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South Dakota Public Utilities Commission
WEEKLY FILINGS
For the Period of February 3, 2000 through February 9. 2000

CT00:032 m the Matter of the Compiamt ﬁledffby Ma

iong dastanoe cempany wantmg to combme her b

switched. The Complainant requests that-something be: d ne V
happen.

Staff Analyst: Leni Healy
Staff‘Attorney: Karen Cremer
Date d: 02/04/00
Intervention Deadline: NA

CTOG—033 In'the Matter of the Complaint filed by Dale Hilgeman
Dakota, against OLS; In¢. Regardin Sw:t::hmg eleua i
Services Through Deceptive Practices.

The Complainant indicates that his fong dastancessemtze%was' swilched withx
The Complainant requests that ail charges be-removed, and there be animpo:
and penaities.

Staff Analyst: Leni Healy
Staff Attorney: Karen Cremer
Date Fited: 02/04/00
Intervention Deadline; NA
CT00-034  In the Matter of the Complaint filed by Kathleen C. Glynn, W
Dakota, against OLS, Inc. Regarding Switching Telecommion
Services Through Deceptive Tactics.

The Complainant claims she was contacted by a telemarketer to switch her fong

service. The Complainant indicates that she requested information in w
agreeto switch service. For a resolution, the Complainant requasts that he
closed, all charges be removed and there be an imposition of appropriate i



TC00-006

In the &

intervention Date: 02/25/00

n th'erMatter of Qwest Communications, in¢.

Commission Staff fi led a Motion To Assess Fmes and Statutory Pena
Cemmu' ications, Inc. The basis for this Motion is-the number

: been filed against Qwest Communications, Ine. which: &re:
patter of inadequate servicein South Dakota, of reckless disrear
a disregard for the rights of ‘South Dakota consumers. Staff may
fines and penalties in accordance with SDCL 48-31-93, 48-31-84,
assess costs associated with processing the complaints.




feefﬁﬁiéété of Authority to Provide Te
Dakota.

lyst: Keith Senger
,y’ Camron Hoseck

ion Date: 0 125100

Inthve-Matter-of the Applicatior
Certificate of Authority to Prov
‘Dakota.

nications, Inc. (UKL seeks a Certificate of Auth
e telecommunications services. UK} ;m inds o offer 1+
| fthmughout ‘South Dakota.

Analyst:. Heather Forney
\tiorey: Karen Cremer
ed: 02/09/00

ention Date: 02/25/00

“FC00011  In the Matter of the Filing by t1 § WEST Communizations g, ol
Intent to file a 271 Application







BEFORE THE
STATE OF SOQUTH DAKOTA
PUBLIC UTILITIES COMMISSION

c o

THE MATTER OF BGREEMENT R
' COMMUNICATIONS CORPORATION ANTI-SLAMM

COG- 607

INTRODUCTION

1. This Agreement Regarding Voluntary

- Practices
{"Agreement") is entered into between the staff of Eh“
eSoﬁth Dakota Public Utilities Commigsion and Qﬁé@ﬁgﬂp
Corporation ("Qwest").
2. Qwest is a Delaware corporation with its pri
of business at 555 17th Street, Denver, Colorado. Qwe
engaged in the business of selling interstate and intrge
commercial and residential long distance telecommunicaticn
service.
3. On February 3, 2000 the undersigned staff £i
to Assess Fines and Statutory Penalties, docketed @gf.
and since that time the parties have met and confervec
‘the issues raised therein.
4. It is expressly agreed and understood that Cw
noﬁ,admit to any violation of state or federal law;
‘régulation, wrongdoing, or liability of any kind wn;_
on the part of any of Qwest's officers, directors, age
employees, representatives, independent contractors, ma:
or assigns, nor does this Agreement constitute any find:
such violations, wrongdoing or liability of any kind o
or on the part of any of Qwest's officers, directors, age
employees, representatives, independent Qantracc@ragrmﬁf

1




igns. Indeed, Qwest expressly denies such wrot

II. QWEST VOLUNTARY ANT

outth Dakota Publie Utilities Commissio

4.  QWEST shall not knowimgly s
exchange carrier [mLEL
change reguest unless
State of South Dakota and F
Commission {"FCC"}
preferred interexchange an
("PIC") changes, in effect, or 4
modified or amended.

b. Qwest shall rgquire;chag«eaﬁhgﬁwgs§“ 
and each*pérsén-inﬁéfved in;ﬁh ‘
Qwest's,serviéesfrevieﬁﬁgwé‘
policies periodieally aﬁaﬂa
understands the AdVisory'aﬁ&ﬁyb
contents. ngst~willirgguﬁré“tﬁ§t ever
representative sign .an AcknoWiedgemégti
that he or she has réa&vthe Adﬁigargg
its contents, and will adheréyto thé.@
described therein. Qwest shall inf@ﬁmf
representatives that violatiGHSzoﬁithQS“
are grounds for termination.

c. Qwest will maintain a policy that any iad

discovered to have forged a signature on a



of agency ("LOA"®) must be tesminsted ims

Qwest shall r

{5

faire that ssles represer
transmit to Qwest the Lok

an LOA iy used as the nethod of
Qwest employee shall re

to ensure it ie cowmplete gnd |

5

LOA with an apparently iwm
shall be rejected. If an 14
review, it shall be sess

system by an indepsndent thisd

Qwest shall maintaln & “stay avay®
customers who have elther (1f cowmgi
being slammed in the past; ey

intent never to purchagse Quast

on internal reporting and cege
monitor distributer performanes

PIC disputes.

Inadeguate perfors
shall trigger mandateory vrain

monitoring. If performance dess moe |
Qwest shall respond with wore se
measures and, if performanee «

unsatisfactory, with tersisnstisn

distributor relationehip.
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g or other deceptive bus
gwesz shall immediately ters
contract upon disgovsyy of d4n
incomplete disclosures made By the

h. Owest has submitted a slammi
the FCC, a copy of which is attarhed

document as Exhibit 1. Qwesgt, ayg pary of

settlement, also agrees to the terms and
conditions of this plan.

i. Further, Qwest represents to the South
Public Utilities Cbmmiagiaﬂwth&@vizlhaga
certain remedial actions with vegard to
agents and telemarketers as contained i
which is attached to this document, in
update to Exhibit 1. :

IIT. FINAL SETTLEMENT

6. Qwest shall make a,voluntaxy paym&nt in

satisfaction of SDCL 49-31-94 to the State of South Da
sum of Fifty Thousand Dollars ($50,000.0@}.‘an&19ﬁy‘¢'
-pursuant to SDCL 49-31-96 to the South ﬁakﬁﬁa“ﬁﬁﬁliﬂ ;
Commission of a sum of Two Thousand, Five Hundred Dollar
($2,500.00), to reimburse them for their coats of thoge -
'?roceedings specified in Docket TC00-007. These paymen

be in lieu of any other fines, penalties, or actions as




’-;authorized or imposed under SDCL 4%-31-38, 43

49-31-94, 49-31-95 and 49-31-96, or any other statu

involved, and an appropriate resclution of

7. The criteria addressed by SboL 4

“follows:

A. Size of the company. Qwest has tégal

stockholders' equity of svey §7 bil

from Qwest's hotie page 1989 £1L

attached te this document &b Es

B. Alleged priocr offenses, coapl

attached to this document ae Hx

C. Good faith in attempbing to &

As stated above, Qwest hag @

compliance plan te Ehe FEC &

remedial actions with regard ts gale
telemarketers, xll of which are st
Exhibits 1 and 2 and incorporated here

reference.

addresses the cases specifically cited in &t
docket, and any other cases filed against (west p

this agreement becomes effective. ALl of che rssss

gf



Staff, except one of these cases have been gsttled inscfar as

Qwest had or may have had any liability under SDCL 48-31-83 o

< the complainants. One case, namely CT 00-002 régﬁiﬁiﬁg"v‘;~

’-5,f@ha£ could arise from any other conplaints concerniy

- ‘this Agreement. However, this Agresment doeg not &

ﬂ fc$mp1aint of Dan Grider, is yet to be considered by the

”1~Ggmmission. There alsc exists the_Maik.aﬁ&;Sqeﬂqﬁaﬁmg

00078, and three complaints invol ﬁg&gﬁ“E @é 5 of &t
‘Telephone Cooperative. It is, however, understocsd and

 this Agreement is intended to effectuate fulil and £in

settlement between the Public Utilities Comsilesion &

to the matters specifically cited in Staff's Motion

',c-ééﬁket and for any'similax'ﬁings,,éﬁﬁﬁﬁuﬁﬁﬁiﬁ:“

veceived by the Commission on Qﬁuﬁaﬁﬁr§~ﬁh@Q

compensation, if any, which may be &

pursuant to SDCL 49-31-93 to Grider, Ci

cumstomers of Sully Buttes Tele

9. The undersigné&’gtaﬁf of the gourh Dalkot

‘Utilities Commission agrees ta-aﬁviﬁésﬁﬁﬁ;ﬁﬁé_@ﬁw_W /

-and request the Commission to enter an Ords ﬁiﬁmﬁﬂﬁ
. .prejudice the Motion filed herein by the undsrsigned

ﬁ}s%aff also agrees not to bring any other mokion er ¢

 ;proceedings relating to the previcusly filed complaint

in the Motion filed herein, intending this o be a fu

and complete resolution therecf as betwesn the partles t



lgithgwﬂcmmission does not dismiss this action, then the

ﬁéreto agree that Qwest shall be given opporbunity t&

writing to the Motion prior to it being scheduled fer
determination at a formal hearing, and aleo to respont

necessary with evidence and exhibits relative thereto.

 Furthermore, this Agreement shall mot be.

untll it is approved and adopted by the South Daket
’-!U@ilities Commission, and if not so adopved, it st
fbrce and effect. :
10. Staff of the Scuth Dakota Pt
 Cﬁmmission further agrees nst to aggert (We }
”Tméiketing practices associated with PIC cha
.complaints or disputes as grounds for oppoy

rca;tificates, transfer of certificabes or gl

approvals necessary for the divestiture by (west of

‘distance business in the state of Soubth Dalesta.

DATE: & /&/m

DATE: Lef/te /o0







the: Comimission’s rules and orders 1

| ’QW&'sf is ﬁlllycommxtte to-imple en

o f‘,fﬁxc'éédf;ihﬂsee..r-.equired in strict compliance with the FEC"s niles aid Wi

farovera.nd above procedures that its-competitors zsreﬁs

' strengthen the safeguards in place withirits ordet processing systen

tensify distributor training-and enforcement; and's
bﬁ“éis.covered in its mﬁ~slam®g protections.

| In the first section of this Compliance Plary, Qwest befefly outl .
slamming procedures, put in motion to implement Qwest’s “zero-lolers

to slamming violations. In the second section, Qwest discusses further improvem

v Qwest intends that the additional actions proposed herein be offoett

years beginning the release date of any order issued in thiy procecding.

DCOSMITM/96197.2



:an Advisory and affirm that hie or she understinds ¢

ts. This Advisory explains thee con

The Advisory instrocts ssles o

against inadvertently unauthorized switches. and oilers ¢

(s8]

This Complianee Plan i
attempts by unscrupulous
effectiveness of these poli
disclosure of their precis
protection mechamisms. A
require confidentiality tn s
seeking confidential trestment o




behalf of the ¢ Tpany
bill. Ins sSEETL

: ,f?iﬁé_sireadithe‘ Advisory, understands its coxfen

therem Violations of these policies are grousid:

" LQA;éndﬁimpmve the opportunity {

Submission and Scanning éfiﬁ.ﬂﬁé ag

%

improved its procedures for receivi

Whereas previously sales representatives (although required to abal

| dxdnotsubzmt the LOA unless requesiad, Qwest now requites for every ondier
representative transmit to Qwest the LOA upon which the sale lg
reviews each LOA to ensure it is complete and fisciativ valid. Quwes
appateﬁﬂy invalid or forged signature. If an LOA passes this ficial revies
Qwest’s computer system by an independent third party. B

visual image of the entire LOA, which enables, upon request. & compariscnof i

~ DCOLSMITM/96197.2 3



other information provided by the customer or regulstory agency. I
c"m A.;::e_.:’-:fseé:zrched on several identified data filds. Qwest is-cxploting
may be usedsin the future — such as through comparisos: to indeperid
forgedmgnannes or falsified information contained om an LOA,

This process enables Qwest to weed out 4

" slamming. By reviewing each LOA submitted, Qwest ¢
improper-order, such as repetitive information oy

handwriting on an LOA. Moreover, theprocess ¢

: ﬁ‘am a-customer or reguiatory agency, and g
lyses-of LOAs in the future.

:" Welcome Posteard. Shertly after an ordh
We,jl,_’,dctrﬁng;posteaxd to the customer infi
‘The posteard informs the customer that Qv
's. preferred long distance cam&roﬁ!hﬂefepﬁmif By Hste

::{::1'me:f,cusidmer’s local telephone company shortly will be imiplementia

_:_Ath,e customer to call the listed toll-free number if she ha é:tk}f :

This postcard provides every customes to be switche
switch is occurring. Qwest uses the postcard as & way to- give the custos
'fﬁe.téctzan improper order, ideally before the switch accurs, but i sy event,

receives his or her first bill from Qwest or their locaf exchange company. By notifings

COY/SMITM/96197.2 4




‘customer promptly after receipt of her order, Qwest hopes to identify siny
in -time'fzwheni they can be corrected most-easily and with the least impaict

CARE Flags. When Qwest receives from the local eXﬁlﬁﬁ&ﬂ
repﬁés’"eﬁt’fﬁig- a disputed switch based on an allegation of slamming, it places a fh
telephone number(s) identified. These flags are used to prevent reinstillation of
the same customer after an allegation of an unauthorized switch. Qwestis inthe
. imiplementing a system of additional flags that accomplishes the same thin

pé)féﬁﬁﬁﬂy;unauthorized switches 1dentxﬁedbyothermean

moritotim e

v éditimmediately after expiration of its “Year 2

€. Enforcement Procedures

Charge-Backs and Disgorgement of Profits from Slamming. (5 '
agreements provide the company with an arsenal of weapons it may use when sfas

Eietecred One particularly important weapon-is Qwest’s ability to ¢l

incentive for slamming by charging back all commissions-and fees

order. When Qwest receives notice of a PIC dispute fros
distributor involved to investigate and report back promiptly.” 1fthe distributor
evidence that the order was supported by a valid LOA or it the: distributor does n

within the time period, Qwest will treat the order as an unauthorized switch, Catised 4k

Qwest automatically will charge back all commissions and fees paid to the distrib ‘
Qwest will continue to scrutinize these unauthorized orders, kowey

%

to charging back commissions, Qwest also is entitled to charge the distribuic

See the Proprietary Attachment appended hereto.

DCOY/SMITM/96197.2 5




and LEC fees imposed, and to assess other penalties if an order is not supported by 2 valid
If a distributor hias failed to provide evidence of valid authorization as degcribed dbove,

will reguire the distributor to investigate the order further and to report back to Qwe:

reasonable time identifying the cause of the invalid order and any remedial action

dzstnbuter does not take adequate remedial: acuon or fails to-provide

assass ' HI :,’fstmtlve and LEC fees;.and additional penaltles as;
‘Reporting and Tracking. Qwest now:cdnjxgxlgs; :

reportsthat track distributor performance mthesubmmsnonofardersto

P dxsmbumrs and will be used by Qwest as the basis: for: achon xangmg from wa
temnmatlon of problem distributors.

Effective for the next two years, Qwest proposes to take the following additional

Targeted Third Party Verification of Sales or Sales Channiels.

Qwest determines that orders are more susceptible to pate‘n,tiéliabﬁse,,estwiﬂ:mqm
independent third party verification (“TPV™) for these orders. Q\«Véstwﬂl;ev]gw

channels and overall performance from time to time to determine types oforﬁersdfpam

RCOT/SMITM/96197.2 6




sales channels where TPV is appropriate.* Qwest has decided to require TPV on sotme of
immediately, as set forth in the Proprietary Attachment to this Compliance Plan.

Where Qwest requires verification of orders, all verifications-wi

anunaffiliated company, and will be conducted in compliance with:t

ds! &fpg;fngeriﬁcat;ion of telemarketing orders. AIFTPV sessionsw

for-a period of at least two years.
-Sirengihenedﬁistr‘ibﬂutor;v.Enjﬁrceme&tfvﬂrpcédjzw&; Qwestw

enforcement procedures in order to include clearandobjecnve‘mggexs‘*tmﬂé !

,_::‘ci'iﬁfejentit‘kmesholds to target slamming activity directly. In-order to preventdi
“gammg” Qwest’s detection mechanisms, the precise-tracking mechanisms emplo
E thresholds to be used are described in the PTOPﬁeme Attachmemw:ms Cﬁm?
Inadequate performance initially will mggemméamrymm :

moniteting to increase the submission of valid orders, Qwes

- receive follow-up training sessions (at its own expense) focusing on proper sak
methods to reduce rejected orders.” As necessary to remedy specific probleriis,

require the distributor to implement specific changes desigred to reduce it¢incidence 6

Qwest will not inform its distributors in advance of the orders: thatwill
undergo TPV, and Qwest will retain the discretion to revise its

Qwest will conduct this training at the distributor’s main offi



'“’Hae spec;ﬂc time periods fori mpromng dxstnbutor performance are set«m

| ‘:;Attachment to this Compliance Plan,

Strengthened Sales Representameaﬁnﬁzceménfﬁmw&km Eff

of Qwest services to periodically review and sign Qwes’t’s Antx-SIammxxx visor

requu'e ‘sales representatives to sign the Advisory at Jeast: once every six months, ar

aff os watively commit each time to follow its policies.

Furthermore, Qwest will apply its zero tolerance policy to-everying

forged LOA. If any individual is discovered to have forged a customer’y signal '

require that the offending individual be terminated immediately. This policy ,

P — Proprietary Attachment appended hereto,

LCOLSMITM/96197.2 8



first instance of a forged LOA; sales representatives will not be

given an opportunity to tend
Qwest will apply this policy to other egregious violations of FCC rul

their ways.’

arise,

In addition, if in Qwest’s sole diseretion; Qr Iwest: ﬂtfermmcs thisf 5

sales representative is involved in a significant number Dﬁmpmlmﬂ s, Qe




performance falls below a pre-set threshold of quality, then Qwest will terminate it
with-the distributor. The standards Qwest will apply in asséssing performance
, probationary period are described in the Proprietary. Attachment torthis Comp

Periodic “Refresher” Training of Sales Representdtives. In

":E’seg,,s,ions, Qwest will mandate routine refresher training coursés for ity
These refresher courses will provide peri.odi'c reinforcement of (Qw eﬁt’ an
' mcludmg imprbvements to its procedures implemented: since-the initial t
these sessions will cover general sales techniques.and will- provide a vehicle for:¢
areas of concern thaf may develop. Each distributor must participate retresh
at:least-annually. |

Order Processing. Qwest will also keep a “stay awa s fistof:

> either (1) complained about being:slammed:in thepast; or{
: :Pﬂmhase:Qwest’ﬂs services. Consumers:will remain on this list for
When an order is submitted-to Qwest, it will be matched: against ﬁnls" sta

ensure that consumers on th.erslist are not switched by Qwest. If, iowever,

- because it is on the “stay away” list; Qwest will give the consumer an-apportu

He nevertheless would like Qwest service. Qwest will remove the customer

{...continued)
Qwest, that the sales representative was terminated.

DCOI/SMITM/96197.2 10
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to provide public accounting services and shall be conducted in ascoordance with e

staridards-of the AICPA. Qwest will provide the anditor with: full sccess toall vee

g to;;con‘c’iuct the required examination. The independent auditor shall pronde dn

ns, ifany, noted) in a written report submitted to the Hoar
. ‘Qwest’s new Senior Vice President of Consumer Markets;
';Eiéxﬁ,mj ing initiative, will oversee the iniplemesitation of any grecedusal change

»raéi‘réﬁiil‘ﬁ-bfﬁthe auditor’s report.

+ “least.a quarterly basis, the results of an internal audit of tts anti-shusin
require distributors to certify ﬂmuhey ire- adhes V

" reportany complaints or inquiries concernitg slleged fncidests

* *

Qwest believes that proposed changes, in o

P

rther reduce instances of unauthiorize

switchiing. Ma

d wht is required foe o

unprecedented in the industry and will far excee

*C’s rules. Qwest is committed to-reducing slamming through any c¢

mechanism.

| In the event a distributor promotes the services of ather companic
Qwest will require the distributor to report all alfegations of samini
whose behalf the distributor was acting. -

/SMITM/96197.2 il
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Additionally, Qwest has implemented all proposed steps o Soction |
Slamming Procedures to be Implemented by Quoosst

- Targeted Third-Party Verification - Bage &, Seext
are being third-party verified. This percentage
mix during a pamcular Wﬁ&h m&i &

- Strengthened Distributor Enforcemant
result of identifying sules qualfey fesi
relationship with some twenty-sev
companies.

Qwest is in final termination discussions

Additionally, Qwest has terminated seven addic
reasons.

There are currently an additional tiree com i Phase © ook
Phase 2, and two on probation after being s Phase | sl

Independent Audit - Page 10, Second-to-fast islictzed
“Additional Ant-Slamming Procedires to be Lupls
independent audit was perfornied to help develop thi i
were included in this plan. Additional independent ssfits will b




rol over the sales efforts made on:its

Telemarketing partners have been
hourly compensation structure
ffers and perform ongoing t

Direct sales agents have been

“compensation-shifted so-tha
~customer’s ongoing revenue
- sales:that stick for an extended peric

yresult of these actions, the:
ver 78% between August 1999
r'down. S

there are any additional qﬂiést . ns e
~contact Carol Kulinow at (703)




%




Jukeg

99

95 ‘Apr:e9 May-00

Febio9 Mar

#-59;

Y




it







IN THE MATTER OF
COMMUNICATIONS, INC.

(Commission) filed a Motion to Assess Fines and Statutory Penal
Communications, Inc. (Qwest). Staff asked for the imposition of statutory fines: =
recovery of costs and the revocation of Qwest's certificate of authority: should the: Cc)mm;ss deerm
the acts of Qwest sufficient to merit such action. R

On June 16, 2000, an Agreement Regarding: Anu—Slammmg Practices (the:Agre e
filed with the Commission, said Agreement representing-a compromise and setferment
between Qwest and Staff.

The Commission has jurisdiction in this matter by reason of Chapter49-31, SDCL, génerally
and, SDCL 48-31-93, 42-31-94 and 49-31-96, in particular.

Atits duly noticed June 20, 2000, meeting, the Commission considerad whethier
the Agreement. Qwest appeared through its local counsel of record, Robert Riter, Jr. |
Staff recommended its approval.

The Commission unanimously voted to approve the agreement. It is therefore:

ORDERED, that the Commission approves the agreement: and it is

FURTHER ORDERED, that the terms and conditions of the Agreement shall be incorpdrated
into this Order by reference and attached hereto, the same as if it was fully racited harein
as such be fully binding upon the parties to it: and it is

FURTHER ORDERED, that pursuant to the Agreement, the motion of Staff as: dasct&b&ﬁ in
this Order shall be dismissed with prejudice and the docket shall be closed,

Dated at Pierre, South Dakota, this o2& Z:j‘*“ day of June, 2000.

CERTIFICATE OF SERVICE BY ORDER OF THE COMMISSION:
The undersigned hereby certifies that this F

il document has been served today upon alf paities of

JI #ecord in this docket, as listed on the docket service

i tist, by facsimile or by first class mail, in properly

: address;ed@d/opes with charges prepaxd thereon,
o AUlpine Sty

Date: //9?7f/‘769

(OFFICIAL SEAL) -



BEFORE THE
STATE OF SOUTH DAKOTA
PUBLIC UTILITIES €O

~ IN' THE MATTER OF .
" QWEST COMMUNICATIONS CORPORATION

INTRODUCTION
1. This Agreement Regarding Voluntary P
. {"Agreement") is entEfedtiﬁ&cﬂbﬁﬁﬁéﬁnﬁﬁﬁé_gg
" South Dakota Public Utilities Commission and Gwest €
}COfporation ("Owest") .
2. Qwest is a Delaware cgf?ﬁ%ﬁﬁiﬁﬁi%%ﬁﬁsﬁggpyﬂ"h:
of business at 555 17th Street, Denver, Colorado. -
_engaged in the business of selling interstate and iwm
.c@mmercial and residential long distance telecsmmg
service. ,

3. On February 3, 2000 the undersighed seaff |

to Assess Fines and Statutory Penalties, docketed as

and since that time thé:partieSahayawmgﬁ,é&ﬁgxﬁﬁﬁ&%“
the issues raised therein. |

4. It is expressly agreed and understocd that
not admit to any violation of state or federal law,

regulation, wrongdoing, or liability of any kind e

on the part of any of Qwest's officers, directers, asgent
employees, representatives, independent contraviore,
or assigns, nor does this Agreement constitute any
such violations, wrongdoing or liabilicy of any kﬁﬁf@ﬁﬁ
or on the part of any of Qwest'is officere, dirsctors, -

employees, representatives, independent contracters, mazk

i



or assigns. Indeed, Qwest expressly denieg such wrong

5.

the South Dakota Public Utilities Commission in &k

II. QWEST VOLUNTARY ANTI-SLA

Qwest agrees to the following assurances pi

a. OWEST shall not knowingly submit to any
exchange carrier ("LEC"} any preferred
change request unless Qwesgt has toupl:
State of South Dakota and Federal ﬂﬁm&%'
Commission ("FCCY) rules and orders cot
preferred interexchange andjor int
(*PIC") changes, in effect, or &g heves
modified or amended.

b.  Qwest shall require that sach Quest &
and each person involved ﬁﬂ"ﬁﬁé'mﬁﬁg
Qwest's services review Qwagt'e anti-g
policies periodically and affirm that }

understands the Adviscosr

y and will adhe
contents. Quwest will zrequire that sve
representative sign an Acknowledgerent
that he or she has read the Adviscry, i

its contents, and wiil adhere to the pol

described therein. Qwsast shall inforw vhes

representatives that wviolations of thsse o
are grounds for termination.
c. Qwest will maintain a policy that

discovered to have forged & signature dn




of agency {("LOA"™) must be

Qwest shall require that

ﬁ"‘”
i
&
[
i
L1
i3
0
it

.%3

transmit to Qweat the L

shall be rejected. If an LOR pas

system by an independent thivd pavey.

Quwest shall maintain & "stay awayr 1

customers who have sither 1)
being slammed in the past: or {3} e=pe
intent never to purchase [westis 3
shall ensure that consumers added to
remain on it for & winimum of one yesr
Qwest shall institute snforcemers
on internal reporting aud tvacki

monitor distributer perforsancs s

PIC disputes. Inadeguabe perforsance

shall trigger mandatory

monitoring. If performance does noe |
Qwest shall regpond w
measures and, if perforsance cown
unsatisfactory, with terminastion of the

distributor relationehip.




g. Qwest shall reg

disclose aiil isn

vondicions of shig

i. Further, (west re

cartaln ramed

agenty and ¢

which is ate

update o

pursuant to SDCL 49-31-3€ o thke @

Commission of & gum of Tus

($2,500.00), to

proceedings speci

be in lieu of any



acting. The partieg herets

 fair and reasonable, in

,“:%l,

involved, and an appropriats ress

7. The criteria adds

attached o this 4
C. Good Eaieh in at

remedial sctioms witd

telemprketess, all

8.
addregses the
docket, and any other cases I

this agreement becomes effscrive.



Qwest had or may havs
the complair

complaint of
Commission.

00-078, and three g
Telephone Coopsrat
this Agreement is in
settle.ent bserwesn
to the matters spes
‘docket and
that could

matters o

compensat Loy,
pursuant to

cumstomers of §

and request
prejudice the Mot

staff alsc agress

A

proceedings relat
in the “agion

and complets resclu

&



nmission does not d:zsfﬁiﬁﬁ i gg
 {§g?a&'th§t Owest shall be gives .

o the Motion prior te 4

e and effect.

10. Staff of &)

DATE: Loflt /o0
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SLAMMING COMPLIANCE PLAN OF
QWEST COMMUNICATIONS INTERNATIONAL INC.
Qwest Communications International Inc, (“Qwest”) hersby ﬁnbﬁmsthg | 5
following Compliance Plan providing a comprehensive description of (hwest’s polici
procedures to eradicate slamming. This Compliance Plan details Qwesi's curre
tolerance” policies with respect to slamming as well as the ad&zhmiaﬂﬁtmstt i]
bolster those pelicies to ensure full compliance with Section 258 of the m‘m
the Commnission’s rules and orders relating to PIC changes.!
Qwest is fully committedto implementing additional, commercta '

processes if they can assist in eradicating unauthorized PIC changes. In

intensify distributor training and enforcement, and allow Qwest to correst weakne
be discovered in its anti-slamming protections.

In the first section of this Compliance Plan, Qwest briefly outhines its curt

slamming procedures, put in motion to implement Qwest’s “zero tolerance™ policy with reé

to slamming violations. In the second section, Qwest discusses further improvements it i¢

Quwest intends that the additional actions proposed herein be effective fora period
years beginning the release date of any order issued ins this proceeding. |



implementing to strengthen the effectiveness of its zero tolerance policy and ultimately to

eradicate slamming.?

L

As described in Qwest’sRespen531<tg-’thea'Noﬁbe*ﬁfééq:iﬁmﬁfﬁfib '

a zero-tolerance policy for slamming violations. Qwestemploysathwg ]

involved in the marketing of Quwest’s services must review Qiwest’s anti-slam ming poli

outin an Advisory and that he or she understandstheﬁdvxsorymndwmwh

ifying prob
such as incorrect telephone numbers, illegible information: on an LOA, authorization font
wrong person, and “signing someone up just to ‘getthe:sale.™ inaddxtwnﬁhe Advisory ws
that slamming is a very serious problem which will be dealt with severely.

The Advisory instructs sales representatives.onrthe ways in which they can

against inadvertently unauthorized switches, and offers the following recommendations: -

Pk

This Compliance Plan discusses a number of policies and
attempts by unscrupulous sales agents to pass bad orders thr
effectiveness of these policies and procedures may be compromi

disclosure of their precise operation, as it may allow a distribute

protection mechanisms. Accordingly, Qwest has segregated those elements
require confidentiality in a Proprietary Attachment to this Coimipliance Plan, and is
seeking confidential treatment of the attachment.

DCOLSMITMI6197.2 2



. You are strongly encouraged to verify information against eachunew:
customer’s actual telephone bill for each LOA. R

° The person signing the LOA should be a person with authori
behalf of the company or the person whose name appears on
bill. It is essential that the person signing the LOA has auth
long distance carriers.

° NEVER sign someone else’s name on an LOA or any other doct

. Don’'t force a sale that is not there. :

In addition, the Advisory gives the following waming: “Note ‘rlz"at-cﬁi?ldren.r"radmvj‘géié;ﬁ,:}
reveptionists, secretaries and assistants typically do not have the authority fo ch ‘
distance carriers for an individual or a company.”

Every sales representative must sign an Acknowledgetnent confin
she has read the Advisory, understands its contents, and will adheretothepohcx :

therein. Violations of these policies are grounds. for termination-of the sales repres

B.  Order Processing Procedures

-

Qwest has improved its-order processing procedures over the past
improvements provide a better assurance that-each or‘dar'?x’s:éngpar:teﬂj;bytaacdm
LOA, and improve the oppertunity for consumers to detect impx:oﬁ&tzmdfemeéﬂy i

Submission and Scanning of LOAs. Beginning in late Septeriber 19

improved its procedures for receiving and reviewing the LOAs upon ‘

Whereas previously sales representatives (although required to obtai;
did not submit the LOA unless requested, Qwest now requires for every ordcrthatth
representative transmit to Qwest the LOA upon which the sale is based, Aest
reviews each LOA to ensure it is complete and facially valid. Qwest rejects-any LA
apparently invalid or forged signature. If an LOA passes this facial review, it is scanne
Qwest’s computer system by an independent third party. By scanning the LOA, Qwe

visual image of the entire LOA, which enables, upon request, a comparison of the LOA »

DCOL/SMITMIS6197.2 3



other information provided by the customer or regulatory agency. [n addition, the scann
can be searched on several identified data fields. Qwest is exploring ways in-whi
may be used in the future — such as through comparison to independent data— i«
forged signatures or falsified information contained on-an LOA.

This process enables Qwest to weed out the:miost egregious instanc :

handwriting on an LOA. Moreover, the process ensures that Qwest has or ﬁ]ean
order before it is submitted to the LEC to initiate the PIC change. Tt addition, th
Qwest the ability to rapidly retrieve and provide information about the atithorizat
request from a customer or regulatory agency, and possibly will enable more sopk
analyses of LOAs in the future.

Welcome Postcard. Shortly after an order is entered-intor Qwest's system
mails-a welcoming postcard to the customer mformmg her that jt has received dtid isp

the order. The postcard informs the customer that Qwest has teceived au order to-ching

customer’s preferred long distance carrier on the telephone line(s) Hsted. The postear

the customer’s local telephone company shortly will be implementing the change an
-the customer to call the listed toll-free number if she has any questions 3&@&“&50

g

This postcard provides every customer to be switched to Qwest with:

switch is occurring. Qwest uses the postcard as a way to give the customﬁrangpﬁﬁmi
detect an improper order, ideally before the switch occurs, but in any event, before the ¢

receives his or her first bill from Qwest or their local exchange company. By notifying

DOOI/SMITMII6197.2 4



customer promptly after receipt of her order, Qwest hopes to identify any problems at ¢t

i timie when they can be corrected most easily and with the Jea:

impEct on customers.

<

CARE Flags. When Qwest receives from the local exchange companies

répresenting a disputed switch based on an allegation of slamming, it places a 15

telephone number(s) identified. These flags are used to prevent reingtallation

implementing a system of additional flags that accomplishes the same-function faf
potentially unauthorized switches identified by other means. Qwestei

new edit immediately after expiration of its “Year 2000™ moratorium o Qé:ﬁpm&tﬁ te
changes.

C. Enforcement Procedures

Charge-Backs and Disgorgement of Prafits from Slamming, Qwest'sdi

agreements provide the company with an arsenal of weapons it may use when sl

detected. One particularly important weapon is Qwest's ability to eliminate the sconion

incentive for slamming by charging back all commissions and fess assoeiated with
order. When Qwest receives notice of a PIC dispute from the LEC, it immiediate)
distributor involved to investigate and report back px.'i,?:n:xprtlyE tfthuim:ﬁﬁmm il
evidence that the order was supported by a valid LOA or it the-distributor- doesni

within the time period, Qwest will treat the order as an unauthorized switch, €

Qwest automatically will charge back all commissions and fees paid to the distributor
Qwest will continue to scrutinize these unauthorized orders, howsver. I

to charging back commissions, Qwest also is entitled to charge the distributer for-sdn

See the Proprietary Attachment appended hereto.
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and LEC fees imposed, and to assess other penalties if an order i not suppe wd By w5

If a digtributor has fajled to provide evidence of valid suthorization ag de

will require the distributor to investigate the order firther and to report back to Qv
reasonable time identifying the cause of the invalid order and any remedial setion les.
distributor does not take adequate remedial action or fails to provide this repory. (hwe

. assess administrative and LEC fees, and additional penalties as peratitted by its contra

daily), (2) the number of orders and amount of commissions charged
{tracked weekly), and (3) the percentage of PIC disputes and sssociated billing

distributors (tracked weekly). A detailed description of esch report fs providid

distributors, and will be used by Qwest as the basis for sction runging from warnis
termination of problem distributors.

I ADDITIONAL ANTI-SLAMMING Pl

OWEST.

Qwest is dedicated to the continuing improvement of it snt-glam
Effective for the next twa years, Qwest proposes to take the following additionsl s
Targeted Third Party Verification of Sales or Saler Churmels. §
Qwest determines that orders are more susceptible to potential abuse, Qwe ALt wpes
independent third party verification (“TPV™) for these orders. Quest will review its s

4

channels and overall performance from time to time te determine ¢

rpes of oxders or pa

DCOU/SMITM/96197.2 6



sales channels where TPV is appropriate.® Qwest has decided to requios TPV o4

immediately, as set forth in the Proprietary Attachmentto this Complisnce Pliw,

Where Qwest requires verification of orders, il vertfications o

an unaffiliated company, and will be conducted in compliance withhi Comrissh

" forthird party verification of telemarketing orders. All TPV sessions-will be s

. maintained for a period of at least two years.

other marketing problems quickly and to-provide effeétive remiedial setio
enforcement procedures will be based on intemal reporting and tr

to moniter distributor performance. If a distributor’s improper ardery exeeed £ pre
of performance, Qwest immediately will begin remedial procedures, Troadd ot
rdiﬁ’érentzathmsholds to target slamming activity directly. tn order to prevent disteit

“gaming” Qwest’s detection mechanisms, the precise tracking mechuiiaoms emoley

thresholds to be used are described in the Proprietary Attachment totl wy Complia
Inadequate performance initially will trigger mand

moniforing to increase the submission of valid orders.

Queest will tequire the distil
receive follow-up training sessions (at its own expense) focusing on proper sale:

methods to reduce rejected orders.” As necessary to remedy spesific problems,

require the distributor to implement specific changes designed to reduce ite incldimee

Qwest will not inform its distributors in advance of the orders thar will be reaui
undergo TPV, and Qwest will retain the discretion to revise i3 nroce
Qwest will conduct this training at the distributor’s main ffices, andthe
be required to have its own sales representatives present for the follown




orders. In addition, Qwest will require all of the dissibutor’s sales o
and re-sign Qwest’s Anti-Slamming Advisory sad will smguire s En
(discussed infra) on a monthly or weekly basis, a5 necessry under the

I performance does not improve quickly sfierthy
monitoring, Qwest will respond with mote severs emedial Bessune oy
has not improved, with termirnation of the dissibat
monitoring do not produce g higher level of acsestabite sedes
reasonable time after the training,
independently third-party verified prtm isbiisdion i O

the Anti-Slamming Advisory, (3} will require mote Suquest D

impose-additional penalties in frs discretion.
improvement, then, as the third and fnal level of enfosces
The specific time periods for improving diseil
Attachment to this Compliance Plan.
Strengthened Sales Represerosioe Enfimsenent Procedrer, BV

immediately, Qwest will require every sales represenintive nvalvad iy

of Qwest services to periodically review and sign Quens i Simmsing &

require sales representatives to sign the Adwissey 3t lenst srse svw

affirmatively commit each time to follow i policies.
Furthermore, Qwest will apply its zero tolerssse pol
forged LOA. If any individual is discovered 1o have forged & custom

&

require that the offending individual be tenning

See the Proprietary Attschment appended herelo.
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first instance of a forged LOA,; sales representatives will not be given ar opportunity to men

their ways.” Qwest will apply this policy to other egregious violations of FCC
In addition, if in Qwest’s sole discretion, Qwest determines that
_ iéjéél\es.:representative is involved in a significant number nfzmpmgeragiars

ey

warnings to the distributor and require the distributor to report back detiiling diete adiat

actions it took to correct the problem. If problems persist, Quwist will tequire the

o

ent policies forin

representative be reassigned or terminated. Qwest’s curri

sales representatives is described more fully in the Propristaiy Attsckinent tothi
Plan,

-

Qwest will strengthien the

Intensified Pre-Screening of Distributors.

screening measures it employs to ensure that potential distributors sre honest and reputsh

addition to its existing pre-screening, Qwest will require every new disteibiorto d

instances where it has been accused of slamming or other deseptive business practives. ©
will require that all instances be fully disclosed, includingallegation
predecessor companies, the distributors” officers, directors or principals, w&mﬁ@m

which the officers, directors or principals previously or currently sré ussociated. Qwes

disclosures made by a distributor.

In addition, Qwest will place new distributors on probationary status far the fret

90 days. During this time, Qwest will conduct performance reviews to engure the distributos

meets Qwest’s standard of performance. If during this probationury period, the disisbuto

The distributor will be required to certify, within 5 business days of receiv

DCOL/SMITM/96197.2 g




pertormance talls below a pre-set threshold of quality, ther (w

with the distributor. The standards Qwest will apply tn ussessing periormante &
probationary period are described in the Proprietary Attachesent to thic Comp
Periodic “Refresher” Training of Sales Repreventutives. T addit

training sessions, Qwest will mandate routine refreshier trafning courses G e dis

These refresher courses will provide periodic reinforcement of Onvest’s anitislin

including improvements to its procedures implenented Sirce the twitial b

these sessions will cover general sales techniques and will provide ¢ vel

areas of concern that may develop. Each distributos must partisipat

at least annually.

Order Processing. Qwest will slso keep 8 “say-awsy’™ st of
have either (1) complained about being slarmed in the pasts or (2 exprossed the
purchase Qwest’s services. Consumers will
When an order is submitted to Qwest, it will be matehed sgsineit s
enSUIe that consumers on the list are not switched by Qwest. [ howes
because it is on the “stay away™ list, esth}lgwg G
he nevertheless would like Qwest service. Qwest
list and permit a switch only if the customer requests in weiting that Cwes
copy of the first page of his LEC bill in order fo verify authoriza

Independent Audits. Qwest also will annually engage an independent 4

%

conduct an examination of its reporting and data tracking mechanioms snd the enforsen

procedures based upon those reports. This examination shail be supe vised by persie

(...continued) .
Qwest, that the sales representative was terminated.
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‘to'provide public accounting services and shail be ¢

ed in ascordance with e rebevast

standards of the AICPA. Qwest will provide the suditor with fill sceesyto 3l reson

to-conduct the required examination. The independent suditor shall provides

exceptions, if any, noted) in a written report submitted to the Boasd

fe'st-’is new Senior Vice President of Consuier Mark

ets, wihe wil

“slamming initiative, will aversee the implementation of any procedural changes s
aresult of the auditor’s report.

Distributor Self-Audity. Qwestwil

FCC’s rules. Qwest is comunitt

mechanism. .

In the event a distributor promotes the services of o
Qwest will require the distributor to report a1l 4
whose behalf the distributor was scting.
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Communications International Iic., to i m;gz
the attached Slamming thmﬁ ?im
provide additional detail to the atiached p

- CARE flags - Page 5, Last italicized subbesding in Section L B..°
Procedures™ — These flags have ’

- Charoe-Backs* ami Dx&g&rgégim s;gff ]

- Targeted Third-Party Verific
are being third-party verified
mix during a particular we ;
Quwest is implementing & new thied-puarty verii
transfer. This should further incresse the socunse

- Strengthened Distri
result of identifying Mﬁ& : ,;‘i' i ]
re]atxonslnp with some twenty-Seven s
companies.

Quest is in final termination discussions with s

Additionally, Qwest hag &
reasons.

There are curreﬁth* an &dﬁmmﬁ m &

were mcluded in this g}}am Aciémﬁﬁﬁi fenend
months.



Finally, not included in the compliance plan/is an effor
control overthe sales efforts made on ity behalf. Tn:ord

-« Direct sales agents have been reduced'and the rema
compensation shifted so-that a large part of 1
custorner’s ongoing revenue-stream, ing
sales that stick for an-extended -period

Results

by over 78% between August 19
further down. '

Ifthere are'any additional quesmens"regardmgthxs plan rfixmglementaﬁmﬁ §
contact Carol Kuhnow-at (703) 363-3189. -
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