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Sauth Dakota Public Utilities Cumrnisrc;ierrt 
WEEKLY FOLilPOGS 

For the Period of February 3,2000-thrarrgfik Fehmaiy 9, 

if you need a complete copy of a filing faxed, qvern-ight expfess8td, or malt@ tz, m, @kam 
Relaine Kolbo within five business-days or thts fiN&g, 

Phone: 605-7733705 Fax: 605.77%3CSfB%r 

CONSUMER COMPtjAlhit$ 

CTOQ-032 in the Matter of the Complaint filed by Margie ~ e ~ n ,  ~ a t e r t o k S o u ~ 1  
Dakota, against OLS, Inrc. Regarding SvdfCtiZng Tatrrbam 
Sawices Through Deceptive Tactics. 

The Complainant indicates that a telarnarketer identified hirnrel as s fepm%ig1&a'&ie & 
long distance company wanting to combine her biffing. As a rasatt rJf thdtjelt ht? swwt 
switched. The Complainant requests that something be dons so tnir does not &bku;r$-jo 
happen. 

Staff Analyst: Leni Healy 
Staff Attorney: Karen Crerner 
Date Filed: 02/04/00 
Intervention Deadline: NA 

CT00-033 in the Matter of the Complaint filed by Dale HYCgcman 
Dakota, against OLS, Inc. Regarding Swit~hir)g Ts#aeo 
Services Through Deceptive Practices. 

*f he Complainant indicates 
The Complainant 
and penalties. 

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

The Complainant claims she was contacted by a telemaketer switch her icrrg D 
service. The Complainant indicates that she requested icsCamation h ~ ~ i l i n g ~ ~ k i ~ ~  di& mt 
agree to switch service. For a resolution, the Complainant 1:8qwsts that 
closed, ell charges be removed and there be an impositim of 9pPmpririrZ8 5 & ~ %  / 



Staff Analyst: Leni Healy 
Staff Attornby: Karen Cremer 
~at6'Filed: - 02/02/00 
Jnterventioia deadline:, 6\18. 

GT00-035 - in the Matter of the Camplaint Bred by W@ 
' behalf ofqqqx kalls ltockyards Go,, S$@W P*fklis: mm 

~ l n ~ e l - ~ d s i n & s  * -  Systems.~egarciing ~iilaa"q ww9 

sf Autho'fity to Provide Telecornrala;rrtfcatio~ib& ~IW$@I@~ 
Exchange Services, in South Dakota, 

Newpath- Holdings, inc. is seeking' a Certif [Cats of Awth~fily la pfm%a 
facilities-based l~cal~exchatpgq (subject to rural saf~guaf&l &a4f ̂ 

telecommunications servicesin South Dakota, Inith!ly, N~fswP@tI& 
services only. 

Staff Analyst: Keith Senger 
Staff Attorney: Camron Hoseck 

' 54e Filed: 02/03/00 
Intervention Date: 02/25/00 

t 

* , -*T'W@F' , ,  . , z ~ . ,  . * In the Matter of Qwest Communications, !fig$, 

Commission Staff filed a Motion To Asisess Finas end Statutm 1 
Communications, Inc. The basis for this Motion is the number a( 
recently been filed against Qwest Communications, In& whld, @W 
pattern of inadequate service) in South Dakota, of rack!@&& dr 
a disregard for the rights of South Dakota consum@rs, Stat( 
fines and penalties in accordance with SDCL 49-31-93, 4@-31=@4, 
assess costs associated with processing the c~mphinltl~- 



-TCBO-ISq 1 in tihe Matter of tfia Fittrig by a I5 3PdEST 
Intent to file se 27f ~ ~ L ~ W Q R  





BEFORE THE 
STATE OF SOUTH D W T A  

PUBLIC UTILITIES COMMLSSB,ON 

MATTER OF 
CBMI+IUNICATIONS CORPORATION 

INTRODtJC9XON 

1. This Agreement Regarding 

( flAgreernentH ) is entered 

South Dakota Public Utilities 

Corporation ("QwestH) . 
2. Qwest is a Delaware corporation wikh 

of business at 555 17th Street, Denver, colcrrade;. 

engaged in the business of selling interstate 

commercial and residential long distance 

service. 

3 .  On February 3, 2000 the undersigned 9tgf.E 

to Assess Fines and Statutory Penalties, dsck~te 

and since that time the parties 

the issues raised therein. 

4. It is expressly agreed and un 

not admit to any violation of state or federaL Taw, 

regulation, wrongdoing, or liability af any 

on the part of any of Qwest's officers, directors, 

employees, representatives, independent cantsactars, 

or assigns, nor does this Agreement constitute 

such violations, wrongdoing or Liability of any 

or on the part of any of Q w e s t  a off icera, dhs 



Q w e s t  agrees t-o the 

Dakota P u b 1 . i ~  . U t i L l r :  

a. QWEST sha2.1 not ;bo 

S t a t e  of Suwth 

( " P I C " )  changes, 

b. Qwest shalJ 

Qwest's serv 

policies periodica 

understands the Ad 

representat fve 

that he or she has 

its contents, and will 

described there - - 

representatives that violations of 

are grounds for termination. 

c. Qwest will maintain a p o l i ~ y  that 

discovered to have forged a 



PIC df spuSeG8, 

measures an$, 

unsat isbaetegy, 



,- .. - Wsst shnk2 r q z i s e  ever$ new - 

-- 4L s h z m i n g  or oeithtr deceptive 

document as ExBlbit 1, 

settlement, also agrees 

conditions of this plan. 

i. Further, Qwest repra 

Public Utilities 

certain remedial 

agents and telemarketers as contairted 

which is attached ta this daclrtmksnt.. 4+, 

update to Exhibit I. 



d or imposed under 

referonae* 

docket,  and 

t h i s  agreement becomes effacti~a~ 



S t a f f ,  except one of these cases have been se.~tZe&. i i9%@-E&~ cz, 

complainants. One case, namely CT OQ.-$J$2 xeq&&g~g -+ ,%$&e: 

There also exists 

matters specifically 

for any simil3r 

est the Corn 

the Motion 

also agrees not 

proceedings relating t 

in the Motion filed herein, 

and complete resol 



I 

the Commission does not 

hereto agree that Qwest shall he 

writing to the Motion prior to it b&.fXg @C?h&&k&e& f4Zr 

determination at a formal hearingp ah& alsrs Lo 

necessary with evidence and exhibits 

Furthermore, this Agxeement shall 

until it is approv 

utilities commission, and if not aa ad~gteb,~ 

force and effect. 

Commission further 

marketing practices associated wick E C  

complaints or disputes as gxounds f e ~  oppat~i 

certificates, transfer of certlfi~akco ng 

approvals necessary 

distance business in the stare of 

DATE: 415-6701 









improved its proced-ares for receiving ~d rcui&g tb LO& p whkb @- iirs b e s ~ i .  

d i d k t  . . submit the LOA 

representative mnsmit to Q w m  ihe f.+OA upw *high (tUd Bt. -J.W A f@wr.$~ empb jgsr 

reviews each LOA to ensme it ~ t l m p f ~ e  a d  Way fd%44& 

apparenrly invalid or forged s i g a r 8 . J ~ ~  if' 

Qwest's computer system by an k d ~ w i  ih.kd p S y .  B$ &&W&ag ba htrh Wrril eba#k c 

visual image of the entire LOA, which m b b  @ q w F  r G W ~  gf h, %C%% kpi& 



ather information provided by fhe emomer or 

6&~:be..sekrched on several ide 

may be used irn the hture - such as hugfr  corngariwn fa hkpl&%!t &$a - kk @'&2 @ 

fqqg@ signatures. or falsified infbmdsn co~ft&& ~&,fj&~ 

This process 

slamming. By reviewing each LOA submitted, QweJt cpn i&z&& ww W 3-g 

improper .order, such as repetitive 

. . handwriting on an LOA. 

. :, . , 'oI'deir . .  'befare it is .submitte 

Welcome Postcard. Shortly aRn nn at& t. a ~ &  iff& I&wsP'$ t i y ~ ~ ~  QWSZ 
. . 

nails-.a:-welcramizag ,.. . $,. .postc 
. . 

> . .:. ,the &r&r.: The gostcard informs 
. - , * _  

. . ., , - : 

custo~&.~s:preferred long di 
. . 

., - the,customer's local telephone comp 

the customer to call the listed t 
: 

switch i s  occurring. Qwest uses the postcard i s  P, (43 give !$M ~ U Q ( Q ~ ( R  PR i( 

detect an improper order, ideally before the switch aeeur-s, hbi in my Q Y * ~ ~  &+Yen @ $n~&m*f 

a 
receives his or her first bill &om Qwest at the3 c x c h ~ o ~  -pan% 



tu ct15vging back corrunissions, 

. - m y -  

3 See the Proprietaq Attachment appended hereta, 



and LEC fees imposed, arad to assess other penaIties Xan order is nat sup 

If a distributor has failed to provide evidence of valid authorination 

st is dedicated to 

Effectilve for t l ~ e  next two ye 

Q.west deternines that orders 

mmce from time 

K 9  1 &~N?%f/go"-i 97.2 

. , . . 
I ., I . , . . \  , i '.1.-,.--. " 



ere TFV is appropriatd 

7 







pertiomance falls below a pre-set threshaid 

are described in fh 

Periqdic "RejFesher 

these siessiom will cover general sale 

wodd like Qwest se 

List wid permit a switch only if the 

c.op:y of the first page of his LEC 

Independent Audits. 

conduct an examination of its r 

prGcedtucs based upon those reports. 

(. . .continued) 
Qwest, that the sales representative was te-ted. 



e public accounting services .&. s W  .k emme& :h-m 



Communications Intema-ti~d WE, 
the attached SI&g C ~ ~ n g m  
provide additional de& ta the: at&&& phi 

- CAREflags 
Procedures" 

are being third-pait vp! 
mix during a pam'cufaf 
Qwest is impieme 
transfer. IEs should 

- Strengthened D&li'i&wfer 
result of identifjkg 4 
relatiomhip Mfh mme 
comphes* 

Qwest is in Grid termi-natim &w* I&& w iqfa&M9-W$ 

Additionally, Qwest has rennitsflttd wwm 
reasons. 

There are currently an 
Phase 2, and two 

"Additional Ant-SI 
independent audit W ~ S  

months. 













BEFORE THE PUBLIC UTlLlTlES COMMf$SIOM 
OF THE STATE OF SOOTH RIAKCITA 

IN THE MATTER OF QWEIiT ORDER- APPROWpdG 
COMW114NBCAT101\0%, INC. ) AGREEMENT bEG&g~ik~ 

AMTISLAPNCING. 
1 PRAC~CE, bli&qls$@M~ 
1 MOTION AND CLU@INC 
1 DOCKET 
1 Td=OOiQQt 

On February 4, 2000, the Staff (Staff) of the South Dakota Public. Utitities €%@thlssian- 
(Commission) filed a Motion to Assess Fines and Statutory Penalties against -We%t 
Communications, Inc. (Qwest). Staff asked for the imposition of statutaryfirres~arlct psnglties, the 
recovery of costs and the revocation of Qwest's certificate of authority shauld the Cdm&i'sihn d@em 
the acts of Qwest sufficient to merit such action. 

On June 16,2000, an Agreement Regarding Anti-Slamming Practicits, (the Agmebrnent) was 
filed with the Commission, said Agreement representing a compromise afid St&tkmeort at this m@tt~trrtr 
between Qwest and Staff. 

The Commission has jurisdiction in this matter by reason of Chapter 49-32, Sa%Tt, g*fi@hlb 
and, SDCL 49-31-93,49-31-94 and 49-31-96, in particular, 

At its duly noticed June 20,2000, meeting, the Carnmissian consideted whetluar ta hlppmvei 
the Agreement. Qwest appeared through its local counsel of record, Rotrect Ritec, 3r. Comtnf$~isn 
Staff recommended its approval. 

The Commission unanimously voted lo approve the agreement. It is therslora, 

ORDERED, that the Commission approves the agreement; arid it is 

FURTHER ORDERED, that the terms and conditions of the Agmemenf shalt blrs inmrpuntaa 
into this Order by reference and attached hereto, the same as if it was klly mcitecf hcltrmin .rand 
as such be fully binding upon the parties to it; and it is 

FURTHER ORDERED, that pursuant to the Agreement, the mofkn of Staff es des~A$>a& in 
this Order shall be dismissed with prejudice and the docket shaff be closed, 

Dated at Pierre, South Dakota, this d8d  day of June, 2000. 

The undersigned hereby certifies that this 
document has been served today upon all parties of 
record in thls docket, as listed on the docket service 
list, by facsimile or by first class mail, in properly 

(OFFICIAL SEAL) 

11 BY ORDER OF THE COMMISSION; 



R E F O B  %WE SOVF.5;) BKAQTh Pf;;'ugu< 
STATE OF SQUTEf DmQTP, mt.nE$ aj&B$$&f: +< 

PUBLIC UTILXTIES COm3';8810N 

IN THE MATTER OF 
QWEST COMMUNICATIONS CORPORATXOM 

xprrRoarrecrarJ 

1. This Agreement Regaraitkg 

( I1Agreementtf ) is enter& in to  berwe-en 

south Dakota Pub l ic  Utilities 

~ o r p o r a t i o n  ( "Qwest 1 . 
2 .  Qwest is a Delaware C O ~ ~ ~ Q Z & ~ X G E  wt$tk 

of business a t  555 17th Street, Dde;t-ver, CG'~;O%~&Q, 

engaged i n  the business of selling ifit@~&t,&t& an8 i&%g&&%%t@ 

commercial and residential long 

service. 

3 .  On February 3 ,  2000 

to Assess Fines and S t 3 t u E O x - y  P e r i i % x ~ i & ~ ,  

and since t ha t  t i m e  the parties have M E  

the issues raised therein,  

4 .  ~t is expressly agreed and &xs,det@g@a 

not admit t o  any violatlibn af atat=$ ax fad&%&$ 

regu ia t  ion,  wrongdaing , sr 

on t h e  p a r t  of any of Qwestfs officers, 

employees, representatives, i n d ~ e n b g n e  ca&tCraczog$, 

or assigns, nor does this Agreomeat 

such v io la t ions ,  wrongdoing o r  Liability GI Gny 

ox on the  part of any of West ' s  sfei~ers~ ~ & ~ @ c & s P I ,  

employees, r ep re sen t a t i ve s ,  indepmdenr cancrect;aEt@, 



or assigns. Indeed, Qwest expressly denies$ such: 

11. QWEST V O L W A R P  

5 .  Q w e s t  agrees t o  the following Pxsssrurarfic&s 

the  Soutll Dakota P u b l i c  Utilities Commissic)n ghi;si 

a,. QWEST sha l l  not knowingly sthanik ti;O 

exchange carrier I 'rLE@lv ) 

change request unless pwest ha 

State o 

commission ( ltFCCw) mZes 

preferred interexchange 

( "PIC") changes, in effect, sr && 

modified or amended. 

b .  Qwest shall require that each Qgast: 

and each person invaxvcd in th& 

Qwest s services 

policies periodicalfy and &fix% &&a%; 

understands the A d v i s a ~  aby& %$,I1 

cantents, Qfnrest wdL4 

representmive s ign an Sickas 

t h a t  he or @be has read &ha 

its contents, and will adhere t~ ghg 

described therein. (Iwest shall ir.far~ 

representatives th&t uia&&ef am 6f 

are grounds far texmdnaCr~a, 

c. -st will maintain e pelicy t k t  any 

discovered to have lorged a %ignartt;tn 



d. Q w e s t  s h a l l  reqdire 

transmit to Qwrsse 

an LOA is used, as 

Qwest employee shall 

to ensure k t  

, . 

. . 

P I C  disputes. 

Qwest shall 

measures an&, if 

sns a t i sf a ec am, wit;& & , ~ . ~ & f i ~ g , & p , ~  &f .@:hg 

dis t s ibu t .o r  re&&*' b &@s"5;@hkp-, 

3 



,-Jisc-ose &;l.,s k ,g - y ;%%~@jg~  L a i  t; .I L- ... , .w@.&y& +,,,u, $ 

corn miss la^ sf a%% 

($2,5fJo.ooj  , ", ~ ~ ~ ~ , q & + ~ . ~ ~  14 ihr. .a- pke%:, )a,** . e!s,,$: ~ . ' ; - . . . L A , , J , ; .  a$$e&Lg 

be in l i e u  of any gggPb%..g :f.n@gi . ag . i .  -+~ .~ . ;~~~ . +& ,,,,. 

4 



auk-horized or iinposad aqdes gms ~ , g m ~ , ~ - ~ $ i i g ,  

49--31-94, 49-31-95 an& 49-33,.:36, 

under .. . which the  &a&h 

a c t  i n g  . The parkies h&.zp$a f i ; ~ & ~ ~  

fair and reaso_n&l,e, g 

inyolved, 2nd an ~ ~ ~ ~ ~ ~ p $  ses w ~ ~ i m - ; p  ~~4r;s i~.-ri 

"Lol lows  : 

A .  Size  ag the ca%p&ay. @west ps~a: 

s t o c P h s ' l & ~ & ~  &*it$* $f: gggpg 

're'" Q'kk"@@t ' @ g$&i@f& : $9 f gj&p&&g 

ateaitbcd e b  C h i &  $@68@&&g m 

aetacbad 

addresses t h e  cases @@@~.if;eal?y FL&& :pl 

docket, asd any Z-C&@F 

t h i s  agreexent Secomorr %fl@sg&ua, 









, . 

S ~ p i l m m ~  C O ~ U A N G ] ~  
QWEST C B ~ C A ~ O N S  ~ ~ ~ o g & i & [ e : ~  

(%west proposes sub 

exceed those requixed 

fw wer -and.:above proce 

strengthen the safeguards in place 

igteasify distributor training and 

be discovered in its a n t i - s l d g  protections, 

In the first section of this 

s l w g  procedures, put in motion f 

to slamming violations. In the secon 



implementing to strengthen the effectiveness of its %era tolerance pc3lie:y ruzd Uthafery ta 

eradicate slarnminga2 

I. OWEST'S CURRENT POLICIES AWD PROCEDURES '(jTrT?X RESPECT TO 
S L r n G .  

csntxaU.&g ~ s ~ ~ g  - 

proced~es.,designed to 

,nmr~t si;&cant aspects of each element are-;discrrs.$ed bdow. 

.A. Rules of .Fait: Dea1in~:an.d. ..Hones* 

AntiSIamming Advisory. 

wang person, and "signing 

that sl-g is a vrery serious problem which will be deslt vvi& stvad1;1i', 

against inadvertently unauthorized switches, 



In addition, the Adviso 

d'rjtr'rr~ce carriers for an individual or Q company." 

improvements provide a 

LOA, and improve the opp~*ty 

improved its procedures for receiving 

%Oieaas previously sales representatives 

did nor submit the LQA unless requested, 

representative transmit to Qwest thehe LOA 

reviews each LOA to ensure it is complete 

d~p@entiy invalid or forged signatuse. If an 

Qwest" computer system by an independent third pw, 

%!ism1 image of the entire LOA, which enables, 

3 



other infarmation provided by the customer or regdatory agency, 

can be searched on several identified data fields. 

may be used in the fnture - such as through comparison h 

forged signawes or falsified information contained on m ]C,OA. 

This process enables Qwest to weed out the mast egjir!gi~ 

slamnliag. By reviewing each LQA 

hanctrvriting on an LOA. More 

order before it is submi.tted to .the LEC to initiate the P3C change. 

Qwest fhk: ability ta rapidly 

request fiow a customer or re 

malyses of LOAs in the m e .  

Welcome Postcard, Shortly after ul order 

mails a welcoming postcard to the customer inLo 

the order. The postcard informs the customer that Qwest hasreceive 

customer's prefencd long distance carrier on the telephone ha[s) listed, The gas 

the cimtorner's local telephone company shortly will bc implcmmtkg the ch 

the customer to call the listed toll-fiee number 

This postcard provides every customer to be switehed$cr Qwest 

switch is occurring. Qwest uses the postcatd a.5 a way 

detect an isnproper order, ideally before the switch occurs, but in: my eventZ 

receives his or her h t  bill from Qwest or their l o ~ d  exchgt? c 



customer prsmpiAy after receipt of her order, Qw- hopes to identi@ my pmblem a h +hE- 

in time when they can be correaed most ea.si.ly and with tfie lease. *wlaa 

CARE Flags. When Qwast rec 

~eprese-g a disputed switch based on an allegaion rr.f slam& 

telephone numbez(s) i d m a e d  Th 

the same customer after an allegation o f  aun unauxhorir;e$. &tc&, 

p~tentidly unauthorized Switches identified by other 

new edit immediately after expiration of its ' 

~hanges, 

C. Enforcement Brocedwres 

Charge-Backr and Disgorgement offio3fits$om Slmhg 

agreements provide the 

dietected. One particularly 

incentive for sl-g by char 

order. When Qwest receives n 

distributor involved to investig 

evidence that the order was s 

avithin the time period, Qwest will treat the ordm 

Qwesr automatically will charge b 

Qwest will continue to scrutinize these unamSt&ed orders, h ~ w ; = v e ~ ~  !a ftpdifitiaa 

to charging back co.mmissiom, @vest dso is 

-- 
3 See the Proprietary Attachment appended hereto.. 



and LEC fees imposed, and to assess 

If a distributor has fail 

will require the distributar to inve 

reasonable time identifying the caw 

r does not take adequate remedid adoa ar &ils ~6 pdddh @&& 

e and LEC fees, and adm~n8Lj @g 

Reporting and Trackirtg. Qw 

reports that track distributor perf0 

txack, by distributor, ( 

daily), (2) the number 

(backed weekly), and (3) the percentage digue~g 

distributors (tracked weekly). A debited 

distributors, and will be used by 

termination of probIem distributors. 

Targeted Third Party 

Qwcst determines that orders are more s~ceptibk tr, patat&$ a 

independent third party veridic 

channels and overdl performance from lki 



sales -clxmnels where TPV is appropri 

.o?lier :marketing problems quickly add t&prt~&ztlt: tft'&&*~; 

of perfomance, Qwest immediately wilI be& remedid ftrocedured. Fxa &iric?~r, @xst Me 

"gaming" Qwest's detection mech 

threshokki to be wed are 

Inadequate performance %tidy MIX 

monitoring to inaezse the submissicrn of vdid ordtts, 

receive follow-up training sessions (at its o m  eX 

methods to reduce rejected orders.' As necessnry ro nmcihjs~z$ 

require the distributor to implement specific ~ h a g e ~  des;i@exb t@ &g 

4 Qwest will not inform 
mdergo TPV, md Qrv 

S Qwest will conduct fhis tr&g at &t: di&b@~r*~ ~egcs, &g 
be required to have its sales repnsatffth mmt fa ttr+ f e l h + ~ p  



orders. In addidon, Qwes~ wig ~~ r%itS @f%k 

and re-sign 

(discussed inpa) on a 

If performance does cot hpmo quii;;kJy &kg &S g&&g& && .., 

The specific time p e r i d  far b p a v b g  &st~$b@m + S$ e+& T% &+~Fw%&F 

forged LOA, If m y  hdi~d 

require that the offendiag indi%je;i;& k 

See the Proprietary A W ~ h m t  n 



first instance of a forged LOA; sales representatives will n m l ~  @vs?%l t i ~  

their ways.' Qwest will apply this policy to other egregious violations sf FCC rule as &ey m a y  

arise. 

In addition, if in Qwest's sole d i s d o n ,  wt & ~~ && 

sales representative is involved in a s i ~ c a n t  n ~ k t  af i m p ~ ~ g e r ~ & @ ~  Q+i&i$e km 

wa-gs to the distributor and reqtnire the distributor tts grot€ b& d t  

actions it took to coned the problem. Ifproblcms paskg W t&@@% h& &-stfa 

representative be reassigned or temktited. c-pofjs& f@ &@a s@&gt * 

sales zcpresmtatives is described more in the Px~pri@t&y en% w this C B ~ ~ W Q  

Plan. 

~ntemifed PreScreening ofl)istr$ufof.s. Qrwik wig om@- thr 

screening measures it employs to ensme that patmtisl  OR rn a&. mwhG B 
addition to its existing pre-screening, Qwocst Will mg,&c new dis*"$aar w-&f&g~ %ik 

instances where it has been accused of s k ~ ~ & g  QY ~ t h n  d e s a p ~ ~  b~itr;~gs pn&~u. e w %  

will require that all instances be fully disclosed, hdwiing dlegniau made eiprinrr iiBlia&i;rj, 

predecessor companies, the dktribut~rs' officers, dka- or m~&;gl.X%+ a d  no).. ~dr"x~p&d v%& 

which the officers, directors or principals prt&~~ly ~lmmt& w&&'r:td, wgt d l l  

immediately terminate a distributor contract WOU dixavtzy  PRY irn~ucculi~c at beactrmplete 

disclosures made by a distributor. 

In addition, Qwest will place new distributors on ptaadonary nam fat cbe Ftnr 

40 days. During this h e ,  Qwest will condwt pe&ammce r ~ h  ia awfs b &&bat 

meets Qwost's standard of performace. If during tfiis pmbaliom *dE &c dwg-', 

The distributor will be reqldnd mdfy, within 5 businas dsp ~f ncdvkg ~ & a @  fmm 
t 



with the distributor. The stan* west wig i"l'ppEy waw 
probationary period are described in &e Prgprietiwy A 

Periodic "Rqfi.esher " 2Yahin-g esfSSgf& g d p ~ ~ ~ ~ ~ ~ ~ -  & em9 g& 

tr-g sessions, w e s t  will ?nan&tc: routine f'e&&Bm 

Bese refresher courses wiU provide pe6a$ic ---@if- 

including improvemenB to its prwxhms hpf-4 $be&@ &@& 

these sessions will cover general s a l ~  tedndqu~s and will pmt$&o m* 

areas of concern that may develop. Each dimibtltot m u  @~c@iate in &* ~ * ~ i g  w-3 

at least annually. 

have ejither (I) complained h u t  being $1 

purchase Qwest's services. ~ o m ~ m a  -8k && r&% db$i 

When an order is submitted to il v&@ bi 

ensure that consuers on the iist Mlt SRiitOhCd by f&+- ft  

because it is on the "stay away" li& wifl give rht E 

I he nevertheless would tike Qwen service. Qaut wig maw ttvc c v w r  & stay ~ ~ ~ f i  

list and permit a switch only ifthe cwtcrmn niq 

copy of the first page of his LEC biU in order to "v&& 

Independent Adits. &a will m W y  qngge a b d  

conduct an examhation of its reportkg sad da& airckiDg .&%d @&k~4%4m 

procedures based upon thosr: repats. This t~(&td~m uf & %d k y 1 ~ m @  

(. . .calxttinued) 
Qwest, that the sales representarivc was t-gtgdl 



to provide public accounting s e d w  sad; sfr-lri% b c 

standards of the AICPA. west: wi3 p&dt= && % ~ G Z  %@$&I @& !i&%&% & 

to conduct the required examhatiom The &i 

exceptions, if any, noted) in a vt L W W  &4 

a result of the auditor's 

Di&i.Ijutor SeIfiiQu&t;uL C&W &f 

least a q m e r i y  basis, tbe r d t s  6f tm 

will require distributors to c@ that they m &he&tkg @ the , a c A B 4 i u  .. A&&Q. & tv 

FCC's d e s .  west is c o d  $0 r&hg sktlZ&i%.lif &R~M@ i@gt ~ig-igkl~ kWbk 

mechanism. $ +  

1__UI 

8 In the event a distzib~;fetr 
Qwesr a41 q u ' u e  E;f3L-& 
whase behalf the tl.irstribrrt~lr %W 



This infiomtion is 
Conrmunications 
the attached Sl&g 
provide additionid d& t6 sfrc 

- Cd4REjlags - Page 5, Lait idk% s-g & %&* f_ 8.. $%X&F,X~ 

@ &@= 
Slamming Procedures fa be b p  

are being t h b d w p r u ~ g f i i  v 

west is hpIpm&g 

Additionally, WcfS h 
reasam. 

There are cmmt 
Phase 2. md WB 



Findly, not included in the compliance plank an && by @vest iO h - e :  &s$ 
control over -the sales efforts made on its behalf. In oxdigto da this 

- Telemaiketing partners have been Med-from a per sale w & x " c l a d s ~ ~ 1 &  m 
hourly compensation structure! where Q-aestpasonngl can d&pxm@ae a 
offers and perform angoingtmhing and quality m0rl6t0lcinL ' . 

- a Direct sales agents have been reduced and the rem&gei&&@'k~t':~ && 
compensation shifted so that a large part ofthd coqp~tlsadofi B banCd upcM a 
customer's ongoing revenue stream, incentingthem?to ensag thm they bkvkqwity 
sales that stick for an extended period of b e .  

Results 
.4s a result of these actions, the voliune of PIC disputes on aqsl:tio& basis b s s b ~ d  
by over 78% between August 1999 and ~ a n ~ R e b r ~ y ~ O ' d 0  &dis-tmzdiag eutn 
fuaher down. 

If there are any additional questions regardingthis plm or impiemmaago~ ~ W t ~ l l m e  
contact Carol Kuhnow at (703) 363 -3 1 89. 
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