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Legal Department 
Lisa S. Foshee 
General Attorney 

BellSouth Telecommunications. Inc. 
IS0 South Monroe Street 
Room 400 
Tallahassee, Florida 32301 
(404) 335-0754 

October 9.2001 

VIA E-MAIL AND FEDERAL EXPRESS 
Mr. Matthew Feil 
Florida Digital Network, Inc. 
390 North Orange Avenue 
Orlando, Florida 32801 

k s  4lKlmhM 0 (Section 271) _. 
Dear Mr. Feil: 

Enclosed is BellSouth Telecommunications, Inc.’s Supplemental Response to 
Florida Digital Network, Inc.’s First Request for Production of Documents, 
Item No. 1. 

Sinnerely , b 

L 
Enclosures 

cc: All Parties of Record 
Marshall M. Criser 111 
Fred J. McCallum 

NO. 
COMPANY I 
WITNESS: I 

DATE: ,n\n I 
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@ BELLSOUTH" 
Small Business Services 

SBS Winback Program 
May 30,2001 

Don Livingston, Senior Director Marketing 
Brent Mlott, Director Marketing 

)u 
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@ SELLSOUTH* 
Small Business Services Winback Executive Summary 

CUSTOMER INTEREST GROWING 

REGULATORY SUPPORT 

WINBACK OFFER 

Unstimulated winbacks continue to rise month over month. (Poor customer experience 8 CLEC instability) 
Customers are recognizing the value of BellSouth’s service and network reliability. 

Current offer effective Jan. 15,2001 - July 13,2001 
Currently, no winback offers are approved in South Carolina and Tennessee due to CLEC intervention. 
Regulatory support is needed to ensure the next winback offer is filed on time. 
We are anticipating further intervention during June & July once the tariffs for the next winback offer are filed. 

Customers unwilling to make contract commitment, pay full tariff. 
Full Circle Offer a (10% - 20% discount offering I Jan 15 - present) has proven attractive enough to drive significant 

Next round - 2 offers - inbound channel -low discount, all channels - higher discount. 
winback activity. 

CHANNEL CAPABILITY CONTINUES TO RAMP-UP 

ORDER ENTRY 
Recent gains in productivity 

Prior to 2001, our channels had limited toolsllists and no offer. 
Today - all channels are being utilized. 
Today marketing provides significant support - lists, offers, job aids 
Additional outbound channel capacity required to attack market. . 

Customer carenrapper Center process is critical to wide-scale winback deployment in SBS. 
A cross functional ream (PCU/Customer Carenrapper Center) has been formed to help identify process 

improvements. 

PRNATE: Not for Use or Dlsclorun oublde BellSouth except under WrIUen Apmement May 9,2001 10/8/2001 7:37AM 
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@B€LLSOlmr" 
Small Business Services 

I 
I I $  I 

SBS Win Back Omortunitv 

233361 

SBS Win Back Opportunity 

$ 176.420.91 6.00 
$ 
$ 
$ 
$ 
$ 
$ 
$ 

State I Opportunity I Annual $ Value 
AL I I $  

Demand Win Back since 1/1/01 IOl/Ol thru 04/01 
I 

- Full Circle' Win Back 

2125 

- 

'Cumulative Line Loss: 1/99 - 3/01 
*$ Value uses a $63.00 loaded line rate 
*Demand Win Back since 1/01/01 
'Full Circle win backs 1/15/01 - 5/4/01 
Line loss Data: Total Mkt Competitive Movement Report DecOO and Mar01 

Winback from the last 2 years represents a $3 Billion Market. 

Q 
May 9.2001 l0i8i2001737AM PRIVATE: Not for Use or Dlsclorun outrlde BellSouth except undermlnsn Agreement 



@ BELLSOUTH* 
Small Business Services Full Circle Winback Offer -Results 

__ ___- __- -_ 

1999 -2001 Win Backs 
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Welcome Back1 : WIYOO - 9(13/01 
FL. GA. KY. LA. MS 
Full Circle: I/lYOl - 7/13/01 

1 
May 9,2001 I018/2001 731 AM PRIVATE: NM for Uae or Disclosure ouhlda BellSouth except under written Aprnmsnt 
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Win Backs Target % of Target 
FL 3510- .,1210 290% 
GA 

~ 

Small Business Services Full Circle Winback Offer- Results 

January - May 18,2001 

Geographic State View 

AL 
LA 
MS 
KY 
NC 
NEW 
TOTAL 

- 

Channel View 

Channel Stimulated Win Backs 
SBTC 5237 
Agent 2135 

691 BSC/AMC/TELESales/Pm 
184 3RD Party 

) 

I TOTAL 8247 I 

Contract Mix 

Term WinBacks % Distribution 
18 Month 0% 
24 Month 950 12% 
36 Month 7297 88% 

8247 100% 

May 9.2001 10lEi2001 231 AM PRNATE: Not for Use or Dlulowre outrlde BellSouth except under milten Agreement 



KY I; 

74 0 74 
0 1-3 

TdaSdes~Piu Cu 7 0 7 0% 
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@ BELLSOUTH’ 
Small Business Services 

Dial Up Standard Plan 
(19.95) 
s n  re  

Dial Up $99.00 

Full Circle Winback Offer 

months months months 
~~ 

1124 .OD ticupan $124.00 mupan 

Full Circle Winback through 7/13/01 

web Hosting Ease rlan site 
Eullder Catalog 

($34.95) 

SES Markdng launched Ful Ckda Winback in seven states of EdlSoulh’s nine state region. The promotion Is available to customers that have I& EdlSouth 
within the last2 years and would like to retum. By signing a term agreement of 18.24 or 36 months. the customer is eligible f w  discounts of 10% - 20% off 
their monthly total billed revenue. In order to be dlgible for the pmmotion. the CUStOmdS monthly total billed revenue must be belwaen $70 and $12,500. 

Bate Offer 

Waiver of tee tor 3 waiver 01 tee tor 6 
months months months 

Waiver ot fee tor 12 

Promotional Waiver 
Customers retuming to EdlSouth will receive a waiver of all line connection charges (1FBs. trunks and iineS equlvalents). 

web Hosting t lasc r lan Shared 
Web Hosting 

($29.95) 

Supplemental Offer 

walver ot tee tor 3 waiver of tee for 6 
monlhs months months 

Waiver of tee tor 12 

, . .. . rroauct :C .. +.+.I ;_. . 18 Y Ontn. .. ._I . Z ~ H  ontn., .. .. I:...: 36 Montn A I  
. .  

MID ?.G$KM I I W  aiver 01 tee tor 6 i w aiver of tee lor 12 I W aiver 01 tee tor 12 

. . AL. FL. GA. KY. LA. hb9 January 15,2001 -July 13,2001 
N C  January 23.2001 - July 13.2001 
SC.TNTED 

May 9,2001 10/8RCWJI 7:37AM PRIVATE: Not for Use or Dlrctorurs wblds BellSoulh sxwpt under mllten Agreement 1 
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Monthly Bell%ulh Total Billed 0 Eighteen (18) 
Rovenuo' Month Term 

@I BELLSOUTH" 

U Twenty Fovr (24) 0 Thirty Six (36) 
Month Term Month Term 

. .  . 

2. For each month during which this election Is In offoct. Subscribor Will receive ths discount associated wih 
Subscriber's lotal billed BellSouth revenue (as defined In the applicable BellSouth tariffs) for that particular month 
in each state as approved by appropriate regulatory authority. If Subscribefs total billed BellSouth revenue (as 
defined In tho applicable BellSouth tariffs) falls below the mlnlmum revenue per monm, discounts wiu not be 
applied for lhat customer. The applied discounts will appear ah a credit In the Other Charges and Credits (OCbC) 
secUon of the Subscriber3 bdl. AI business loul scrvia will continue aflor the Eloclion term has oxpired. after 
Which Subscriber agrees to pay full tariffed chaqor. 

Subscriber may renew mis eieclion agreemenl for anolher term, under the same Lemu and cendilions, by 
providing BellSouIh with wrinen notice of its intenl lo do so vrllhin 30 days p?br lo the expiration of the initial term 
d (his elecbvn. 

In the even1 Subscriber discontinucr burincss local scrviw with BellSouth prfor ta tho expiration of the term. 
Subffirihr shall pay to BailSouth the amount of discounted charom for iw local smiccs that the Subsuiber had 
received as a result of Subsuibeh participation in the Propram. Subscriber is responslble for repayment of all 
discounls received assoclatcd with this Election. in addition to the relmbumement of the diswunlb. tennlnation 
Itability charges for individual 6ervims may apply. 
In Ihe even1 Subscriber changes service locations for business local service. Subrchber shall notify the Small 
Business SCMCCS Eilllng Manager at 1477-880371 1 to.advise of Ihe change In service location. 

In lhe event Subscriber is sw'tchod without authollzalion by another carrier for business local service, Subsellbet 
must call h e  Small Business Setvices Bllling Manager a1 1-877-880-3711 lo Continut the Program once lhc 
impmperiy switchod acwvnt has been returned b BeliSoulh. 

This Election is subject to and controlled by tho provisions of BellSouth's lawfully filed tarlffs. includlw any 
changos therein as may be made from time to time. Other restrictions may apply pursuant to the tariffs. 

3. 

4. 

5. 

6. 

7. 

SUBSCRIBER: 
(Bunlnoss Name) 

By: 
(Signature) 

Prlnt Name 

ThlS 

(Burinmrr Addrass) 

CitylState 

(Buainew Telsphone Number) 

(Additional Buslness Telephone Number(s)) 

Rcprcscntriive 

Tdepbonc U for Questlous 
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hfnnthly YBR 18 Montht 

~ 

h 

24 Mouths 36 Months 

Ovcrvlew Full Circle Versus 2001-2002 Win Back 

Effectivc Julv 16.2001 -July 15,2002 

~ 

& *Web Hosciug - call dot net hcip line - cannot 
go odinctoregister-Call 877-511-8160-iFnor-~illnor 
releare prom cudc 

Description 
2001-2002 
Program 

- 

Purpuuc: Win Beck and retain eustoniers for DellS6uth ehrt~&fr. 
Curtomerr sxvc 10% - 25% off monthly bill based on temi agreement and munlhly TBR. 
Waiver on line sunmction chargcs omciared with scmicc ordcrs issued bctwem 7/16/01 - 
7/15/02 - Intsmcl offcry. 

a Enrollment qualification period - 

Avnllable io former BcllSouth business custoltyrs. 
Monthly BSTrrvcnuc for subscriber's locstiun must be $70 - S12,SOO. 
Subxnbcr's location must be served out ofan clipiblc w i ~ c  center. 
Subtsnbcr " u t  sign a 24 or 36-nlonlh apscmcnt to receive the dissounrs. 

0 . July 16.2W1 -July 15,2002 : FL. KY. NC, TN 
July 20.2001 - M y  lS, 2002 : CIA, Ih, MS 

Note: **For FieIISouth FASIACCESS DST. offef-Cus(bmcr 
must purchase tlic roiiter PI 5400. uthcr charpcs include 
Ac~ivntion-fSO 00, InsraIlxion-S199.95 
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@I BELLSOUTH' 
Small Business Services 

No CAMs &ailable 
Only initial training 

prwided 
Post Sales order Entry: Sent to 
RPAC. 

Taespeclrum paid hourly rate plus 
$25 per winback 

then to theTrapper 

Current Channel Utilization for Winback 

ongoing 

Post Sales Order Entry: Sent to 
Care 

training and offer help 

then to the Trapper 

ZQ incentive IS $50 in nravo pints 
for every winback. 

)bjectlve 

'OCUS 

irrategy 

5?"i 

ieller 
ncentive 

. . : \ ,  . ,  , . .  i . , .  . . , ,  ..;, ., . . :. .', . inbound i;. 'I( .. ' ' . 

Program Objedive is 4898"'-' "' 

winback mnlracls. As of 4/16. 
channel has achleved 3042 
contracts (62% of volume). 

Focus: All customers, all 
geographies who want to mme 
back to BellSouth. . 

I nis channd is to handle all 
mmpelilive inbound winback 
requests. 
Caliino lists have been Dmided to 

Training: OngOlng 
List Provided: Yes 
List Size: Not provided 
Scored List: no capability to use 
score 
Numb of Reps: ail 600 reps 

SaleslGompetitive Support: 

Post Sales Order Entry: Sent to 
RPAC 

CAMs available for ongoing 
training and escalation 

then to the Trapper 

32D per mntracl 

Focus: Customers who lefl 
BellSouth 

Focus: Customers who left 

Channel provides disposition 
information after each month to 
help create a dalabase smred for 
improved calling. 

1 Saies/competitive support: 
Saies/hpetitive Swwrt: CAMs wailablefor 

. .  

Age 
000 

month. The Channel is fight on 
Ira& wiul this aggessive number 
for Me last 2 months. 

Foafi: Customers who left 
BellSouth 
2 years ago or more, Tiers 4 and 
4T. who bill over $150 per mo. 

Proactively call all targeted 
customers from the lists provided 
by Marketing. 

Channel provides disposition 
information after each month to 
help create a database scored foi 
improved calling. 
I iming: vngoing 
List Provided: Yes 
List Size: 84,000 currently 
Smred List: Not Yet 
Numb of k s :  20 reos at PRG 
and another'agent ' 

Sales/Campelitive Support: 
No CAMS available, 
Only initial training 

provided 
Post Sales Order Entry: Sent 

then to the Trapper 

Agents g a  per line or ( 
per customer). This is funded via 
'normal. agent mmpensation . 

1 May9.2001 10/8/2001737AM PRIVATE: Not for Use or DIsCIosufe ouhlde BellSouth except under wlmn Agreement 
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CPv.ntr 
h wiis difhult to inkc ai pdcci comparison between I l s  two channels for avarice of reasons: . Tbc Winhack numbers for OB'IM are not cnmyletr. sin= the program was cunrrllcd pcma~~rely duc to le@ issues. 

nu: data ahove only repnsrmrs lO.Oo0 CUSOIWTS being called. ll~c original list wis 49.000 customer$. It is klicvsd 
IM had ORTM complckd thk wiling. LIE cloox rate would have risen IO arwnd 5% 
COIItatt rate and cuntacl pmdmiion ncrc no1 trackeil/mrnrged in the Dlstribtltion cbmhel. 
Thc con per contract in the Dixtribution ch:hanntl is an average since Agcnts werc paid dklXrcntly for 24 and 36- 
moiith " a c t s  There is no brmkdowil on what was spent for each. 
For the Distribbtiw chmnd, the contact ratc wax bchg tracked but was not rrporicd weekly. Thc Dinribution 
chymcl will not rclcacc the conticts nude due Io the 1cg;lVpSC isms sonounding the shutdown of' the progmm Thc 
cog ofconlrilar is hased upon chic ilmowl spcnt on the propdm chrougli Awl. 

OR'I'M has nut run a rm"on p m p  rumparable to the KEY initiatht thc Distribution channel ran. Connect 
dc Grow was as close 3 Cvn1pariSon tha~ m codd find and the rcsults could nor bc q u a a d  in this formar 

- - 
* 

* 

&v learnin= 
Thcrc urrc sevcml relwm findings whcn winback prugams were comparcd across channels: . PiSributiou chaunel wa\ mncb murc cflectivc i t  ddvinp alabn&s thin thc OBI31 cbannd (BY0 VI 2% ConIracI 

pcnarrtiuu on list). Ilowcver. it is believcd that if Lhe O D M  pmgm w i ~ s  not w e l l e d  prcmanucly nnd 111 
CuStOIicrs on thc ORTM lin Wrc calltd, the cmihaapc.ncmlion fo; OBTM muld haye cnhed up bcinghigk l l k r  2%. 
Dirtribution channel was more efficient than t k  OBTM channel (5123 VL SUllcontrvct). Thisls probably 
bculuw he Agcnts WCR paid on a pay per d c  hsis  and Uu OBTM ciuuxl includcd an hourly mtc cl!arge ($24 per 
hour). Again, II should he iiotcd thar ir in fan the OBTM p l o w  was not urncellcd prcmaturcly and comacl 
pcncbadm was lugha, the custlconir,Ict u"dd probably be lower itm 5231. 
OBThf dues n hettrr jub of trnckinu msultr thiu the Distribstion cbmneL OBTM can prwide daily backhgnnd 
=If-reponed %Des msult~ &fly. Official slrlcs results car1 k provided monthly. Disltibution Iracking is hdring in many 
arms. 

. 

1 of2 
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Recommendation 

1) setting clwr eipecrauons before p r o p b e g i n s ,  
2) dcvcloping and enrorcing CnntrmL Ih31 h3ve clear reponing standards, 
3) wining agncmcnt on caU dispositions and when file@) should be delivered 
4) setting visits to plners mnning programs lo gain a bdtu undcrstimding of h i r  opcrdtions. 

With 1112 limited scopc ofthis aFlllyck, it mny be premature to discount the cffcftivmrr ofthe ORTM ChanmL Thus 
we rlrould CtJnlIniw tu Irvcracc the 0B"M chnnncl Tor wlnbnc.k:kr. However. tp imu rove ~erfoimancc. n e  nctd io. 

I) develop conlinuily M'th vendor and rerain the satllt hfps pn lhs probnam so r~t~ahkg a d  m p  up will not bc irsucr 
2) XIWVC IO a pay-per-sale Incentive nude1 ns WPI sucocssful for the Djarbwim dmuiel 
3) plan dtc visits with operatious and narkcling t a m  to jump san program and prWick necessary support 
4) Find additional ~tzoutrc$ to pto%ess the Parge volunic of winback wnWis c-cd wirh increase pcncuation 

pcxt Stem 
lJpn your ilpproval and the continuance ofthc winhack d i n g  program we will impkmml the proposed rccommcndationc. 

2of2 
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@ BELLSOUTH* 
Small Business Services Winback Post Sales Issues and Next Steps 
Channel Capability Dependency 

Action item 

calegories (simple or complex)whlch win (hen be sent to one 
01 two groups in Ihe Trapper Center 
RPAC lor simple orders. which sewn the inbound channel 
Melaire Customer Care for complex order. serving 
Agents and BSC 

B. Secure accurate cuslomer lniormation phone number. 
network circuit ID, etc) from CLECs. p io r  lo giving the order 
lo the Trapper Center. 

L;. Move Order entry processing out ot the I rapper 

U. Keduce clarilication time belween retail unils and CLtG S BY 
having one group do the contact Instead of three. thus 
speeding up cycle time. 

E. IVOVlde system-access lo C%CUll IU look Up IO KPAC and 
Customer Care. lhus speeding up cycle time. 

I-. MOdily regulatory requiremenl 10 lorce LLCL s 10 provide: 
specilic data. by specific dates or be subject to PSC 
penalties. 

ti. Uevelop a winback business case to secure resources IO 
support winback volume. 

OWner - 
Rolzapfei. 
Hayes 

Goalrev, 
PCU 

Raves. 
Care 

Godlrey 

Godtrey 

Godlrey 

Godfrey. 
Dickle 

Resultslstatus 

A. tstabllshed a single poinlol contact. By Standardizing pro@ 
managamenl h Issue rasolutlons functions. cycle limes have 
somewhal improved. 
Current Cycle Timer 
-RPAC lime + Trapper time = 13- 20 days 
-Customer Care time + Trapper lime = 13-45 days 

B. A cross-CuU 1 eam (PL;UlL Uflomer carer 1 rapper Clr) has been 
formed to identify major delays In the current order entry 
process. The biggest lmprovemenl In cycle lime. can be made 
by improving lhe accuracy of the order prior to receipt by the 
Trapper Center. To maintaln current volume of 10,000 
lineslmonth. additional headcount is required in the RPAC and 
Customer Care (appro%. 30 people). A business case is under 
development to quanlify headcount requirmants. 

C. r;urrentiy. a plan has been wntlen out in delail io trial mi6 
concepl in the Florlda Cuslomer Care Cenler. Stad date is 
TED. 

D. This is !he third biggest area 01 opponunlty. However. Ihe team 
is assessing the impact that the above options have on cycle 
time priw lo beginning this elrod. 

E. i he issue oi ensuring panty wiln uti; s, mat want lhe winback 
customer. has been raised. Them is a cos1 to network lo 
provide system access to circuit ID informalion. Cu~enily. 
RPAC and Customer Care are using a manual process to get 
this informalion 

F. PGU lo provide specilic requesls lo regulatory 
Regulaiory plan and timing TBD 

G. sust 0 Work with PCU I eam 10 develop case 

Dependencies: 
Dngoing communications wtth CLECs. manuallautomallc cIsuIt ID look-up. 
% Winback thal Is resale VI. lacititles 
Order volume 

~~ ~ 

Mstrlcs 
D r d e r e r  person per day (currently 12lday) 
Cycle lime to winback CusIomeI: currently 13- 45 days 
Cost per Order 

Spikes in OrdOrvoIume from CLEC going out or business 

May 9,2001 1 O l ~ O O 1  7:37AM PRNATE: Not for Use or Disclosurs oubtde BellSouth except under WriIIen Agreement 
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@ BELLSOUTH' 
Small Business Services Winback Financial /mx>act 

# 

- - _ _ _  ,-. . - .- 
1999 - 2001 Win Backs 

20,000 
18,000 
16,000 
14,000 
12,000 
10,000 
8,000 
6,000 
4,000 
2,000 

0 

Potential SBS 
Winbacks 

(Can't happen 
wlout 

lnvestm e nt) 

Forecasted SBS 
Win backs 

(At risk wlout 
Investment) 

Welcome Back1 Wlnback Offer: 6/15/00 - 9/13/01 Full Circle Wlnback Offer: 1/15/01 - 7/13/01 
FL, GA. KY. LA, MS AL,' FL.GA. KY, LA, MS. NC 

May 9.2001 10/8/2001 737 AM PRIVATE: Not lor Use w Dlsflosum ouulde BellSouth except under mlnen Agreement 



@BEL LSO" 
Small Business Services KBA 3 - Winback Financial Summarv 

. . . . . . . . . .  . . . . . . . . . . . . . . . . .  . . . .  . . . . . . .  ....... - ... - . . . . . . . . . . . . . . .  . . .  .......................................... . .  
Jan Fob Mar Apr May Jun Jut Aug Sep OCl Nw Dec Total 

Unstimulaled Wnbacks (Baseline) 3,m 3.43 3,332 4250 4 s  1 *4n 4,510 4m wl 4105 4 Bs2 4 s  52211 

Actual Wnbacks 7,073 7.371 10,416 

Projected Unsth t Level (Simulated N!A NiA WA 10.03 lopso 10.03 10.03 10.03 10,m 10.03 10.03 10mO 114.890 
Pmjecled Unslim. t Levels lb2  
Slimulated N:A .N!A N:A 12.03 l4,m 16.03 17.93 17MO 17.93 17.93 17.93 1 7 m  171.890 

Llh la ZOO1 Reventis (Level i 
Stlniul.iltd) PROJECTED 
tin In: 

Units 3.673 3,956 6.4M 5,750 5m 5.578 5,490 5.401 5,333 5114 5.118 5ml 48543 
RevNllii 1 6 3 1  6 3 1  6 3 1  6 3 1  6 3 1  6 3 1  63 1 6 3 1  6 3 1  6 3 1  6 3 s  63 
Discount 20% 20% 20% 20% 20% 20% 20% 20% 20% 20% 20% 20% 
Ilillable Manlhs 11 10 9 E 7 6 5 4 3 2 1 0 
Monthly Revenue (SM) n.0 52.0 S2.9 $2.3 $2.0 SI .7 $1.4 11.1 $0.8 10.5 10.3 10.0 
Total Reventic (W) $2.0 $4.0 $7.0 $9.3 $11.3 $13.0 $14.4 $15A $162 $16.8 $17.0 $17.0 $17.0 

(OD1 Reventic ($MI $7.0 

2001 Revenue Llh behveeit Level 1 
and Level 2 (Level 2 -Level 1) 
Lin In: 

Units 
Monthly Revenue (1M) 
Toto1 Reveiiue flm) 

) 7.93 57.000 

$7 A $0.6 $9.3 $9.7 $9.7 19.7 
11.9 
$5.9 

10.E " 11.8 
$4.0 

'Dl $1.4 
$0.8 $22 

-!& May9.2001 10/8/2001 237AM PRIVATE: Not far Use or Dlrclorure oublde BellSouth elwpt under wlmn Agreement z 
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Long Term Business Metrics 

Next Steps 

Overview 

10/8/2001 737 AM PRNATE Not for Use or DIsCIosure Oulslde BallSouth except under wrlnen Agreement % May9'2001 



@ BEL LSOUTH’ 
Small Business Services Comparison of Losses vs. Winback 

SBS Losses -Win Backs 
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SBS Loss hkrmalion by Sam Massey. Resale h Facility 
Based Lass. Embedded Base RepMt Feb 01. 
SBS Win Back Data: 1999 && Facility Based dala 
only. Prodded by Lana DMniney Trapper Grwp. Sam 
Massey prodded male  win back dala. 
Jan EL Feb 01 Win Backs imiwle Cenl Fid CD . - . - -. . . . . &- sbs Win Backs -.- sbs Losses I 

10/8/2@)1 237 AM PRIVATE Not (01 Use or Dlsclosun oMlde EeIISouth except under wrltten Agreement &! May9’2001 



@ BELLSOUTH' 
Small Business Services Shift in Mefricd Dashboard 

CURRENT DASHBOARD FUTURE DASHBOARD 

Inward Transactions 
Embedded Customers- Cord Local Products 

Embedded Base Customers- NPV products 
(IdOut units and Rev) 

(units and Rev) 

Outward Transactions 
Competitive Losses 

(units and Rev) 

Net Revenue 

Inward Transactions 
Embedded Customers- Core/ Local Products 

(INWARD units and Rev) 
Embedded Base Customers- NPV products 

(units and Rev) 
New/ Start-up Customers 

(units and Rev) 
Winback Customers 

Outward Transactions 
Competitive Losses 

Embedded Customers- Cordhca l  Products 
(units and Rev) 

(OUTWARD units and Rev) ) 

Total Net Transactions 
Flow Share for Core Products (units and Rev) ' 

Flow Share for key NPV Products (units and Rev) 
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@ BELLSOUTH' 
Small Business Services Next Stem for Winback 

1. OPTIMIZE OUR CHANNELS 
Compare and contrast cost per acquisition between inbound, outbound and indirect channels. Leverage theselearnings to 
maximize our most efficient and effective channels. 

*Determine correct size for initial and repeat coverage. 

2. IMPROVE OFFER 
*Develop b o  winback offers (Inbound and Outbound). 

*Determine the feasibility of buying-out competitor's contracts. 

3. IMPROVE POST-SALE ORDER ENTRY 
.Evaluate process improvements, incremental resources and systems enhancements needed to support increased w'nback volume. 

4. CREATE CUSTOMER TARGETING 
.Profile winback customers 

.Analyze key attributes 

-Score our customer database to improve current contact strategy. 

5. EXPLORE ADVERTISING MESSAGE 

6. DEVELOP BUSINESS CASE 

Investigate the effectiveness of mass media advertising on winbacks. 

.Develop a comprehensive winback business case by July 2001. 

10/8R001737AM PRIVATE Not (or Use or Dlsclosura ouhlde BeIISoUth except under wrltlsn Agreement 



h 

Monthly bllling mtected 

Total valuo of contracts prqram 
(mo. value Umod # of months contracted) 

n 

$49,725 549,726 $693,945 

$1,683,157 $1.683.1 57 $33.261.049 

~ ~~ 

SBS Win Back Campaign Summary 
Distribution Channel - Partner Recovery Group (PRG) 

Measures 8 Metrios 

J 

PRG - Measurer 

Facts and Learning’s Baaed on 2 months results: 
Partner is averaging 75 Wln Backs per day 

375 per week 1500 per month =Total Sob0 (8 month campaign) 
* 70% of all Wln Backs are facllitles basad 

b 6,300 customers precessed by “TRAPPER Center” (6 month campalgn) 
AveraOe Customer: 2-3 lines - $143.00 In monthly bllled revenue 

Sales Funnel & Actual Results Help Us to Anticipate 
Trapper Center Impact & Project Future Results 






