prcsram which Is currently deployed in the BOCs. 
This program is not beinc withdrawn and may still be med 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 coet of switching and trunking facWties for 
inter and intraLATA MTS and WATS. ·These coets are determined by 
routtnc on a Unk by Unk basis, the CMOS Ul&p data over the actual 
awltchlnl and tr\1\klnc network from TNDS and TIRKS. 

MTS/WATS Intrastate Model for IncrementAl Coats (MIMIC) provides 
a t.ahnique for estimating the lone r~m incremental coet effects of 
chanps in intrastate MTS and/or WATS demand. MIMIC is med to 
evaluate the economic effect of MTS/WATS rate plans. Complete 
ducrlptlon, input metbodolocies, and l\Hr inStructions are contained 
In the Network Service Cost Methods Manual, Volumes, published by 
ATIJ!r - Network Service COlts. 

Moctel for O~a~e Sensitive Incremental COIU (MUSIC) is a 
computerized methc.~oey deslped to s~ the tariff deslp and 
Implementation acbeduUnc dimensions of the measured lll"Vice 
Implementation p1aMlnr procea on a j1.risdlctlon basis. Its principal 
Inputs are data delcribtnr network coaflcuratlon, current cmtomer 
populatlou bj nltch, c\lltomer caWnr characteristics, conversion 
acenarloe, and anticipated customer ractlon In terms ot demand. Its 
principal oUtputs are lacremental chances In traffic sensitive 
Investments and expensea on '" year-by-year bull for study periods 
of up to 20 yean. The model Is deslped to provide the principle 
Inputs for economic analytll of the effects of different tarUf desips 
and Implementation scenarloe In the conversion to meuured Hrviae. 
Its deslp t~eWtates aensltlvlty analysis of aueh factors u growth in . 
111ap rates, apen~e levell, etc. 

MUSIC's role In the meuured service planninr proc .. and lU 
lntenctloll with oth• meu\ftd service p1annlnc methodolocies Is 
dacribed Jn the Measured Service Implementation Oulde. 

Revenue Analysis from perametric OJaie Dncriptlon (RAPUD) 
provide~ the capabWty to lnvestfpte attributes of alternative 
m .. ured local tariffs early In the meuured lef'VIce planninc procea. 
It Ia Intended to S\WlY the opport..Uty for the OTC rate planner to 
pin the experience Jn meuured service tariff desip before detalled 
usap atudlea •inc SLOS n are completed. When these usage studies 
are complete more 10phisticated tools sueh u BEBPM or ll!VS are 
avaJlable. .. · . SCHEDULE 1-47 



\ 

-

• Mlaouri PSC' Cue Mo. .• I3-2531TR-83-288 
Schedule No. '1 (Barron) 
Supplemental 
Pace 32 _ 
LIn! ormation and Operations Systems 

RAPUD requires estimates of MEAN •~rlber uaap and a 
delcriptlon of the measured tariff u input. Dlstrlbutlonl of 
aut.crlber usage which represent the c\lltomer body are created from 
the input means which are then priced out under the measured tariff 
resulting In an efficient and Inexpensive, computational proced&E"e. 
RAPUD can also price out individual customer usage data obtained 
form the &LOS D mini data base in Ueu of· the ,distribution of 
1\Drcriber .. ., .. 

A mechaDlzed Interface with MUSIC has been developed which 
enables the OTC rate planner to lnvestlrate the incremental expense 
and investment effects of alternative measured service tariffs and 
Implementation straterf.es. 

Service CCMJt Analysis for Dataphone Dirftal Service (SC ADDS) is a 
computerized aystem tor the development of cOlts tor the provision 
of Dataphone Dicital Service. 

SC ADDS Is used in conjunction with an enctneerfnc planninc model, 
DDSAPs. DDSAPS Is \lied to determine effective equipment 
contlpration~ for the DDS network in each JUitlflcation. The output 
of DDSAPIII used to provide network~ Information and, in 
that capacity, developi the necessary equipment quantities required 
for Input to SCADDS. SCADDS, In t~ uses the anticipated station 
demand to aJlocate the equipment investments, by speed, to the 
appropriate rate/cOIJt elements. 

-
The Swltahfnc C'Oilt Information S,stem (SCIS) Ia an interactive 
computer pl"OII'&ID capable of llnkinc and aecutJnc central office 
awltohinl cOlt met~es. Information may be obtained at the 
iller's option In terms of material aOIJts only, eflllneered, fumlshed, 
and inltded (E, r, & I) cOIJts, or monthly cOlts. The ... r also can 
obtain output formata In the tariff format it the requested vertical 
NrVfae hu an lllUitrative A Tiff- tarltt. This system replaces older, 
ltand-alone veni0111 of various eCMJtmc methodolocfes. 

State .ToU Embedded Analym CS'TEA) - The objective of the 1tudy Is 
to diMIIfepte the State ToU aatepry of the Embedded Direct 
Analysis (IDA) blto a.m-oatepries ar services providiRI revenue, 
cost and cODtrlbution for aeh dl.laart~ated service. roUowlng are 
tbe augllted siD-catepl• 

a. Dial Rated MTS or (DDD) 
b. Optional CaJUns PW. (OC'P) 
c. Operator Handled Differential (OPH) 
d. Tall DINctory Allistance (DA) 
e. Coin Sent Paid (SP) 
t. ColD Non-Sent Paid (NSP) 
I• 100 Service or lDwats 
h. Outwats 

The U.er, however, hat the tlulbWty to combine or redistribute 
tbeH •ervlc• u best suited tor the tariff atruct\1'8 of their specific 
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jwolldfctlon. Tbe STEA tpeeial studies s~est the me of Input data 
which should be avallable system-wide. 

Tile Tariffs and Costs WATS/WIS (TCWATS) Database Study mqes 
the WATS information system tape and the Centralized Messare Data 
S,.tem WATS sample tape to create a c\lltomer Information rue for 
a Jpeelfled study month and study state. This fUe will then be sent to 
the ADP Network Services time share system in Ann Arbor, Mlchlpn 
for fwother processlnc. (TCWATS) wW also prodUI!e a series of reports 
tl'lat can be 111ed to validate the reliabWty of the customer 
Information me. 
The Total Network Information COlt System (TNICS) models the 
bale locll (aDd total) network initlally Ulinc currently available 
muctures, alcorithms and software of exJstin&' models such u 
MIMIC, LCCS, MOSlC, etc. with later enhancements and intecration 
with other Network COlt Models and interf~alnc with Network 
BDctneerfnc and Marketinc Models, Systems and Data Bases. The 
project Is divided Into phases (for eue ot_ parallel or l8ri&l 
development) amonc whlah are: 

L Creation of LOCal SWltchfnr INventory (LOCSWIN) from 
existinc IOI&'Ces (currently belnc Implemented). 

b. Enhancements to and annual qMI&te of suth LOCI! 
SWitchiDc hwentory (LOC'SWIN). _ 

c. Creation of Local and Total TrWik Group Inventories and 
BoutJDr Muten. -

d. Creatloa of aoftware modules to cenerate bowoly local and 
total point-to-point traffic protues from uist1nc 
~ Yeuurementl with cUsaarecatlon udnc 
Acoomtmc Yeu.woements. 

- -
The T ind/or N Curter Investment Cuuutor (TONIC) Prosnm hu 
been desiped to compute the averap Investment of carrier systems 
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and the characteristies ot thole JyStems, comprlsinr a universe of 
either N or T Carrier, on an exchanp or an interuchange baSis. 
Investment calculations on a •-KHZ b•is are divided Into three 
categories: terminal Investment per end, Une circuit equipment per 
mile, and outside plant investment per mlle; and may be computed on 
either an embedded or a prospective bull. 

The pi'Oiram resides on the in-house, tlme-sharinc tyltem, based in 
PJicataway, N.J., and combines centralized material pricing 
lntormation with localized (i.e., ltate-by-state) carrier conflpration 
Information, material and Installation factors, utilization, etc. 

The WATS Information System (WIS) collects WATS service order and 
aeleoted usap data pertalnlnr to all WATS llnesln lerYiae. This data 
II colleated monthly from the usoclated aompany JlAOa (Revenue 
Acaow~ttnc Officers). The coUeated data Is edited, lnitlal period and 
uuce r~venues ue calculated, and the proceaed data Is.~ to 
update a muter file of WATS Un-. The muter tne II the buic data 
baH Uled to produce various WATS reports for product m&M~ers, 
rates and tariffs, UIOClated aompanies, AT&T ceneral departments, 
and Lone Lines sales pooups. 

The lntrutate WATS llate Plannfnl Modtal (WllPM) II a meeh&Dized 
syltem that allows for cutomer speeltla prlelnar and aostfnl of the 
WATS HI'Yiea. DMiped to allow the rutructurtnc ot the aervices 
u weU u development of market atratfCles. WRPM Is offered via 
~he automatic: data proa-inl (time-shared) service. 

The Acoe~~ Cbarp Rate Element Sptem/Loaal Version (ACRESISW) 
Jl the Aoces Charce Colt Studlea Prosram belnc UHd 1ocally to 
develop the unit prcepective embedded aosts and demand level 
proapeetlve embedded COitl tor each rate element m the Open BUUnc 
tariff. It aJio developa diltrfbutlve ratios. These ratios are the 
mean~ of dlltributlnc the .prolpHtlve embedded aosts to the revenue 
requirement. 

A time-shared computer procram alled Central Offlae Cost Study 
(COECOST) Is avaJlable to aompute tbe totaliWiual cost. 
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Contribution Analysis (CONTRANB) is a mechanized method for the 
arithmetic computations to determine the difference in revenues and 
coats that wlll occur when a new produet(s) .or service(s) is (are) 
lntroc:luced and/or when an existlnc produet(s) is (are) repriced. 

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

The Directory Aslistance Cost Study (DACS) is a series of 
time-shared pracrams med to develop the direct costs of directory 
UIJstanee service. The pr'OII'&ms use embedded Input data from 
Company reports to produee the embedded cost of DA. 
Forward-lookinlstuclles, \Binc data from the embedded results as a 
historical bue, can &lao be output. The procrams provide 
mecha.nlzed cost analysis whlch otherwise would req\ire many hours 
of man\.-! effort. 

The Demand Analysis Reprice Channel Syitem (DARCS) is a 
computerized model used for calculatfnr the chanp in circuits and 
revenue due to rate chanpl for private Une Hl'vices. It also 
malntaint a h1story of circuit Inventories. 

Directory Alllatanc.. Reprice Procram (DARP) Is a mechanized 
proced\ft to calculate Lone Distance Interstate (LDI) and Lone 
Distance State (LDS) ratla. required for Directory Assistance 
Separation Studies. It II recommended as a replacement for the 
manual analysis and aummarlzation of the Special Directory 
Allistanee Study. DARP wu developed bJ the New Jersey Bell 
Telephclle company and resides on the RAPIDATA Incorporated 
Time-Share System. 
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The Dual Element Ce~t Alsigned Model (DECA) Is a user-oriented, 
time-share computer procram which assigns direct and common 
service orderinr costs to the services, equipment, and certain 
premises work items offered by the OTCs. The procram was 
developed by an outside vendor, ADP Network Services, and the 
Tariffs and Costs croup at ATlt.T. It Is the property of AT&T, but it 
11 maintained by ADP. DECA is available to all OTCs it they support 
the DECA cost sharinc project. The usual user number procedure 
applies. User number .. ipments and use of the pi'OIJ'&m are 
coordinated throuch the Tariffs and Costs DECA Coordinator at 
AT/d. 

DECA usips direct COlts based upon ·cost equations described in 
Tab 10 of the Dual Element Tariffs and Costs Muwal. It assJps 
common service Ol'derfnc COlts by analyzlnc service order • USOC 
ac:tivlty In Uctrt of a weipted movement procedure. A detailed 
dJsoussion of this weilbtinc procedure also appears in Tab 10. 

The Embedded Direct Loea1 Coin (EDLC) analysis is a Ume-shared 
prosram used to develop tbe direct coat of local coin service. The 
procram uses embedded input data from Company records to produce 
the embedded "JJOt of coin service. The PI'Oif&lll provides 
meoh&mized coat analysis which otherwise would require ID&DJ hours 
of manual effort. 

The purpose ot the Exchanp Servloes Aareement Cost Study System 
(!SACS) is to det•mine the costs incurred in proviciqr various 
service off•lnp to lndeptlldent Telephone Companies. Different 
types of service~ are studied. · 

L Directory AISI.Itanoe . 
b. Alarm Beoordlnc 
c. Contracted Repair Call Beoorctinc 
d. Ron-Contracted Repair Calla 
e. Contracted Intercept 

The Annual Colt Factor Procram (FACTORS) is a mechanized 
prG~ram which develops annual caet factors fot the foUowq cost 
stud.les or Individual f~ 

a. Private Line Cost Study 
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b. WATS Ace .. Line Ca.t Study 
c. Incremental Toll (MIMIC) Cost Study 
d. Extended Area Service (EAS) Cost Study 
e. Local Measured Service (LMS) Ca.t Study 
f. Maintenance Factors 
1· BWECO, BSRPT and BlOC Pactors 

These factors are \lied to convert investments into annwl costs. The 
cOlts Included in the factors are the capital costs (depreciation, cost 
of money, and Income taxes) and the operatfnc coats. TheA operatfnc 
cons Include maintenance, administration, ad valorem taxes, license 
contract, sroa receipts tax, interest durinc constrlmtion and other 
Income. 

The FacUlties Analysts Prosram (PAX) II a system tRd to determine 
the routine profUe for DDD calls in a state by first choice intrastate 
routes. The resultant prome ineludes: 

a. Averace number of route mllu by the time of day and 
rate band. . 

b. Averqe number of toU awltchlnc occurrences by rate 
bud. 

c. Total route mDel Busy Hour HDiltlve by time of day. 
d. Types of f•Wtles utmzed (cable/carriers mlx), Le., 

N...Carrier, Radio, T-Carrler and metaWc facUlties by 
·rate bud 8Dd time of day. 

e. Averap number of cbault termlnala by rate band and 
time of 1ay. 

The ID1l&tian Peatan ONPACTS) ·IJitem caJoulates inflation factors 
which are used in coat atudlel to Inflate Investment, recurrinc 
a:peDHS ud non-reeurrlnc upenHI over the Ufe of tbe produ:t or 
Hr'flee. beJnc studied. TheM f~~etora are baHd on BSTPI Indexes, cost 
of maney, and broad PIP pJant-ln-Mrvice forecasts. The factors 
are deYelOlMd oa an eacount ~peCJflc bull. 

LlDe Raul Coat SJ1tem (LBAOL) ·~a actuaJly a number of procrama 
MCeaed vla a procedure me for the development of Carrier 
TermiMl and Route mDe unit Investments and their usoclated costs. 

The Loop llmlltment Caleulatlon (LOOPVST) PfOII'aiD II de8iped to 
take the cable desip Criteria Onlt Investment Data and the Loop 
Lqtb Distribution of aamplel to caJeulate the study area Aver11• 
Jnvatment per Loop ln Outside Plant with the UIOCiated ooatldenae 
Jntenal. It wm a11o ~vide a table of dalpl, bJ ldlofHt, 11p011 
l'eq.-L 

The LOOPVST Prop-am can provide the Averacelllvestment per Loop 
by Individual aaample, fot jwt the total ample or for both 
aU:IIImple and total I&JDple u req..ted by the user. The 
Cumulative and Component lnv6lltment per Two-Wire Loop and the 
The«et!cal lnYestment per Two-Wire Loop by Outside Plant Code 
wW be ~ted. SCHEDULE 1·53 
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The MobUe Telephone Cost Study (MOBILE) computer prosram was 
developed and written at SoUthwestern Bell General Headqlarters. 
Tht~a pwopose ot this program is to develop the current total monthly 
cost of Radiotelephone investments for the Metropolitan Service and 
the Wide Area Service. 

MOBILE produaes a printout which gives the following information; 1) 
87C investment by location, lnc:lucfinc embedded costs, replacement 
costs, and TPI multipliers; 2) Anntal and monthly costs by locations 
and 3) A Mparate summary of annual and monthly costs for 150 
service and for 450 service for the given state. 

The Southwestem Bell Measured Service Tracking System (MSOS) 
provides trackfnl data and analysis on all measured service 
ciBtomers. The purpose and \llet of the tracJdni data are many and 
varied. One of the primary purposes 11 to provide a means of knowing 
how many cmtomers have chosen a measured service plan and what 
are their usqe and b111inc characteristics. Beyond that, the data can 
be 1lled in repric~ and analysis models to teat the effects that a 
chanCe In a particular plan would have on future rate appUcations. 

The Mustred Service TracJdnc Stuc!y (MSTS) Ia a centrally developed 
manapment Information system dellped to aid OTC manacers in 
the plannJnc, implementation, and .. lprnent ot local area services. 
The system collects aummarlzed revenue, meutred \U.Ie, and 
customer attributes, by account, for a ..Uverse of ciBtomers in a 
definecllf!IOII'aphlc area. Detailed uup and questionnaire data wW 
be collected on a sample of c\lltomers. 

Tile .,.Um wUl provJde the capabWty of produaJnr user defined 
reports and posraphlc analyses ot revenues, local mage, class of 
aervice movement, and demosraphlc analyses MSTS. 

The Non BecUI'IiJic Cost System (NBCOST) calculates nonrecurrfnl 
costs for all private llDe and ~peelal Hnfce otterinp. WeJchted 
cOI't:l, buecS an probabiUty of occurrence, are developed tor 
lntraemhanp HI'Vices, and for lnteruaban;e IVVic:es. To 
IICCompUsh this, tiles are utWzecl which contain Information about 
labor rates, labor time, and facWty probabWtles. 

The Involvement of General Headquarters Rates and ·Tariffs 
pertOnDel In tultWment of the tracldnc requirements atablilhed by 
the PI.Dlfc Service Commiaion of Mluouri fOI' the Optional Extended 
Comm..Uty CaWnc Service (BCC) lD St. Louis coslstec:t of the 
development of that portion of the tracldnc procedures foclllinc on 
cUitomer development and revenues. Th.f,a information wW be 
produaed by the Optional CaJUnc Plan Analysis and Traeking System 
(OCPATS) whleh has been developed by this organization tor use in 
tree kine ECC. 

More speclt1cally, OCPTS wm produce three reports that wW provide 
the followinc information about ECC In Mluowol.. SCHEDULE ,.54 
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L . The number ot customers sW.Crlbing to the plan by type 
of customer- either business or residence; 

b. Usage in messages and minutes by accotllt and type o! 
cmtomer. In conj~n:tion with (1) above, this data 
indicates the extent of cllltomer development and the 
demand for ECC. . 

c. BCC revenues by account and type of cmtomer. 

The purpose ot the Rate Group Analysis (RGA) Is to determine what 
the embedded cost/reven• relationship~ were for. the provision of 
Network Access and Bxchanee Usqe by rate croup. The Rate Group 
Analysis usip total exchange wqe and Network Access direct 
cOltS and revenues to each rate group. The direct costs are assigned 
on a cost-responsibWty basis. The results are historical, based on 
lnvestmenta, costs, and revenues developed in the Embedded Direct 
Analysis (EDA). 

Por purposes of this analysis, exchange service Is defined u a 
telephone llne termlnatlnc ln one ot our switchlnc central offices, 
and UI4ICI tor «ipnatlnc and receivtnc calls only to and from points 
within the local achanp calllnr &reL PBX and Centrex-CO trunkS 
and Centrex-CO lines are c'a•lfled u exchanae servic• and are 
Uliped the appropriate rued tariff rates. 

The llestru:ttnd Private Line Tracklnc System (RPLTS) wu 
developed to relpOnd to Pd)lfe Service Commlaion tracldne 
requirements In connection with Ratru:t&nd Private Line (RPL) 
rate activity u well u to provide Private Line service information 
tor.llarket Manqem~t and the Bate Department. 

The prop-am Jocic lnaorporated by BPLTS wD1 allow identification of 
c&ault typal and provide tnoldDc of Hah rate element of Private 
Line HI'Vice u defined ID the Bestru:t\ftd Private Line Tariff by 
C'beult Type, for example, Clreult Typel102, 2SO, 3D, 420 etc. 

,.. tncldnc of the rate elements Ia aompllshed thro.., the Ule of 
the 1pe0iflc Uniform Service Order Codes (USOCs) 81ld/or 
eombinationa ot these DSOCa. 

- The Service Area PW~Dtloa (SAP) prosram computea the investment 
aDd eireult chanatciltia of the tnnlmlsaion and sipa1lnc circuit 
equipment reqw.d to fwnflh private Une channels and achanp 
mu.p rated ..me-. SAl' Is mechanJcally llDked with 
~ pnerator of equipment lists and desip ensembles 
(OELDBCS) which automatloally pnerat• the material lilt priced 
out by SAP. The OBLDBCSISAP tandem desip/coats PfOII'&ml are 
av•"ahle for ... by the UIOCiated companies to ·~ their 
ratru:tlft and lleprice of Private Llne (RPL) project tariff twnp. 

- The Special lervtce Arranpments Calculator (SSAC ALC) procram is 
Uled to dr~elop monthiJ eGIU tor Speelal Service Arra.nsements. 
Thil pi'Oil"&m talc• the.ruultl from the SWBCOST r\11 and performs 
tome additional c&Jculationt to come~ with a total annual cost for 

. · SCHEDULE 1·55 
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u SSA. These results are then formatted wt a a.-nmuy lbeet which 
11 then forwarded to Bates. · 

. 
The SWBCOST prosram Ia used to develop monthly costs for various 
types ot terminal equipment. Th1l procram calculates the capitalized 
investment, nonrecoverable coati, recwrq and non-recWTq 
apenses, and capital costs for the terminal equipment be1nc studied. 

PBA Trlcldng Report (TllACK) 11 used to chronolocicallY Ust the 
dllpolltlon of prellmlnary rate authorities used a a manqement 
Information tool for tariff ft11np. 

Toll Beven .. Effect (TRE) Ia a iyltem wed by Keven .. and P.mJ.lc 
Affairs ud Comptrcllers-Business Research to study lntrutate toll 
traffic and prepare rate cues from tbls data. These jobs are 
prooeaed monthly .,n receipt of the MllOLKP135Tl tapes from 
Lone Lines. Procastnc OCCW'I in St. Louis only. 

- The USOC Swnmuy Procram takes the cOIIta ~tare developed in 
SWBCOST2 and formats these costs into a cost study sWDmary form. 
The aummary provides Investment, Installation apense and annual 
colt lalormatlon. 

ACCESSIZ Is the mechanization of a directly Uliped cost study 
wbfch unlllll_. cWftnt expettHS ud usips proportionate 
Investments by Job P1110tlon Code. ,_ Individual job f~~~etlons 
can then be combined to produce cost for apecitlo rate elements. 
The output Includes support data, \lilt aceta and an Input me to be 
rm tbro.,P the Accea :'harp Coat Studies Procram. 
ACCESSI II the meebanlatlon of a fuDy Uliped colt study which 
factors the directly Uliped Inputs used In the ACC'ESSIZ program to 
a fuUy Uliped level.. In addition to the iatormatlon provided above, 
the pt"Oir&m develop~ and ~udes General Expenses in the output. . 

Department Pmlfc Belatlons 

- p\t)Uo B.el&tions uses Internal media to make employees more aware 
df ways tbey can help control costs and pnerate revenuis. Since 
1110, 21 major articles have appeared In Telephone Times which 
addr- coat control and nr~rW~..-It!mulatlon. 

An Clft-IOinl palter campalp ls used to promote serviee and earninp 
smjects llJDh u safety, apeue control, eowtesy and reven .. 
stimulation. . 

- "Let's Talk" Is an Informational advertJslnc prosram aplalnlnc 
chanps lD blllinell procedl.l'el resultmr from Implementation or 
Comput• Inquiry IL · A toU free number, prhlt advertising, bUl 
IDierts. end information co•ns made \Ill) tbe program and were 
desipedtominimlaemployeetlmespent~werlnccustomerquestions. . 
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"The Bftect of CbanpB bOOklet wu dlatrlbuted to e.tom• 
audleno• In the atate to apl•"' the C-ompMJ'a 1113 rate fBinc Del 
obanpl oceurrtac with ooatpedtlon .act dlftStiture. 

Consum• PueJs were formed wbleb ott• opport.UU.. to review 
poUelel and proeed~n~ and •ake obaDps to ~t oe.atomera.. Tbts 
be1s- to ...... the eompuJ that It II relpOallve to eUitom• needl. 
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JL MANAGEMENT OP H'UMAN llESOUitCES 

-

-

-

The Tuition Plan provides full-time employees with the opportunity 
to YOluntarDy 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 knowledp pined will broaden the employee's 
usefuln .. to the company lD his/her current position, or in a position 
to which the employee mJcbt rea.sonably aspire. The Company will 
pay for the course provided the employee receives satisfactory 
completion lD accordance with the performance standards of the 
IDstitution. 

A Code of BUlin- Conduct Jl covered annually with each employee 
u a reminder of the principles that govern our business and our 
iDdi'lidual conduct. Violations can lead to ctisclpUnary action, 
inc1udinr dllmlual. 

The Code ratflrma the im~ce of hip standards expected of 
employees ln proper bulfnesl conduct which Includes intesrity, 
efficiency, good citizenship, honesty and observance of the Jaw. 

The Company operates Assessment Centers In sales operations and 
for entry mto manapment politiona from occupational atatus. This 
Ultlllment process II desiped to determine whether or not an 
individual bas the lkiDs a..-.d manqement qualifications deemed 
neceaary to ~fully fultm the responsibDlties of these positions. 

A Manacement Job E'llluatloil process il used to serve u a 
syltematic means ot ratlnc and payinr manapment jobs accordlnc to 
their contribution to the business. The plan Js delfcned to eliminate 
evaluation peawork and lnlure manapment jobl and salaries are 
rated u objectively u poaible. · 

'nle Muacement AppraJsal Syatem il UHd for dlrectinl and 
!mprovlnr the performance of manapment employees, and for 
provic:Unr IOUftd, objective, factual data reprdJDJ the quallflcatlons 
and performance of •cb m._...ment emplojee. The system 
dlstiJip.ishes between job performance and manqerW potentiaL 
lfanqers at aD. levell use this Syatem u a pideline for directtnc 
manq•ial performance, ldentlfyinc contribution and achievement, 
apprlilinc performance and potential, and usiltJnr In career 
muapment. 

The Company hu a formal Manapment Salary Plan which rewards 
employ.. with merit treatment baed on their contribution to the 
bulinell. 

-'nle Nonmanapment P•formance Appraisal Plan is a process for 
fcrmally recordfnc · and dileuainr with the employee, his/her work 
perfcrmance. an~ ~o uaist man~~ement In the responsibility of 
lnluring that specific company poUcies are covered with uch 
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employee. The system Is a at&Ddard plan for appralainr the work 
'*"formance of each nonmanqement employee in a uniform manner, 
usfnc objective data. 

The Company bu a formal Career Counselinc Procram for 
nonmanqement employHL 1'broulh tbJ$ process, the employee and 
hil/her immediate aapervisor identity other jobs the employee is 
Interested ln. Then the IUpervilor determin• whether the employee 
Is qualified for the desired jobs and if not, implements plans to 
develop the qualifications needed for the desired jobs. 

Manqement Tr&UUnr Is used to improve the overall strength of our 
manqement teams. The traiftinc sequence for first level manqers 
allows manaprs to procr.. from buic administrative skills and 
lmowlqe to the development of communication and interpersonal 
lkWs abWties. Each of the Jmowledp and skill areas included are 
euential for effective manapment In todaY's chaDCinl and 
competitive environment, and for building positive work 
relationships. 

Second Level Development '1'rainJnC proct"aiU are valuable to 
manarers responsible for implementlnc major corporate objectives 
and achievmc specific orpnizational and personal goals in our rapidly 
chancinl environment. 

In Mluouri, we have two major safety procrams. These are an 
accident prevention plan and a defensive drivfnr pt'Oir&m both 
dtlliped to elimfMta accident causes in order. to reduce personal 
lnjurl• and control loll• both In motor vehicle costs and lost work 
time. 

A State Safety Staff continua.Uy conducts conformance reviews to 
aaure uniform Implementation of the programs both in the field and 
In office locations. Both plana ee iDtended to ensure that sate 
worJdnr practlcei 1re befnc followed by our employees. Through 
June 1183, M~ accident incidence rates are below total 
eompany ad .,atem rates. 

- FoDowfnr many months of preparation, the CWA and SWB bepn 
formtilly lmplementfnc the Quality of Work IJte process in Mlao~l 
c1urJDc ~ latter pet of 1112. Onion and manarement 
repruentatlves descrJbe QWL u "an opportunity to voluntarily share 
and participate in deciliona that affect quality of Ufe In the 
workplace". Wbat bepn u theory, concepts and descriptive VC'ba(e 
ha now chanp to reality for bundredl of Mislourl employees who are 
actually partlclpatJnc in more than 50 local workforce committees. 
Altboueh quite MrlJ·bl what Ia ealled "alone ranee procea", QWL il 
brinJin1 chancinl job methods and procedures; bUt more importantly, 
Jt II lmprovlnr communication chumels and relationships between 
union, manapaaent and nonmanapment employees 11 they pin 
mutual ~ and apprecJation that all share common 
objectiva in the workplace. 
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TechnJcal Trafninc schools have been provided tor many years. These 
schools provide employees with the expertise to work in the constant 
chancinc techn!c:al environment in the field of communieation. This 

· training improves the employees' efficiency and sale workinr habits. 

An Anticipated DisabWty Procram wu -started in AprU, 19'19 and 
provides sickness benefit payments to ellltble employees who are 
cranted a leave of absence because of anticipated disability. An 
anticipated dfsabWty Is a dlsabWty of over •even ealendar days whieh 
is expec!ted to occur during the requested leave period and tor which 
prospective medical treatment hU been 1cheduled, sueh as in the 
cue of elective surcery or precnancy. 

Per this period of time there II no pay untn such time u employee 
cets totally dfsabled. This control results In a cost savinp to the 
Company. This Is normally related to a •urcery that Is elective and 
necesnry, but not Ufe-tbreatenlnc. 

An Employee Ass!ttance Prop-am wu Initiated In St. Louis in 1983. 
Ttdlls a CO$t-s&vinc prosram that provides assistance for employees 
or their tamWes that have medical/personal/behavioral problems. 

Its purpose Is to Improve an uuatblactory work performance through 
tbe rehabWtation 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, tardinea and 
accidents that often occur when these problems "spm over" into the 
work plaoe. · 

This Is a very pri·;ate program between the Company representative 
and the employee or member of their famny. ThLI procram will be 
expanded to the remainder of state in 1984. 

Slclm- and A~ldent DlsabWty Benefit Plan 1s a plan where an 
empleyee Is paid for ablence due to llokness (based on proof by a 
physician's rePort> for a pven time. 

These cues ere monitored Vflr/ clOiely by the Medical Advisor and 
staff members from the Benefit Office to be sure casts associated 
with and lencth of ablence Is appropriate for the Wnesa involves!. 
The end result bas been a 1.296 dlsabnlty absence, which is more than 
acceptable. · 

In Miaourl, und• thG Retired Visit Procram, 10096 of retirees are 
contacted yearly by a reprtiHfttatlve from the Benetlt Office to 
ann• any question~ that they may have relative to their coverage 
und• m.Ucll Insurance, Ufe Insurance, etc., 10 u to be sure 
unneceaary costs are not beiDI inCUI'I"ed. 

- Unemployment CompeM&tiOD Claims tor unemployment benefits are 
protested u to their vaUdlty with 1ft end result that over 5096 have 
been dilqualltled and, therefore, the unemployment fund has not been 
advenely reduced due to lack of manqement attention. 
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- All Attendance Awards Procram was introduced in Miuourl m 1110. 

This prosram has coatr.tbuted to a •vmcs of over 715,800 employee 
wark days durinc tbe put 3 years comparfnc Missouri employees 

· lncldental ableDce to the company averqe. Missouri averaged • T 
percent incidental absence compared to 1.4 company averare. These 
results far exceed other major industries. · 

Because of the suecess of the Missouri procram, the Company has 
adapted Its concept and has estabUshed a company-wide Attendance 
Award Prop-am. 

· - A telephone &DSWerJnr devlae wu inltalled to enable applicants to 
know what jobs are available and the qualifications that are needed$ 
This saves one halt hour per applle&Dt which equates to over 400 
hours a month of Interviewer and staff's time. 

-

-

-

Videotapes of YWlous jobs are provided that allow applicants to be 
more Jcraowledpable aDd awll'e of job content thus allowing 
appUaants to make better decisions before acaeptiJII the job offer. 

Tbe Sprtncfleld Employment Office and Placement Bureau was closed 
and the responslbWtl• transferred to the Kansu City offices. This 
aDows us to operate in a more efficient manner and enables us to 
reduce the stl&ff by Hftft ('1) employees. 

Tbe EmploJment Office's ltaff bas been reduced by ellbt (8) 
manapment and tine (3) DGIUDanapment employees durinc the Jut 
two years. Tbla II an addition to the seven (7) employee reduction 
r.ultJnr from olallDc the Sprtncfleld Employment Office and 
Plaftment Bureau. 

Tbe pn-emplofment Mit hu been modlfJ~ to become more job 
related. Tbia enabl• t11.- testa to euure the placement of better 
qualified appllcats. . 

1leporta have beeft atandardized and combined on a state-wide basis; 
thus, •vtnr dupUoatloa. 

- Placement Bureau pa'IOilM1 visit outlyinr areas to test employees 
wbo have requested tranlfers. This ~aves the Company money by 
aDowmr many applicants to be tested and Interviewed at the same 
~L . 

- A proeedure tbat wiD ... b.1e the departments to aeleat better 
qualified employ .. tor tr&lllfers wu Initiated. This allows the 
department to be more ~wledpableln their Hlectlona. 

- Tile PJaaem•t Bureau reporta have been mechanized; compared to 
beinc done prevlOUily ID a mUJtal tublon. 

- 'rbe DO Affirmative Action Botllne hu been developed In the state. 
Tbll prcmd• an opportunity tor employees to pursue a complaint 
ll'ltemllly. TheM oompl•tnu ll'e lnvestipted and resolved where . . 
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poulble, thus reducinc the aeeeuity of the employee fWac a formal 
complaint with the covemment apncies. This procedure crutly 
reduces the amocmt of time and money Involved 1ft a formalized 

. complaint, attendJnc the fact-finding conferences, oa-slte premise 
· vfslts and reseaJ'Ch and documentation of a 1arp amount ot 

documents normally required in a pemment agency investiption. 
This procedure results 1ft a subat&ntfalavinc to the company. 

Department Network Distribution Services 

-

-

The Integrated Force Administration Mecbanlzation System (IF AMS) 
Ja used to mechanize the 1ch~ and forecastinc of tbe Repair 
Service Attendants (BSAI) needed to handle call volwnes at the 
Centr&Uzed Repair Service Attendant Bureau (CilSAB). This 
forecast system is used to input halt hourly calls and work volumes 
from the ACD-ESS Manapment Information System (AEMJS) to 
develop minimum quarter hour force NqUirements utWzmr put can 
volume trends. AEMJS aupplles Information on the DWDber of calls, 
the averap number of seconds It takes to handle a call and the 
number of BSAs required eYrJ half hour. Tbe lFAMS forecut is 
then matcbed to employee tour preferences in the AEJrUS aalgn . 
procram to provide the most east efficient twenty-four hour 
coverap. Without these two .,stems dol:eDI of manbours would be 
required each week to even approximate the force requiremepts. 

Sev•al techn!al f.z'aJNnc course~ are avaDable, apecUieally daip«d 
for coutruction farce~. All Cable SpUcJnr Teebaicians initially 
receive two weeki ot buic cable spllcinl traininc and after 
approximately six months experience on the job they attend a one 
week advanced lpllcJDr IObooL Otber courHS deliped tor specific 
needl include tiber optic traJNnc and Une construction. SuppUers of 
tat aets and lp4tcJallzed equipm•t allo provide traJNnc on the use 
of tbeJJo produets. 

LIIOS and MLT traJNnc for botb maintenance administrators and 
~ilan Is an 011-pinr aetivity. Since the Introduction. of 
mechaniZed Repair Service Bureaua In Miaouri, initial traJNnc and 
IUblequent updates have been a contfDuous practice. .A computer 
traJninr data bue Ja used to pve trainees "bands on• experience with 
a data terminal. ' 

A Neent Innovation In teclmlcal traininc Ia the Workcenter 
IDtormation Paclcap. (WIP). Tbele paclcaleS consllt of a aUde/tape 
pr1Hntatlon to be preHnted by the ·tint level supervisor at the 
prap location. WJP top!• rap from the proper Installation and 
UH of raew or eompla bardwlre, to putlcular rehabWtation 
techniques, to afety I'Ubjeets. WIP can be used for initial or 
refruber 1raJNnc ~ hu been very .well received in the field. 
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The Cable Repair Porce Manapment Plan (CIU'MP) wu introduced 
In 1178 in order to provide information tor better manapment and 
utmzatlon of cable maintenance forces. It provided tor forecasting 
ot force requirements, tor ICbedullnc purposes and tor performance 
measurements of supervilory eroups u weD u individual technicians. 
CIU'MP wu IUblequently mechanized · and the scope of the 
Information wu broadened by the Cable Repair Administration 
System (CRAS). CRAS went on Une in 1982. 

Tile Mech&Nzed Repair rorce Administration System (MRF A) was 
desfped so that available data could be utWzed as a forecast tool !or 
future work loads. By usinC the Information provided by MRP A, we 
are able to more accurately predict repair demands and adjust our 
work forces to meet thole demands. 

This mechanized system of forecutJnr has replaced a manual system 
which required several houri per week of manual computation. 

Distribution Services EDifn•erinr Center Technical Traininc is 
provided to &D. manqement and non-manarement personnel. This 
tralnfnr Ia a formal, lnstruotor lead procram. CUrrently there are six 
non-manqement coUI'HI, one week in length; seven management 
counes, one week in lqtb; six manqement courses two weeks in 
lencthJ and one manapment courH, four weeks fn length; on-Une. 
TheA courses are conducted away from the work environment in a 
formal cJ.uaooom settiftl to eUmmate distractions and Improve the 
learnlnr proc-. Each course Ia aructured to achieve muimum 
work proct~~~ famillarity and to mulmize productivity earUer, reduce 
error rates Jn Jt."b performance and improve overall customer service 
results.. 

Loop Aaipment Center Tecbalcal Tralnfnr fs provided to all 
manapment and non-muapment personnel. This training is a 
formal, Instructor lead procram. CUrrently there are four non
muapment and two manqement courses, one week in length, on
line. These courHI are conducted away from the work environment 
Jn a formal claRoom •Wnc to .Umlnate student distractions and 
Improve tbe leaminl procea. These courses are· structured to 
achieve muimum wark proces famWarity. and to maximize 
productivity earUer, reduc!e error rates fn job pel'tormance and 
lmprove overall customer HrVlce results. · 

A wide variety of ·technfoal trafninc fs provided for our InstalJatjon 
end Maintenance QacM) occupational and manqemesat penonnel at 
tbe Soutbwestem Bell Center tor Communications Technology. Over 
Sl eounes ve offered in this area. rancmc from a "Buie Electricity" 
COUI'H to the more complex "HolM Mltlptlen" coune. There ere six 
trafnfnr locations wfthJn tbe fJve lt.ate rerfon. Additionally, Jn order 
to reduce tralninc ce»U, thOH courses that are considered hirh 
density COUl'lel are avaD.able to be IUiteased to tleld locations for 
presentation. 

SCHEDULE 1-63 



, 

-

• Milzt•i PSC Cue .. Tll-13-ISSII'Il-13-211 
. lelledlde Jio. 1 ~ -

Supplematal .... 
D. Muapmeat of lhamaall~ 

There are sevwal technical trafDinc courses avan.blelpeCifteany tor 
Cable Jlepalr Tecbnlc!ans (Cll'ra) and IUpel"Yison of CllT'a. These 
counes ranee from bafs courses In cable repair fault locatfnc to 

· more JpHiaUzed courses lucb a air leak locatJnc. These courses 
Jnvolve "hands-on• traiDJnc usiftc test aets and equipment used on the 
job to locate and tJx trouble. Supervilory tra.inlftc Is conducted on air 
leak locatlr-c and outside plant rehabilitation teebniques. 

A Construction Porce Manapment Plan bas been Implemented. It 
provides manapment with methods for: 

L Improved job pJanninr 
b. Porecastinc force to match loed 
c. TracJdnr job prGp'ea 
cL Allfpfnc personnel a full dayts work 
e. Identifyinc delays or roadblocks 
f. Performance analysis 

Tbe Allipment Force Man.pment (AFM) Plan wu Implemented in 
1181 to obtain maximum performance and Improve control ot the Loop 
Awfpm~t Center (LAC) operations. Tbe beftetlts dwlved from the 
plan are: 

L Porecutfnc fcne to match load 
b. Improved load forecat 
c. Actual force and load trackJDr 
d. Improved work force J~U~~~apment 
e. Improved etflclenci• and lct.tfflcatioD of roadbloeb 
f. Improved productiYity levels 

- &eorpalutlon of Network Diltrlbutloa s.vlces (NDS) Installation 
and MaJDtenance Q&M) &trlcts and statts Jn Mlllourl bas resulted in 
a Nductlon of the DUmber of districts and atatta. 1J incrullnr the 
m~ lpell of control aDd CODIOU.datial cable maintenuce 
f11nattoa11Dto Yell districts, we baw reduced 14 districts iD 11'11 to 10 
Jn 1113. SlmDarly ·u. pnen1 manapr's LHI ataff wa eliminated 
wltb tbe ltate Yell ltaff uaummc tbe tunctlona prnioully performed 
bJ tbe pawal muapr'l Jtatf. Tlds wa aecompUibed without 
•ddlnc e1r1 people to the state LtM ltatf. 

- The wart force used to tat trouble reports In . our Maintenance 
Cent .. on lllbacrJber Un• bu been cbanpd from one compcaed 
atinly ot craft techniclana to a clerical work force. With the 
IDtroduetlon of the Mechanized Loop Testinc (JILT) .,.tem testinr 
and buio IDterpretatlon of teat HSUlts have been mecbanlzed. 
Testinc II now automatlcaJly done on mast trouble reports. 
lub8Utudoft of clerical for craft employees pertorminr. thJs tunctlon 
.. Nduced expenses. 
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Depwtment Network Switch&lc 

- . The implementation of mec:banized IJSlems mentioned in catecory I 
hu helped in centrallzinr many of the functtions of Network 
Switchlnc. Separate work pwps such • Network Administration 
Centers, Special Service Centers, Automatic Mesup Aeeou.ntinr 
Control Center, Mlnlcomputer Maintenance Operations Center, and 
Trunk Operations Support Center perform tpeeialized tuks. This 
functlonalization helps to more efficiently utilize the work force. 

Technical tralnlnr in the rapidly chancfDc communications field is an 
important part of the Switched Services Section. We utWa trainfnr 
paths to keep both aur nonmanapment a.nd manacement personnel 
technically quallfied to perform their jot. effectively and efficiently. 

Nomanapnent Technical Training Hours 
lllnqamnt Technical Training Hours 

Total 

1182 -
58,004 
23,200 
11,164 

TbeH hours represent forty-one (41) man years of our force of 2,584 
people In 1182. Nineteen elehty-three 0183) trainlnc requirements 
are up lllptly over 1182 due to special service tralnlns requirements. 

Deplrtment 

,.Jssourl Operator s.r.lees force level bu trended downward over 
tbe put five years. M a ~t of centraUatlon, machanizatian Md 
the oontlnufnc efforts and improvement in the efficiency of our 
opwatioas, we bave realized about a 7f5 Nduetioa In force. A 
portion of the reducUODI Include tranlfers (8ome of whicb are on a 
temporlll'f bull) to outllde departments withia the state ad do not 
nec-ll'ily reflect Det !Giles far Mlllourl. This force aYinp 
trmslat• to a llpflant avlftp in expeMe requJrements.. The 
benefits 1aociated with these employees llso represents a 
substantial dollar aviDp. 

Jt lbould be noted that tbe ohanpl we have implemented have 
enabled us to handle calli with few• employees whne contlm.dnc to 
provide coasiatently hflb quality custom• service. 

- Mlaouri Operator Serri.,_ developed and implemented trafrdnc 
procraru to provide apertJH far effective job performance for both 
m&Dapment and nonmanapment employees. 
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Depetment 

-

Ov•tfme controls were established and are closely monitored on a 
• WMkly basis. Overtime benchmarks were initially establiahed in 1911 

wblch require tbe tltth level's written explanation to the Vice 
President-Missouri when overtime results for a pven week exceed the 
bachmark. · · · 

Since December 19'11, throulh June 1983, we have reduced 1,144 
employ... Porce reductions in 1182 were 220, which &mOW'lts to a.n 
estimated avlnp of $8,534,118 in 1912. These reductions were 
llrply accomplished by introduction of mechanized systems, office 
con10Udation and increased span of control. 

Department Businea, Residence and Publlc Services 

- BUlin- Service Centers, Residence Service Centers, and Public 
Service Centers were ar•ted u separate entities becinninr In 1979. 
Thfl functlouJJzation oft•ed customers more expertise from the 
lftdlvldualll"oupl ot employees. 

- Functlonallzatioa contJnued u lef'lice represe~~tatives were allped 
ID Aooount Inquiry Centers or ~and Sales Centers. This 
JpeCJallaatioa provided a more ettlclent me&~~~ ot t.ralnfnr employees 
to better MrVe the customer. 

- Within the BUiinea Servfees Center, the Senice Order Entry Center 
for 8peolal Services (SOEC/SS) wu created. The SOEC/SS handles 
formattlnc, typtnr, and oompletiftr Ill orders tbat require proceamr 
by tbe ctrcult ProrillODIDr Centw • 

...._ Ottlce Conltlteney ot ADn• Keuurement Plan (BOCAMP) 
II a method ot accea meuirement tbat -UHS the pereentap ot time 
tbat Ill pcllitioas ee busy u the. bulo mcuoator ot aecessabWty to 
CM' bullnea ottloe~. BOCAIIP can be UHd u a tool to monitor, 
durinr the day, avaD•bWty ot open oustome Una, to provide 
repr•entatlve~ with clCMCI time to perform clerioll functions, and to 
.. fit In manacmr force 1eveJI. 

- Staff tunctlona ot the Bustn .. Servlc:ea Center were acmolldated to 
form oae centralized atatf. In 1181 there were 12 statt management 
emploJHI. Aa ot July 1, 1113, there we four maupmeat employees. 

- In 1111, to reduce tralnhc time and aid in force retention, the 13-
week Jftltial bulln- IChool wu reduced to liz weeb with apeclal 
packacelciven u career patbl dictated. A new Nlf-paced modular 
tralnlnc conoept hu been trialed and wm be tbe tr1.iDiJ1c veehile used 
tor Mluourl. It oftWI the BSC more aexibWty u the number trained 
ean vary, where prevfoualy a full o1us ot tour wu required. The 
Instructor-to-student ratio Ia now increased to six-to-one. In 
oonjunctiCft with centralization of tbe traininc function, maintenance 
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of HrViee rep reference haradbooks was transferred from the Missouri 
ataft to the Centralized Tr&ininc Group. 

Over a three-year period, centralization of ataff and strnmlininc of 
courM aontent were undertaken to mareue the efficiency i.~ traini.nc 
Missouri BSC employees. In 1180, training ataffs previously 
functionlnc in Kansas City and St. Louis were consolidated into one 
atatewlde district. In January 1982, the trafninc function wu 
centralized further and transferred to general headquarters, reducfnr 
the number of tralninc ataff (manapment) on the Missouri payroll 
from 2lln 1111 to 0 In 1112. · 

ConsoUdatlon of two outstate Business Service Centers~ St. Jcseph 
and Sedalia contributed to an increase in ~pen of controL 

Alllstant Manager Job Desfp (AMJD) wu introduced in Mlaouri 
Residence Service Centers to further orpnize the assistant 
manacer's job. This functlonaliution of daily supervisory 
responsiblllties provides a minimum of two days per week for 

-development of ~tes. This proeDS promotes developing 
aervice representatives to their full potential which improves1ervice 
to customers. 

• Business Office Coat Analym Plan (BOCAP) is an Internal efficiency 
meuurement oomparinr state reaults to oompuay reaultL The report 
provides data for force manapment and forecastJnr. 

In 1111 Missouri Public Serviot~~ Introduced public services sales 
penon t:rainl:"-1 for all public telephone representatives. This traininc 
course il an intensive two week course that provides the sales penon 
with written, oral and practical demonstration of the lkills and 
lmowledp required to effectively sell public telephones. The 
training fa directed toward~ the four major areu of the sales person's 
raponaibD.lty: Udirect ..wnr, 2)band1Jnr operationel problema, 
3)work p1anniJ1r and 4)tactlcll ~- pJanninr. Since the Introduction 
of· this trafninc we have Improved public services revenue per station 
and reduced Ales upenare per ltatlon. 

Due to mechanization enbi.Dcementa In Publ!c Services many manual 
taka have been eliminated thereby reducinc employee force. Sinae 
1880, the .tate of Miuouri hu reduced tbeJr force by tbree coin 
collectors and two key clerics. In addition, over the lut four years, 
productivity has Increased approximately 18 percent, thus our number 
of eolleotiou have been mcreued sipiflcantly with no force 
additions. 

Depetment 

Procrams have been initiated over the lut two years In particular to 
lipiflcantly reduce lta!t levels. During this period over 200 
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ll.rketfnc staff positiofts have been eliminated and persoMel 
r ... iped. Examples follow: -

Staff personnel in state marketJnc orpnizations have been virtually 
eliminated, with the Headquarters staff performinc most of the staff 
aupport work for Ales personnel in the fi~ state recion. 

Three districts In the market manqement orpn!zation were 
combined Into one (with c:orrespondinc reductions of second and first 
level managers and clerical aupport). 

The Sales Tactics District was reduced by eicht employees. 

Headquarters staffs for HrVice center and sales support have been 
merpd. Subsequent re-usipment resulted in a reduction ot one 
District Manager, four Staff Managers, and two Staff Supervisors. 

The Marketfnr budget staff bas been centralized, resultinc in a fifty 
percent force reduction in the financial analysis area. 

- · All llarketinr muapment payroU woric bas been centrallzed, 
thereby reduclne clerical overhead in field sales offices. This has 
aJao decreased payroll errors and bas ensured proper .salary 
treatment. 

-

-

ExteDiive Businea sales tralnfnr curricula have been developed to 
....-. a professianal ales force. Major attributes are as follows: 

L Job experience within the put 18 months in the job title 
whleh wDl be taupt. · 

b. ~ completion of instructor cur.rlculum •. 
c. Individual certification on each course. 

Tbele quaiUicatlons are riprous but they produce individuals with 
the bAclcpouftd ud apertlae to meet the traininc needs of the 
ltudents. The proc- hal ~~p~raded tbe quality of iDstruction and 
U.efore the. quaUty ot the tralnfnr propoam. 

DuriDc the 1ut ftve Jean tralnfnr dellvery bas been centralized and 
ltandlrlzed to ensure tbat each employee receives the same amount 
of quality of traiftinr. The eentrallzatlon has led to avinp In the 
eo1t of facmtles and aupplles and hu afforded efficiencies ·m 
ICbedulfnC. 

Mloclate ACCOUilt Executive Procram Ia an apprenticelbip for newly 
bind or appointed sales people which establishes a C!lesrly defined, 
comprehensive procram of eomblned clusroom and field trl.in!nl. 
Espectatlon1 for partfclputa are apeclfically outlined and critical 
cbeckpolnta duriDc the procram are used to evaluate the prosras ot 
each ltladent. 

Computer Manapd Delivery of Tralnlnr combines self-paced 
Instruction with computer provided testina' for wes penonnel. 
Because of the individUal nature of the traininr, it can be studied &t 
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the Rudent's dbcretlon within the student's work facWty. The 
prbiaary savinp from this prosram ·1s reduced travel apa.MS. 

Sales Asaessmat .. urea candidates for ales job8 are aereened for 
ales potential before acceptance. This acreenJnr process uses 
proven personnel uses~ment techniques to ensure a hiper suecess 
rate for appUcants, thereby holdinc trafninr and development costs to 
the muumum. 

Department Directory 

A staff of ales managers deUver Initial Sales TrainiDg to new 
directory representatives. The tralnlnr consists of six weeks of 
Intensive instruction on how to ..U. the use of mechanized sales 
systems, product knowledp, thti principles of advertisb~ and Y eUow 
Pqalpeclflcatlons and standards. 

Sales Manapment Trainfnr Is conducted by the Directory Learftinc 
Cent• statf. CUrret~t trafnlnc (recently expanded from four to 
eleven weeki ln lencth) provides Instruction to newly appointed sales 
manarers and emphasizes time manapment, market muqement, 
personnel development, man~pment !ldJJs, labor-management 
relationships, sales leadership and problem-solvfnc techniques. 

- lleld Sales llevlewa prOfP"am wu receatly improved throulhOUt our 
twenty-one premise ales districts. · 'l1lole reviews are made without 
prior notice to the district to be reviewed, and that district is 
subjected to a ·Mcorous analysis of its current Ales performance, 
market ~~~an~pment, and personnel I.Dd skDls development. The 
reviews are conducted by tbe aales traininr staff and conducted as 
recopized and needed, u fndlcated by current sales results and 
production ettlcd811Cf-. · 

The LearnJnr Cent• provides lieJd Sales Training packqel tor use 
a needed by 1IDe sales manq ... In the re-tralnq ot their sales 
representatlv-. On-site tramJnc II Ulo provided by the traililnr 
ltaft In the area, for aample, of pod alesmanshlp ud contract 
proceasq into meehanized .,.tema. 

- The LearnJnr Center provides ales aids and promotion material to 
field lales periOIIIle1 In the form of brochures, testimonials, usqe 
1tucties, and motivational material to keep them informed ot current 
trends In the marketplace. 

- lla.t recently, the Learning Center bas desfped a week·lonr 
Comprehensive Manqement Tralnlnc (CMT) aemlnar, usq the 
bulin .. -cue method, to wblcb an management employees will be 
IIIOheduled In 1f0UP1 of fifty each. Thill seminar wm btlcin on 
Aupst 22, 1883 and continue into the second quarter ofl984. 
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Honmanqment work groups have been redefined Lt the Data Center 
Operations fer the tour -.election processes. The result has been an 
increase in overall efficiency due to decreased turnover and traininc 
requirements. 

Department Comptrollers - Security ac Claims 

All newly usiped 1ecurity lnvestlptive personnel receive formal 
traininc In basic lnvestiptive techniques and sldl1s, in addition to 
on-the-job training. Supplemental training in various manacement 
and lnvesticative lldDa, directed to lmprovq methods, are also 
offered and, In some cues, Is mandatory. 

Selected security personnel have been trained in buic computer 
_aecurlty. This tralnilc hal enhanced our ability to recoplze 
potential risk and more eff~vely deal with probable cr actual 
problem1. 

Claims department deslped and applied tralninr In clafms adjustfnr. 
The COUI'Ie wu desiped with uslstance of lepl depvtment. Most 
claims jobs have been tnled by lateral movement of existinr 
Company employees from various depart~mentss 

- Effectiveness of traininc effort is demonstrated by reduced 
lltlption. The number of clamqe claim related lawsuits wu down 
229& in 1982. . • 

Department Revenues .t Public Affairs 

- The Rates and Cost Studies ~eetion has orpnized a centralized 
clerlcalp-oup. Thll aDows the 1lexlbWty to move the work force to 
the area which require additional assistance durinc the course of 
rate cue activity. 
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DL INTRODUCTION OF NEW TECHNOLOGY -
Operations Support Systems uslst in efficiently hand1lng technical 
and procedural work. These mlnlc:omput~ are defined as small task 
oriented computers normally dedicated to a ~peeific function and 
remain on-Une at all times for their particular function. They are 
lep'epted Into two distinct types: 

a. Data Proc .. lnc - procrammed to process data for 
in-bouse functions reprdless of location. 

b. Circuit and Messqe Swltchlnc -These Ire prosrammed to 
do one 1P410lflc function and allow tor mechanization of 
testq and tracldnr/monitoring functions previously done 
manually. 

Many of these Systems are identified in C&tecory L 

Electronic Switchlna' Systems (ESS) provide central switchfnc of 
telecommunications In an acbaDp and bas improved the quality of 
lenice provided to our customers. In addition, ESS bas reduced 
maintenance expense throup hflber rellabWty, and it enables the 
centraUzation of maintenance administration through the use of the 
Switcbinc Control Centers. Several vintages of ESS have evolved 
from the IDftiallESS In the mid-1160's. Tbey are a follows: 

a. li1AESS - The No. lESS is an automatic common control 
~ IWltcbiDI IJilem used u a dlal-to-cUal replacement. 
The lfllem maka extensive use of solid state devices 

· with··rapld operatfnc ~peed, permittlnc a relatively small 
quantity ot equipment to perform the control functions. 
M the Mo. 1ISS office callbla capacity was limited, the 
No. JAESS proa18or was developed to enhance the No. 
JESS. The No. 1AISS proc .. or operates much futer than 
the No. lESS proe-or md occupies less floor space. The 
a"'ap all procelling eapaclty of the No~ lAESS 
compared to the Mo. lESS Is u follows: 

Peak Busy Hour Ollis 

-lneered Busy Haur Calls 

No. lAB5S 

240,000 

180,000 

No. lESS-SP 

120.,000 

15,000 

b. lUIS - Tbe Remote Swltchlnc Sfltem (BSS) ·wu developed 
to replace smaD CDO entitles In the 200 to 1000 line size. 
The BSS wm be a remotely controlled soUd state switched 
network. A boR office would control the RSS over a data 
Unk. AD of the features available in the tat otrlee would 
be avaJlable at the BSS. 

c. 2/2BESS- The Mo. DESS was developed to provide the 
advutac• of stored procram cont..--ol in small to medium 
line-sized central offices. The No. 2BESS is intended for 
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Initial Installations In the 1000 to SOH UM rap with 
pwtb capacity to approximately 20,100 UDes. 
No. 3ESS - The No. 3ESS Is a compact electronic 
11ritchJDc system developed for application In the small 
office market. Maximum eapaeity is 4500 Una, 11,000 
peak busy bour calls. The system required minimal floor 
tpac:e, 1- than 150 lqWe feet. The system is ~hipped 
Intact, completely asembled thus reducinr b:lstallation 
costs. The IJSlem fDcludes maintenance and 
admlniatrative f•tures which permitl COftliderable 
remote control ctaplbWties. 
No. GSS - The No. GSS Ja a 4-wire electronic switcbinc 
aystem developed to meet the need for a bJp traffic 
capacity system that could balldle the projected srowth ln 
ton traffic. The No. 4ESS capacities are u toU.ows: 

Busy Hour Attempts • 170,000 

Terminations • 107,500 

f. No. SISS/IARSM - The No. BSB Is the mast recent 
electronic swltebiftc system to be Introduced. It II a 
dJcltal time dlvtaioa nltchiD&' Qltem with the abiUty to 
arow acra11 the •tire rup ot local switchinc omces, 
tbul proYlclnr allpltioant belleftt Jn terms ot capital and 
u:peMe avilllll iD tbe operation, · admiftistration and 
malnteu.nn ol the offices. The· No. SESS· wD1 handle up 
to 52,100 1m. with Ill Une ...-ntratlon. The No. IISS 
lne!:.S. a remote awlteh module (SAUlt) cepabWt)' Yia. 
T1 oarrl• faeDIU• tbat p&"OYlcM the benetltl of a modern 
ltc:red procram OODtrolled awitchinc Jyltem In small 
awltcblllr offlo-. The No. 5AKSM lbua the host SESS 
I'IIIOUNel and hll a atad a1oM oapabWty. The No. 5 
All81.1 wm t•aaiDate 4011 • .., alttsoup the maximum 
praatiea1 Jlfte oapaeitJ Js SSM mstalled lines (UIIDc a 1:1 
Une ooaoeatratton ratio). 

The DMS-10 fa a time ciYWOn (dfcltal) ltOred pr01ftm oontrolltld 
IWitCibiDc .,.tem muufa~ by Northern Telecom, Inc. The DMI-
10 Ia 1lled Ia C1ul I oftlce1 where the economics jultlfy itt UM. The 
maximum practical capultJ of the DMS-10 II 1000 Unes and 10,000 
completed calli. 

VM ot dJ&'ltal tectmolou, Wee the No. SESSIIAUM and DMS-10, will 
ultimatelylmproye tbe aemce qualltJ of the network while providlnl 
COlt reductions. eonv.aion ot tbe teleeommunicatioal network to 
an IDtecrated Sentce Dlsitll Network OIDN) wm allow Introduction 
ot MW fnnoY&tive lrllces. Therefore, 111e of dlcftal t~ wm 
be the tbrult ot our network conatruction apenclltures Into the 
future. 

- The Comic Pramt System wu ftnt placed in operation in 1173. It 
wu the ftrlt major delip ohaDp of modular framework 1M it 
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provides an improved frame contipration for preferential 
.. ipments. The terminations on the Colmic Prame can be spread 
aeros the entire frame system via a mechanized uaipmat system. 
This promotes a abort jumper concept, prevents excessive jumper 

. pBeup and results in a 20 percent reduction in frame force size 
required to maintain tbis frame. 

Initially Centra: was offered to J.arc• buameaes. It is a type of 
private branch exchanp in which incominc calls can be dialed direct 
to any extension without an operator's usistance. Outcome and 
Intercom calls can be dialed direct by the extension user. There are 
two types of Centrax, Centrex CO and Centrex cu. Centrex co is 
centrex services provided by equlment located on telephone company 
premises. Centrex CU Is centrex service provided by equipment 
located on customer premises. We are now offerinr a smaller version 
of Centrex to the smaller busfn .. customer. 

Touch-TonA>capabWties are belnc provided to step-by-step offices 
via Teltones M-lU Call Pro. This equipment enables customers to 
have Tou:b-Tontf~Uf.eatures at an earUer date. 

Loal Measured Sel'viae (LMS) in todayts rapidly chlnlinr economic 
and business environment Js more important than ever.. For this 
reason, Missouri hu set up an accelerated implementation procram 
for Local Measured Service includq aU types of offices. 

:Oiaital Carrier Tnmk (DCT) Interfaces the T-carrier llne and the No. 
lllAISS to achieve avinp In equipment, floor space, wirq, 
~ arad Installation. By utiUz1nc the DCT c:Jrcuits, external 
trunk UDlts and trunk frames are not required. 

:Direct Carri• Interface (DCI) with T-oarrier features permits direct 
CODtrol of T-arrier channel units by both the No. 2 and 2BESS 
proc-an.. It IDerJes IWitohinJ and transmluion functions allowing 
tbe ellmlnatf~ of 1/JBESS trunk circuits on many trunks using T
carri• facJUti-. 

SUblcriber Loop Carrl• System (SLC or SLC-11) system is a 
sublcriber arrier arranpment that oan provide single-party, multi
l*"tJ and coin service~. It ean also provide many special services 
blcludlnc :Oicital :Data System (:DDS) dataport by using standard n-:4. 
cbanne1 plug-in units. Tbe .,.tem uses pulse code modulation Cor 
transmialon. It is desiped to operata over ltandard « low power Tl 
repeatered line facJlltfes between the Central Oftiee Term!nal (COT) 
and the Kemote Terminal (RT). It provides service for up to 96 
messap telephone service aubsc:ribers. 
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Dial Tone First (DT!') permits a caller to dial certain types of c:alls, 
such as 0, 0+, 4U and 9U wi~out an initial coin d~t, thus 
lmprovinr servicfnr quality. 

AMPS Js a dial mobDe telephone service. The AMPS coneept mcludes 
a cellular system of low power radio sta~91'S and a mobile switchina' 
office. The ... of low power radio lipals, the abWty to have 
numerous ceDI in an •• and the awltcbinc capabUity of the office 
combine to aipltlcantly increase mobDe telephone capacity. 

Plastic TlJTlC Apparatus CUes, a new modular famny or T-earrier 
apparatus cases that can house 25 T1 or TlC repeaters, hu been 
developed. They are of molded plastic conatruction and ue suitable 
for both aerial and undel'lfOund lnstallatlona. Since the case is non
metanlc, It II considerably Upter and leu expensive than the present 
cut iron units and can be installed with less effort. 

Dfcital Facfllties are a family of transmission systems capable of 
carryiDc many typu of communlcationa lipals, lncludfnc voice, 
dilital data, faaslmDe and other servica. All dlcftal communication 
systems have three common cbaracterJstlCII Q)the transmislion signal 
Is a aeries of binary dicftl, (2)clltferent afpals ere interleaved into 
hlp apeed atreama and aeparated at different destinations (time 
division multiplexinc) and (3)noile ..W distorted pulses are replaeed . 
by new pulses throuch pulH repneratlon at regular intervals alonr 
the transmfaion Une. TypJcal dilital facDlties include T1, Tl 
OUtltate and T2 Cable Curler, and 2,1 and n GHz dJcital microwave 
radio QStema. AU. of these ayatema utWze D-type dwulel banks. 

Lflbtwave Dlcltal Transmllllon Carri• Systemaaucb as PT3 combine 
the line tarmlnatJnr and multlplexiJir functlona into a sfnlle umt to 
reduce the amount of terminal equipment required. This results In 
alpitlant east avinp, enabUnc economic prove-In of FT3 on 
relatively short ·rout& eo.t avlnp and Improved performance 
result ttom the foDowq cbaracteriaties~ 

L Low transmillion 1oaes and hfcher capacity result in 
fewer repeaters. '11ae n'3 IDows a 100 fold reduction in 
the number of outllde plant recen•ators when compared 
toTl. . 

b. Wide bandwidth results in a facility with protentlal·for 
seninr future hiP apeed data and video customers. 

c. Small able lize and weipt not only mue Wtallation 
eater, they an deter ccndu!t reintorcement and reduce 
loadfnc on bridp aroalnp. 

d. Immunity to electromqnetlc Interference permits cable 
routJnr throup electrically noily enviranments. 

e. Noninctuctlve characteriltlcs mean no crosstalk, no hazard 
· from electrical !Jhock and secure communications for 
national defCto'lH e.ppllcationa. 

Dl;ftal Acca~ •d Croslconnect Syatem (DACS) is a new type ot 
dllltal terminal In the facWty network. It is not a direct 
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replacement for, or alternative to, any single piece of existinc 
hardware. DACS provides the abWty to access Uld rearrance the 
DSO cbannels of DSl dieital bit streams elec:tronlc:ally without 
dec:odJnc and c:onvertJnc to ana1oc sipls. 

DACS deployment presents the opportUnity for simpUfyinr facWty 
termiDal c:onflprations and reduc:inC c:osts by, improving fac:Wty and 
termiDal utilization, lmprovq testinc and maintenance of facillties, 
slmpUfyq circuit provisioninc, c:reatfnc opportunities for new 
facWty network architectures and improvinc manapabllity of the 
existJnc network. 

!>-Type Digital CJwmel Banks procram bepn with the introduction 
of the Dl unit, c:ontinued technical Improvements resulted in the 
procreaive develo;»ment of the D2, D3 and the current standard D4. 
The 48 channel D4 Channel Bank can be confipred to interface 
directly with the T-1 Une (24 channels, TlC (48 channels) or T-2 (96 
channels). It provides approximately twice the channel capacity as 
the D3 ID the same floor •• and will use less power. Due to the 
technical auperiority of the D4, a Dl Channel Replacement Procram 
wu establisbed. This procram is a proposed procedure for the 
systematic replacement of Dl Cbannel Banks with D4 banks which 
have sipificantly lower maintenance and pluc-ln ea~ts. 

- E9n, the Expanded Universal Emerc~cy Number Service, is 
operatJnc ID our two major metropolitan areas. This nationwide 
telephone number provide direct aec:ea to a Public: Safety Answering 
Point (PSAP) ~bleb receives and responds to emerpney calls from 

·the publla. 

Department . Network Dllt!'!bution Services 

Mechanized Loop TestJnc (MLT) is a computerized system that tests 
a eustomer'l line on command and displays the results in easy to read 
format. Tbil aystem bu been lnltalled ID Missouri .. 

The MLT system hu provided the followinc efficiencies: 

a. The aultomer'l line can be automatically tested and 
r.Wtl displayed to the llepalr Service Attendant (RSA) 
at the time th• ~e report is taken from the customer .. 
The tett ....W.u are Uo printed on the trouble report. 

b, llet..U of the customer's Une can be made at any time to 
verity, fr8 aample, that the trouble bu been fixed. 

c. MLT permits tatq over an expanded pograpblc:al area. 
Any t•minal CCifJDeCted to an LMOS processor can use 
MLT to test any c:atomer Une served by that processor or 
nned by 111'1 otb«' Interconnected Qreeeuon. For 
.~ple, a aet of Interconnected processors provide 
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LMOS coverage f« Southwestern Bell ~ in the 
314 area of Missouri. An LMOS terminl.l in Cape 
Girardeau can test a customer line in Poplar Bluff with 
the ame ease, speed, and aeeuraey that ean be 
aceomplished from a terminal in Poplar Bluff. 
Consequently, the number of ceocraphieal repair dispatch 
centers have been lharply reduced u this new testinr 
method permits wider coverace from a sincle center. 

Mecban!zed Loop Testlnc - Version 2 (MLT-2) provides further 
enhancements and COlt reductions due to advancq teehnolor;y. 
MLT-2 has permitted tM Installation of mechanized testine in small 
rural Southwestern Bell exchqes u well u enhancements to Ill the 
other exehances. MLT-2 also provides an Interactive testing feature 
wherein voice contact can be estabUsbed with a repairman in the 
field or a customer in h1s home wbDe testmc is in pr'OII'esJ. The 
addition of MLT-2 permits the complete ellmination of the manual 
test board. 

EUmlftatlon of manual test boards bas made possible consoUd&tion of 
numerous maintenance centers (MC's). To date 22 Me's have been 
consolidated Into only '1. Current plans all for an additional 
CODIOlldation of 8 MC's into 3 before the end ot the lst quarter 1984. 
Thus we wm have 10 centers performJnc the flmctions previously done 
by 30. This consoUdatlon hu meant increased operatinc efficiencies 
u weD. u a force reduction. ·· 

Southwestern c-.• Analym Network (SCAN) Is a computerized 
system that utlb&ea ezi1t1nr automatic Une Insulation test equipment 
ln each central omce which we have implemented. 

This syltem luppoMs the timely dispatch of repair forces to problem 
areu that •e ldentUled by early momJnc test results or results on 
demand later in the day and 11 aceocqpllshed a follows: 

L The test reiUlts which are sensitive to wuther conditions 
are accumulated DCJI'mally in the early h9.'D'S of each 
mamine In the SCAN computer. Tblllntormation puses 
to tbe LMOS holt comput• where it picks up terminal 
adell".. information from the customer line records and 
prints out on an existing LMOS printer In the .. appropriate 
dispatch nnter. 

b. Whenever a preset threshold number of troubles is 
detected In a cable complement, an Emerpncy Report Is 
Immediately printed out Jn the dfspatch ceDter. Tbis 
permitlrapld detection of multiple cable trouble. 

c. The SCAN .,atem permits early dllpateh of cable repair 
forces to the problem areu often before customers begin 
reportinc the problem. 

Pzoocram SCAN Testing (PST) Ja an adjunct to LMOS that utilizes 
MLT. It permltl a-dispatch center to establish a Ust of telephone 
numbers In LMOS that wm H1f test and retain a record of . . 
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abbreviated test results. The list with its recorded results ean 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 automatically 
test a preselected crouP of numbers without making time eonsuming 
individual tests. It hu improved mahltenance center productivity as 
well u customer service. 

Tbe Southwestern Bell support ltatf ln Mfaouri is always llert for 
new developments ln state-of-the-art technoloey reprdinr tools and 
test equipment. A recent example of this is introduction of the 
Western Procress Model 8000 which is $230.00 cheaper pc- test set. 
Purchases of model 8000 test sets rather than the l45A during 1983 
have resulted ln a savinp of over $22,000. 

A computerized cable pressure monitorinc system which provides the 
status of our cable air pressure system, thu eUmlnating the need to 
dispatch personnel to manually check the status of air pressure 
contactors, is beJnr lnstalled. It provid• an alarmiDg system that 
cu be used to alert the Cable Maintenance orpnization to cable 
problems and also to enable them to approximate the location of air 
lealcs prior to a field visit. Many times we are able to fix problems 
before they are detected by our customers or before a minor problem 
becomes serious. 

The Cable Pressure Monltorfnc S:ptem Is currently· beinr 
implemented In 50 wire centers tbrouchout M~uri. The procea of 
manually deter::.lnfnr tbe JDcatJon of cable air leaks is very labor 
lnten1ive ln todayts environment. This mechanized air pressure 
analysis system wm provide lipftlcut avinp In labor hours by 
providinc the abWty to more directly determine the location of cable 
a1r la.ks prior to the disp&tcbine of field personnel. 

Plber Optic Cable due to lta sman llze is beinc placed 1n the local 
loop network In conplted condUit runs to eUminate conly conduit 
reinforcement. Plber Optic Cable wm also provide JUch grade df&ital 
services to subscribers. 

Pair Gain Systems (PGS) are electronic system• that allow a amall 
number of wire pa1rl or optic fibers to serve a larp number of 
customers. Por example, use of Subscriber Line Carrier 16 (SLC9&) 
provides 86 eustomw cbanllels whne uslnc only 10 cable pairs. It can 
allo be used to provide 41 four wire dlgltalspeeialaemee channels. 
Utlllzatlon of PGS defers and 10met1mes eliminates the need for 
costly cable route reinforcement. PGS a.n also be used to provide 
dlgit&l services to IUbscriberl. 

Modular spUcing tecbnoloo Ia now \Wed extensively to eut costs and 
Improve Hrvlce. Twenty-five pair modules are used to splice aerial, 
buried cr underground cable. These modules provide the ability to 
perform rearrancemenu twenty-five pair at a time by unpluging and 
repluginc modules. Newer cable plant can be rearranred in a 
wireless manner because of the ability to plug .. wtplug. The tat sets 
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used when ~licing new. cable determine both the exiltenee of 
defective pairs and defective wire joints as splice is beq made. 
This insures a trouble free cable. The test tets used when 
rearrancmc eable plant maintain Unes in service on a 25 pair at a time 
buJs and insure qainst reversal of tJp and rinc conductors. This 
tecJmoloror provides the abWty to pre-conriectorize cable in a !actoey 
or shop environment thereby reducinc the time and coat required to 
splice In a fleld environment. It provides a trouble free method for 
cJ.earinc cable ends and means that fifty percent o! the spli~ine work 
Ia already co~pleted if the cable is extended Jn the future. 

Our burled out-of-sfcht cable poUcy eliminates above cround splices. 
It provides total out-of-sight facilities in urban/suburban areas with 
pedestal and hard count tarminals In rural areas. Splices are 
enc&piUlated using heat shrink splice closures. ThJs policy reduces 
potentfal for cable damqe due to weather, aunUght, vehicles, 
workman activities, etc. PUled core cable is utilized, it provides a 
more rellable facWty for future application of loop electronics such 
u Sublc:riber LJne Carrier 91 (SLC 86). This policy reduces cable 
mablteft&ftCe cost and eliminates the major IOUrCe ot cable pair 
problema by removlnc tbe above around sheath opentnr. It also 
eUminates the need for various sizes and types of cable pedestals and 
permits the .,.. of 4 Inch pedestal to bouse terminal! In rural areas as 
standard. This reduces pedestal eott and Inventory of materials. The 
buried out-of-licbt poUcy thus improves service whJle NducJnr costs. 

A Pre-T•m method is now beJnr used Jn many areu where new 
distribution cmle Ia beinc placed. Pre-Term Involves pre--spllclnc of 
aenice wire into ·cUstribution cable at Western Electric includinJ the 
complete testlnr of cable, service wire and tplica prior to field 
delinry. Waterproof buried closures-.,. provided eliminatin&' all 
pedestals and above lfOUDd lpllces which eliminates needs for 
expensive spUce pitl to spllce service wire to cable. Two or more 
cable pairs are dedicated to •ch Uvlnc unit. These cable pairs are 
cut dead to the field which miDlmlzes the extent of serviee outage if 
cable is cut or damapd. · When Ullnr the Pre--Term method, cable 
spUcJnc Js Umited to reel end or braDches.. Pre-Term can be placed in 
.tr~ plowed, puDed tbroup bares, pipe, etc. Unused drops can be 
stored Jn closures or buried and the location marked with an 
electronic cable marker for future use. 

Connectorlzed Cable (Conecs) is factory pre-conneetorized cable 
primarny for use in the underground. It permits evfr! other lpiiae to 
be prepared at the factory and be pluged together in the field 
reduoing construction intervals and manhourl to complete field 
apllcJnc. It alae reduces the time that cable Is in the 100.2 account 
(under construction) u well u job costs on 900 paJr and Jarrer 
underJround cabla. 

A new method of pre-eonnectorlzed repair of cable hu permitted 
futer restoration of cut cabl• at a lower cast. Short lengths of pre
comectorized aerial or buried cable are available tor repatrt.nc cut or 
damapd cable. Usfnc this method on-sight sheath preparation to . . . 
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repaJr cable cuts ia reduced by 5096 and wire Joinlnc II rec2ueed by 
5096. Restoral of out-of-service conditions is done considerably 

. futer and euler. This method assures that cable Ia readily available 
for repair projects and that repairman always has all materials 
needed to repair damqe. It eUminates purchasing and aecountJng for 
cable on many Individual orders, thereby eliminating the related 
costs. 

Department Operator Services 

The Traffic Service POiltion System (TSPS) uses electronic 
technolOIY to mechanize to the extent possible all operator handled 
calls. This electronic system replaced the manual cordbolrds and has 
ireatly decreased the number of operator usisted calls handled by a 
position, thus reducinc the required operator work force. 

Automated Coin ToD Service (ACTS) provides a meam of automating 
functiolll of the operator on most coin paid toll calls routed through 
the TSPS. This feature utlllzes the TSPS for call ratlnr and timinl 
with the station sJpalinc and ~~~nouncement IUblystem providirJ.r 
announcements to customers and countinc coins. The ACTS 
c:apabWties are also used to provide notification and time-anc!-cbarJe 
quotatiOill to noncoin customers. The implementation of ACTS 
reduced the amourc of operator work time required to furnish ton 
service. 

Automated Callinc Card Service (aCCS) 11 a eustomer dlaled station 
callq service wh•eby the customer provides biWnr Information 
without operator· intervention.-. aces automates thole calls 

· orf&'inatJnr from Touoh-TonMP Rtl and reduces operator 
requlrementl for thole ame eaDs from non Touch-T;;G) Hts. It 
provides operator uvinp throup the elimination uad/ot reduction of 
operator handled Credit Card, Collect ud Third Number Station-to
Station calls. Therefore both operator expense ~avinp and 
equipment avinp are realized. 

A eompanion feature of aces II Bnled Number Screen.in&' (BNS). The 
BNS feature aDows customers to automatically deny blllin&' of all 
eonventional collect and/or third number calla wltbout actually 
recelvfnc the individual calls. BNS provides operaw worktime 
savinp by reducinl the called party rejection on collect caDI and by 
decreuinc the need fer operator verification on some tiUrd number 
caJls. The additional fraud control provided by BNS reduces f'raucf 
upense in Mlllouri. 

Mechanized Intercept/ Automatic Number ldentilleation (MJS/ ANI) 
provida number chanp and disconnected station information. In an 
MIS/ ANI environment, a computer responds to the customer inquiry. 
Operatinc ~~· continue to d&e:Une u a result of continued 

SCHEDULE 1 • 79 



I 

I . 

( 

• • Misscari PSC Cue No. TR-13-253/TR-13-288 
Sebedule No. T (B&!TOD) 
Supplemental 
PapN 
m. IDU"Oducticn of New Tecbnolo~Y 

conversions through the reduction in operator- handled Intercept calls. 

· CUrrent plans are to add an Autio lle5pC?ttH System CARS) to the 
Missouri Directory AssJstance ISACD offices Jn 1984. Tbe ARS will 
reUeve Directory Assistance operators from havq to report 
telephone number lntormation to the customer directly. Rather, the 
AJlS wm provide a computer voice synthesized response to the 
customer. Consequently, operator work will be reduced. Tbe 
potential savinp wm result In a requirement for !ewer operators at 
each site Involved. 

Department Business, Residence and PubUc Services 

· - Coinless Public Telephone Service (CPTS), or Charp-A-clll Hrvice 
hu allowed our customers to place calls on a credit card, third 
number bmed or collect buis wltb no com cub Involved. The station 
used to snvide this service Ia relatively inapen~ive and easy to 
mafntaJn. M!uouri has installed over 2000 of these phones 
tbr~ the state Iince 1180. This H!'Yice has reduced our lnltlal 
capital investment and lowered our maintenance expense whlle 
providlnl a growth In revenues. 

Department Directory 

BeDIGllAPX is a pubUshlnc system not yet on llne, but seheduled tor 
IntrodUction In 1184. It Ia a fully mechanized .,.tem for stofinr and 
bold!nc art work for use In the Grapbics Center. It is one of the state 
of the art dlrectoey systems, developed for Bell directory publishers 
and fW'Ided under non-Ucense aareement by SWB, among others. It is 
one ot the directory ayatems ATatT is required to·transter to SWB as· 
a result of divestiture. 

Department Comptron ... 

- MASS storace devices were Jnltalled. nus Is an IBM developed 
hardware IUblyltem comblniDc the advanU,. of magnetic tape with 
disk technolou producq a storace medium capable of high speed 
acca~ to 1arp amounts of data. 
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Virtual T•mlul Acc.s Method (VTAM) teebftoloD wu iMta!led 
wbloll allows a a1nc1e t.-mm.l to accea procraru ruaa1nc !n Nftl'al 
dJtf•ent IBM computers. Tbis reduees t•mJnal equipment 

. requJrements for Data S,.tems as well as communications frcnt-encS 
requirements in the Data Cent•. 

- Tbe Bell Administrative Hetwork Commumcatlou Systems (BANCS) 
software wu installed wbicb allows a liftcle terminal to acee11 
PfC1NJU runnJnc on different JBM computers and also aomput_.. 
made by oth• manufaetur_.. (Le., UNIVAC, Di&ital Equipment 
Corp.). 

- lllltallatlon of a new BAHCS proceaor, a CYBER 100.,...:2, to replace 
the two exiatfnr proo-cn wblc:h primarDy serve the St. Louis SOKD 
and Pre-BOSS commualti• Nducel the coat of. provldil!r on Une 
network HrYlc-. 

The replacement ot JBM 188/370 and 3033 CPU's with 3011'1 and of 
STC clllk tec:hnolou wltb JBM 3180'1 lw permitted the Corporate 
-Data Cent• to lner1ue Its worldlow dramatieally with mmtmal 
addltlona to operatfnr I*"'IftD8L 
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OTHER COST REDUCTION AND REVENUE STIMULATION PROGRAMS 
XRb PIOC'EbOaiS 

DePartment Network Oistrlbutlon Services 

DwiDI the late 1970's, answermc of repair cells in Mistouri was 
consolidated into two Centra11zed Repair Service Attendant B~n&\11 
(CBSAB's). PrevioUily tbls function ·hu been performed in over two 

. doaen repair service banaus throughout the state. The C'RSAB is a 
speciallzed work cro~ which is able to perform this f\11Ctlon rnore 
efflclently than many smaller locations. 

The Centralized Audit, Parameter and Error ReconcDlatfon (C'APER) 
center administers the data bUe for the Loop Maintenance 
Operations System (LMOS). Prior to 1982 theN were two CAPER 
centers ill MillourL C'oasolldatlon of these centers Into one center in 
St. Louis bas allowed us to reduee two manapment and seven 
elerlc:al jobs. ConsolldatlOft bas al8o permitted a reduction in the 
total number of LMOS termlnals required to perform the CAPER 
ftDatlon allowinl these terminals to be Uled elsewhere. 

- Implementation of the Unrecovered Telephone Equipment Charge 
(OTIC) tariff ln conj1D!tlon with mechanization of accowttlnc for 
left-In telephone sets has &llowed us to siplficantly reduce the 
D11Dber of Equipmlidlt Left..Jr. (ELl) clerlcl. Previously there were U 
fuU-tlme ELI clerks ~ the state, now one penon does this function on 
a part time bail. 

-

-

We are eonstaritly strlyjnc to lower our overtime c011ts through better 
force IChedulJnc, careful appointment of aervlce orders and repair 
Yillts, and traininc to lnoreaM produetlYltJ. In the tlm six monthS 
ot 1183 Network Distribution Servic• used 24,384 fewer overtime 
hoW'I than In the first llx menU. of 1982. 

AI a east redmtlon measure, we have dlleontinued the produ:tlon of 
the Sorted Tro&ale History mlcrofSche. The information fowad on this . 
flehe Is available,- uranpd In a different manner, em another 
mleroflehe fUe. DIIContlnuance of this file has resulted in estimated 
produ:tloa and distribution savinp of seven! thousand doUan Jurly. 

We are reallzlnc slpltloant aavlnp tbro .. the Defective !qapment 
Jlep18cement Propam (DEBP) IDd the J;tlrect Delivery Service 
Pfolram (DOS). TheM proprams allow cUJtomers with detective 
telephone sets to return them to a Bell C'wtomer Service Center for 
replacemmt (OERP) « to have a new Mt delivered to their home 
with the defective set to be mailed postap paid back to us (DDS). 
Cords are abo malled directly to customers with wom or damaged 
cords. In 1980, DEBP saved Miaowi an averace of '1000 repair vbits 
e~eh month. Each year the n1.1Dber of repair visits saved has 
lncreued. ~ · 1183; with the lntrodu:~on of produ:ta tur:h as 
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converters to modularize non-modular outlets which allows more 
cus~mers to participate ln OERP and DDS, Missouri !s savb2g an 
averqe of 15,395 repair visits each month through July of this year. 

We have implemented a pi'Oil"l.m to locate protector i.llits on the 
outside of residences and amall blllinesses when possible. The 
purpose of this program is to minimize the number of redispatches 
required when customen are not at home when the repair technician 
visits. Difficulty ln obtainlnc acces to a customer's premise may 
prohibit cl-.rinc ot a case of tro~ on a first dispatch lf the 
protector 11 located inside. Protectors are now mo\llted outside on 
new jobl or when the \l'llt must be replaced. 

The Connect-Throuch Plan "No Break Ct" Polley provides reserved 
condltlona of Outside Plant facWtles to a particular cmtomer nrvice 
location which result ln the foUowfnr benefits: 

a. Redt~:e facDlty "search" time 
b. lledu:e the time requlrtd to complete both Inward and 

outward movement service Cll'ders 
c. EUmmate or minimize break field conditions 
d. lledu:e lnstaller camed tro.mlu by decreasing the 

amo.at of activity on Individual cable pairs 
e. Redu:e field visits to c18tom ... premise 
f. Deareue InsUllatlon work load. 
I'• Kedur:tloaln drop rearranpments expense 
b. Better utDlzation of Dedicated Inside PJant 
l. MCII'e timely and accurate ldentlficat!on of relief 

problema · · 

The Work AUthorization MIJUIIement l,.tem (WAMS) 11 a computer 
baH prqrrarn developed In the second half of 1912. The procram was 
lntepoated with HUUlUil adminlltrative functions for job schedullna', 
print postfnl operations and Interdepartmental reporttn1. Initial 
phue one operationa were fully implemented u of January 1983 with 
a mechanized data base for an work autborizatlons, providing 
trlckinc and reportlnc requirements at all levels of manat.~ement.. 
Phase two Is acheduled for Implementation September 1983, to 
mechanize famctlonl of the Cable Transfer Administration Plan 
(CTAP) and Job acbeduUng. Benefits of this system are: 

a. Routine Work Authorization Backlos NdwtJ.cm 3551 
b. lpeclftc Eatimate Work Authorization Baekloc 

red&ation 230 · 
c. Overqe Routine Work Authorization Redll.':tlon 3251 
d. Overage Speclftc Eltlmate Work Authorization 

Redu:tlon 82 
e. Improved reportlng efficiency and accuracy at aU 

manapent 1-.vels 
f. MCII'e efficle."lt and faster work authorization 

reeoncWation" 
I· Rapid l4f!nt$flcatlon of problems and roadblocks 
b. Automated tracldnc of information and problems SCHEDULE 1·83 
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I. Better manacement of indlvid\al work authodzatfons 

This computer bale procram was developed and implemented in 
existfnc Time-Share computer facWties without any addition ln 
personnel requirements. 

The Strategic Planning Guidelines for the Network is a methodology 
to fntecrate all departmental fW~Ctlons In the p!anninc and 
implementation of total network facWties provisioning of 
telecommtmication services utWzlng the most appropriate 
technologies avallable. Benefits of the methodolOCY are: 

a. Improved total Network facUlties pJann.lni 
b. More competitively priced services 
c. Defined feW ties provisloninc objectives 
d. Better utWzatlon of exfstlnc Network facUlties 
e. More efficient appUcatlon of new technologies 
t. Better interdepartmental coordination 

Lone Banp Outside Plant Plan (LllOPP) is a methodolasy to provide 
a fully documented Jonr ranee f\lldamental plan. It establishes the 
mOlt economical, ultimate wire center conflcw-atlon. LKOPP 
provides the direction based on overall company objectives, that a1l 
future facWtiei reb&bWtatlon and rellef projects should take to 
evolve into the ultimate conftslntion. 

Feeder Administration (PA) II a methodolOSY for· on-aoinl 
administration, c:urrent plunlng, desip and implementation of 
spciflc Nllef projtle'ts for the loop network feeder faclUtlu. P A is 
the veblcle to economically evolve the loop network from existl.nc to 
ultimate conftslntlon bue on the Lone Ranp Outside Plant Plln 
objtctives. 

. . 
· - The P~eDlty AftalJIII Plan (PAP) Ia a methodolOSY tor red~iDc 

outside plant loop network operatlnc c08tL It lnclu:l.es procedures to 
Identify and traok the moat COitly tacWtiet bf geographical area, 
atablllbes priorities for detailed rehabWtatlon end monitor tbe 
raults of implemented rebabiUtatlon projects., The Loop Activity 

. Tnckfntr Information s,.tem (LA TIS) and the · Loop Plant 
Improvement Evaltatioa (LPIB) are the major automated support · 
tools for this methodoloey, whlcb provide the tollowing benefits: .. 

b. 
c. 
d. 

e. 

Bedueea overall loop plat opera tine costs 
Improved NhabWtatlon project prioritatlon 
Improved lhort and lonar term analysis of problem areas 
Puter and more etflcient poGt rebabiDtatlon projeet 
analysis 
P~eWtates rebabWtatlon plus growth projea·t combination 
economical feulbWty 

The cable management plu II a computer based program which 
provides for centrallzed triCJdnc of cable, cable sttbs end load coll.s. 
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OM ot the plan has aided manapment in aecomplilbfnc the 
foUowlnc= 

a. Beduetlon of monthly cable inventory 
Investment levels. 
Edqtle - Investment Level 

July 1882 
Jme 1883 

ltedu=tlon 

b. Beduetlon of monthly carryiDC 
cbarses on cable inventories. 
Edqtle - Carryinc charges 

July 1182 
Jme 1183 

Beduetion 

Other area of Inventory control Jnalude: 

$2,311,234 
$1,413,45'1 

$ 102,'1'1'1 

$ '11,012 
$ 23,185 

$ 54,42'1 

L lleduetlan ln the number of pole llus and cluses stocked. 
b. Beapplyblc swplUimaterial to other !ooations. 
c. Centralization of cable and pole yard~.. 

We wlU Implement the Perce Manacemerat System-Network (FMS.N) 
In the September/October, 1813 time frame. liiS•N works in 
conj\DCtlon with ~- Three Tier lORD (Southwestern Order Retrieval 
Dlatrlbutlon System) and mechanius the dlstributloA ol Ml'Vice 
arden. PM8-N wm automatloaUy pup lei'Yioe orcWI Into lop for 
inlt&Uatlon tecbnlclans and route tbelop to the printer at the proper 
work center. Tbis wm eUmlnate the time cOftiWDina clerical proc .. 
of 1oalnc MrYice orderl and aUow • to olGie o~r or~Paatlnr 
lnltallatlon oentrol centers. Plans ~ U.O tMt1nc ma4t to ccaolldate 
the completion IDitallatlan control c•tera into the M&lnttmanee 
Cater~ (MC's) to further atreamUne the opwatlon. 

Conaolldatlon of Loop Allfpment Centers (LAC's) · bas resulted In 
Improved HI'Yice u well u a ca.t a'linp. TIUI eonsolld&tlcm bas 
meant a reduetlon ln LAC personnel wbile lncreutnr our flexibility in · 
ICbedulfnr LAC ooverap. Work f~~~ations have been combined and 
we have realized improvemeat In ·~ eovvace. 
COIIIOlidatlon of LAC"' bu alto ca&lled a redu:t!on !n the number of 
comput• termlnlls and clroults required. 

A Cable Tnnlfer AdminlstraUon Plan hU bHn implemented ID 
Millo~ It provides an orpnlad, syatematlc appro&eh for 
coordlnatinc and ~ebeduUnc eable and Une truster activity. The 
purpoH of tbe plan II to mulmlze transfer efficiency whUe rechalnc 
roadblockl and customer tro.mles. The plan calls for psrt.iclpatlon by 
all Involved work pooups (e.c., eonstr&ation, enaineeriq, frame, 
tpecial.MrYiees, etc.) with definite mUutonu aet tor each activity • . 
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Modification of Western Electric cable reel returns has resulted In a 
cost uvinp for Southwestern Bell. Cable shipped on cable reels 
from the cable factory requires that the empty reel be retwoned to 
the fectory. Reels from many locations are consolidated to achieve 
transportation economy. Western Electric bu qree<S to receive all 
reels at the closest service center and pve instant return credit. A 
flat fee per 100 wefcht II then clwpd for the handline and 
transportation to the Westem Electric factories. Empty reels are 
picked ~ by S WB S\4)ply forces u new cable Is dellvered. The reels 
are then returned to the closest Western Service Center for credit. 
This eliminates the previous problems of reconcUinl credit 
discrepancies. Credit is received at tbe service center u opposed to 
previo111 credit for return when delivered to the cable factory. It bu 
meant a major reduction of empty reels in the field and a reduction 
of dollars invested ln cable reel inventory. 

A pollcy which Umlts the number of cable sheaths enterinc a splice to 
2 in and 2 out bu been established. The purpose of this policy is to 
control the size of cable spUces, cl01ure requirements and service 
atfectinc problems associated wltb 1arp lpllces. It also reduces the 
level of difficulty ln performlng spUcinc activities.. Tbe two cables 
out may be load pots, cable stubs, or distribution cables. This policy 

. permits Iuter spUcJnc with fewer warkman ca\lleCl troubles following 
a spliclnc operation. 

Condemnlnc of extstlnr spllca is a poUey deslped to minimize 
technician caused trouble associated with normal conatru:tion 
activity. Basically It 11 the lreezinl ot any futwe aatiYlty (-.,., 
cable rearrangements) in an a:istinc aplice lmcwn to generate 
numero\11 cable pair failures If re-entry 1s attempted. Correction of 
the condition would require extensive manhours and a:pendit ... es.. 
The present condition is not cawinc HrVice problems and 
apenditW'e:l to correct are tmwarranted. Permanent recordl are 
noted to Identity ~ splJCes. 

Pre-usembly by Western Electric of all eompoaent piece parts for 
building entrance terminals is now ltandar4. Thil Includes all sizes 
reql&red includlnc frame mo.mted Ulomblles. AU. cable pain are 
eith~ terminated oa bloalal or corm.ectorized for quick fleld 
inltal'\atlon. Transpartatlon on 1lrpr lnstall&tions fs from the · 
Wesi.em Service Center to tbe job lite. This has elimlnated the 
arderlnc, stockfnl, transportation and en site usembly of muy piece 
p&rU u well as insw-fnc a llllform quality produet. It allo redu:es 
response time by ellmlnatiftr a major portion of mubotn required at 
thejobalte. 

PecWty SpUces ere now Uled to provide a lratertace betwHD feeder 
and distribution cable fuWtl-. An appropriate Ita cable stub II 
lpllced Into the feeder cable/s and il terminated ln the fuWty 
lpllce. Additions of dlatribution cable facWtJes or rearrqement of 
these facWties 1s performed within the tuW.ty spUce. The facUlty 
spllce is a non-presw-ized lpllce which .UmlM.ta the need to p!Re 
I?.Wlemental . air. sowaes on pre~~~W'ized cable plant u in 
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\lldergro\lld cables. AU cable pairs in the facWty spUee are 1ft 
modules ln numerical pair sequenee. Once identified or taged no 
further pair ldentlflcation ls required. Rearrancemets can be made 
25 pair at a time without service lnterr~t!oa. This .Umlnates the 
previous need for sta between feeder cables to utilize cable pairs ln 
dlltrlbutlon cable facWtles. It also controls the size of lpliee and 
lplice closure required on feeder cables. In ad<ltion it eliminates 
mOlt requirements for reentry into feeder cable splice thereby 
.Umlnating cable pair and pair insulation problems in tboH l()llces. 
The use of facWty splices has proved to be a cost e!tective means of 
lmprovinl service to owo customers. 

The conformance testJnc plan provides a methodolou for testfnc new 
and existlni s\Dicrlber cables ~ completion of newly constructed 
jobs. This plan established criteria for correctlnr desip, emtfnc and 
new defects ln o..- outside plant. The result ls an improved level of 
service. During the fowoth quarter of 1982 71,991 cable pairs in 
MilloLI"l were tested \llder this plan. · 

Pre-Connectorized Servfnc Area lnterfaaes are now used reduclnc 
cable JplicJnr time. Western Electric now fumisbes interfaces 
equipped with t•mlnal blocks moa.mted in the cabinet and with pre
connectorlzed cable ends. The old eabiMts required orderinc of 
lndlvidull piece parts to be Ulembled on lite. Previo• terminal 
block:l were equipped with Ita neoellitatlnc a b..-ied spllce outlide 
the closure in a lpiJcs plt. The present cooftcuratlon reduces both 
placq and lpUelnc mubo\H required. COMCI (Connectorlsed 
Cable) cable CIUI be ordsred Uld plUJIOCI into the pre-connectorlzed 
terminal blocks. 

Plber clul u..... (*ts _.. now used instead of concrete pads. 
Larp above pollld ·cable clol..-111 reqt.ire moWltinc pads which 
IDitlally .... conati'eted ot concrete either pre-cast or made on
lite. A. G...-.1 Tradt8 auppller now fl.I'DIIbes u .quivalent produ:t 
of fiber c1u1 caastrmtion welplnc 10 polmdl or 1-. OH of this 
prodUDt hu redueed coat~ aDCJ the coorc:Unatlon necessary to iDital1 
the padl. 

- Many ot o..- cables In areu of new eonatruct!on are now pl.lced In a 
joint trench with other utWtles nab u Onion Electric or. Laclede 
Gu. This reduees om- COlt to place the cable u well u lns\dnc that 
the cable II at a p-uter depth to pve lncreued protection from 
belaC cut. It abo provide~ fat' cut-of-Rpt plant and In mOlt cues 
Ina..-. the alstence of a l4lti'Vfn wire to a new home before 
OCC\t)MI!J• 

A. qstem of paDeu.ct I'H18 ot cable hu resulted ln am aavlnp. 
W111tam Blllctrfa lenioe Center~ recolve aable from the faotoey. 
Tbe Service Center then lnspecu and atorea the material, reordering 
any ·ctamapc:J materlal and proceaq the necessary claims. The 
Senice Center steces ·material (wareho~~MS) and sequence ships It to 
desipated job ~t~ em nquestod dates. Cable Is delivered on 
palletlzed rnJa lo.ded bJ Western lUectric who bWs for the material 
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Wlderpoowtd cables. AU cable pairs In the facWty lpllce are in 
modules ln numerical pair sequence. Once Identified or taged no 
further pair ldentlflc:ation Is required. Rurrancements can be made 
25 pair at a time without service interr~tlon. This eUmlnates the 
prevlow need for sta between feeder cables t., utWze cable pairs in 
dlatrlbutlon cable facWties. It also controls the size of splice and 
lpllce closure required on feeder cables. In addition it eliminates 
molt requirements for reentry Into feeder cable spllce thereby 
eliminating cable pair and pair insulation problems In those lpllces. 
The we of facWty spUces has proved to be a cost effective means of 
lmprovine service to our cuatomers. 

The conformance testlnc plan provides a methodology for testinc new 
and exf.stlnc sW.Criber cables ~~~ completion of newly constru:ted 
Jobs. This plan established criteria for correcting desip, existing and 
new defects In o...- outside plant.. The result Is an Improved level cf 
HI'Vice. Durinc the fourth qWJ.rter of 1982 71,996 cable pairs in 
Mluo&a"i were tested llld6r this plan. · 

Pre-Connectorized Serving Area Interfaces are now wed redu:lnc 
cable spllcq time. Western Electric now furnishes Interfaces 
equipped with t•mlnal bloca mounted in the cabinet and with pre
connectorized able ends. The old cabinets required orderinc of 
lndlYldual piece perts to be aaembled on alte. PrevioUI terminal 
blocks were equipped with ltubl nea..ttatmc a b...-led splice outside 
the closure In alpllee pit. The pNHnt contlcuratlon redu:es both 
placq and lpllc~ manhours reqllired. Conecs (Connectorlzed 
Cable) cable can be ordered end pbged Into the pre-connectorlzed 
terminal blocks. 

fiber class cbure pads are now 1Rd instead of concrete pads. 
Larp above crowtd ·cable closures require mo111t1nc pads which 
IDltlally were conati'1.ated of concrete either pre-cast or made on
lite. A General Trades 1~er now fW'Idlhes an equivalent produ:t 
of fiber C1ul conatru:tion weichinc 80 po\fttl or less. Oa of this 
produat hu reduaed costs and the coordination necessary to Install 
the pads. 

Many of our cables ln areu of new eonatru:tlon are now p!Med In a 
joint trench with other utWtles sa:h u Onion Electric or. Laclede 
Gu. This redu:es owo coat to place tbe cable IS well IS lns&a"iftt that 
the able II at a crater depth to pve Increased protection from 
beJnc cut. It mo provldu for out.-of1llbt plant and ln molt cues 
inlure1 the existence of a Hnice wire to a new home before 
occupancy. 

A .,stem of palletlad l"M1a of cable bu resulted in colt aavlnp. 
W•t•m P.lectrfa Servloe Centers l'li!Ceive oable from the faotory. 
The Semce Center then lmpcts and stores the material, reordering 
uy ·ctamaced material and praeesaJnc the necessary claims. The 
Senk:e C•ter stac• ·materlal (wareho\IMS) and sequence ships It to 
delipated job ~t~ on requated data. Cable Is deUvered on 
palletlzed reela loaded by Watem Electric who bWs for the material 
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when delivered to joblrite and handles the empty cable reels. No 
bDllng for cable reels is involved and the accountmc process lnvolvlnc 
cable reels Is eliminated. T~ system incruses the volwne of cable 
placed per day by redwlng field handline of cable reels as well as 
requirements for vebicles and cable rHl trailers to transport the 
material. 

Department Network Switching 

Deload Plans to Avoid Capital Expenditures- Deloaand plans ln the 
Springfield area allowed the 4ESS machine to be deferred l-V2 years. 
Bebomfnl one-plus traffic to Moberly, Kirksville and Cbillicotbe bas 
also allowed \8 to defer capital expenditures. 

Department Network Planninc 

- Centralized Storerooms allowed the CompuJ to reda:e personnel 
required to malfttaln inventory and rt~CUI:ed field bwestment ln 
Inventory and suppU-. Storerooms have bull eentnllzed to areu 
ahibitinc the most mward movement activity thaa allowinc stock to 
be concentrated when most needed. 

-

-

Local Switch Beplecement Pl.tnnlnc (LSRP) ~)'Stem performs 
evalaatlon and acheduUnr faa:tlon~ for -.ah defJDed building 
replacement plaD. Tlds raUeves the planner of satantial data 
manipulation and computations req\ired by manual economic analysis 
of replacement plans. The pluner II free to be produ:tlve ln the 
application of Jmowledp judpient and skD1 Deeded for effectlvce 
modernization p1luu&!uc. 

Capital OtDlatlon Crltc!a (COClUT) fa a ,._.11 purpoH economic 
atuciy tool. It Is UMd to evabate the t!GOMmlcs and financial effects 
of eonatrw:tlon lltematlv& CUClUT calculates the net present . 
worth of apendltans, modified rate ot retu:"D, net present value and 
dlleo\1\ted pa~k period.. In addition to tM economic analysis, a 
financial evahatlon comprised of m inaremental income statement 
ud annual ret1n on Mt averap Investment is proda:ed. CDCBn' 
oan aJio evaluate ownmc venusleutnc decilions. 

LCftC Banp SwltchlnJ Studies (LBSS) ls the standard tool far the 
development of fwadamentlll plant for the toU swltchlnc system. The 
purpo~e of thil system II to lid the Company lD estimatinc the 
network needs from five to twenty ,e.araln the future. 

The MARK IV Q&tem·lla tool to help meet daDy information needs. 
Tbree dltferent mechlnized appllaationt use the MARK IV system. 
Tbey are Southwestern C'outrl.Cticm Prosram Administration System 
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(JWCPAS), Private Braneh · Exchuge Wiring List (PBXWL) and 
Mechanized Intormation Retrieval Aid (MIRA). SWCPAS contains an 
lntormatlon on job record aheets and It can be formatted to meet 
~pt~eltic appUcations. PBXWL contains aJ1 vendor equipment wlrinc 
list information and an customer related lntor~atlon. MIRA provides 
.acess to the TIRKS data hues which contain usipments on carrier 
aystems, cables and termination and sipal11ng equipment u well u a 
physical description of the usociated facWty. All three applications 
provide efficiency in Information retrieval and report formattinc. 

Monthly Operation Report allows for the trackinc and analysis of 
construetlon expenditures on a monthly basis.. Thro~ the use of 
Southwestern Time Share System, each state has the abUlty to 
record, compare and analyze actual versus budgeted upenditures, 
project futtn expenditures and retrieve historical data. The 
mechanized data base provides standardized monthly output reports 
with the abntty to program for a particular appllcation. This tool 
provides flexibDlty and efficiency ln the manapment of the 
construetlon bqet. · 

Cwtom Cllllnc Services are a aero"' of features which are optional to 
bufc telephone f~~~Ctlons that allow both residence and business 
c.atomers telephone Hr'Yiaes ta!lored to their needs for a minimal 
fee. The vario• custom cllllnc services can be p..-cbued u a 
peckqe or Individually.. Thole options have Increased revenues along 
with providfnc owo customers more speciaU2'.ed telephone usage. 

P.aWty Plannlnc Systams (PPS) !s the standard Southwestern Bell 
mechanized p1anninc tool for cur:ent planninc. PPS is used to 
aummarlze metropoU'tiD and outstate teWty and equipment 
reqmrements by allocatiftc forecasted demands. to predetermined 
deslps. It Is a current pJ.umlnc tool which means that lt covers a 
five year time frame.. . (Current Year to Current Year +4). The 
.,.tem does nOt contain COlt data Cf' economic analysis capabWty. 

Canstr.atlon Bqet Procell wu initiated for the pW'pOie of 
actministerlnc, on an oncolnr bull, the capital prosram. Thll process 
Ja constantly belnc 'Wl"&ded to usure the best possible methods of 
compJUnc, analyzlnc and manqinc constr11:tion expenditwoes. It is 
tbro'Wh this manacement proces that aU planning efforts of all 
HCJDents iDYolved in the Construction Budget finally culminate and 
resdt in economic plu. additions wblcb meet customer service 
requirement-. 

T1da .atlvity evolves arowd maintUn~Dc Individual recordl on each 
job u outlined by the Joint Practice 80 routine. This Job tracldnc is 
propoHd to be 'Wftded in the 3rd or 4th quarter, 1984, wlth a new 
system called Constru:tion Man.agement, Analysis and Provisioning 
System (CMAPS). 
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The Plnancial Performance Measa.rement P~ was desiped to 
Identify and track the profitabWty of each TSPS and Directory 
Allistance system. Both revenues and expense catecories are 
considered In this meuLrement. The plan provides detail on expense 
catesories and is a very effective tool for use in office manacement. 
It also estab11shes the accountabUity for the efficient operation and 
optional profit contribution of each system. 

The Directory Assistance Charging Plan furthers the concept of 
havfnc the customer who UHd the Hn'ice pay for lt. Upon 
lmplemctatlon of the ctw'ging plan, the expeeted 5096 reduatlon in 
call volumes was uperienced. The Operator Services orpnlzatlon 
reaUzed force reduatlons which translated to expense savinp as a 
result of this plan. 

As a result of the aforementioned operational syltems and 
mechanization projects, Mfsso\d Operator Servica has and continues 
to consolidate and close offices in order to improve its manqerial 
efficiency. Nearly 20 remote cordbollrd offices were clcsed u a 
result of TSPS and DAB/C mechanization.. A reduatlon In overhead 
expenses also ~ulted. 

Within Mislowi, two Musagelnvatfption Centers (MIC) have been 
located at St. Louis · L'"ld SprincfleJd to Investigate unblllable toll 
messaps, cmtomer claims and toll fraud. C'OIIIOlidatlon of these two 
MIC's wm complete In September of th!l year. Poree reduatlons 
were primarily due to: 

a. The reduatlon In e.Wnc cud fraud. masqes due to the 
Implementation of the Blllfnc Validation Applleatlon 
(BVA) featan of automated CaWng Card Service. 
Collect to coin m-.p rejeets lllo have decr.-ecf due 
to tbe·BVA. 

b. The reduatlon In BID-to-Third Humber pre-bDlfnc rejects 
and c·wtomer claims d• to the oper.atiDg practice chance • 
lnltlated 411/13 tc reqwre polltlve acceptance of clwps 
prior to completion of am-to-Third Number calls from 
plbllc telepbcoes. 

P'urther Improvement In MIC produatlvlty w1U be reallzed lD 1114 
with the lntrodu::tlon of Phue 11 of the ihtchanlzed Toll Error 
C~tlon System (MTECS). Thia ll a computerized system which 
will lntecrate the m-.p invat!pdoa and fraud control activities 
uslnc a data base and MCUII terminals rather than the manual 
lnvatip.tlon of EDP tickets rejected In the bll.Unr process. 
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l'wther plus for fowth quarter 1913 inelude the consolldatloft of the 
two TSPS systems ln St. Lou!s to one system by usLnc new technolocY 
to· expand the computer real time capacity of only one of the systems 
with a newly developed 38 processor.. The effect wm be a sipificant 
reduction ln capital Investment required to provide service both sbort 
and lone term. 

Mlaowi Is currently the host state for the following multistate 
operationsa 

a. Hotel Bw.tnc Information C'enter (HOBIC) 
b. Mechanized Intercept System (MIS) 
c. Data Base Adminlltratlon Center (DBAS) 
d. Me~U~e JnvestJcation Center (MIC) 
e. Mechanlzed Intercept System/Rate Quote System 

A proced~n has been put In pllce In Mlssola'i to Insure that 
compensation ls:a made for services that we provide for the ci.Btomer 
of other atates. While avlnp are realized by each state throup tbls 
centralization, the proratioD of apenses and benefits to the served 
ltates Insure that MJuourl rate payen do not pay for calls generated 
outside Mlalourl. BWlrqr amounts are baed on stucti.es of volumes or 

· ...,. ln each system. A monthly tnnsfef' Is then prepared and 
procelled tbroup Comptroners to credit Missouri u the holt. 

- The centralization of Kate and Route ftfftc in Morris, Dllnols aJso 
results ln 1avinp tor Mlaowi Operator Services. Tbe Kate and 
Boute calla can be Mndled man eff.lclently in a mechanized larp 
team environment -.. amall operator teams In each of the Individual 
statu. MllloW'l ap.aw Semeu II bWGd quarterly by Dllnols Bell 
for providlnc thllaenice. 

-

Centro! of travel and other mfleeUaneow apenses II atreaed In 
Opera~ serv~e-. Conference caDs. are lRd whenever practical to 
eUmlnate travel exp4111es. wa.a travellt aecessary, employees are 
adviHd to ... car rental MpDOia and lodginc that offer the best 
contrloted corporate rata. When pGIIIlble, employees schedule 
meetlnp ln a.mh a way a to eliminate ovemJiht lodlfnc and to 
utDlze dllcomted airfares. We have restricted the qllllltity of _ 
employees that attend each meetmr and reduced the number of 
conferences. · 

To compile TELSAM results, HYera1 ecst efficient meu\ftl have 
been Introduced& 

a. A computerized feecb&ck repcrt that reduces the PIC*' 
printlnc and shlppJnc colt required by the previous printed 
report. 

b. Computerized reporta eliminate a ten to fifteen day delay 
In receipt required bJ prlntinr. 

c. Development of a bat.chlng proaTam that faaWtates the 
re~ev~ of TELSAY results tiJd.nc advantap of tbe low 
coat ovemJcbt comput• usac• time. SCHEDULE 1.g1 
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d. lledD:!tlon In the number of reqt&red Interviews. 
e. Questionnaire reviled to eliminate paerallatlon and 

fumlsh more detailed feedback. 
t. Computerized TELSAJI ualysis reports. 

Centralized Services 

The Investment Tax Cre<llt (lTC) prosram resultinc from the Revenue 
Act of 11'71 and the Eneru Tu: Act of 11'71 bas contributed to 
slplflcant savinp tor the customer. Specified ltema of new bulldlnr 
construation are candidates for tu credit. By performlnc detailed 
analysis of aU new constrUI!tion, all .Uowable credits are claimed for 
federal tax dedD:!ticm& 

Ow centnllzed. Purnlt1n Warehowe r~emty results In lower 
fumltl&'e costs, Improved fwmttn re~~~e applications, malmlzes 
available office ~p~ee utWzation, and minlmlsel book lmwtment In 
the f.....Ut..-e accotmt. 

Th•e are liplflcant saYinp usociated with Jarp 1elle tlllt cost 
contr~etlnc In the llul Estate and Archlteettn orpnlzation. This Is 
Mparate and apart from the common practice of competitive bldc:UDI 
of larp construction oontrsctl. In the darto-daJ b18lnea of 
handline mliCeDaneow office rurranpments and repaln, the same 
pnerlc type trade MrYic• are required.. Over a period of time, we 
have collected a history of type and qlD.fttlty of MrVlces. We are, 
tberetore, In a polltlon to bid out a illlt cost contract for pDerlc 
trade nrvlce. 

- The Bell Estate and Archltetvn orpnlzatlon manaps two 
PfOII'SIDI that contribute to cOlt aviap m our physlcll plant. 

a. The Bulldln&' BDera7 Manapment and lledelip Retrofit 
(BEMAllB) prop'&ID entails u ualJSis of previously 
Installed buildlnc eqwpm•t to determine u there 1s a 
abort term payback for modernbdnc the equipment. The 
lndust17 Involved In the dafp and manut~et.-lnc of 
ltema ID:!h u boilers, air cond!tioninc ebiJlen, fan 
moton, etc., hu ad'IIMed the tecbnolou u a renlt of 
national fiMlV eonseloUIDIIII. Tile BBIIAllll prG11"1J'D ~ 
calla for a oompariloft of the cOlt for lnltaDatlon of the 
state-of-the-lit equipment venm eMI'I1 aavlnp. If 
there II a lhort term paybek, tbe bulldin&' eqt&pment Is 
retrofitted. 

b. Open ~paCe pJ.I.Mlnc hu been the atandard tor Mlslourt 
Operatlcn tor a number or JearL Open ~· planninc is 
a bullclnc Interior desip concept that minimizes 
floor-to-oeiUni 1:n:Bdinl COMtru:tlon throup the 1M of 
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free standinc fumitt.re. There are cost savings UIOCiated 
with this prosram thrcu;b better utlllzatlon of floor 
lpACL 

. 
In every major equipment or administrative building, there are 
lntep-al electrical and mechanlcels~rt systems. Typical of these 
are air condltlonlnc ch11lers and air compressors, boUers, pwnps, 
motors, power distribution panels, etc. There are two pbllalophles 
for maintalnlnc these types of Wlitl - (1) preventltlve maintenance or 
(2) repair on breakdown.. The moat coat effective method is 
preventltlve maintenance. Our attempts at mechanized ICheduUnc of 
preventltlve maintenance have proved to be very effective. 
SchedulJnc the recuJar maintenance of these bulldlnc ·~ systems 
tbroup a mechanized pi'OII'&m, has resulted in minimal equipment 
breal:down. . . 

In the first quarter of 1983, the Bui1dlnc Manacement orp.nlzatlon 
Implemented a Buildlnc Operations Control Center (BOCC') for ttae· 
State of Mfllo..-1. Throup the BOC'C all bulldlnc maintenance 
reso~nes can be dllpatched to needed work locations. This Is ln lieu 
of havinl dedicated forces to a specified building. This allows for 
maimwn utWzatlon of available resourca.. More buildlnp and 
buildlnc equlpmeqt can be maintained end operated with fewer 
people. 

A procram c1ftently Wlderway that. wm prcduee slplflcant savlnp is 
Vehicle Schedullnc Optlnizatlao (YSO). Currently all metropoUtan 
St. Louis· and Kansas C'!ty media Dt.tributlon Is handled •tn-hoiH". 
Interaity media distribution Is hlndled tbroup a contract vendor. Thro.,... a centralized and mechanized modellnc system, all dellvery 
MI'Yices, not only media but a1lo materials, can be accomplished 
"ln-bo ... • and through the moet cost effective route. 

l'uel economy II an Important factor In our overall fleet Hlectlons. 
Our fleet admlnlltratora acted· very prudently and wls_ely by 
downsizinc the companJ's ftoete We pwchue f1.-l-efficient, 
cost-effective comput and sd)-compact vehicla. Mlssot.rl 
established a MUes P• Gallon Pro;ram u a way to conserve eneru 
and reduee fuel costL DW'inc lhort "Tailptd' meetlnp, we review • 
~peclfic MPO results on an lndividUil vehicle basil. 

A PSI (Pressure per Square !Deb) Deal Pftlll"'lll Is a comp~~~y policy 
that requires placinc a PSI Stick• on the wheel-weD above each tire. 
The correct PSI he1pl the driv.,. to maintain mulmum tire ~'" 
which redue• drac and u.va p.IOUM.. 

- '. We 1Md the •Drlvtnc Dltferenae P!"'Of1UD" u a tool to Improve the 
1Hl'S' drivinc technlqua. The prop'UI cOMilts of a fUm, posters, 
MPG calculaton, ud abort "Tailpte" meetlnp. We covered 
unnec-.ry vehicle ldllntr, overloading, tcppfnc off, correct tire 
pre1111ure, and proper brl.idng end acce.\erat!on. 
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We 1.11ed the "Take Off WeJcht ProcrtmR to !mprove t..a economy. 
We reduced 100 po.mds of weJcht from ach vehicle which resulted in 
a •896 p1n in fuel economy. 

. 
The motor vehicle control center concept is In MrVice In Kansas 
Clty, MllloW'L AU bUl payment and motor vehicle repairs are 
handled for all veblcles by this ~tlon. Centralized bDl payment 
enables the field ...,. s~ to devote their time In providing 
service. Centralization of the maintenance Nlleves the field 
~ervisor of that ruponsibWty. Tentative plans are cWTently .mder 
consider& tlon to Implement this concept In St. Loula, paalbly 
sometime ln 1884. 

To develop a specialized material manqement orpnlzatlon, MflloW'l 
established a Material M~~JU~~ement district. This dtstrict bas the 
ruponslbWty of providlnc to the usv orpnlzatlons materials and 
supplies In the moat ttl!onomla way to ~eet o\lltomer service 
objectives. The district hu provided the aperttse reqldred to 
eftlclentlJ procure, wvebo.a l!ld dlltribute matertaJs and supplies. 

Missend agrepted Its station awarat1.11 and UIOOiated materials 
and supplies Into central storerooms to redu=e the niiDber of atocJdnr 
locations. Central storerooms bave enabled the Investment In 
material and ~- to be redll!ed. They have redu:ed the need for 
human ruoW"Ces and they b&ve provided better control over the field 
Investment. . 

The Mlllowi State Parecutm, operation wu reorpnlzed to form a 
third lfO~ entitled Computer and Data S\WC)I"t (CatDS). The CatDS 
11'0~ provides complete data Hr'Ytces tor the Administrative and 
Deslp Entity forecuten Jocate4 In St. Loula and Kanau Clty. 
Tbue senices Include data eoUectlcr., ualysls, and input to various 
meohanlzed ayatema. TheJ allo develop, test and Implement 
computer 10ftware u requests ll'fH. Tldl reorpDization of 
torecutlnc penoan.t provides the optimum ..._. of ota" NIOW'C& 

Computer and Data s~ fareautmc pel'80ftiMt1 In Missend have 
desiped numero&.~~ computer appUcatlon~ which dally eliminate maDJ 
tedious hotn of muull ealculatlons fer the foncuter. . 

A Mechanized 'Farecuttnc Sywtem developed bf Admlidttrative 
torecuters provides computer toftwue to pnerate, test and analyze 
forecut.J of telephone reven.s, pin ad movem.t. Tbe .,.tem 
provides an efflolent and cOIIIiltemt approach to torecat pnpuatloll 
and dooum•tatlon of methods wed. UH of the system redu:es both 
on-Une computer costs and bcnn devoted to forecut production, 
while enhancq forecast aaiJI& 

- A mechanlzed data ana~,-, repartinc, lind tracldnc qstem created 
by Admlnlltratlve !'or.auUntr r*sonnel allows the computer 
software to report and anal,.z• the m01t cwre~~tly available ~etllll 
data for telephone reven~ cam ud movem•t. The .,stem 
provides both ltandardind display formats and analJSis aids. Use at 
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the system saves forecasters tlme, results In consistent data analysis 
methods and informs manacement of the current stat111 of revenues 
and demand components of b...m.. operations. 

Mechanized Wire Center Area Forecast Propm wu adopted which 
reduced a three-step operation to a one-step operation and lncreued 
product ~e from five days to one. 

The Desip Entity Monltorinl lleport ls now beinc utWzecl by the 
Porecutlntr 11'0~ to eUmlnate manual poatlnc and Increase product 
time from live da,. to one. 

Adopted a mechanized demorraphic report called ONsrrE, which 
provides a consl~e amotllt of data available on short notice. 

The Centralized Services PJannlnc at Bqet Analysis district Is 
propolfnc the purclhue of a micro-computer which would cut down on 

· toll coat_ incurred from accasinc systems via dedlca~ circuits. This 
would be -=eomplllhed by down-loadtJII data from exlstlnc systems 
(Le., ITS) to the micro-comput• for ·manipulation and analysis. This 
mlcro-computw would also Improve office produ:tlvlty by 111e of Its 
word proc .. tnc capabnities and would increase tlexlbDlty in 
producinc ad hoc reports for upper manapment. 

Departmet 

-

B•ause SOBD, PNBOSS aDd aome other an-line computer 
appllcations Involve liable raetwora, we have developed and are 
tatlnc 111 cn-pJnc prorram to moalt.or terminal and circuit 
utlllsatloa.. Thla pl'Oil"UD provides rep1ar reports to mazwpmet on 
the trUIIMtlan volume and total utmzatlan time for each terminal. 
Tbla lnfGI'IIIatlaa helps ill en~vn efflcient use of the data network 
and minimize ow futwe lnvatmat In terminal par. . 

Por ~any yean, we have maintained Mileage Burea111ln St. Louis and 
Kansu City, equipped with mapa and tools to mea11n and qUDte both 
local and lnterachup mneqe. Recently, we Initiated· Ulinc a 
computer to meuwe intere:rchanp mu..,.. We consolidated and 
meamUned oW" Mneace a .. -, 8ftd combined this f.mctlon with 
other operatlonl. Now all mnap quDtations are provided by a 
centralized 101ne in St. Louis, with a net savJnc of two employe& . 

When the two Data Proceaiftc Canters were consoUdated in 
St. Loui.l, a poalble delay in receipt of Important collection referral 
notlcea in westem Mlllom cities wu foreseen. To avoid these 
dei&JI, a pi'Op'am wu developed to transmit collection referral 
nottcea ov• the SOB.D network. T1dl &llowa immediate dellvery to 
all buane. office locatlona In the lt&te. SCHEDULE 1•95 
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Personal Identlflcatlon Number (PIN) calling card service uses a 
randomly selected four dl!Pt number combined with the telephone 
number to form a unique caWnc en number. This caWnc card 
sywtem mecbanlzes and slmpUfles mueh of the calllnc card tralfic, 
thereby redu:lng costs. It also decreases U\e lois of revenue 
attributed to callfng card mist~~& 

BWed Number Screenfnc (BNS) is a feature of mechanized caDlng 
card service which provides the e!lpllbWty of preventlnc collect and 
third number blllln& to predetermined telephone numbers. Effective 
tile and management of BNS deters and mlnlmlzes the growth of 
unct~Uectlbla resultinc !rom fraud without atfectlnc the poowth of 
viable semoe offerinp. 

Customers placlnc a long d.istanee call from a plbUc telephone and 
wlshlne to charge the call to a third number must first have the 
charps approved by someone at the third number. If an lnclivldual at 
the third number does not a~wer and approve the ch&rps and an 
alternative bD1Inc car.not be arrarapd, the operator will not establish 
the connection. This procedure is daiped to help eliminate 
fraudulent blJllnc of long dfftance c.U. and protect customers from 
havlnc 1N.uthorlzed charps ~on their biDI. 

Unrecovered Telephone Equipment Chirp (UTEC) wu developed to 
eneo~np customers to ret\l"ft dlsccmected telephone seta or, faDJnc 
tbat, recover the celts of thole sets from the customers responsible 
for their loss. 

Brochures aplalnfnr how to UM cuatom c.Wnc f•t....., which were 
provided to customers mcalliriric. about Of' ~ to these 
featvra, wwe replaced bf a pep In the CUitomer Guide section of 
OW' telephone dlrectori-. The broeh\ft production and distribution 
cOlts, 1Dcl1111ftc· postap, were aftd. An addltloaal benefit was a 
Ndustloa Ia caUa placed to ow b..._. offices. 

Aa the result of a nation-wide credit lturlf, a ondlt atreea was 
estabUibed. This allows fair and eqmtabhr treatmct of appUeants 
who are atabllshiDc new telephone service. This system aDows the 
customer to establllh a credit ratlnc aDd ~7 awld payinc a 
~~L . . 

An .ccowat FCutr'lnr syJtem wu deftloped that eateprlzed 
customers b7 lencth of Hf'Yit:• and blltol'f ot deala1 of aenfce. 
Based on predetermiDed criteria, MCOWID are mecbuJaDJ hud1ed 
rep.rd1nc ~ due notices, depallt refta*, addltloilal depoldt needs 
and rec•eieUlcatlon of credit wortlllneal. TbJa rectus• manual 
haDdllnc and aDows for equitable treatment of all customers. 

Payments made at acencles wertJ ldentmed u man colt17 and time 
consumlnc to proeea than paymentl remitted bJ maD. To redwe 
co.t and proc .. lnc time (wtdch would lneNUe cub flow) a payment 
apnoJ trial wu implemented that would ratrlct papents made at 
acenales to the fuU amomt of tM bW, pdd by the due date and paid 
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with a ret..-n document. WbUe this would cmly affect l01Ii of ow 
customers paying at agencies, it considerably reduced the work this 
small pereent of customers wu generating .. Tbe averace number of 
days required to process payments wu reduced by 1.2 days. People 
required to process payments were reduced by 4. · 

To cover the apena usoclated with dishonored checks, an 
adminlltrative charge of $6.00 per check wu initiated. 

Since it is leJS expensive to procea mail payments over walk-in or 
payment agency paymenta, a customer education campaip wu 
Initiated. Not only does this reduce costs, It credits tbe customer 
more quickly for his payment. Mall payments Increased by ICJ& 
between 1912 and 1983. 

Direct DeUvery Service (DDS) to the customer's premises or to a 
participation qent via OPS Is an option for delivery of equip!ftent. 
DH of DDS redu:ed the need for visits by lnstaDation forces, u well 
a Improved customer opportmitles to realize savblp in their 
lllltaJlatJon costs. · 

Previously, ftnal acco1.11ts were mmu.a.Uy coDected throup letters 
and phone calls. With th« Inception of mechanized final -=co\llt 
tr•tment, notJces are eenerated mechanically at acbeduled 
Intervals. Approsimately 8296 of aU t1na1 bWinc Is handled tllroup 
the mechanized system and · 62" o! the · ecoounts treated In thll 
manner are collected. U tbe bt.Sinels offlice Is ...able to collect a 
tlna1 ecco&~~t, It Is then referred to an outside collection acency. 
Previously their rate of compensation wu IOCJ6 of the collected 
amo.mt. We nmepUated Ill contr.:u ad reduced the rate of 
compensation to 40c.\\ 

Trainh1c f« busln- oifico opentions. wa restru:tlftd from an 
lnltrtat« led to a MJ!-pued mode. Th1t redU~ted the need for 
lnltru:tors from one per ftfrJ fo..r students to ane ptr nwy eJcbt 
students. 

Autbarlation codes wen established u a meus of notlfJinl the 
Hnfce centers of tbe type of equipment a custom• desires. 
Prftlously orckn taktlft over the phcne wen routed via a receivlac • 
~ machine. With the IR of tbia c~ $150 per macldlle II aved. 
(Jimaablnel were removed In MS.Owi.) 

In the put two years Yfalo\d hu trlaled the operation of a ctatom• 
Ml"YYc• IWltcbbollfd to handle metropolltm St. Loull custom• 
Inquiries about new te.lephone installations.. Calls which would have 
otherwile been handled b:J service Npre~entatlves were handled by 
PBX attendants. C'J.Stomer'a received full Information about 
~service tbroup PboneCent~rltor& 

- Standard meuured senice II an optional one party Hrrice offered 
where fuWtles permit. lt Ia an economical servtce for customers 
who make few outaroml loetl c.U.. The local calls .,.. rated 
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ac:col'dlng to four elements; time of day, distance of call, dl&'atlon of 
the call and frequency of calls. 

. 
A dlrec:t marketlnifdlrect response center wu fOI'med. Thla center 
Mndl maU pieces to c\lltomers lnformlng.J,J5em of the avallabWty of 
the vlrio&ll HrYices (Le., TOUCH-TON~ Cwtom CaJUnc) in their 
area. This keeps customers Informed of aerviees ava!lable and 
ltlmulates additional revenue. 

OrJclnaUy cmtomer orders received in the Direct Marketinc Center 
wve transmitted to the business ofr1ees via company maiL This 
required extended due date-Intervals. Since January, 1113, order 
Information hu been transmitted via CllTS, utWzinc PreBOSS 
printers. Tb1t has allowed for lbortened due date Intervals, proYldlnc 
revenue m~~:h sooner. 

OUt certificates were introchmed u a Ales ltem for the pW'pOH of 
lnareuJnc lone distance revenue. ~ 1112 over $1mWlon dollars In 
certUicate1 were IOld. Through the first dx monU. of 1113 over 
$100,000 have been 1014. l'or every $1 of lift certificates sold, an 
~tlonal $.151n Incremental revenLMII pnerated. · 

PhoneCenten/Senlce Centers and C\Btomer Participation Apnts 
were. establJ.shed to afford cmtomMS the opportLillty to participate. 
In lnstaUatians or clw1pa of equipment. This red~~:a tbelr cbalpl 
for Installation vlsiM and aaves them money. 

- lled~~:tlon of the c&Btomer report rate bas aUowed the COIN l&M 
forces to be red~~:ed by two achanp repairmen In the last twelve 
months. 

-

Encloaure llefW'blsbment Prosranu This prosram hu reduced new 
capital req1Arementl by redmfnr new pWCbues for telephone booths 
and encl011n1. Tbls procram m futtn ,._.. wm reduee new 
purahues by a mlnlmum of 25~ 

Employee Ride Days: Thil procram utmzu manacement employees 
to ride with occupational employee~ while they are performlnr their 
normal work duties.. Upon completion of the review, the manacers 
critique the dayta events and Identity roadblocks that ·hamper 
prochatlvlty or lnblblt menu., cOlt or qualltJ. Thla propam hu 
red•ed workman caUMd errors and lncrused aales bJ allowlnl 
manapment to pinpoint specllle chanpl and IDitJatlnc cOC"NCtlve 
•don. 

, , 

Telephone Off-Premisa Sales (TOPS) wu lntrodueed lD July 1113. 
Thla sroup operates u a aa,atam wlUW. UJe Pd»Uc Service Center. 
The flrat priority of tiU 11'0'4» is to fW~Ction u an ... Ual partner 
to the premlle aala 1"0~ Thll lf'O'V hu redueed expenses by 
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• 
Ales persons with no incr~. on a per-station bGll, becaUie of 
market-specific targeting of high-revenue coin station prG~peets. · 

Department Business Sales 

-

-

Work station terminals have been selectively lntrodu::ed to second 
level managers with heavy written correspondence requirements. As 
a result, produ::tivlty bas improved and this program bu redu::ed the 
number of drafts to pro(h.,e a final copy, resultlnr In less cl•lcal · 
requirements. 

Tbe establlahment of mechanized malllng procedures for mass and 
lelectlve maillnp of critical information to the field sales force has 
resulted In more timely delivery of intormation and no Increase In 
clerical help. 

AJ1 revenue, expense and ~orce-related propams have been converted 
from outside vendors to lntemal .,.tema. 

The orderJnc of Ales aids hu been centralized, allowq shipment of 
broken lot qLBDtit!es to lndividull Ales otflcelf thereby minlmizlnc 
total number ordere4. 

The Southwestern Personnel Lccator and Undlltrlbuted Y-ace 
System CSW/PLUM) bu been installed Jn metropolitan sales offices to 
electronleally proc._ mesnps and telephone answerlnc. This 
redmed the number of clerical peracmnel required in paper m...,. 
proc .. lns. 

An electronic maD system connects &11 Sales Offfces to decrease 
relpODH time for maJllne c~e, redu::e carrier costs, and 
tranlmlt marketlnc information required for Alu more quickly. 

Cmtrallzed word procM~Jnc is used. to Ndul!e letter procaslnc ccsts. 

lrom May to December, 1112 the Residence Direct Marketlnc 
channel pnerat.&..d $81,'74'7 for CU!Itom CaUIDr Services and $58,040 
for Tou::h-Tond& Durinr the fir.st four months of 1983, we have 
already cenerated $102,8alln Cmtom c.wnc Beven• ~e, and 
results of the Touch-TcmefW prosram aN not in yet. Thlllncreue in 
reven--, (an almoet domlJnc of CCS NYeDues), was ICCOmplllhed 
without lncreulnc force. • 

- The Direct Markettnr dtatribvtion chllmel (Besldenc:e) relllzed a 
savtnp of 21~ In po~tap costa t·or Mlllowl procrama by carriez
:oute eortmc o.- maillnc labels. 

Tbe Direat Market.Jnc Dlltribut~Gn Channel (llesldenc:e) handles 
rellpORHS to prorrama lmplenumted In an flve states of the company 
and mult tranwlt ardv lntarmatlon to typinl locations 
company-wide. In• JanU~rf, 1983 order mtormation hu been 
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transmitted via CRTs, instead of mall, ut11lslnc the Pre-BOSS 
network and default printers at vario\11 typlnc locations. This bu 
allowed us to shorten the due date Interval to three days from ten, 
providing revenue that mur:h sooner. · 

Missouri ciBtomers bave been notUied of the avallabWty of Local 
Meuwed Service (LMS) by Direct Marketinc pracrams. The mall 
piece provides tbe information necasary to elicit a buylnr decision. 
Prom July, 1112 thro~ J\me, 1113, 4,583 residence customers 
changed to LMS by responding to OW' mall pieces. During this period, 
we have told 2196 of the total LMS Unes !n service. 

In order to incNUe revenues In the Residence Service Centers 
(RSCs) in Mlslowi, a sales Incentive and motivation pracram wu 
developed and implemented 1n July 1982. This prosram contln.., to 
have a positive Impact on sales revenues. To provide t ... tber s~t 
for the KSCs, pi'Oir&mi directed at incruaiDI sales apertfH ud 
muimlzfnc produ:tlvity have allo been implemented. Por the Jut 
twelve months, aU prorrams have produ:ed $3.9 mDllon Ill 
Incremental reven• and did not neoessitate a force IDcreue. 

lD the area of revenue stimulation, energy conservation and time 
manapment, we have implemented the concept of teleconferencing. 
Teleconterenclr.g bas been used to lntrodu:e OW' lales force to ''
appUcation. Various efforts IN now beinc implemented tbroulfb the 
use of teleconfereJ.telnc. Par example, WetralJdac II beJnc developed 
for approrlate courses to: mtemal •e. Teletralniac should eUmlnate 
travel time and s!piflcantly Ndaae tralniac expenses. 

Sales stimulation procrams have mcreued tbe sales of mOIIt network 
MI'Yfc• offerlnp. Por the period from 1180 tbroup yeJU end 1982, 
MJ.uoarl sales of the tOUowtng prodUIJts reptered these lnareues: 
OutWA'l'S, '10.3!6, 500 Stnice, UOCJ6, Dataphone Dllf.tal Service- 58 
lcbpl - 200Wt, Dataphone Dl;ital hr'llce - low speed - 488Wt. WI 
products above IN lfttrutate ofterlnp.) In addition, despite a 
capped inventory u a rautt of C-omputer Inquiry u, close to IIWt of 
tbe bale of existlnc C\lrtomer Premi.Hs equipment bu ·been retained. 

Tbe Institution of HVtnl mllcellaneo\11 apense control prosrams · 
and tfsht controls over ~ replacements have resulted in a 
total company marketlrc a;tenM bqet \llderrm of $18J MWlon 
throup the first aix monthl of 1913. TbJs !Deludes a $4J MDUon 
lllderrWl UIOCiated with Mlatouri optnt!ODL Muketinc apenses 
for the first liz months of 1183 in Mlllovri are $'1.8 MIWon as oppoMd 
to $18.5 MDllon t~ the ~ame periocJ hlll12. Thil Js a saw. red~~:tion 
In expense that Ia siplficutly poeater than can be explained by the 
transfer of 4596 of the BUiina~ PNmlte Sales force to American 
Bell, Inc. u of December 31, 1112. 
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- The Marketlnc Manacement croup conslsU of llx newly traiDed lftd 
ualcned dlrectory market manaprs who have recently been placed In 
each of the company's llx 41Nctory Mia clvlllont. Tbelr 
responaibWty wm be to brlrc the market to the field; to condu:t 
market surveys and related reaurch for the clvlllon; to pnerate 
Ideal for new produats IDd work u liuon between field lftd 
headqtarters lt&ft; to &ftllyu local market competition IlleS •uaest 
ways to meet It; and to Identity problem area, suaat their 
IOlutlons and aplore new prodmts. 

The new praeratlon of telephone dlrectcrles contain within their 
covers produ=tl and Hnica anaillarJ to Wblte and Yellow PipS 
Ustinp-and adYertllfnc. Tbeael'!1Clude red print In the Yellow P~p~, 
Gold P~p~ eo.,ns, and ~pt~Ci&lty plcla, m• and map locators. 
Thele new produaa ancJ ltlrYices combine to prodme extra revenue 
tor Dlreatory. 

Yellow P-ees Aehievemnt Awards frop'&m stlnn .. tes aa1el by 
reeoplzlnc, In the form of tanclbl• reward~ befond ularJ ad 
eommilllon, Its a~or pa"farmen. 1'bae rewardl lnclucle eataJor 
llftl, prial at &aomt, plaqua, rlnp, pendants, and otber tan;lble 
aprea~iona of uceptionel paofarmuce. _ 

ComptroUcn 

- Tbe need for card lllmdiiDc and reprodt.Dtlon wu ellmlM.ted by 
dllaontlnulnc use ot marJc-lenle cardl md implementlnc a new form 
for recordlnc IOftllntcwtrultlon. 

- OtWzatlon of the recertification and replacement prosram provided 
by Mapetlc Media, 1m. awed approximately $11,000 In · 
rabUltatlon cOlts. 

- JBM CJlT'a w•• rep.lMed wltb &femora to Ndme a01t1. 

- OtDlzatlon of SORTAODIT (aiOftware monitor tool) to anal,ze and 
Improve SYNC'SORT pe..-t'ormuce, resulted In a aaviap ot n• In 
CPU time. 

- IDstallatlon of the W~ ~brink p.:ldng system redu:ed costs of 
material and one clerk. 

- 12 STC 1350 dille drlv• were replaced with (I) 1850 dllkl reauttmc In 
JN&tel' capmWU. and efficltmcy. SCHEDULE 1-101 
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We red~ed the force by one tab operator by lnstalltnc an IBM 3525 
card punch. 

We dispensed with mecb&niell auto resets and adopted a 10ftware 
peckqe from Telecemx for the SMS devices. 

By \Bing an IBM 271 u a remote conaole for the system, we 
eUminated the need tor Console BPQ to extend system cable to the . 
conaole location ln Kansas City. 

By combining the Pmctional Acco\1\tmc Coordinator's job with the 
remaining Mll/IBPS Coordinator's fln!tions, we phasec:l-out the 
MRIIBPS coordinators job. 

Rearrangement of workload for the Joint Practice T& force resulted 
In red~~:tlon of two supervisory employees. 

We eliminated one maMCement employee by comblnlnc the PAC 
Center ODlt with the M&inten.mce Control Center (MCC). 

Consolidation of job responsibWtles end expanded management 
ft~~etions In Operations/Technical S~ T-Tran cro~ resulted In 
the elimination of two manapment palitiou. 

We increued the spu 1i)f responlibllity and lhuffted job activfti• to 
reduee a nJcbt shift ~~ and Hveral clerical joblln the KaDIII 
City Clerical Services lf!vlalon and Data Center. 

- llachedullnc •er Administration Dilbursement Supervisor's official 
work hoW'I helped redme OYvtlme. 

lleorpnlzatlon of job responsibWties, movhc methods work from the 
Staff to the 1lne orpn!atlon, resulted Jn a redU13tlon of clerical work 
and a more ltreamllned operation. 

lled~~:tlon of retention requ\Nments fer PIC'S application databae 
lmap copies redu:ed tape reqWrement.J bJ 52 tapes. 

- Ccnverslon of MUlA prmt punch output from tape to mass storap 
eliminated the ..,. of nine tapa per rdpt. 

- Print punch tape requirements wee ndueed by deletJnc the print 
p~.~~eb step and creatine f!ehlln PICS jab IMS21315. 

One bwxlred (50) pllol drums at $3.50 uch were used lmtead of 100 
refntorced cllble boxaJ at $23.SO acb. 

ll111 time and tape requirements of TMS maintenance were redu::ed 
by increumr the block size ot the data Ht. 

ProcUilnc techniques In KUJS&t City were altered which eUminated 
the need for the foUow!nr peripheral equipment: 1403 Printer, 
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1411-1 Print Train, 2121-2 Controller, 2501 Card lleader, (2) 021 Card 
P1.11ehers, 121 Data Recorder, and 084 Sorter • 

. 
QSCANNEB was used to look 14' procha:tion sysout for resolution ot 
JCL errors, dumps, sysout nrlflcatlon and other problem IOlvlDc, 
which resulted ln a paper redo:tion, decreased contole operator fUlnc 
time, decreued operator verification time, and dlci'Mied 
manapment bows ln problem resolution. · 

We cancelled the lnstalla.tlcn of a 30330 in Kansas Clty and lftltded 
a 118AP from a San Antonlo office rather than payinc a one-time 
1eue termination penalty ln San Antonio. 

The number of 8350 disk pflicks req\!ired in Kansas City fer the 
DlllEC'T application wu redueed by rearranctnr the Telephone 
Muter l'De- (TMP). 

An arranpment wu made with Ralston Plrina Data Center to read 
old tapes far -, .Ummatm, the necessity of p1&'ChuiDC a downcrade 
ldt for o ... tape driveL 

BeUI&ble nylon bap are uted fer maJllnc mlcrofJche reports thus 
AviD~ the c011t of now boxea and envelapa. 

We biNd an indeptadent Mr\'ice bU~N~&u to zip eode 10rt \IIIOl"ted 
oUitomer bW., tb .. Ndmlne postap coati. 

SWBT penonnel installed new t&nkey Spectron eqmpment which 
laved $1,000 In iustallat.lon chl.rpls 

The retention period on print/punch tapes wwe red~~:ed th .. red~a:fnc 
the need to .p&nbue m~ tapes.. · 

Proced..,.. were Implemented far ~~eeommodatJnc state Boutin• 
Estimates from llillold But/Miilomi West estlmat• th .. redl.l!lllc 
proc..U.C and trRJdDc efforts by 50th 

We ellmlnated the UH of ammonia tlblorber In the Computer Output 
Mlcrofllm (COM) Center by convert~nc to utema1 ventfnc. 

- We decreued mieroftohe volume by cblanpnc Premise · Addrell 
Lfstlnc from WeeklJ to bl·wiNkly. 

Overtime wu reduced b)' Jtepplng up notlllcation of additional 
ooverap requlrementa on .U rul-Ume appl.fcatlons. 

We eliminated the DUd for muapment and nomnan~~ement 
overtime wlthln the Data Center, Clerical Services and Print/Punch 
durinc BSDOPAC elaNt bf reYillDc processing procedura to use 
duplicate data bua. 
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One dlak pack was made available for UM on anoth• application 
(which would have had to pumbue one) by rearrancinl data Mtl In 
~ace. 

· - Output from revenue joumal prop-ams wu changed from paper 
reports to microfiche which produced aatantial savinp In paper and 
print time. 

We replaced 10me read/punch ..Uts with eq&lllly capable yet lea 
expensive Wllts. 

Replacement of Memorex disk equipment with STC disk equipment to 
reduced m~ehine and maintenance costs. 

We worked Intensely with the hardware vendor to dramatlcaJly 
Improve tape proc:esli.nr rellabWty result!nc ln a satantial savlnp 
In avoidance costs for equipment. 

We reduaed the retention period on SM!' ftles from 45 to 10 days 
thereby freelnc ~ numero111 tapes. 

A three month study wu performed on read/create tapes as a result, 
.Umlnated the 1800 BPI (read/create) from all but ten ot the Data 
Centers one h&mdred tape drives.. 

.. 
The ru.rranpment of c\ftcmt work operations for lndepeacSent 
Company bllllnc and attlement resulted In the redu:tlon of one 
manqement position. 

We Implemented UNIX, a work procesrinc system developed bJ Bell 
Laboratories. Convendon to this .,.tem enabled the Data Center 
operations to redame one cleric&l position. 

Because of the lniUJ.lation of more efflolent CPU comPlexes and 
ohUlers, 1dlowatt hours ad utWtJ bWfnc have been Ndu:ed. 

- Tymlhare ezpenH wu deaftJIJ.Md by $100,000 for proc:essinc 1982 
fumltwoe Inventory nrsus 1181 IDnntoi'J by increased procedural 
efficiencies. 

We .. umed keyiftc Jot. for PICS, B\Dinea Marketfnc and tlevenue 
and P~ Afta.lrs from outaida ftftdon, Avinl •II*• of 
$100,000/year tor theM sro .. 

- Inter and Intra depvtmental mMUnp are held IDCIIlthiJ, ar u 
needed, and are attended 'ria Dell Taleaonfvence calla rata. than 
pcscma1 attendance to dJit&nt lclcatkmL 

Tralnlnc and travel upcn.M have both been redu:ed due to 
muapment's on-roll~~ etforta to cum apenHS. Special controls 
have been Implemented to inlv.re that Ill lnu of manapment are 
aware of any ~dlt\ftl 1ft taU •• and that all expellHS are 

.• 

ca.t-JwtUled. 
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ConsoUdatlon of all payments for the 314 NPA In St. Louis and 
Implementation of improved procedans for authorized epncies 
allowed a force reda:tlon of five In the state Centralized Mail 
Remittance operations for an approximate loaded· annual aavlnp of 
$U8,'145. 

AU furniture needs for 1983 have been met by utnlzillc t~t1n from 
company sa:plus. 

As result of a detailed lt\I'Jy ot tape drive usap In Sprlncfleld, 
I STC 3420 tape drives were d!aconnected and removed from 
maintenance contract. 

Implementation of a procedure which enabled the Voucher Office and 
CADE IJ'O"" to process tine montbl of TYMSBARB bllllnr u 
accruals and accrual reversals at end of yuz without keyinc the same 
data six times, aved 120 claical boln. . . 

- We lnstalled a device to COM Center's procaaor drain pipe to 
recover silver from oricfnalmlcroflcbe for resale. 

Keorpnlzinc the dishonored check lnvastlptlm operatlont helped to 
reduce the clerical force by one fuU time employee. 

lleorpniz!ng the vou:her olflee opJ!'&tlcms resulted In the reduction 
of three clerical employees, two CADB operators and one first line 
s""ervilor. 

By lmprovlnc mobUe ticket proceduru In KIDIU C'ltJ we reduced our 
force bJ one e1erk. 

We reduced the Sprlncfteld farce bf tJne clerlal and one supervisor 
tbroup _improved efficleay, wOrk rurrupment and reduced 
Vol&aDes. 

- We eliminated clerieal Intervention and re-entry of Private Line 
HrYice orders by mectaan1:iDc statistics for the CRB ~em. 

- Postap and paper expen.te were redmed by T-Trunlnr rather than 
maDJnc PJCS/DCPR reports to other 1r8U. 

- We decreased rerww of PICS reports by mechuizlnr control card 
Input. 

- Satantlal aavinp in pemt.p ~ resulted from chanlinl 
procedures from m&Wnc to T-Tnmnil'C other atates' prlnt/ptn:h 
tapes for T AS and Mll\A (Mark IV Wormatlon Retrieval Aid). 

- Conversation of seven! Dm!ECT (Dinctory Inlormatlon Systems) 
1p0ut reports from paper to d1lk m. produeed a cost aavtnp In 
paper. 

SCHEDULE 1·1 05 
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- Su.tltutlton of Hull Modem Cables and Modem Ellmlnators for 

telephone company data sets provided operatioU/s~ tor aD real 
Ume .,.Ums In St. Louis renltlnc In $223,000 avlnp. 

- Implementation procedures to ~te &11 toll tables throup TSO 
(TtmJnc Sharinc Option) accessed data-sets eliminated kef entry 
work. 

-

-

- .. 

A data bue ap•• uWizatlon pi'OII'&ID wu implemented which 
ellmlnated the need to reorpnize two TlllKS data bales nJPtly, Una 
ndualnc tape ..., .. 

Ml~~en.-1 Comptrollers C'omolidatlon - Bepmln& In May of 1112, 
MlssoW"l Comptrollers bepn the pracus of consolldatinc lts 
Mlaowt-Eut and Missouri-West oparat1ona Into allncle statewide 
orpnlzaUoa. Tbis bu been the lfnll• moat siplflcant f•tar In 
recent ecm/force Nd11:t1ona. Wtdle a detailed .cco111t of 
oOIIIOUdatlon ecat sav~Dat Is raot ... em, aftilable, the force 
reduatloal made paEble b1 cODIOI!datlon _.. a1 follOWS& 

Mlnaplllnt II 
~t 11113 

Total 

The daiDap olaim ~"'"' hill ecaoUd&ted the biWnc ad oolleotloll of 
olalma bf the oompuJ for property elldm. The oolleotloa rate tor 
U.. 1pe01al blDI bu poe from a 8'16 eol1ection rate In lift to an 
11" rate 1a 1112-110. TM elldma ;roup ._ NConred sw,orr.ao 1n 
Mlllowlla 1112•1113. ·· 

Careful tnaldnr of ctamqe eJabD ~ wm be UMd to men 
pnollelJ Mt rille nt~ntion ieftJI, wldeb lbovld result In lower 
......_.epremluma. 

.• 
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• • Nt.owi PSC Case No. Tll-13-253/TR-13-211 
Sebedule No. 1 (Barroa) 
S~emat&l 
Pace 11 
IV. Oth. Cf»t Red. ac llev. Stlm. Proc· ac Proc. 

B~~eqround lnvestlp.tlons of potential contractors for company 
b..m- are condmted. TheM lnv•tlptionl are iDitrumental in 
determlnlnc the potentlal •~Wller's abWty to provide the work, 
MI'Yfce or prodmt desired. 

SpecUla lnvestlptive teams have been Uliped to develop the 
speolal espertlse required to better serve the beteropaeous 
departments of our company. CJeosrapbie dfsperalon, llze, tuJc, 
phJifcal ... tl and many other f~~etonr determine aposure, rille, loss 
and needs for protection. TbeM ~peelallad teams are avilable for 
cUent consultation and tralnJnc and for cue rnlew and hand1lnc. u 
neauury. Valuable time and money savinp are ~ected u a result 
of tbia apeclal apertlH. 

UtWzatlon of the Word Proce~~q Wilt fat routine corrupondence 
matters hu resulted In savfnc time. Office penome1 have Uled that 
additional time to men effectively sene ow lDcreuina law 
enforcement lWion f\11dtlon and to improve customerlcUent · 
~atllf•tlon, without the neceaity of addlar IliON penomel. 

Transfer, retirement and/or termiDatlan ot emPJoJHS who poiHSI a 
pvernment security clearance requires certain eatlons be taken (e.c. 
termination of the clurance, etc.) to comply with federal 
replatlona. A clfteftt computer appllcatloa (SPAN -Southwestern 
Penor-usel Admlnlltrative Hetwark) Is bef.nl amended to 
automatle.Uy alert ow office wbtm U.. actlvltles occ•. 
C'OIIIIderable time, IDOileJ ad paperwork IUiap IN apected to 
result from this chanp. 

- ltema which come Into om- poaelllon (-.,. ·WIOllclted sifts to 
employ .. by potentJal auppUerl, arttolu sea..S • the result of a 
seWed claim, eta.) that tumnot be clspaaed of in other ways, are I01d 
at amtlon and the praaeedl'applied u ~Income Credit. 

- Travel to remote locations II eoatrolled. Subject lmpac:t aa the 
company/p..,. Ia cOIIIIdered and lacal maapment uslltance 
enlllted to resolve 111181, when polllble. PNUmlrary toll fra..S 
deterrent activity II condaDted bf maD cr telepbone. Personal Ylsitl 
are ICCOmpllshed oniJ when a auffkdet number of cues to JUitlfy a • 
trip are ~eeumulated, or When the Arlo.-.. of tbe cue dlctat-. 
Pbylloal ~eaurlty lnlpeatlona of nnaote f•Wt!es are ooncfu=ted In 
conjWIOtlon with theM trip~. This procedUN ravlts In time and 
IDOMJ savblp. 

.• 

- A prosram II cW'NfttlJ belnc developed to computerize uol&"'ty data 
to the maximum extmt ~le. Tbat capability II expected to 
aatantlally redme the amoWlt of paper data, ave time and improve 
efficiency. 

SCHEDULE 1·1 07 
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Ul to more effectively satllfy ow- liaison responslbWty with law 
enforcement. 

Deputment Treuw-y 

The Depolit Reporting and Cub Concentration System (DRS) 
provides timely notification to Treuury and Comptrollers of 
CUitomer payments deposited In banks in aU five statu. (In Mlacnri 
411ocatlons depcllt Into 38 banlcl.) 

Treasury UMSS the Information to withdraw and use the fWKII quickly, 
and Comptrollers Ules lt to ~te c1111tomer •counts and recoacUe 
bUled revenues. 

In addition to reda:ed employee man bows spent in bank blluce 
administration, an estimated annual avinp of $825,000 {$'13,000 lD 
Mlllowi) bas resulted from redw:ed bMk balanc• and from 
.U~Inatblc Ill cub In transit. 

Department 

The development of Ale prices to cunomers ad vendors for IDilde 
wire and hoUMa cable bU been botb modeled md mechalllzed. Tbele 
atepa b&ve shortened the ~ time reqw.d to pnen.te a price 
q.mtatlon ud tbUI Improved the qUilltJ of ...me provlde4 to 
complex bullnea curtom.. lnYestlptJnc alternative suppUen of 
cmtom• pnmiM equipment. · 

The Outside Plant Broad Oaup Unit Coat Manual ts ptW'&ted 
annullly18inc a Hl'l• of comput• prcpam on the •m ~ao...- time 
lhaN ~J~tem. Mechanization of thll cC8tinl manual aves clerical 
effort ud lmprcwe~ .. ....,,. 

- The calculation necUIUJ to develop a fm value rate bue bu been 
mechlnlzecl on tbe "'n ho1R" time 1111nt IJSlem. Thla ...- of 

.. 

procnams develop~ computed ~ortalltles, thecntlcu r•en-, llld ~ 
trended arJclna1 casts ot telephone plant ID semoes bJ depi'IC!able 
plant catecorJ. Tbfa meabaalsatlon I&YCII conllderable time by 
performlnc repetitive, compla mathematical calculations and 
prlntq the results In ftDa1 format. 

- The Extended Area Servlce/OrJainat!Dc ll~Wty Plan 
(EAS/ORP) raqwres the deteraalnatlon ot a compuy's colt to 
terminate caDI when EAS HrYiee II lnltalled.. This cOlt repraatl 
the Mttlement between companies and 11 dotarmined bJ a cost ltU!Sy 
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utUlzlnc Mpar&tlons procedW"es. This EAS/ORP cost 1tudy !or 
Inter-company Httlemeats hal been mechanized on the "'n house" 
time thare computer to produ::e ICC\a"&te results with a minlmWD of 
manual calculation. In addtlon, mechanization of this processlllows 
modlflcatlon of Input data to pnerate different settlement amo\l'lts 
repraentfnc varioUI altematlve .Mnioe offerlnp whlle utWdnl a 
minimum amowst of manpower. 

Tariff produ::tlon and reYislon work wu automated by puttJnc entire 
tariff• on an Information Proceuor. Tbla allows traffic produ::tlon 
work, which formerly took uv•ll weeki, to be completed In a 
matter of a few days. 

Pna of Mlsso\&"1 qumtltl• and rates wu automated on "'n bouse" 
time lhare computer. Tbla allowt the Company ·to do rate effect 
work, whlc:h formerly took alx or Mftll people fow or fin weeki, ID a 
matter of hours. 

The paltlnc of new rates to ICCO\Iltlnc CBJS .,.tem wu mechulzed 
by •inl "In boUle" time thaN. This proc .. .UmiDatf(t ht.lldredl of 
man bows ot polt1Dr and key p~h work.. 

The proc- of atlmatfnc Independent CompanJ toU coat tettlements 
for budpt and aacr\al 'urpo1• ,.. been refined, lncludlnc .om• 
m•hlnlatlon and lncreued frequency of updates, to enhance the 
reUI.blU.ty and tlmelinell of these astlmat_. effects on budpts and 
NYen-. 

Ollnc form letters whenever _appropriate .._,,. val~ time ill daJly 
c:~e. Word Proe..mr m~ehlnel with permanent memory 
c_plbiUU. prcmde an efficient method of ~ ad bu 
ellmlllated the need for t,pllta lD 10111e work~ . 

A m•hanlzed propam hu been developed that provide~ the annual 
Universal LlltlDc UMd for Operator Semcea Ap'Hment StucUes. 
Baoh annual study II now prepared In one o!erieal hom', compared to 
approximately 80 clerical bows In the put. . 

Independent Company l'or•utfnl. il a montblJ report tor tncklJII 
Independent CompaDJ m...,_, Nftlltlll IIDd Httlement.L 
lfanUIUJ, tbla report req\dred approzlmatelJ a boW'I of eleriu1 time. 
The m•hanlud PfOIJ'&m now takes apprmdmatel71S minut• clerioal 
time. The meotianlzed report~ Include IDtenadve data to be 1Rd In 
forecutfDc. 
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Depvtment 

- BllideDce and Bwinal c .. tomer .bW lnH.rtl rep.rdlnc rate c .. 
matters •• consolidated ID 1181. Tbla hU helped to save prilltJnc and 
dlltrlbutlaa costt. 

Informational advertlllnc apenses to alert customers to the ID 
Emerpncy Senlce were rechaed by PfOVIdinc p&DUo Ml"ri!e 
unoW~aementa to broadcut media. 

Two Tel::?£'• Tim• company newspapers were cOMOiidated Into 
one atatew paper lilllll which helped to l&tre prlntmc ct01t1 IDd 
S*'IOftllel. 

- The colt of produalnc CCIIND• G&dde diNetory peps wu 
oentnllaed to make the plde more coatlatent ad redul.!e pii'OCI1atloa 
oOit bJ approximately 2196. 

Depmtment 

-
-

Word Informational pi'Od..U.C hu bHrl adopted ID the Lep1 
Dflplrtlllent. Tbtl deareu• tbe need for proofreadlnl of briefs, 
comraeta, ete. and helpiiD eontroJUnc RCNt&rial O¥Wtlme. 

The lllllowl Lep1 Depetm~t = a major role In atabUsbiDr 
tbe Company'~ flrlt olalma at, w . b Ia put of our ~ 
os-at~ona. Tlds ... tn~~aec~ at .... m..,.ment time pl'8'l'1oudJ 
IMolftd In MO!deat tav.tlptloa. . 

A NYIIed bm paJSDent proc- wu lmplem•ted tbroupout the state 
to eentrallu bl1111~ pe.JJD•ts and lm(II'O'f8 eub OODtrclle 

- Tile eolleatlaa proc .. wu revJied produalnc mon efficlalt metbodl • 
of oollectlon and 1.- delayiiD tbe bAnkruptcy procea. · 

- AD l'.ll*lted amltratiaa proe- tOll bancllne labor dflput• wu 
~-ted Wbleb Ndunl penclinl C8lel, promotiiS fat u.lutloa 
of dllputa, aYOidl tnnll!rlpt ehlrpl, lfl4 MN&MI attonlef 
budiiJIItlme. 

.• 
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Mo. PSC c ... No. Tll-13-U31Tll-13-UI 
Schedule )lo. ' (Barl'Cft) 
~~--tal Pap IS v. SeniceQuality 

!: SERVICE QUALITY 

Below are trends· of statewide result.l on tbOH a.reu of MrVice 
· monitored by the Commllllon on a quarterlr bUla p.suant to 4 CSR 

24D-32.080. Annual results repraent the limple avcrace of the 
quarterly results. The 1183 results are the limple averace ot the first 
two qUU"ters. speclflc data eonaemlne the second quarter 1183 
results are contained In Schedule No. 2e 

19'18 1980 - 1182 

1. Installation of Service 
A. Orders Completed Wlthln llve Work D&JS (Objective 90.~) 

18.25 
14.10 15.1'1 IT.OO 

B. Percent Commitments Met (Objective 80.~) 

11.45 15.50 1'1.81 11' .. 10 .· 18.50 

II. Becrade Orders Completed Wlthln 30 Days·(Objectlve 10.~) 
lOO.OQ 

1.3. 4'1 

111. Held Orders 

A. New Installations 

- -
B. Becrade Orders 

--

- -

1'1.32 11.15 

880 412 

4143 3301 

tV. Service 
A. Dlal Tone Wl tbln Three Seconds (Objective IS .. O) 

11.11 11.12 91.10 19.85 

B. Local Call Completion (Objective IS.~) 

11.12 99.55 91.17 91 .. 10 

c. DDD Calls Completed- lncamlnl (Objective IT.~) 

19.10 98.'10 19.35 

302 

2141 

11.10 

19.85 

11.4'1 

• .. 

1983 

14.10 

98.05 

100.00 

224 

1581 

19.50 

19.10 

99.80 
SCHEDULE 1-111 
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Schedule No. T (Barron) 
Supplemental 
Pace es 
V. Service Qua-lity 

D. Interoffice Trunking - Overflow (Objective 4.~) 

0.32 2.0'1 1.65 0.12 0.13 

v. Anawerinc Time 

A. Automated Operator Calla (Objective 2.1 seconds) 

2.42 2.10 2.80 

B. Bepalr Service - 20 Seconds (Objective 10.~) 

91.11 96.81 91.00 12.55 10.55 

VI. Maintenance 

A. Trouble Beports Per 100 Stations- (Objective 8.5~) 

4.55 5.00 4.15 3.12 3.85 

B. Trouble Beporta Cleared Wi~hln 24 Hours (Objective 85.~) 

51.S5• 18.10 1'7.25 

• Averac• of thlr4 and fourth quarter. 

c. Percent Trouble Cammitm•nts Met (Objective tO.~) 

90.15 - 11.10 l$.30 84.12 

We have reuon -to be proud Of our Hnice quality In Mlaowi. The 
move annUli averap data murtrat• that Mn'fee hwell were below 
abj•tive In two of twelve MrYice cateprla on tine oecasl0111 In 
the Jut ftve JearL TheM problta ..,.. were con.ted and u a 
rault, we've sameqUIIItlJ experienced no armval av-.. fall\nl In 
theM areas Iince 1110. In addition, tho performance tNftd for Held 
Ordtrl m .. tratea our commitment to and provislon of bip q..Uty • ........ .· 
Elich department II concerned with tM qDillty of Hnice tbat it 

o.o, 

2.'l5 .· 

91.30 

3.45 

11.10 

14.10 

provides. A variety of measwementl are recorded on a recuJar bail ~ 
to keep !I! employees aware ot the lmportace of pod qUilltJ. 

l'ollowlnc .,. just a few aamples ot the Mnlce meatnmldlt raultl 
monitored by lndlvldull departments. lneluded are examples of 
on-pq propams dellped to improve qualltJ of HrV!ce. 
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Depertment Network Switchine 

- Telephone Senlee AttltUISe Meuurement (rELSAM) ~ a 
llllque means for euatomers to ltata clrtctly their lmpreulons of 
HI"VVce quality and ~Uy dlreatlJ their lni~OIIS of aenic:e 
quality and i!peeUY thole factorS tbl.t are mOlt aiulo11DC· 
Tbe 96 ~atJsfled objeatlve Is Ht at IT .SW& for Local mel 1~096 for 
DDD. folloWlle are ,ear end aveNPI for tiP meu\ftment. 

an 

1181 - 1112 1113 (I months) 

Missouri 14.7 14 .. 1 11 .. 5 .. 11.2 

LCrAL 

1111 1112 191! 

Mlaaourl 11.1 IT.I •• 5 .. - ..1 
• Tnllk Tr~n~mllllon MaintenanCe JDda rrr'MI) m.-.- (tor the 

._... network) the qualltJ of ptriormuee in maintalDlnl tNik 
~ ud nolle deviatlonl Wltbbl. JpCUled ltmlta and .. proper 
oondltion of balance Ill toJ1 oma• ..... b&lana• Is r.qulred. 

foUowinC are year and avenpl far TrML 

1181 -
"·" 11.3 

... , -
n.t 
11.1 

1113 (I nDRtbl) -.... 
n.a· IIIIIOUI"l -- Network IDterofflce Tranlmt.ion (NIT) m__.. network • 

trana~DIIIlon ,..rormana• betwHR ad offlc~ from the euatoaa• 
ftew• MeuureJHDt results are .valuated Vlllnc mathemat.IGIIJDodell 
of eUitoiD• nt~Ctlan to loll and--. 
l'ollowinC ... , .. end ........ 

CJ6 In CJbJeatlYe ~ (Locall 

1181 l!IJ 

.. 

IIIIIOUI'l 1'1.0 IT .. 2 
IWB 14.1 IT.1 

ta.s 
11.1 SCHEDULE 1·113 
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8""1-tal 
Pap II 
V. lervlce Quality 

W. In Q)Jectlve Banet (Toll) 

1181 1182 - -
18.8 
18.1 

H.T 
l'l.T 

.!!!! (3 IIIDfttbl) 

100.0 
11.8 

Tbe p~es of the T-carrter Service Meuurement Plan {TCSMP) 
are to (l)provlde meu.nmentl to monitor T-Carrier Hl'Yice by 
bfcb!Jihtinc ttae charactertstJol tbat dlrectly affect customer 
service, (~)monitor lndlvldu.l T-Carrler system Improvement 
prosrams, and (3) provide the methods and statistical analysis to 
determine network performance levels by central ottlce, district, 
area and company. The obJ•tive band 1115.5CJ6 - 98.41W.. 

PoUowinr are tbe yeu end averaps for tb5a measurement. 

1111 - 1182 - 1113 (I mantbl) -
11.0 13.4 17.41 

Dial Line Service Evaluations (DLSE) provide performuce statistics 
on network IWitch!nr machine attempts to complete oricin&t!Dc 
dialed calls. 

Performucelevela for each component are Indexed and then buded 
Into fogo cateprl-. · 

Index" Levels 

II - 100 Hllh 
18 - IT.I Objective 
10 - 15.1. LGw 
Less tbln 10 Onaatisfaetory 

PoUowJnc are year end averaps for DLSE~ 

1980 1181 1182 - - -
11.2 11.8 IG.I 

Incomtnc Trw Service Evaluation (ITSE) provides perfarmance 
statJstlcs on network 11ritablns machine attempts to eomplete 
1ncomJnc toll calls. 

The percent of calla not completed beeaUH of am equlpmet bloclcap 
and fallW'e (EB~) II conaideNd to be a coocJ hdcator of network 
l*'formance. 

.• 

An objective of 19& EBti' hal been Mtablllh.S and a weaklpot level 
hal been Ht at 1.5W. or JN&ter. 
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V. Service Quallty 

l'oUowlnc are year end averqes for rrsE. 
1983 <rJst· 6 months) - . . 1980 - 1981 - 1182 -

L2 .'1 .I .s 
Network Switchinc Performance lleul.nment Plan (NSPMP) 
meuures emtomer HrYfce at local offices wine maintenance, dial 
administration and deslp encJneermc related fw:tors. 

The meuured components are Indued 'Hp&rately bJ' control rroup .. 
ud cOIIIOlldated Into a control poup total iDdeL Baults for uch 
component and total Index· are cateprized by results bands. The 
.tate results abow the percent bJ n~ultl bends. 

Bandlnc Table 
... 

Band H • 100·- ti.IO Blper than Q»jectlve 
Band 0 • 18.,1 - 15.10 Q)jectln 
Bind L • 15.,1 - 81.10 Less than Objective 
Band 0 • leas than 81.10 Oftsatlafactory 

The state objective II to have ISS of meuured offtcu In the B &t 0 
Bandl. A benchmark would occur when IOV6 or lea are 1ft blndl 
B &tO. 

followinc are year ~ averac• for NSPMP. 

1180 1181 1112 1113 (l'lrst 1 months) - -- - -
•••• 18.15 . lf.fl 91.17 

- Central Otftce Code S & I meu~nment II baled on cnatomer trotale 
reports per 100/maln atatlou. TM fiM1 dlwpadtloa ot tromle 11 
cbupd to a tpeclfla code type. C-ode S II tro~e follld Ia the 
Central Office. Codel 11 ~ fo1Dd OK ID the Central OffJce. 
roDowJnc are yec end av...,_ far tbillndu. 

1181 -
.13 
.oz 

1182 - 1913 (8 DDDtbl) -

SCHEDULE 1·115 
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PaplH 
V. SCYiee Quality 

Depvtment Operator Services 

Telephone Service Attitude Mu.surement (TELSAM) meuures the 
percentap of customers contact.ct wbo were aatiltied with the 
HrYlce they received, and the pereentap ot customers who felt they 
were treated courteoully. 

Directory Assistance hu been within the objective ranee of atlsfied 
customers for 51 of the 1ut 54 months. The objective for courtesy 
wu reached 33 montblln tbelut 42 months. 

Ton and Assistance lave maintainat objective levels In customer 
1atllfaction •ch month IInce January, 1181. The percent courtesy 
objective bas been met Ieven moatbl In 1110, eJpt monthlln 1111, 
nine months In 1112 and lllllx months In 1113. 

The combmed Mlacuri ToDI Aulltance and Directory Allfstance 
operator speed of aDIWer reaultl have been within the objectiYe ranee 
for 41 conMCUtlve months. Mluouri bu not Mel a General Order 
No. II Service Quality Report mill. 

llllaourl Operator SerYlaes bu met the combined TOD/ Alllltance ad 
Directory Alllltance meuurect aceuraer objectlve for the preoedlnr 
43 ua.Dable months.. 

Aa a further IDcentive to provide pod senice to our cuatomers, we 
-~ an "'perator Commendation Bulletin• to recoplze tboH 
os-ators wbo have been ainlled out bJ atlsfied custom_.. wbo have 
taken time to call or write to apr .. appreciation for pod HrYioe. 

Plcturel .of the operator l1q with the Cftlltomer'l oommeDdatlon 
.... pubUshed IIICl distributed to all Milaouri operators. Tbe politlve 
ruults of thJI prcpam wee evident throulh lmproyuaent In our 
TELSAM court_, and Mtllfaction IWUJ.tL 

Department 

- 1112 Key SerYlce Indicators (KSJ) ramts retleet a lfpltlcant 
Improvement ov• DIL ID 1111, there were 120 oppartvnltles for • 
comparison on KSil. MIAouri wu better than CompanJ averap IIW. 
of the time ad bett_. than IJitem avvap SSW. of the time. TbJI 

.· 
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compares with 1182 in which there were 181 KSI opportual~es for 
comparison with Mlaouri ruults better than Company avenp 1041. 
of the time and better than .,.tem averqe 1241. of tbe tlllle. 

Approximately 11,000 Miuouri cuatomers were polled by Telephone 
Service Attitude Meuurement (TE.LSAM) In 1182, pnerally within a 
weelc after they had a buliraua contact with our Compuy. All ot our 
lntemal objectlv• on thfa meuure of custom .. atlltactlon ••e 
exceeded In 1912, u well u throUih the first lbc mODtbl ot 1913. 
Mlsaourl's composite averap of the TELSAM results Ia bett• than 
the Company av•ace for 1182 and 1983. 

Department 

Telephone Service Attitude Meaurement/llesidence Service 
Meuurement Plan (TELSAMIBSMP) fs daiped to meuure the 
quUity of aervlce provided by the Baidence Service Cent• (BSC) 11 
Juctred by the custom• tbroulh TELSAII Interview perfarmed by 
outside market research ttrms. It prOYides the company with the 
customer's perceptlcn ot the HI'Yiee they are recelvinr Jn dea1lnr 
with the compaDJ and Its' reprGHfttatlves. 

Since adoptiqr thll meuurement the averap annual •customer 
at!sfactlon" In ~ residence ..-via. aenters bu improved u 
foUows: 

1180 
1181 
1182 
1183 (I DIXlths) 

MJssouri 
ll.ii 
N.!Wt .... 
H .. & 

ft· 
n.a 
H. a 
15.1!& 

l!!!!m 
~ 
13.& .... 
IS.S 

We are acbievinl better customer Nnice at the I&IDe time COlts are 
beinc reduced. 

A crouP wu formed to proylde a eentrall:ed point respcmsible for ~ 
efflciat, prompt hudUnfl of the complaints and Inquiries from 
CNitomers contactmr the Public Strllee CommilllOD and eacutlves 
of our compaDJ. Thfa ~ aJio oparates a pubUibed toJ1 tr• 
number that allows both bulmu. and residence cuRoal... ...,. 
acoea to a manqer who ~resolve tMil' dJiput• and c'•I•L 

SCHEDULE 1·117 
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!Q&ll rR APPEALS 10 '1'HE CQMSSIQ{ 

YlAR 'Im'AL 
tm Bit 
1110 2128 
1181 1517 
1182 1111 
1183 (thur 1/30/13) 1'11 

Live b&lanee averqe per month to total b111lnr. This Is the percent 
of 111p&id bUUnr at the Gild of each b1J11nc ~e. 

1181 1112 1183 
JI:'a 11':116 ~ 

- Net Bad Debt Averap.. This Is the peree11t of &ntoUectlble bDJ.lnl 
U.t wW not be reoov.-.d beaa1M of Wlp8ld tiDal billa and 
..Uuatments made to atlsfy cnatomen. 

1181 :ra 1112 
:&1 

1183 
311 

Tbe Millo...t Centralized Operatlcal Oroap (COO) wu formed In 
Avpat, 1111 to lift outaide vendors ~pe~lf4 budUIIc Rpal'&te from 
-.1-. A Lou Burls poll aoaunillloaod bJ ATI!r and aaaclcated In 
Jate 1112 lbo1Nd u.t '"' ot u. ftftdGn de81tnc with u. u~~~ow~ 
COO .... aatlltled wltb the onraU wart pertonaaae. 

- The P1DIIe Senlc• C...tomer Troltie l.apart Bate In Mlllo...t bu 
lmprond from an &Yel'lfP of OYer !l reports ,.. 100 atatlonl Ill 11'11 
to a e...,..m 1113 aftnP ot 1 .. 83 reportl p.r 100 atatloaiiD 1113. 
lllllol&"l eoln bU ~tlJ li'trlll five stat• ID Soutlnrelterft lktJ1 
lneolnHrYice. 

Deputm8ftt 

.• 
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Deputment Comptrollers 

Over the Jut 4 out of 5 years, Yfasouri Comptrollers hu attained 
MrVfce musW"ement results that were lboYe Soutbwestem Bell's 
Company averap. The Com\tloll_.. Pr.3f.7•t Results ai'fb! 
commonly referred to u & lid and t Chart re&Cta 
followq results~ 

Per Cent of Q)jeetlves Attained 

. 1178 
1171• 
1180• 
1181• 
lilt• 

Mlasourl 

74.8 
. 1'1.4 
11.1 
11.0 
11.4 

• Above CaqMuay Averap 

C'arp!nx 

71.7 
11.1 
14.0 
14.0 

·11.2 

The abjeetlves meuured lnclua YVioUI r.1 time system 
meuW"ements u wellu payroll, vour:ber and blDiac MrVfce qualltJ. 

Department ComptroU_..- e-.W'ity IUid CJ&Ima 

The Claims Offlae Bilk Meupment Information System pnerates 
reporta which meuure olalm1 aatlYitJ. Tbe reports, which are 
broken out bJ Dlltrlat, enabl• m~ent to: 

a) 
b) 

e) 

ldentlfJ oantreatan wbo frequmtlJ d&map our f~Wtla 
ldentlfJ OOI!i(MU!f work pq.w who frequentlJ ca ... 
damap to the p~ . 
Oaup the effeat.lweMM of loa previDtlon prosrara1, au:h 
u cable lGoate~Grriee 

SCHEDULE 1 • 1 1 9 
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VI. CoR and Produ:!tlvlty R•ults 

- Produ:!tlYllJ In our Millouri operatiODI ba ~ well abow the 
~atlonal averap. Wblle the prodmtlYlty srowth ot the aatlolts 
eeonomy ... llowed IInce lin, dllclbdDc by a ,.arlyaYVIP ot-.SCJ6, 
our produ:!tivlt, bu pwn at aa avenp amual rate of 4-H&. Our 
Intrastate produ:tlYltJ pwth cStn1c the Iaiiie tbae period Ills 
anrapd UW. per r:· It II erideat tbat we baft effleS.tly 
m...,.S the 1M o our raotn• renltlnc In lmpl'Ond oveaD 
produ:tlYlty. TbUI, our rate req.st II not du8 to our lneft'Jclenclel. 

-

Wbile ow produ:tlYltJ lf'Owth bu been aeetldiJlc tbat ot the aatlon'a 
eeonomy, the IDtlatlon In ow input cOlts (labor, plant and DOD-Wip 
apenaea) IIDoe lin ot 1.2• 11 almost the aame u that ot the 
~atlonal ••• ot u-. 
Without the lnell of produ:~YltJ we haft baa able to Mhleve, the· 
Nftftlll requirements we are 8Hic:lnl Ira tldl eue would have been ....... 

Outside Plut C-onltrlDtlon bu ateadi1J IDcNued Ita prodwetlYlty 
level ewer the Jut nw yeua. Wct'k au per mubour raulta are u 
followl: 

1Ift ..... 

1111 IO.'fl 

1181 uo 
1111 12.71 

(uotJtme) liU 

Network lwftohlnc 

•' 



Beair.....-ts 
Upkeep 
Tutlnc 

CaiDlned 

•• 

1110 -
12.44 
11.11 
11.40 

lt.a 

1111 -
1 •• 12 
11.'11 
ll.U 

20.31 

• 

1112 1R3 
- (CUD ii"Date) 
17.31 11.11 
21.41 12.11 
31.21 11.11 

H.M tS.T1 

The lmplementat!on of the f~~etcn mentioned In S.tloall- .. 
lntormatlon aii4 Operation S,atem, Jl- Mu.pmeDt of B•an 
Besowo-, aDd m - IDtrod1DtioD of Hew Tecbnolou Mft llad tile 
~N&test lmp~at GD ·o~ lmprovu~ent. 

lllllo1&"1 Sw!tahed S.Ylo_. force bu been recba.S In .. b of the 
put tine (3) ,_ 

RB:.'Z 

1110 1111 - 1112 1113 

.....,.....t tiS 'Ill '13'1 712 
~t 1111 11'11 JH! 1ns - -

Total I ... 2111 ISM urr 
Aaeesa Lines (000) · 1'130.1 ltst.a l'ISI.I 1710.! 
•~ ~·•• Line) .00111 •• 111 .111.&'1 .10140 

lllllota"lll below the C•pur aNrap • torn,.. --line. 
· - Tbe major portion of lwltehed ...._, torn~ II dlnoted to the 

malntenanoa ot our plant. Tllele boVI8 baYe b.- nd1Iaed -b of the 
pMttbne,.... 

. Total llllntenance 
Boura (000) 

~Dars/Aoeesa Line 

. 1110 

lUI 

J.tl 

1112 

2110 

1.21 

1111 
<fiil•ted) .. , 
1.11 

SCHEDULE 1·121 
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• • 
1112 -

Boura/ 
Aaa••• Sour a .... 
Llaea B!g'd Line -- l,SSS,III .41 IM,213 

Bleetro- 40'1,401 32f,fll .10 

-

-han leal 

While •• eontba• to make efftcle~~CJ lmproYe~Dentl 1ft 
eleatromeebanloal malnteMJ~ee requirementl the real paJOff bu 
been In the upcradlnc of Ol.l' plant to tbe electronic IWltcJdnc and 
.ucs atate teclmolopa. 

Tectmolou, operation .,.tema and m..,.ment of huma NIOWC• 
hu had a dramatla imp110t aa e~ OW' mamtena.e e&Wt. The 
followJnr ealt eomc-llon of annual eCIIt to malntala a ISS -
liDe ..... an electromeebafcalee- Uao m.vau. tbat laapeetl 

1112 -
Total Labor I&Jp'. 18:0 All 
Coat CUt Coat. Coat Other - - - -
$1S.It. ••••• $ .JI $1.11 .... 

Eleetrameehanleal $21.'10 $11.40 $1.11 $1.10 $ .IS 

-

-

.. 
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D.pertment 

- lllllowl WZmplayea •• 10,000 Aoc.. L._ atatlatlca lbow 
llpltlout Ndmtlaa~ from Dtoember JITI, tllrouP II&J 110, u 
e.pi&Jedbelowa 

lllvlOJMI Per 10,000 Aac•a LlD8S 
n.o.-r 11TI • 111J 1111 

Bell IJ!tn Aver~n 1111r Avera• M»Averlft 

Die. IITI 100.10 1N.20 ll.fl 
Die. 1110 II. tO lM.OI II.M 
Die. 1111 11.14 101.42 u.a 
n.. 1112 10.10 11.0 14.'11 

. ..., 1113 II.TI ta.a tl.ll 

ID addition, lllllowt'a &ftl'IP "BmploJMI P• 10,011 Ace• ..._.. 
._ been ad eontln- to t. tar 1ell tbln U. IWBT C.ompuJ and 
Bell IJilal&ftnl& 

Jit.owfa ...... IDODtbJ.J aperatJnc ..... per --- J1De Ia 
8lplfleantlJ lower t1u the CompuJ and Bell IJIIWD &fti'IPI 

lllaaourl 

1113 (lmanthl} H.ll 

Belllptn 

a.aa 

- llllloiZ'I ._ tile Jow..t aomma'OW e3q .... per averap ace- JIDe 
In tbe c......, In 1111, and ranked lowest far twelve montlll ID 1112. 
ID lllz m.U. ~ IIU, llillowt bu NdUD.S Ita eomiHNJal 
··~ ... ,. JIM bJ fiN pii'O~t. • 

- lllllo.S bu the Jowelt Nllderme DC apeM per -OIIit Ia tbe 
Co~Dp~U~J lor * IDOIIU., !IU. lll8our!'a .,, .. ,.. ...-r- tbe 
Coatpuar Jen1 bf 10 p11o•t. ~ 

.. 

- llllloiZ'I'a UC' fen• ._bee red\l:ad wlthlll u. put two,... dua 
to pr.ate .mo1 .. s. ffOII offlee OOMOldlatioD and rr•CIS 
••halaU.. Ia tbe put two ,..... •• e1GMd II out of A UC 
Jocatlonl aDd we eoa•ert.ecl aD ol ow ata to tbe PNBOSS e18t01Der 
noard .,.... Tbe total amp to lflawourlla 1111 wu tl,D24,m In 
................ . SCHEDULE 1·123 

- DC eGit .me.., ea aJao be •-UI"ffd bJ lpD-Of-eantrol raac• 
of .. ._... to ..,,.uar:emtat -~~-. lllalowt lapro•ed 



I.'! I. 

• • 
tNI ratio bJ 11 percent In the period flom JuuarJ, 1111 to J--, 
1113. 

- lllilo.S Coin E~p~~a per ltatlon ID 1111 wu $285.51. ID 1112 thll 
ame upenM per atatlon wu $115.01. Wbile boldiDC tbe line on 
eOitl In a hlCh lntlatlanarJ period, we were able to IDcN&M NYeD ... 
bfi.IW.. 

Pd»Ue talephone aaJ• ,.- P.muc Tel..,_ a...-tatlve (PTB) 
have Jncreued from an averace of I per month ID Jill to ST per 
month Ill 1112. lalel pill' P'I"B d1&'bc 1113 an av...S. II per 
month. The lncreue In prodll!tl~tJ II a NRit ol fmproved 
manapment eftlelency end Improved marketinc ...._.. reparta. 
lal• trafDfnc wu proYided Ill 1111 ud 1112 for all aaJ• periCIM and 
muapr~. lncreued lala NYiew8 both otftce and pnmlle have &1lo 
contributed to tbe Jnc.......S prodll!tlvltJ. 

- D• to mechanization enbancementlln Pd)llc lcvtee~mqmanual 
tu1c1 haft ·been eliminated thclbJ Nduelnc emplofee fcne. IInce 
JIIO the ltate of lllllo.S bu nd1DGd tMlr fcne by tine eo1D 
eoUecton and two key elerkl. In addition. over U. Jut tow JeU'S 
prod11:tlvlty hu lncreued. appozimatelyll pen:ent thua, ow number 
of eoUectlcn made bJ eoDectan have mare&Md llpfJcaU, with no 
foreelnarrs-. 

Bt8lnelllales 

1111 

·-=-· 
1Ml 

•r.D.t 

BU I tad BeftnUI 

1112 
$ii:il 

l!p!t E!p!nfe 

1112 LJ~~ 
$'8.ftll $-:Jeir' 

W.Inc. ••• 
W.lne. 
i.Fi 

.. 

Main ltatlana SCHEDULE 1·124 
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-

1111 1112 1113 - - (c-•tla11~ 
Annal levenue •tlaated 

$1,0'12,100 $1,252,100 $1,112,100 Per Sales Person 

hrcent lnor ... • 
N/A 11.116 11.& O..r Previous Year 

Depctment. 

- The ehlet llldlcator ot opeatlnl ef&lt~~CJ aad prodtetlvltJ Is to 
relate Aeeotat 141 apa10 (DiroetorJ IJ;MII•) to AooOIIlt 123 
nven• {Direotar'J Adnrtidnr and laltil). Tbll ratio mt~~tra• the 
effect propam., .,.am• ud proaed_.. ldatlftad ID tbe oa. 
aateprla bUim~ted ~ cort and proctetlvltJ ruulta. 

Jg! MTIO Ml/&q 

111, .to ~jeated) 
1il2 .to 
1111 .41 
1110 .43 
11'11 .tl 
llfl .41 

In 1111, it eo.t a eau to pnerate a do1lu'l worth of ta1e1. ID 1112, 
tM same W. dollar aa.t oniJ 40 oatil ar a JS.'l96 impi'OftiDet cnv 
tbe ave,.. ~od. . 

ComptroU .. 

•' 
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VI. Coat and Prod. Results 

Comptrollers has a net redu::tion of 19 manqement and 
28 nonmanqement. 

. - Manqement overtime In Comptrollers hu decreased 8096 comparfnr 
the first half of 1183 with the HJne t!me period of 1112. 

The primary Comptrollers measurement is Cost Per s..acriber Line 
(CPSL) which meum-a Accosmtfnr (Main AccoWtt &&2) expense 
qalnst the number ot s~rlber Unes In each state. For the put 
year, the Mlsso.ri Comptroller Operations results have been: 

8/82 
Year-To-Date 

1.05 

12/82 
Year-To-Date 

6/83 
Year-To-Date 

.81 

As one can see, Mistomoi hu decreased AccoWtting expense per 
siDicriber llne 18 cents this year over the same period last year. This 
eqtates to approximately $1,850,000.. If one Includes all Mlslowi 
882 chqes, rep.rdless of Department, and. includlnc GHQ prorates, 
the current June YTD CPSL Js 1.41. This is weU below the 4th 
qtarter Bell System averap of $1.51 .. 

Mlsso\a"i Comptrollers hu continued its efforts at lncreuinc span of 
control, thm reduaq costs.. SupportlrJg 1tatistlcs are as follows: 

(As of 1/82} (Aa ot S/13) 
.!!!! •1983 Differences -

Pifth Level 4.5 s.o + .5 

Pourth Level 3.5 4.'1 +1.2 

'!bird Level 5.8 8.0 + ·" 
Second Level 4.0 4.6 + .& 

Plrst Level 5.2 &.2 

The three primary contributing areu to these recent increased 
etflclencies are Mlaolri Comptralters Consolidation, new 
mechanized projects, and other procedural improvements. 
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