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September 27,  2001 

8:05 a . m .  

Deposit ion of Mary  Batcher, P b . D . ,  held a t  the offices 

of:  

Ernst & Young 

1225 Connecticut Avenue,  Northwest 

Washington,  D .C.  20036 

Pursuant  to notice,  before Marian E.  Cummings, a 

Notary Publ i c  of the D i s t r i c t  of Columbia.  
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APPEARANCES: 

Akerman, Senterf i t t  & Eidson 

For the P la in t i f f  

28th Floor 

SunTrust International  Center 

One Southeas t  Third Avenue 

Miami,  Florida 33131-1714 

(305) 982-5626 

BY: Brian P.  Mil ler ,  Esq. 

BellSouth 

For the Defendant  

Suite 1910 

150 West FIagler Street 

Miami ,  Florida 33130 

(305) 347-5561 

BY: James Meza,  111, Esq. 
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Florida Public  S e r v i c e  Commission 
Division of Legal Services 
3rd Floor Guntar Building 
2540 Shumard Oak Boulevard 
Tallahassee, Florida 32399-0850 
(850) 413-6096 

BY: Mary Anne  H e l t o n ,  Esq. 

Also Present: 
Cheryl Bulecza-Banks 
Robert Casey 
Levent Ileri 
Clayton Lewis  
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P R O C E E D I N G S  

Thereupon, 

M A R Y  BATCHER 

the Witness ,  c a l l e d  for examination by counsel for 

the Plaintiff ,  a n d ,  after h a v i n g  been sworn by the 

notary, was examined a n d  tes t i f ied  as f o l l o w s :  

EXAMINATION BY COUNSEL FOR THE PLAINTIFF 

BY MR. M I L L E R :  

Q Good morning. 

A G o o d  morning. 

Q My name is B r i a n  M i l l e r  a n d  I represent IDS 

Telecom. Could  y o u  state  y o u r  name for the record, 

p lease ,  and spel l  i t?  

A 

M - a - r - y .  

Q 

A 

M a r y  Batcher, B-a - t - c -h -e -r ,  a n d  M a r y  i s  

And where are you  employed,  Dr. Batcher? 

I'm employed b y  Ernst & Young LLP a t  1225 

Connecticut Avenue, Northwest ,  Washington D.C.  

Q 

before? 

H a v e  you ever had your deposit ion taken 

A No.  

Q Well ,  let me  expla in  to y o u  brief ly  how i t  

Esquire Deposition Services 1-800=441=3376 
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1 w o r k s .  I ' l l  a sk  ques t ions ,  you answer  t h e  ques t ions .  

2 Try  not to  s p e a k  over me a n d  1'11 d o  the  same  so t ha t  

3 t h e  c o u r t  r epor t e r  c a n  t ake  down  both  of w h a t  we ' re  

4 t a lk ing  abou t ,  a n d  i f  you c a n  t r y  to  wai t  u n t i l  I 'm 

5 f i n i s h e d  wi th  my ques t ion  tha t  w i l l  make  i t  e a s i e r  for 

6 the  c o u r t  r epor t e r  as  w e l l .  If a t  a n y  t i m e  y o u  w a n t  to 

7 t ake  a b r e a k  or i f  you h a v e  t o  c l a r i f y  a q u e s t i o n  or  ask 

8 m e ,  i f  you don' t  unde r s t and  t h e  ques t ion  o r  you can ' t  

9 hea r  m e  p l ease  fee l  f r ee  to  d o  so, is  t ha t  a l l  r i gh t?  

10 A Yes. 

11 Q A r e  you under  a n y  m e d i c a t i o n  t o d a y  t h a t  wou ld  

12 a f f ec t  your ab i l i t y  to  answer  my ques t ions  comple t e ly  

13 a n d  t r u t h f u l l y ?  

14 A NO. 

15 Q 

16 Young? 

17 A Four and a half  to f i v e  years .  I can  f i g u r e  

18 out e x a c t l y  i f  you need  tha t .  

19 

20 A Yes ,  i t  has. 

21 

22 by Ernst & Young? 

How l o n g  h a v e  you b e e n  employed  wi th  Erns t  & 

Q Has  a l l  of  t ha t  t i m e  been i n  Wash ing ton  D.C.? 

Q And w h a t  d id  you do p r i o r  t o  becoming employed  

Esquire Deposition Services 1=800=441-33 76 



Mary Batcher 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

Page 8 

A I w o r k e d  f o r  t h e  I n t e r n a l  R e v e n u e  S e r v i c e  i n  

t h e  s t a t i s t i c s  d i v i s i o n .  

Q 

I R S ?  

A 

What  w e r e  y o u r  j o b  r e s p o n s i b i l i t i e s  a t  t h e  

At t h e  I R S  I h e a d e d  a g r o u p  t h a t  d e s i g n e d  

s u r v e y s  for p e r f o r m a n c e  m e a s u r e s  a n d  s a m p l e s  for n e w  

i n i t i a t i v e s  that  t h e  a g e n c y  w a s  u n d e r t a k i n g  a n d  t o  

m e a s u r e  t h e  a c c u r a c y ,  f o r  i n s t a n c e ,  of t h e  t e l e p h o n e  

sys t em,  t h e  t e l e p h o n e  a s s i s t a n c e  s y s t e m ,  you can  c a l l  to  

get h e l p  w i t h  y o u r  t a x  r e t u r n s .  

Q Did you c o n d u c t  s u r v e y i n g  s a m p l i n g  w h i l e  you 

w e r e  w i t h  t h e  IRS? 

A Yes .  

Q 

A P r i o r  t o  t h e  I R S  I w a s  a t  t h e  N a t i o n a l  C e n t e r  

W h e r e  w e r e  y o u  e m p l o y e d  p r i o r  t o  t h e  IRS? 

for  E d u c a t i o n  a n d  S t a t i s t i c s  w h e r e  my  p r i m a r y  

r e s p o n s i b i l i t y  w a s  t o  c o n d u c t  a d m i n i s t r a t i v e  s u r v e y s  

w h i c h  a r e  s u r v e y s  of r e c o r d s  r a t h e r  t h a n  people  of t h e  

s t a t e  e d u c a t i o n  a g e n c i e s .  

Q What do you mean by s u r v e y s  of records r a t h e r  

t h a n  p e o p l e ?  

A T h e r e  was a s u r v e y  f o r m  that  s o m e o n e  i n  t h e  

Esquire Deposition Services 1=800=441-33 76 
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e d u c a t i o n  a g e n c y  wou ld  f i l l  o u t  b u t  w e  d i d n ' t  h a v e  to 

s u r v e y  t e a c h e r s  a n d  s t u d e n t s ,  t hey  w o u l d  go t o  t h e i r  

records a n d  f i l l  o u t ,  f o r  i n s t a n c e ,  t h e  to t a l  

e x p e n d i t u r e  per  p u p i l  on s o m e t h i n g .  

Q So you were  c o n d u c t i n g  s u r v e y s  b u t  n o t  

ac tua l ly  s p e a k i n g  with  p e o p l e  o n  d o i n g  those  s u r v e y s ,  

r a the r  g a t h e r i n g  i n f o r m a t i o n ?  

A W e l l ,  we w e r e  s p e a k i n g  w i t h  p e o p l e  i n  t h e  

educa t ion  a g e n c y  b u t  w e  were  no t  g o i n g  d i r e c t l y  t o  

s tuden t s ,  t e a c h e r s ,  p r i n c i p a l s ,  a n y b o d y  l i k e  tha t .  It 

w a s  a record - -  t hey  w o u l d  r e t r i e v e  t h e  i n f o r m a t i o n  f r o m  

t h e i r  r e c o r d s .  

Q And how l o n g  w e r e  you  e m p l o y e d  w i t h  t h e  

Na t iona l  C e n t e r  fo r  Educa t ion  and S t a t i s t i c s ?  

A 

Q 

A Y e s .  

Q 

T h r e e  a n d  a half  yea r s .  

Was  that  i n  W a s h i n g t o n  D.C.? 

I'm s o r r y ,  I don ' t  t h i n k  I asked  you,  how long 

were  you e m p l o y e d  with t h e  IRS? 

A I think i t  w a s  a l m o s t  ten y e a r s ,  or r i g h t  

a round  t e n  y e a r s .  

Q Also i n  Wash ing ton  D.C.? 

Esquire Deposition Services 1-800-441-3376 
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A Yes .  

Q P r i o r  t o  t h e  N a t i o n a l  C e n t e r  f o r  E d u c a t i o n  a n d  

S t a t i s t i c s  w h e r e  were  y o u  e m p l o y e d ?  

A I was  i n  g r a d u a t e  school p r i o r  t o  t h a t  so I 

was e m p l o y e d  b y  t h e  u n i v e r s i t y  i n  a teaching c a p a c i t y  

a n d  I h a d  a f e l l o w s h i p ,  t h i n g s  of t h a t  s o r t .  

Q 

A The U n i v e r s i t y  of M a r y l a n d .  

Q 

W h e r e  d i d  y o u  a t t e n d  g r a d u a t e  s c h o o l ?  

And y o u  have  a P h . D .  f r o m  t h e  U n i v e r s i t y  of 

M a r y l a n d ?  

A Yes. 

Q 

A 

W h a t  o t h e r  d e g r e e s  do  you h o l d ?  

I h a v e  a mas te r ' s  i n  s t a t i s t i c s  f r o m  t h e  

U n i v e r s i t y  of M a r y l a n d  a n d  a b a c h e l o r ' s  i n  s o c i o l o g y ,  

also f r o m  t h e  U n i v e r s i t y  of M a r y l a n d .  

Q 

A 

When  d i d  you g r a d u a t e  f r o m  u n d e r g r a d u a t e ?  

T h a t  w a s  a long t i m e  ago, it w a s  a r o u n d  '83, 

'84. 

Q 

Young? 

A 

W h a t  is y o u r  c u r r e n t  job t i t l e  at  Ernst & 

I 'm a p r i n c i p a l  and I head  t h e  s t a t i s t i c s  

group  so my t i t l e  would be n a t i o n a l  d i r e c t o r  s t a t i s t i c s  

Esquire Deposition Services 1=800-441-33 76 
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a n d  s a m p l i n g .  

Q A r e  y o u  a n  auditor?  

A No. 

Q 

Y o u n g ?  

Are y o u  w i t h i n  the t a x  d i v i s i o n  of E r n s t  & 

A Yes .  

Q Are y o u r  s t a t i s t i c s  a n d  s a m p l i n g  d u t i e s  

l i m i t e d  to  i s s u e s  r e l a t e d  to t ax?  

A No,  t h e y ' r e  no t .  

Q H a v e  y o u  h a d  t h e  s a m e  p o s i t i o n  f o r  the  e n t i r e  

l e n g t h  of t i m e  y o u ' v e  been w i t h  E r n s t  dk Young? 

A No.  I c a m e  i n  a s  a s e n i o r  m a n a g e r  a n d  b e c a m e  

a p r i n c i p a l  a c o u p l e  of y e a r s  ago. T h e r e  w e r e  t w o  of u s  

s o r t  of h e a d i n g  u p  t h e  s t a t i s t i c s  g r o u p  when I c a m e  i n .  

W h e n  y o u  f i r s t  j o i n e d  Ernst  & Y o u n g  were you Q 

also n a t i o n a l  d i r e c t o r  of s t a t i s t i c s  a n d  s a m p l i n g ?  

A NO. 

Q 

A 

Q 

When d i d  you o b t a i n  that  p r o m o t i o n ?  

A b o u t  t h e  s a m e  t i m e  I b e c a m e  a p r i n c i p a l .  

And t h a t  w a s  a p p r o x i m a t e l y  t w o  and a ha l f  

y e a r s  ago; is t h a t  r i g h t ?  

A Yes. 

Esquire Deposition Services 14300-441-3376 
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Q How many papers ,  i f  a n y ,  h a v e  you pub l i shed  i n  

?he  l a s t ,  l e t ' s  s a y ,  the fou r  a n d  a h a l f  y e a r s  you 've 

b e e n  w i t h  Erns t  & Young?  

A Not  t o o  many, t he  r e f e r e e d  p u b l i c a t i o n s  I on ly  

have  one  i n  the  las t ,  in the  t i m e  I 've  been  a t  E rns t  & 

Young. I 've  done  severa l  "refereed, maybe  three.  

Q W h a t  d o  you mean by  a r e f e r e e d  pub l i ca t ion?  

A A re fe reed  i s  a more  t e c h n i c a l .  When  you 

s u b m i t  i t  i t  g e t s  sent  to  r e v i e w e r s  who, t h ree  b l ind  

r e v i e w e r s ,  t yp ica l ly ,  who  s e n d  b a c k  c o m m e n t s  a n d  make  a 

r ecommenda t ion  as to  w h e t h e r  i t  s h o u l d  be  publ i shed  i n  

t h e  j o u r n a l .  

Q So t ha t  would be  a n  a r t i c l e  tha t  is publ i shed  

i n  a p r o f e s s i o n a l  j ou rna l?  

A Uh-huh.  The o t h e r s  w e r e  a l s o  p ro fes s iona l ,  

l i k e  c o n f e r e n c e  proceedings ,  so t hey  w e r e  i n  s t a t i s t i c s  

b u t  t hey  w e r e  no t  i n  a j ou rna l .  

Q W h a t  w a s  the top ic  of t h e  one r e fe reed  

p u b l i c a t i o n  t h a t  y o u  publ i shed  at  E r n s t  & Young? 

A T h a t  w a s  a publ ica t ion ,  i t  was ac tua l ly  a book 

21 and i t  was  a compendium of a r t i c l e s  pub l i shed  by SIAM, 

22 t h e  S o c i e t y  o f  In te rna t iona l  M a t h e m a t i c s  a n d  someth ing ,  

Esquire Deposition Services 1-800-441m3376 
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I d o n ' t  remember  what  SIAM s t a n d s  fo r  bu t  0 -  

Q 

A 

What  a re  the  l e t t e r s  t ha t  a r e  i n  tha t  a c r o n y m ?  

S-I-A-M, a n d  t h a t  w a s  ac tua l ly  a s e r i e s  of 

c a s e  s t u d i e s  f o r  t e a c h i n g ,  t o  be  used  for t each ing ,  and  

I co l l abora t ed  wi th  s o m e o n e  f r o m  Penn S ta t e  on t h a t  one .  

Q 

A 

Q 

A 

t ime.  

Q 

W e r e  t h e y  t o  b e  used  for  t each ing  s t a t i s t i c s ?  

Yes,  so o u r  t o p i c  w a s  a t ime  s e r i e s  example .  

What  is a t ime  s e r i e s  example?  

Where  you m o d e l  behav io r  of s o m e t h i n g  o v e r  

What  were  the  topics  o f  t he  o the r  t h r e e  

a r t i c l e s  tha t  you ment ioned  t h a t  w e r e  no t  refereed 

pub l i ca t ions?  

A One was  a s a m p l i n g ,  I 'm sorry, one  was  a 

survey,  t he  o ldes t  w a s  a su rvey  tha t  we d i d  a t  Camden  

Y a r d s .  I t  was ac tua l ly  a s e r i e s  of surveys.  There was 

one su rvey  tha t  w a s  done  over  a n d  ove r  and  o v e r  aga in  

th roughou t  t h e  e n t i r e  s eason  so tha t  we  cou ld  g e t  a 

measure  of t h e  who le  season a n d  i t  w a s  a f a n  su rvey .  

T h e n  t h e  o the r  t w o  were  b o t h  sampl ing  top ic s ,  s a m p l e  

des ign .  

Q Where  was t h e  a r t i c l e  r ega rd ing  t h e  Camden  

Esquire Deposition Services 1-800-44 1-3376 
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1 Y a r d s  s u r v e y  p u b l i s h e d ?  

2 A I n  t h e  p r o c e e d i n g s  of t h e  A m e r i c a n  S t a t i s t i c a l  

3 A s s o c i a t i o n  of t h e  S u r v e y  R e s e a r c h  M e t h o d s  Group  

4 

5 

6 
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20 

21 

22 

s e c t i o n .  

Q 

A 

I'm s o r r y ,  w h a t  w a s  t h e  l a s t  p a r t ?  

T h e  A m e r i c a n  S t a t i s t i c a l  A s s o c i a t i o n  S u r v e y  

R e s e a r c h  M e t h o d s  s e c t i o n .  

Q 

A Yes. 

Q 

Are you a m e m b e r  of t h a t  s e c t i o n ?  

W h a t  i n f o r m a t i o n  w e r e  you e l i c i t i n g  f r o m  t h e  

p e o p l e  a t  Camden  Y a r d s  for  t h a t  s u r v e y ?  

A We w e r e  a s k i n g  t hem t h i n g s  l ike  w h e r e  they  

c a m e  f r o m  because  t h e r e  w a s  a d e s i r e  t o  f i n d  o u t  how 

w i d e  t h e  d r i v e s  to C a m d e n  Y a r d s .  T h e y  knew p e o p l e  f r o m  

s u r r o u n d i n g  s t a t e s  b u t  t r i e d  t o  g e t  a sense of t h a t ,  a n d  

h o w  much  t h e y  s p e n t  a t  t h e  p a r k ,  i n  t h e  n e i g h b o r h o o d  

a round  t h e  pa rk ,  d i d  t h e y  stay  i n  a h o t e l ,  t h a t  k i n d  of 

t h i n g .  

Q 

A M a j o r  l e a g u e  b a s e b a l l .  

Q 

And w h o  c o m m i s s i o n e d  t h a t  s u r v e y ?  

In t h a t  s u r v e y  d i d  you or t h e  p e o p l e  

c o n d u c t i n g  t h e  survey  i n f o r m  t h e  p a r t i c i p a n t s  t h a t  the 
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s u r v e y  w a s  b e i n g  c o n d u c t e d  by  m a j o r  l e a g u e  b a s e b a l l ?  

A Yes. 

Q W h a t  e f fo r t s  d i d  y o u  t a k e  i n  t h a t  C a m d e n  Y a r d s  

s u r v e y  t o  e n s u r e  t h a t  t h e  s a m p l e  is r e p r e s e n t a t i o n a l  of  

t h e  u n i v e r s e  o f  p e o p l e  who a t t e n d  C a m d e n  Y a r d s ?  

A T h a t  s u r v e y  was a n  i n t e r c e p t  survey a n d  t h e y  

a r e  v e r y  h a r d  t o  i n s u r e  r e p r e s e n t a t i v e n e s s  so some of  

t h e  m e t h o d s  t h a t  y o u  c a n  u s e  a n d  if  y o u  can  do i t  as 

t h e y ' r e  c o m i n g  in a n d  t a k e  e v e r y  n t h ,  e v e r y  t h i r d ,  e v e r y  

f i f t h .  U n f o r t u n a t e l y ,  t h e y  c o m e  i n  t o o  f a s t  t o  s t o p  

t h e m  a t  t h e  g a t e  e x c e p t  i n  t h e  v e r y  e a r l y  t i m e  so w e  

a l s o  m a d e  s u r e  t h a t  w e  h a d  s u r v e y  t a k e r s  t h r o u g h o u t  t h e  

s t a d i u m .  The O r i o l e s  d i d  n o t  w a n t  us to  go d o w n  i n t o  

t h e  s t a n d s  a n d  b o t h e r  p e o p l e  i n  t h e i r  s e a t s  so w e  had  t o  

reach  t h e m  i n  t h e ,  w h e n  t h e y  w e r e  g e t t i n g  food  a n d  go ing  

on t h e i r  way i n  a n d  ou t .  A n d  so w e  u s e d  count ing  

m e t h o d s  of people  i n  l ine a t  t h e  f o o d  s e r v i c e  or  a t  t h e  

ATM. W e  a l so  m a p p e d  as we went.  W e  u s e d  c o v e r a g e  

19 mapped  -- we m a p p e d  w e  asked  t h e m  w h e r e  t h e y  w e r e  s e a t e d  

20 a t  t h e  g a m e  a n d  w e  m a p p e d  t h e  s e a t i n g  a r e a s  w h e r e  w e  h a d  

21 r e c e i v e d  a n  a n s w e r  f r o m  someone a n d  so t h a t  w a y  we k n e w  

22 i f  w e  w e r e  missing any m a j o r  p a r t s  of t h e  b a l l  p a r k  a n d  
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m a d e  sure  i f  w e  s a w  a n  a r e a  was s p a r s e  we  m o v e d  m o r e  

s u r v e y  t a k e r s  over  t o  t h a t  a r e a .  And w e  s u r v e y e d  a l l  

l e v e l s ,  c l u b  l eve l ,  t h e  g e n e r a l  access l e v e l s .  W e  a l s o  

c o m p a r e d  o u r  e s t i m a t e s  w i t h  t h e  g a t e  t o t a l s  t o  make  s u r e  

t h a t  w e  w e r e  i n  t h e  b a l l  park ,  i f  you w i l l .  Wnintended 

pun .  

Q W i t h  t h e  o t h e r  t w o  a r t i c l e s  t h a t  you m e n t i o n e d  

t h a t  w e r e  n o t  r e fe reed  p u b l i c a t i o n s  w h a t  w e r e  - -  w e l l ,  

let's take t h e  f i r s t  one i n  t i m e ,  w h a t  w a s  t h e  top ic  of 

t h a t  a r t i c l e ?  

A T h a t  was, l e t  m e  g e t  t h e s e  t w o  s t r a i g h t ,  t h a t  

was  o n  b a l a n c e d  s a m p l i n g .  

Q W h a t  is b a l a n c e d  s a m p l i n g ?  

A B a l a n c e d  s a m p l i n g  is a m e t h o d  to e n s u r e  t h a t  

y o u  - -  n o r m a l l y  s a m p l e s  i n  l a r g e  s a m p l e  c a s e s  a r e  done ,  

y o u  i n s u r e  r e p r e s e n t a t i v e n e s s  by t h i n g s  l i k e  

s t r a t i f i c a t i o n  by t h e  size of t h e  s a m p l e ,  b u t  i f  you 

h a v e  a h i g h  c o s t  t o  r e v i e w  e a c h  s a m p l e d  e l e m e n t  o r  t o  d o  

w h a t e v e r  you ' re  going to d o  w i t h  e a c h  sampled  e l emen t ,  

t h i s  is g e n e r a l l y  not  i n  a s u r v e y  s i t u a t i o n ,  y o u  have  t o  

k e e p  t h e  sample f a i r l y  sma l l .  So one w a y  t o  in su re  

r e p r e s e n t a t i v e n e s s ,  g e t  g o o d  e s t i m a t e s ,  is to look a t  i t  
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as y o u  s e l e c t  i t  a n d  so t h e r e  a r e  s e v e r a l  m e t h o d s  t o  

i n s u r e  t h i s  b a l a n c e .  B u t  e s s e n t i a l l y  y o u  m o n i t o r  your 

s a m p l e  a n d  i f ,  a n d  you look a t  t h e  m e a n  of t h e  

p o p u l a t i o n  or  on s o m e  v a r i a b l e  t h a t  y o u  k n o w  a n d  t h e  

m e a n  of t h e  s a m p l e  on some v a r i a b l e  t h a t  y o u  k n o w  a n d  i f  

y o u  see t h a t  i t ' s ,  a n d  a l s o  t h e  v a r i a n t s ,  i f  y o u  r e a l l y  

w a n t  t o  d o  i t  r i g h t ,  y o u  m a k e  s u r e  t h a t  i f  you ' re  

f a l l i n g  w e l l  b e l o w  t h e  m e a n  t h e n  y o u  s a m p l e  f r o m  t h e  l o w  

e n d  m o r e  f o r  t h e  n e x t  s e t  of s a m p l e d  e l e m e n t s  t h a t  y o u  

s e l e c t .  If  y o u ' r e  running - -  w h a t  d id  I s a y ,  I s a i d  

t h a t  wrong.  If y o u ' r e  running b e l o w  y o u  s a m p l e  f r o m  t h e  

h i g h  s e n d ,  i f  y o u ' r e  running a b o v e  y o u  s a m p l e  t h e  n e x t  

s e t  f r o m  t h e  l o w  e n d  so t h a t  your s a m p l e  is m a i n t a i n e d .  

T h a t ' s  t h e  t r a d i t i o n a l  w a y  of d o i n g  i t .  W e  p o s t u l a t e d  

a n o t h e r  m e t h o d  w h i c h  is t o  d o  v e r y  d e e p  s t r a t i f i c a t i o n  

a n d  i n  t h a t  case y o u  w o u l d  do v e r y  t i n y ,  s a m p l e s  o f  one  

or t w o  p e r  s t r a t u m  or  t h r e e  b u t  v e r y  s m a l l  and  t h e n  keep 

t h e  s a m p l i n g  r a t e  t h e  s a m e  i n  a l l  of t h o s e  a n d  t h e n  

col lapse t h e  s t r a i g h t  up  for  y o u r  e s t i m a t i o n .  

Q W h a t  d o  you consider ,  a t  l e a s t  i n  t h e  c o n t e x t  

of t h a t  a r t i c l e ,  t o  be a l a rge  s a m p l e  size? 

A In t h e  context of t h a t  a r t i c l e  a f e w  h u n d r e d  
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2 Q A n d  the  s e c o n d  a r t i c l e  t h a t ,  I'm s o r r y ,  i t  

3 wou ld  be t h e  t h i r d  a r t i c l e ,  a c t u a l l y  before  I g e t  to 

4 t h a t  let  m e  ask  y o u  w h e r e  y o u  p u b l i s h e d  t h e  a r t i c l e  

5 r e g a r d i n g  b a l a n c e d  s a m p l i n g ?  

6 A T h e  A m e r i c a n  S t a t i s t i c a l  Association S u r v e y  

7 R e s e a r c h  M e t h o d s  p r o c e e d i n g s ,  a l l  of t h e m  a r e  i n  t h a t  

8 p r o c e e d i n g s .  

9 Q A r e  those  proceedings  p u b l i s h e d  i n  a j o u r n a l  

10 or  a r e  t h e y  h a n d o u t s  t ha t  a re  g i v e n  - -  
11 A They're not  h a n d o u t s ,  I 'm s o r r y .  Y o u  can  

12 p u r c h a s e  t h e m  f r o m  t h e  ASA. They're bound,  not hand  

13 bound b u t  sof t  b o u n d .  

14 Q A n d  t h e  t h i r d  a r t i c l e ,  I'm s o r r y ,  w e  w e r e  

15 s t a r t i n g  t o  g e t  i n t o  t h a t ,  w h a t  w a s  the  t o p i c  of t h a t  

16 a r t i c l e ?  

17 A That  was  on e s t i m a t i o n .  W h e n  you h a v e  w h a t  

18 m i g h t  be considered a n  a u d i t  s i t u a t i o n  w h e r e  you  h a v e  

19 v e r y  low error  r a t e s ,  e s t ima t ion  becomes problematic 

20 b e c a u s e  wha t  you o f t e n  h a v e  is  a l o t  of z e r o  e r r o r .  

21 Most  of w h a t  you see is zero e r ror  a n d  t h e n  you h a v e  a 

22 f ew v e r y  h i g h ,  well ,  no t  n e c e s s a r i l y  v e r y  h igh ,  b u t  a 

w o u l d  be large,  we ' r e  t a l k i n g  a b o u t  v e r y  s m a l l  h e r e .  

~ 
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1 

2 Q What  d o  you m e a n  by an  a u d i t  s i t u a t i o n ?  

3 A W h e n  you audi t  s o m e t h i n g  you a r e  t y p i c a l l y  

4 r e v i e w i n g  w h e t h e r  i t ' s  c o r r e c t  o r  no t  c o r r e c t  and you're 

5 r e c o r d i n g  t h e  d o l l a r  a m o u n t s  of the i n c o r r e c t  a n d  i n  

6 t h o s e  s i t u a t i o n s  most of w h a t  y o u  look  a t  is  c o r r e c t  b u t  

7 y o u  h a v e  t h e s e  f ew t h a t  a r e  i n c o r r e c t  a n d  i t  c o m p l i c a t e s  

8 t h e  e s t i m a t i o n .  

9 Q A n d  w h a t  w a s  t h e  t h e s i s  of t h a t  a r t i c l e ?  

10 A W e  proposed  a n  a p p r o a c h  using m i x t u r e  

11 d i s t r i b u t i o n s  t o  e s t i m a t i n g .  

12 Q W h a t  a r e  m i x t u r e  d i s t r i b u t i o n s ?  

13 A W h e r e  it 's a c o m b i n a t i o n  of, you know, f l a t ,  

14 b a s i c a l l y  a d i s t r i b u t i o n  w h e r e  e v e r y t h i n g  is zero  a n d  

15 t h e n  a n o t h e r  d i s t r i b u t i o n  w h e r e  it 's n o n - z e r o  a n d  h a s  

16 some o t h e r  s h a p e .  

17 Q Where  w a s  t h a t  a r t i c l e  p u b l i s h e d ?  

18 A The s a m e  place,  t he  p r o c e e d i n g s  of t h e  s u r v e y  

19 r e s e a r c h  me thods  of t h e  Amer ican  S t a t i s t i c a l  

20 Associat ion.  

21 Q H a v e  y o u  e v e r  publ ished a n y  a r t i c l e s  r e g a r d i n g  

22 s u r v e y i n g  or  s a m p l i n g  i n  t h e  t e l e c o m m u n i c a t i o n s  

f e w  o u t l i e r s  t h a t  a r e  m u c h  h i g h e r  t h a n  z e r o .  

Esquire Deposition Services 1-800-441m3376 
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1 i n d u s t r y ?  

2 A No. 

3 Q P r i o r  t o  t h e  B e l l S o u t h  s u r v e y  t h a t  was 

4 

5 

6 t e l e c o m m u n i c a t i o n s  i n d u s t r y ?  

7 A No. 

8. Q I'd l i ke  t o  m a r k  a s  E x h i b i t  B a t c h e r  1 

9 Dr. B a t c h e r ' s  n o n p u b l i s h e d  t e s t i m o n y  i n  t h i s  p r o c e e d i n g  

10 b e f o r e  t h e  F l o r i d a  P u b l i c  S e r v i c e  C o m m i s s i o n  d a t e d  

11 A u g u s t  2 7 t h ,  2001. 

12 

13 i d e n t i f i c a t i o n . ) 
14 BY MR. MILLER: 

15 Q D r .  B a t c h e r ,  l e t  m e  h a n d  you w h a t ' s  been  

16 m a r k e d  as E x h i b i t  B a t c h e r  N u m b e r  1 a n d  ask y o u  to  

17 i d e n t i f y  t h a t  fo r  t h e  r e c o r d ,  p l e a s e .  

18 A T h a t ' s  t h e  t e s t i m o n y  I s u b m i t t e d .  

19 Q Are you t h e  same M a r y  B a t c h e r  who  s u b m i t t e d  

20 t h a t  t e s t i m o n y ?  

21 A Y e s .  

22 Q Do you h a v e  any c o r r e c t i o n s  t ha t  you would  

recent ly  c o n d u c t e d  f o r  which  y o u ' r e  h e r e  t o d a y  h a v e  y o u  

conducted  a n y  o t h e r  s u r v e y i n g  f o r  c l ients  in  t h e  

( E x h i b i t  N u m b e r  1 was  m a r k e d  f o r  

Esquire Deposition Services 1-800=441=3376 
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l i k e  to m a k e  to y o u r  t e s t i m o n y  as f i l e d  w i t h  t h e  F l o r i d a  

P u b l i c  S e r v i c e  C o m m i s s i o n ?  

A T h e r e  w e r e  a c o u p l e  of t y p o s  i n  there  a n d  of 

c o u r s e  t h e s e  a r e  p r e l i m i n a r y  r e s u l t s ,  we d o  n o w  h a v e  

f i n a l  r e s u l t s .  

Q Have you f i l e d  t h e  f i n a l  r e s u l t s  w i t h  t h e  

F l o r i d a  P u b l i c  S e r v i c e  C o m m i s s i o n ?  

A No. 

Q Do you  know w h e r e  t h e  typos  a r e  t h a t  y o u ' r e  

r e f e r r i n g  to? 

A I know where  a c o u p l e  of t h e m  a r e  and  t h e r e  

was a n o t h e r  one  t h a t  w h e n  I w e n t  back  t h r o u g h  t h i s  fas t  

n i g h t  I: d i d n ' t  f i n d  b u t  I know i n  o n e  I w r o t e  i t  w a s  a 

t y p o  a n d  in s t ead  of IDS I t h i n k  w e  w r o t e  ISD. On p a g e  

10 l ine  17 i t  s h o u l d  be i n t e r v i e w e r s .  

Q " I n  i n s u r i n g  i n t e r v i e w e r s " ?  

A Yes .  And t h e n  on page 12 l i n e  3 i t  

a u t o m a t i c a l l y  s tores  t h e  d i s p o s i t i o n  of e a c h  a t t e m p t  i n ,  

t h a t  "ist' is a mis t ake .  

Q Okay .  

A And t h e r e  was  a l s o  a p a r a g r a p h  t h a t  we w e r e  

g o i n g  to  s t r i k e  because  t h e  s a m p l e  size w a s  no t  l a rge  
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e n o u g h  t o  s u p p o r t  t h e  - -  t h e  c o n f i d e n c e  i n t e r v a l  w a s  t o o  

large on those. 

Q Which  p a r a g r a p h  is  t h a t ?  

A Hold  on. P a g e  6 ,  t he  pa rag raph  t h a t  b e g i n s  on 

l i n e  7. 

Q "Only 3 p e r c e n t  of  r e s p o n d e n t s  c i t e d  c o m p a n y  

i m a g e  as  a reason f o r  swi t ch ing , "  t ha t  p a r a g r a p h ?  

A Yes. 

Q 

e n t i r e t y .  

So you would  s t r i k e  tha t  p a r a g r a p h  i n  i t s  

A Yes. W e l l ,  I w o u l d  keep  t h e  "only 3 pe rcen t , "  

and  m a y b e  m o v e  i t  u p  to t h e  p rev ious  p a r a g r a p h  bu t  t h e  

b r e a k d o w n  of t h a t  3 p e r c e n t  is  ve ry  t i n y  n u m b e r s .  

Q So you w o u l d  s t r i k e ,  just so we ' re  c l e a r  1'11 

r ead  t h e  e n t i r e  p o r t i o n  t h a t  you would  s t r i k e .  

A Right .  

Q "When  t h a t  3 p e r c e n t  was  asked  wha t  

i n f o r m a t i o n  i n f l u e n c e d  the i r  op in ion ,  12 p e r c e n t ,  (of 

t h e  3 pe rcen t )  s a i d  m a i l  ma te r i a l ,  12 p e r c e n t ,  (of t h e  3 

p e r c e n t )  s a id  t e l e v i s i o n  or rad io  a d v e r t i s e m e n t s ,  and  29 

percen t  (of t h e  3 pe rcen t )  s a i d  c a l l s  f r o m  B e l l S o u t h .  

36 p e r c e n t  (of t h e  3 p e r c e n t )  s a i d  o t h e r  or cou ld  not  
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1 recal l ."  

2 A That ' s  cor rec t .  

3 Q That 's  t he  en t i r e ty  of w h a t  you would  s t r ike?  

4 A Yes.  

5 Q A n d ,  aga in ,  what  is t he  reason  y o u  would 

6 s t r i k e  tha t  l anguage?  

7 A Well ,  t hese  were  p re l imina ry  resu l t s .  We 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

22 

weren't  su re  how b ig  t h e  sample  was going  t o  be wrlen A t  

came  in  but  t he  sample  did not  end  up b ig  enough  t o  

break  down 3 percent  of t h e  r e s p o n d e n t s  in to  these  

d i f f e ren t  ca tegor ies .  The 36 pe rcen t  and  t he  29 percent  

m i g h t  have  been  okay but  t h e  s m a l l  ca tegor ies ,  that  

p robably  had 4 or 5 i n  each ,  t h e  conf idence  in te rva l  w a s  

just  too big.  

Q So t h e  sample  s ize  in  each  of those  ca t egor i e s  

was  just t o  sma l l  t o  draw any conc lus ions ;  is that  

r i gh t?  

A 

Q 

Right ,  to -- yes, tha t ' s  correct.  

And I believe you ment ioned  t h e r e  was also a 

t y p o  tha t  you can' t  locate where  t h e  IDS was m i s s p e l l e d  

as ISD? 

A Yes.  

Esquire Deposition Services 1-800-441=3376 
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Q Are there  a n y  other  c h a n g e s  or c o r r e c t i o n s  

that  you 'd  l i k e  to make  t o  the t e s t i m o n y ?  

A No. 

Q H a v e  y o u  ever c o n d u c t e d  s u r v e y s  u s i n g  ORC 

Macro  i n  the  pas t?  

A Y e s ,  w e  h a v e .  

Q How many t i m e s ?  

A Four or f i v e ,  maybe m o r e .  W e  s u r v e y e d ,  we 

used  them for a n  FCC survey .  W e ' v e  u s e d  t h e m  i n  a 

number of s e t t i n g s .  

Q H a v e  you  p e r s o n a l l y  conducted s u r v e y s  for 

o ther  c l ients  of former customers of s u c h  c l i e n t s ?  

A No. 

Q W h e n  were y o u  or Ernst  & Y o u n g ,  when I s a y  you 

i n  t h i s  c o n t e x t  I mean  Ernst  & Young, approached  by 

B e l l S o u t h  to conduct  the survey which  i s  t h e  subject  of 

your t e s t i m o n y ?  

A T h e  first c o n t a c t  was n o t  w i t h  me but  I 

be l ieve  i t  was i n  t h e  J u l y ,  August, l a t e ,  m i d  to l a t e  

July or e a r l y  A u g u s t  t i m e  f rame .  

Q W h o  w a s  conducted? 

A Ed M u l r o w .  

Esquire Deposition Services 1400=441-3376 
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1 Q C a n  you s p e l l  t h a t ,  p l e a s e ?  

2 A m-u-1-r-o-w. 

3 Q W h a t  is  h i s  p o s i t i o n ?  

4 

5 

6 work fo r  B e l l S o u t h .  

7 Q Do you s u p e r v i s e  Mr. Mulrow? 

8 A Yes. 

9 Q When  d i d  you p e r s o n a l l y ,  m e a n i n g  you  

10 Dr. Batche r ,  f i r s t  become a w a r e  of B e l l S o u t h ' s  d e s i r e  t o  

11 c o n d u c t  a s u r v e y  of f o r m e r  IDS c u s t o m e r s ?  

12 

13 August .  I t  mus t  h a v e  been,  y e a h ,  s o m e w h e r e  i n  t h a t  

14 r a n g e .  

15 Q And how d i d  you l e a r n  of t h e  p r o p o s e d  

16 B e l l S o u t h  survey? 

17 W e  h a v e  a survey  g r o u p  a n d  I t h i n k  D o u g  L a c k e y  

18 c a l l e d  t h e  h e a d  of t h a t  s u r v e y  g r o u p  and  we spoke t o  h i m  

19 t o g e t h e r .  

20 

21 r e f e r r i n g  to? 

22 A Glenn W h i t e .  

A He ' s  a s e n i o r  m a n a g e r  w i t h  t h e  f i r m  i n  t h i s  

g roup ,  i n  my group,  a n d  h e  d o e s  t h e  p e r f o r m a n c e  m e a s u r e s  

A N o t  t o o  l o n g  a f t e r  t h a t ,  e n d  of J u l y ,  e a r l y  

A 

Q Who is t h e  head  of t h a t  s u r v e y  group you're 

Esquire Deposition Services 1-8001441-3376 
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Q 

A Yes. 

Q 

Do you s u p e r v i s e  Mr.  W h i t e ?  

D i d  y o u  s u p e r v i s e  a l l  E r n s t  & Young p e r s o n n e l  

who w e r e  i n v o l v e d  in '  t h e  B e l l S o u t h  s u r v e y  t h a t ' s  t he  

s u b j e c t  of your  t e s t i m o n y ?  

A 

Q 

E i t h e r  d i r e c t l y  or i n d i r e c t l y ,  yes .  

W e r e  you t h e  s e n i o r - m o s t  person a t  E r n s t  & 

Young overseeing t h e  B e l l S o u t h  s u r v e y ?  

A Yes .  

Q W h e n  w a s  y o u r  f i r s t  contac t  w i t h  s o m e b o d y  f r o m  

Be l lSou th ,  m e a n i n g  you  p e r s o n a l l y ?  

A 

Q 

A S o m e t i m e  i n  ea r ly  A u g u s t .  

Q How d id  t h a t  c o n t a c t  come a b o u t ?  In o t h e r  

Sometime 9 -  a b o u t  t h i s  s u r v e y ?  

Yes, I 'm s o r r y ,  a b o u t  t h e  s u r v e y .  

words ,  was i t  a m e e t i n g ,  was  i t  a t e l e p h o n e  

c o n v e r s a t i o n ?  

A 

Q 

I t  was  a t e l e p h o n e  c o n v e r s a t i o n .  

A n d  w i t h  whom f r o m  Bel lSouth d i d  y o u  s p e a k  in  

20 t h a t ?  

21 A Doug Lackey. 

22 Q W h a t  d i d  MI. Lackey  ask E r n s t  & Young to  d o  a t  

Esquire Deposition Services MOO-44b3376 
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1 t h a t  p o i n t ?  

2 A 

3 f o r m e r  c u s t o m e r s  t o  d e t e r m i n e ,  former c u s t o m e r s  of IDS 

4 w h o  h a d  r e t u r n e d  t o  B e l l S o u t h  a n d  d e t e r m i n e  why t h e y  

5 l e f t  I D S  a n d  came  to  B e l l S o u t h .  

6 Q W h e n  w a s  Erns t  & Young f o r m a l l y  r e t a i n e d  to  

7 c o n d u c t  t h e  survey tha t ' s  the  subject  of your  t e s t i m o n y ?  

8 A I'm no t  s u r e  exac t ly .  R i g h t  a w a y  p re t ty  much ,  

9 I mean ,  

10 Q O n c e  you c l e a r e d  c o n f l i c t s ?  

11 A C l e a r e d  conf l i c t s ,  w e l l ,  w e  k n e w  tha t ,  yeah ,  

12 o n c e  w e  c l e a r e d  c o n f l i c t s  and  k i n d  o f  got t h r o u g h  t h e  

13 c o n t r a c t u a l  h u r d l e s  tha t  are t h e r e .  

14 Q Does  Erns t  & Young p e r f o r m  o t h e r  s e r v i c e s  f o r  

15 B e l l S o u t h ?  

16 A Yes.  

17 Q Is Ernst & Young B e l l S o u t h ' s  regular outs ide  

18 a u d i t o r s ?  

19 A No. 

20 Q Does Erns t  & Y o u n g  p e r f o r m  t a x  services  for  

21 B e l l S o u t h ?  

22 A I don ' t  know a b o u t  t ax  s e r v i c e s ,  

He asked  w h e t h e r  w e  c o u l d  do a s u r v e y  of 
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Q W h o  m a d e  t h e  d e c i s i o n  t o  c o n d u c t  t h e  s u r v e y  as 

a - -  wel l ,  a c t u a l l y  let  me f i r s t  ask you,  w h a t  t e c h n i c a l  

t e r m  would  you use to d e s c r i b e  t h e  me thodo logy  t h a t  you 

u t i l i zed  i n  t h e  s u r v e y  c o n d u c t e d  for  B e l l S o u t h ?  

A 

Q Yes.  

A 

su rvey .  

Q 

A 

I n  t h e  i m p l e m e n t a t i o n  of the s u r v e y ?  

I t  w a s  a c o m p u t e r  a s s i s t ed  t e l e p h o n e  i n t e r v i e w  

And how would  y o u  descr ibe i t  s t a t i s t i c a l l y ?  

I don ' t  t h i n k  t h e r e  is a s t a t i s t i c a l  

de f in i t i on  of a s u r v e y .  It was .a  random,  a s u r v e y  of a 

r a n d o m  sample  of f o r m e r  customers  of I D S  w h o  w e n t  t o  

Be l lSou th .  

Q 

A 

W a s  i t  an  open-ended  s u r v e y ?  

The q u e s t i o n s  w e r e  p r e t t y  much p r i m a r i l y  

ph rased  i n  a n  o p e n - e n d e d  manner ,  yes .  

Q 

A 

But  i t  was not  a t r u e  open-ended  s u r v e y ?  

I don ' t  know w h a t  you  d e f i n e  as a t r u e  

open-ended s u r v e y .  

Q Would  you  c h a r a c t e r i z e  the  s u r v e y  tha t  y o u  

c o n d u c t e d  f o r  B e l l S o u t h  as a n  open-ended  s u r v e y ?  

A I'm not s u r e  I w o u l d  c h a r a c t e r i z e  any s u r v e y  
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as an open-ended  survey .  Q u e s t i o n s  a r e  open  ended  but  

surveys ,  t yp ica l ly  I wouldn't  t h i n k  of a survey  as open 

ended  o r  not.  

Q Would  you cha rac t e r i ze  the  s u r v e y  t h a t  you 

conduc ted  fo r  Bel lSouth  as precoded?  

A Again ,  some  of t h e  q u e s t i o n s  were  precoded.  

Wel l ,  te l l  me what  y o u  m e a n  by precoded .  

Q 

A 

T e l l  m e  what you m e a n  by precoded .  

Wel l ,  if you m e a n  did w e  put  answers  in before  

we  ta lked  t o  t h e  respondent ,  no. But  if you mean d id  we 

have  c a t e g o r i e s  that  respondent ' s  a n s w e r s  were coded  

in to  once  they gave  the i r  answer ,  yes .  

Q For  ce r t a in  ques t ions?  

A Well ,  ul t imately fo r  a l l  t h e  ques t ions  b u t  i t  

w a s  open  ended  i n  t he  sense  tha t  w e  didn ' t  read the  

ca t egor i e s  t o  t h e  respondents .  We asked  them to speak ,  

t e l l  u s  why ,  recorded  a s  much  of tha t  verba t im as t he  

in t e rv i ewers  could  capture ,  a n d  then  coded the i r  answer  

i n t o  a set  of closed ca tegor ies .  

Q I'm so r ry ,  c a n  you r ead  t h a t  whole  answer 

back?  I'm not su re  I unde r s tood  i t  cor rec t ly .  

(Whereupon,  the  cour t  repor te r  read  back t h e  
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p r e v i o u s  answer . )  

THE WITNESS: O n e  of t h o s e  c a t e g o r i e s  i n c l u d e d  

o t h e r .  

BY MR. M I L L E R :  

Q Did  e a c h  q u e s t i o n  i n  t h e  s u r v e y  c o n t a i n  one  

c a t e g o r y  t h a t  was  coded a s  o t h e r ?  

A I 'd  h a v e  to  look again a t  t h e  s u r v e y ,  p r o b a b l y  

n o t  t h e  s i m p l e  screening q u e s t i o n s ,  a r e  y o u  t h e  p e r s o n  

w h o  m a d e  d e c i s i o n s ,  yes o r  no. 

Q W h o  drafted t h e  s c r i p t  t h a t  w a s  u s e d  by t h e  

i n t e r v i e w e r s  i n  t h e  s u r v e y ?  

A Rob W e d e r i c h  is  a p s y c h o l o g i s t  i n  o u r  s u r v e y  

c e n t e r  and  h i s  a r e a ,  h i s  s p e c i a l t y  a r e a  is q u e s t i o n n a i r e  

des ign ,  how d o  y o u  w o r d  t h e  ques t ions  so t h a t  t h e y ' r e  

n o t  l e a d i n g  or  biasing. 

Q Can you s p e l l  Mr. W e d e r i c h ' s  n a m e  fo r  t h e  

record, please? 

A W-e-d-e- r - i -c -h .  

Q And I 'm s o r r y ,  is he MI. W e d e r i c h  or 

D r .  W e d e r i c h ?  

A He's mis t e r .  

Q A n d  MI. W e d e r i c h  i s  e m p l o y e d  by E r n s t  & Y o u n g ;  

Esquire Deposition Services 1=800=441-3376 
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1 is t h a t  c o r r e c t ?  

2 A Tha t ' s  c o r r e c t .  

3 

4 w a s  used by  t h e  i n t e r v i e w e r s  i n  t h e  s u r v e y ?  

Q And was he t h e  one w h o  d r a f t e d  t h e  s c r i p t  t ha t  

5 A Yes, h e  is. 

6 Q D i d  you h a v e  any  i n p u t  i n  t h e  

7 s c r i p t ?  

8 A I r e v i e w e d  i t ,  I don ' t  r e c a l l  w 

9 s u g g e s t e d  any  changes .  

d r a f t i n g  of t h e  

, e t h e r  I 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

Q D i d  MI. L a c k e y  a l s o  r e v i e w  t h e  s c r i p t  t h a t  was 

d r a f t e d  by  Mr. W e d e r i c h ?  

A Yes,  he  d id .  

Q Did MI. L a c k e y  suggest any  c h a n g e s  to t h e  

s c r i p t  t h a t  w a s  d r a f t e d  by Mr. W e d e r i c h ?  

A W e  i n i t i a l l y  b ra ins to rmed  c a t e g o r i e s  and  a l s o  

t a l k e d  t o  Mr .  L a c k e y  a b o u t  w h a t  t h e  c a t e g o r i e s ,  wha t  

k i n d  of categories  wou ld  p e o p l e  be l i k e l y  to ment ion  and  

we p u t  one i n  t h e r e  t h a t  was  l i n e  q u a l i t y  a n d  he  s a i d  

t h a t  t h a t  would,  s h o u l d  no t  be an i s s u e  since they  w e r e  

b o t h  b a s i c a l l y  the  s a m e  l ines ,  so we t o o k  t h a t  one out .  

Q J u s t  so I can  unde r s t and  w h a t  you ' r e  s ay ing ,  

you r e m o v e d  the  l i n e  qua l i t y  c a t e g o r y  because  t h e  
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1 c u s t o m e r s  of IDS were u s i n g  t h e  s a m e  t e l e p h o n e  l i n e s  as 

2 B e l l S o u t h  c u s t o m e r s ;  is t ha t  r i g h t ?  

3 A Yes. 

4 Q W a s  t h i s  b r a i n s t o r m i n g  session t h a t  y o u  

5 descr ibed a n  i n - p e r s o n  m e e t i n g  or  a t e l e p h o n e  

6 c o n v e r s a t i o n ?  

7 A It  w a s  - -  i t  w a s  a b r a i n s t o r m i n g  a m o n g  

8 o u r s e l v e s  i n  E r n s t  & Y o u n g  and  i t  w a s  a telephone 

9 c o n v e r s a t i o n .  

10 Q So M r .  Lackey d idn ' t  p a r t i c i p a t e  i n  t ha t  

11 p a r t i c u l a r  b r a i n s t o r m i n g  s e s s i o n  t h a t  you've desc r ibed?  

12 A No.  

13 Q Did  you c o n s u l t  w i t h  a n y b o d y  f o r  pu rposes  i n  

14 t h a t  b r a i n s t o r m i n g  session a m o n g  E r n s t  & Young p e r s o n n e l  

15 w h o  w e r e  f a m i l i a r  w i t h  t e l e c o m m u n i c a t i o n s  i s sues?  

16 A I don ' t  know if we d i d  or no t .  We d idn ' t  have  

17 anyone on the b r a i n s t o r m i n g  but I don ' t  know if e i t h e r  

18 G l e n  or Rob g o t  i npu t  f r o m  Ed on t ha t ,  i t  wou ld  b e  Ed 

19 Mulrow.  

20 Q How did  Mr. W e d e r i c h  d e c i d e  on t h e  c a t e g o r i e s  

21 i n t o  w h i c h  responses w o u l d  be coded? 

22 A H o w  d i d  he  decide? 
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Q Yes. 

A W e  - 0  h e  0 -  we p u t  down a l l  t h e  c a t e g o r i e s  w e  

c o u l d  t h i n k  of ,  t r y i n g  t o  b e  inc lus ive .  

Q Did  you or  anybody  e l se  a t  E r n s t  & Y o u n g  

r e v i e w  any  of t h e  p l e a d i n g s  in  t h i s  a c t i o n  i n  c o m i n g  u p  

w i t h  t h e  c a t e g o r i e s  f o r  purposes  of t h e  s u r v e y ?  

A No, w e  d i d  not .  

Q W h o s e  i d e a  w a s  i t  t o  i n c l u d e  a s  a c a t e g o r y  i n  

t h e  survey w h e t h e r  f o r m e r  c u s t o m e r s  of IDS a u t h o r i z e d  

s w i t c h i n g  t h e i r  t e l e p h o n e  s e r v i c e  f r o m  B e l l S o u t h  t o  IDS 

in  t h e  f i r s t  p l a c e ?  

A 

Q 

A 

I n  t h e  m a t e r i a l  t h a t  you gave  us - -  
T h a t  w h o  g a v e  t o  you.  

I'm s o r r y ,  t ha t  w e  gave  you ,  t he re ' s  a n  e - m a i l  

15 f r o m  D o u g  Lackey  w h e r e  he  gave  g e n e r a l  i n f o r m a t i o n  about  

16 t h e  types  of t h i n g s  t h a t  w o u l d  be, tha t  he w o u l d  be 

17 i n t e r e s t e d  in  c a p t u r i n g  i n  t h i s  s u r v e y  a n d  i n  t h a t  he 

18 t a l k e d  a b o u t  t he  s w i t c h i n g  and  ?he r e a s o n s  fo r  s w i t c h i n g  

19 a n d  w h a t  some  of those migh t  be. 

20 Q What independent  r e sea rch  d i d  Ernst & Young 

21 perform t o  come u p  w i t h  c a t e g o r i e s  f o r  r e a s o n s  why 

22 people  may h a v e  switched t e l ephone  s e r v i c e  other t han  
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t h e  c a t e g o r i e s  g i v e n  to you by B e l l S o u t h ?  

A We d idn ' t  d o  i n d e p e n d e n t  r e s e a r c h .  We ' re  a l l  

s o r t  of c o n s u m e r s  of t e l e p h o n e  s e r v i c e s  a n d  we t h o u g h t  

of a l l  t h e  t h i n g s  t h a t  m i g h t  b e  p r o b l e m a t i c  and  m a k e  us 

s w i t c h ,  or no t  p r o b l e m a t i c  b u t  make  us s w i t c h ,  l i k e  

p r i ces .  

' Q Did y o u  c o n s u l t  w i t h  anybody  a t  ORC M a c r o  

r e g a r d i n g  t h e  q u e s t i o n s  t o  b e  asked  i n  t h e  s c r i p t ?  

A W e  s e n t  t h e m  a d r a f t  and  i n v i t e d  a n y  r e a c t i o n  

or  c o m m e n t s  b e c a u s e  of course they  h a v e  to  be a b l e  t o  

i m p l e m e n t  a n d  I don ' t  b e l i e v e  they  had  a n y t h i n g  t h a t  w a s  

of g r e a t  s u b s t a n c e ,  t hey  may  have.  I don ' t  know w h a t  

t h e i r  r e s p o n s e  was.  I know t h a t  t h e  s c r i p t  d id  n o t  

change  d r a m a t i c a l l y .  

Q T h e  s c r i p t  d id  not c h a n g e  d r a m a t i c a l l y  a f t e r  

you s e n t  i t  to  ORC M a c r o  for  t h e i r  r e v i e w ?  

A Right .  

Q Did you i n f o r m  anybody a t  ORC M a c r o  fo r  whom 

you were c o n d u c t i n g  t h e  s u r v e y ?  

A NO. 

Q No one? 

A No one. I n  f a c t ,  we a s k e d  them a f t e r w a r d s  w h o  
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1 they though t  w e  were  conduc t ing  t h e  survey  fo r  a n d  they 

2 thought  i t  w a s  IDS because  they  though t  IDS w a s  d o i n g  a 

3 cus tomer  sa t i s f ac t ion  survey  t r y i n g  t o  f i n d  o u t  w h y  

4 people  le f t .  

5 Q And w h o  a t  O R C  Macro to ld  you tha t  a f t e r  t he  

6 su rvey  w a s  comple t ed?  

7 A Mike  Foisey. 

8 Q C a n  y o u  s p e l l  tha t  fo r  t h e  record ,  p l ease?  

9 A I t h i n k  i t ' s  F-o-i-s-e-y o r  Y. 

10 Q And wha t  is h is  pos i t ion  a t  ORC Macro? 

11 A He's in c h a r g e  of a group .  I don ' t  r ea l ly  

12 know h i s  exac t  pos i t ion .  He ' s  ou r  no rma l  c o n t a c t  

13 person. 

14 Q What ' s  he supe rv i s ing  t h e  imp lemen ta t ion  of 

15 the  su rvey  at  ORC Macro?  

16 A I can ' t  add res s  exac t ly  w h a t  t h e i r  

17 organ iza t iona l  s t ruc tu re  is, he  w a s  ou r  day- to-day  

18 contact.  

19 Q Did Mr. Foisey  o r  anybody e l s e  at  ORC Macro  

20 t e l l  you o r  a n y o n e  f rom Erns t  & Young  d u r i n g  t h e  cour se  

21 of the  su rvey  w h o  they  thought  t h e  survey  was  be ing  

22 performed fo r?  
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A NO. 

Q So this  conversat ion that  you descr ibed  

occurred  o n l y  a f te r  t h e  survey  was comple te?  

A That 's  correct .  

Q How many cus tomers ,  i n  to ta l ,  were you ab le  to  

contac t  a n d  obtain resu l t s  f rom for  the s u r v e y ?  

A It  was 5 6 0  something.  

Q 560  approximately? 

A Yeah, 564  or  5 6 8 ,  someth ing  l i ke  that .  

Q When was the  survey comple ted?  

A We h a d  them do ing  ca l l s .  I'm n o t  sure  

exac t ly ,  it  was whatever  the  cont rac t  spec i f ied  through 

the  end  of the f i r s t  week  of September ,  I be l ieve ,  and  

at  the  end,  though, a l l  they were  doing was  t ry ing  to  

con tac t  numbers that  t h e y  had not been ab le  t o  reach.  

They were  contractualIy obl iga ted  to  make  15 at tempts ,  

up  to  15 at tempts  per respondent  before  they gave  up. 

Q How many re sponden t s  t o t a l  were i n  t h e  pool of 

former  customers  that ORC M a c r o  a t tempted  to contac t?  

A How many sampled? 

Q Yes, how many sampled .  

A I don't recall .  I t  was, I want  t o  s a y  i t  was  
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Mary Batcher 

(.. V' i 

c 

Page 37 
1 

2 that ne ighborhood .  

3 Q And you described those  p e o p l e  a s  the s a m p l e ,  

4 i s  that the r ight  term for me to be using? 

5 A Yes. 

6 

7 populat ion of former  IDS customers  that the  sample  was  

8 intended to represent?  

9 A 

10 populat ion.  

11 Q Thank you.  

12 MR. MEZA: When you're r e a d y  for a break,  

13 Brian.  It's been a l m o s t  an hour .  

14 MR. MILLER: O k a y ,  maybe another f ive  minutes .  

15 BY MR. MILLER: 

16 Q How many former customers w e r e  in the tota l  

17 populat ion for  the survey? 

18 A Approximately 13,000, 12- to 13,000. 

19 Q How d i d  Ernst & Young determine  the to ta l  

20 population was 13,000? 

21 A That's -- B e l l S o u t h  g a v e  us the  to ta l  

22 population of people that came back to B e l l S o u t h  f rom 

o v e r  a thousand but not  much,  1100, 1200, s o m e w h e r e  in 

Q What term would y o u  use to descr ibe  the total  

You just used a very good term, t h e  total 
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1 

2 Q So as you unde r s tood  i t  t h e  t o t a l  popu la t ion  

3 was  a l l  f o r m e r  cus tomers  of I D S  w h o  wen t  back  to  

4 B e l l S o u t h  d u r i n g  the  years  2000 a n d  2001 u p  t o  the  t i m e  

5 of t h e  s u r v e y ?  

6 MR. MEZA: O b j e c t  t o  t h e  f o r m .  

7 BY M R .  MILLER: 

8 Q You can  answer .  

9 A Okay.  I th ink  t h e r e  w a s  l i k e  a s t a r t i ng  m o n t h '  

10 and  a n  e n d i n g  month  fo r  th i s .  I don ' t  r eca l l  r i gh t  now 

11 b u t  I b e l i e v e  i t  w a s  s i n c e  s o m e  d a t e  i n  2000 and  I don ' t  

12 know w h e t h e r  i t  went  t o  t h e  p re sen t .  I t h ink  i t  e n d e d  

13 s h o r t  of t h e  present .  

14 Q For  wha teve r  t h e  t i m e  per iod  w a s  f o r  wh ich  

15 t h e s e  c u s t o m e r s  had l e f t  IDS w a s  i t  your under s t and ing  

16 tha t  t h e  to t a l  popu la t ion  was c o m p r i s e d  of a l l  c u s t o m e r s  

17 w h o  wen t  f r o m  IDS t o  B e l l S o u t h  d u r i n g  tha t  t ime  pe r iod?  

18 A Yes. 

19 Q And w h o  a t  Be l lSou th  p r o v i d e d  t h a t  i n fo rma t ion  

20 to  E r n s t  & Young? 

21 A It c a m e  f rom Doug Lackey  b u t  c l ea r ly  someone  

22 e l s e  p u t  t he  da t a  f i l e s  t o g e t h e r  for  h im.  

IDS i n  2000 and  2001. 
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Q 

A 

Why do you s a y  t h a t ?  

W e l l ,  m o s t  l a w y e r s  don ' t  k n o w  h o w  to p u t  d a t a  

f i l e s  t o g e t h e r  unless  he's a c o m p u t e r  p r o g r a m m e r  a t  

h e a r t .  

Q Did  B e l l S o u t h  p r o v i d e  l e n g t h y  l i s t i n g s  of 

c u s t o m e r  n a m e s  a n d  t e l e p h o n e  n u m b e r s  to Ernst  & Young? 

A T h e y  provided  us w i t h  t h e  n a m e  a n d  t h e  

t e l e p h o n e  n u m b e r  e l e c t r o n i c a l l y  on a d a t a  f i le .  

MR. MILLER: I g u e s s  i t ' s  c l o s e  enough  t o  f i v e  

m i n u t e s .  D o  y o u  w a n t  t o  take a break? 

THE WITNESS: S u r e .  

(Brief  recess .) 

BY MR. M I L L E R :  

Q Back on t h e  r e c o r d .  

A Y e s ,  I w a n t e d  to correc t ,  I misspoke a l i t t l e  

w h i l e  ago. You asked  m e  how many c u s t o m e r s  I wasn't 

f o c u s e d  on w h a t ,  i t  w a s  a c t u a l l y  a p p r o x i m a t e l y  13,000 

s e r v i c e  orders  i n  t h e  p o p u l a t i o n ,  no t  i n d i v i d u a l  p e o p l e .  

Q 

A 

And w h a t  is a s e r v i c e  order?  

I a s s u m e  it's t h e  o rde r  to  i n c o r p o r a t e  service 

or t o  begin s e r v i c e  b u t  I don't  know for s u r e ,  or t o  do  

s o m e  c h a n g e  to  t h e  s e r v i c e  but i t  r e l a t e s  t o  p h o n e  
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n u m b e r s  rather t h a n  customers.  

Q So would i t  be correct to s a y  that  there are 

13,000 lines in  the total  population? 

A Yes. 

Q 

A 

And h o w  m a n y  l ines  were  i n  the sample? 

At that point we h a d  unduplicated them before  

we sampled so the 11- or  1200 or  were people. 

Q So the  n u m b e r  t h a t  you gave  m e  ear l ier  in t h e  

s a m p l e  is actual cus tomers?  

A Yes. 

Q 

A Yes. 

Q 

A 

As opposed to number of l ines? 

W h o  determined the sample size? 

O n e  of our senior consultants under my 

supervision. 

Q 

A Ryan Petska. 

Q 

A P-e- t -s -k-a .  

Q 

A 

What was t h a t  p e r s o d s  name? 

Can you spel l  that  for  the record,  please? 

How did Mr. Petska determine t h e  sample s ize? 

He used  conventional ma themat i ca l  formulas t o  

determine under conservative assumptions,  what size 
~ 
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sample  would  be  needed  to a c h i e v e  95 percen t  c o n f i d e n c e  

and  5 percen t  p rec i s ion  i n  e a c h  - -  by prec i s ion  1 m e a n  

t h e  s i ze  of t h e  p l u s  o r  m i n u s  f a c t o r ,  and  h e  d id  t h a t  

wi th in  each  of t h r e e  g roups .  

Q Did Mr. Petska  p e r f o r m  these  c a l c u l a t i o n s  

be fo re  t h e  aggrega t ion  of l i n e s  in to  numbers  of 

cus tomers  tha t  you  s p o k e  o f  e a r l i e r ?  

A No. He wou ld  have ,  y o u  have  t o  use  t h e  u n i t  

t h a t  y o u ' r e  go ing  to  sample  on so i t  would  have been,  

i t ' s  bas i ca l ly  based  on t h e  c o u n t s  and  he  wou ld  have  

based  i t  on t h e  counts  on  a d i saggrega te ,  t ha t ' s  no t  t h e  

r igh t  w o r d ,  t h e  counts  s o r t e d  o u t  undup l i ca t ed  

cus tomers .  

Q Undup l i ca t ed ,  t ha t ' s  p robab ly  a be t t e r  word  

f o r  us t o  use .  

A Yeah.  

Q J u s t  t o  make  s u r e  t h a t  I unders tand  y o u r  

t e s t imony  co r rec t ly ,  is i t  t r u e  t h a t  Erns t  & Young 

undup l i ca t ed  t h e  13,000 l i n e s  i n t o  numbers  of c u s t o m e r s  

be fo re  the  s a m p l e  s ize  was d e t e r m i n e d ?  

A Yes. 

Q And w h o  pe r fo rmed  t h e  undup l i ca t ion?  

Esquire Deposition Services 1-800=441=3376 
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1 A R y a n  P e t s k a .  

2 Q How d i d  Mr.  P e t s k a  d e t e r m i n e  h o w  many 

3 c u s t o m e r s  w e r e  c o m p r i s e d  i n  t h e  13,000 l i n e s ?  

4 A I n  o u r  p r a c t i c e  we d o  a l o t  of undupl i ca t iog  

5 of d a t a  f i l e s .  I t 's  not at  a l l  uncommon t o  r e c e i v e  d a t a  

6 f i l e s  w i t h  m u l t i p l e  e n t r i e s  for  t h e  s ame  or fo r  - -  for 

7 t h e  s a m e  c u s t o m e r ,  t h e  s a m e  a c c o u n t  o r  t h e  s a m e  

8 w h a t e v e r .  And  t h e  w a y  w e  d o  i t  is w e  u s e  SAS, 

9 s t a t i s t i c a l  c o m p u t e r  s o f t w a r e ,  a n d  s o r t  a n d  ma tch  by 

10 n a m e ,  by n a m e  a n d  a d d r e s s ,  by a c c o u n t  number ,  by 

11 w h a t e v e r  we have  on t h e  d a t a  f i l e  t h a t ' s  u n i q u e  t o  w h a t  

12 y o u ' r e  looking at .  

13 

14 used  i n  t h i s  case? 

15 A Yes.  

Q And is t h a t  t h e  m e t h o d o l o g y  t h a t  you  i n  f a c t  

16 Q D i d  B e l l S o u t h  assist Mr. P e t s k a  i n  t h e  

17 u n d u p l i c a t i o n  e f f o r t ?  

18 A No. 

19 Q How m a n y  customers were  r e p r e s e n t e d  i n  t h e  

120 t o t a l  p o p u l a t i o n  of 13,000 l i n e s  a f t e r  t h e  u n d u p l i c a t i o n  

21 was p e r f o r m e d ?  

22 A I don' t  r e c a l l  o f f h a n d ,  I don't  h a v e  t h a t  w i th  
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m e .  

Q F e w e r  t h a n  13,000? 

A O h  yes .  Y o u  don ' t  g e n e r a l l y  i n c r e a s e ,  i f  you 

d o ,  you've d o n e  someth ing  wrong. 

Q 

A I don ' t  r e m e m b e r .  I t  shou ld  be  i n  t h e  

Is i t  m o r e  t h a n  5,000? 

m a t e r i a l  t h a t  w e  gave  y o u ,  t h o u g h .  

Q A f t e r  Mr .  Pe tska  u n d u p l i c a t e d  t h e  t o t a l  

p o p u l a t i o n ,  t h e  13,000 l i n e s ,  h o w  d id  Ernst & Y o u n g  

d e t e r m i n e  w h i c h  c u s t o m e r s  w o u l d  be i n c l u d e d  i n  t h e  

s a m p l e ?  

A W i t h i n  t h e  t h r e e  g r o u p s  of u n b u n d l e d ,  resale  

a n d  p e o p l e  w h o  r e p o r t e d  h a v i n g  been s l a m m e d  w h e n  t h e y  

w e n t  back w e  used  c o m p u t e r  g e n e r a t e d  r a n d o m  n u m b e r s  t o  

s e l e c t  t h e  correct s a m p l e  s ize  a n d  the random n u m b e r s  

were g e n e r a t e d  i n  SAS w h i c h  h a s  a good t r a c k  record f o r  

being t r u l y  r a n d o m  or close to  r a n d o m .  

Q W h o  d e t e r m i n e d  which c u s t o m e r s  w o u l d  f a l l  i n t o  

e a c h  of t h e  t h r e e  groups t h a t  you m e n t i o n e d  t o  m e ?  

A They w e r e  l a b e l e d  on t h e  p o p u l a t i o n  f i l e  t h a t  

we r e c e i v e d .  

Q C a n  you  e x p l a i n  w h a t  y o u  mean by t h e y  were 
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2 A T h e r e  w a s  a n  i n d i c a t o r  on t h e  f i l e  t h a t  s a i d  

3 g r o u p  o n e  is th i s ,  you know, e v e r y b o d y  i n  one  g r o u p  had 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

a number  or l e t t e r  or s o m e  d e s i g n a t i o n  on t h e  f i l e .  

Q So t he  to t a l  popu la t ion  in fo rma t ion  tha t  was 

prov ided  t o  you by Bel lSou th  was broken  down i n t o  these  

th ree  groups  by Bel lSou th?  

A Yes.  

Q A n d  the  aggrega te  of t h e  th ree  groups  

compr i sed  approximate ly  13,000 l i nes ;  is t h a t  c o r r e c t ?  

A Yes .  

Q What  a r e  the t h r e e  g r o u p s ,  aga in ,  j u s t  so 

we ' re  c l e a r ?  

A One w a s  resale .  

Q Resale ,  what  is your  unde r s t and ing  of t h e  

customers  who w e r e  c o m p r i s e d  w i t h i n  the  resa le  g r o u p ?  

A I 'm no t  the  bes t  person t o  ask what  r e sa l e  

means.  My under s t and ing  is t h a t  i t ' s  just a f l a t  

r e se l l i ng  of t h e  se rv ices  w i t h o u t  b reak ing  them apa r t .  

Q 

A 

What  is the  bas i s  fo r  y o u r  unde r s t and ing?  

L i s t en ing  to  peop le  t a l k  about  i t .  

Q In t h e  course of t h i s  s u r v e y  or e l sewhere?  I 22 
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A 

Q 

I n  t h e  c o u r s e  of t h i s  s u r v e y  a n d  e l s e w h e r e .  

Did  you a s k  a n y b o d y  a t  B e l l S o u t h  w h a t  - -  I ' l l  

r e p h r a s e  t h a t  ques t ion .  

D id  y o u  ask a n y b o d y  a t  B e l l S o u t h  h o w  t h e  

c u s t o m e r s  i n  t h e  r e s e l l  g r o u p  w e r e  d e t e r m i n e d  t o  f a l l  

i n t o  t h a t  g roup?  

A No. I t h ink  Doug, i n  h i s  i n i t i a l  e - m a i l  t o  

d e s c r i b e  wha t  w e  w e r e  d o i n g ,  had  some g e n e r a l  v e r b i a g e  

a b o u t  h o w  t h e s e  g r o u p s  d i f f e r e d .  

Q A p p r o x i m a t e l y  how many  l i n e s  w e r e  r e p r e s e n t e d  

i n  t h e  t o t a l  p o p u l a t i o n  of t h e  r e s a l e  g r o u p ?  

A I don ' t  know t h a t  o f f h a n d .  

Q W e r e  t h e  s izes  of t h e  t h r e e  g r o u p s  t h a t  you 

m e n t i o n e d  e a r l i e r  UNE, r e s a l e  and  s l a m m e d  cus tomers ,  

a p p r o x i m a t e l y  e q u a l ?  

A I wouldn ' t  w a n t  to  swear  to t h a t  i n  t h i s  

b e c a u s e  I haven ' t  l ooked  a t  i t  r e c e n t l y  bu t  my 

recol lect ion is t h a t  t hey  w e r e  not  h u g e l y  d i f f e r e n t  i n  

size, a p p r o x i m a t e l y  equa l .  

Q W h a t  is y o u r  u n d e r s t a n d i n g  of t h e  UNE g r o u p  

t h a t  you ment ioned?  

A T h o s e  a re  u n b u n d l e d  services w h e r e  you cou ld ,  
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IDS c o u l d ,  s e l l  i n d i v i d u a l s  s e r v i c e  r a t h e r  t h a n  t h e  

w h o l e  package, is my under s t and ing .  

Q W a s  i t  y o u r  unde r s t and ing  t h a t  t h e  UNE g r o u p  

was c o m p r i s e d  of cus tomers  w h o  had  U N E  service f r o m  IDS 

and  t h e n  s w i t c h e d  to  Bel lSou th?  

A 

tha t .  

Q 

I don' t  know, I hadn ' t  e v e n  t h o u g h t  a b o u t  

Did  y o u  ask anybody  a t  B e l l S o u t h  how t h e  UNE 

g r o u p  w a s  d e t e r m i n e d ?  

A No, i t  wasn ' t  pa r t i cu la r ly  i m p o r t a n t  f o r  o u r  

purposes .  

Q Why n o t ?  

A Because t h e y  were ,  we  w e r e  u s i n g  i t  j u s t  t o  

make s u r e  t h a t  a l l  t h e  groups were c o v e r e d  a n d  t h a t  we 

cou ld  g ive  good e s t i m a t e s .  

16 

17 g r o u p s  w e r e  covered? 

18 

19 s a m p l e  by chance i t ' s  very  r a r e  b u t  by c h a n c e  a l o n e  you  

20 cou ld  g e t  y o u r  e n t i r e  s ample  in one g r o u p  and  w e  didn ' t  

21 want  tha t  to  h a p p e n .  

22 

Q W h a t  do  you  mean by m a k e  s u r e  t h a t  a l l  the 

A W e l l ,  if you put  a b s o l u t e l y  no c o n t r o l  over a 

Q So i n  o t h e r  words, y o u  w a n t e d  t o  make  sure  
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1 t ha t  t h e  se lec t ion  of the  s a m p l e  would  pol l  people  f rom 

2 e a c h  of the  three  groups? 

3 A That 's  cor rec t .  

4 Q And not a d i sp ropor t iona te  n u m b e r  f r o m  any one  

5 g r o u p ?  

6 

7 s a m p l e  return we would g e t  f r o m  each. A n d  we weren ' t  

8 s u r e  if i t  was  even  needed  b u t  w e  ac tua l ly  des igned  a 

9 f a i r l y  l a rge  sample  so t h e r e  was  some thought  that  we  

10 migh t  be  ab le  to  h a v e  e n o u g h  to  break  out  and make 

11 s e p a r a t e  e s t i m a t e s  for t he  t h r e e  groups .  A s  i t  tu rned  

12 ou t ,  we  designed f o r  tha t  poss ib i l i t y .  

13 

14 g r o u p s  as you had des igned?  

15 A Not  with enough p r e c i s i o n ,  so instead they 

16 ended  u p  being put toge ther  i n  one  group with proper  

17 weigh t ing  and  a probably  l a r g e r  sample  than  was needed  

18 for t h e  estimates t ha t  w e  used .  

19 Q How was  t h e  p rope r  we igh t ing  tha t  you 

20 desc r ibed  performed? 

21 A It ' s  the,  i t 's  t he  i n v e r s e  of the  sampl ing  

22 f r ac t ion .  So if y o u  sample  f r o m  o n e  group,  say, you 

A There was some, we weren ' t  su re  how b ig  a 

Q Were you ab le  to b r e a k  o u t  among t he  th ree  
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s a m p l e  f rom one a n d  t w o  i n  one  g r o u p ,  a n d  these  were  a l l  

n o t  nea r ly  tha t  f a r  a p a r t  bu t  fo r  i l l u s t r a t i o n  i f  you 

s a m p l e  one  and  t w o  then  tha t  person  r e p r e s e n t s  two 

people .  So you c a n  th ink  of i t  as m u l t i p l y i n g  i t  by 

two.  If you s a m p l e  one i n  ten  tha t  one p e r s o n  

r ep resen t s  t e n  p e o p l e  so you would  m u l t i p l y  tha t  one  by 

t e n ,  t ha t  pe r son ' s  r e sponses ,  so tha t  w h e n  you put  them 

t o g e t h e r  they ' re  p u t  t oge the r  co r rec t ly .  

Q So i n  o t h e r  words, i f  you had  one g r o u p  that  

w a s  one  ou t  of t w o  peop le  a n d  a n o t h e r  g r o u p  tha t  was  o n e  

o u t  of ten  people  y o u  wou ld  mul t ip ly  t h e  f i r s t  g roup  by 

t w o  and  the  second  g roup  by t en  in  o r d e r  t o  have  

we igh ted  r e su l t s ?  

A Yeah,  b e f o r e  you put  t h e m  t o g e t h e r  so t h a t  you 

would  co r rec t ly  r ep resen t  t he  p o p u l a t i o n ,  o the rwise  i f  

you didn ' t  do t h a t  t hen  you would  be, t h e  f i r s t  g roup  

would  have  t o o  much in f luence  on t h e  a n s w e r ,  

d i sp ropor t iona te  in f luence .  

Q What  w a s  your  unde r s t and ing  of t h e  th i rd  

group,  the  s l a m m e d  cus tomers  g roup ,  a s  y o u  described 

t h e m ?  

A My under s t and ing  w a s  tha t  t h o s e  were  cus tomers  
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w h o  w h e n  t h e y  c a m e  back t o  B e l l S o u t h  reported t h a t  t h e y  

h a d  b e e n  s w i t c h e d  w i t h o u t  t h e i r  c o n s e n t .  

Q A n d  t o  whom d i d  t h o s e  c u s t o m e r s  r e p o r t  t h a t  

t hey  h a d  b e e n  s w i t c h e d  w i t h o u t  t h e i r  c o n s e n t ?  

MR. MEZA: O b j e c t  t o  t h e  f o r m .  

BY MR. MILLER: 

Q You c a n  a n s w e r .  

A Okay. I don't know e x a c t l y  w h o  t h e y  r e p o r t e d  

to .  My u n d e r s t a n d i n g  is  they  r e p o r t e d  t h a t  t o  B e l l S o u t h  

w h e n  t h e y  r e t u r n e d .  

Q W h o  d e t e r m i n e d  t h e  t o t a l  p o p u l a t i o n  of 

customers ,  I 'm  s o r r y ,  l i n e s  i n  t h e  s l a m m e d  group? 

A T h e y  w e r e  t h o s e  l i n e s  t h a t  w e r e  i d e n t i f i e d  b y  

B e l l S o u t h  a s  h a v i n g  r e p o r t e d  t h a t  so t h a t  w o u l d  h a v e  

b e e n  B e l l S o u t h .  

Q Did  you  ask anybody  at  B e l l S o u t h  how B e l l S o u t h  

c a m e  t o  t h e  d e t e r m i n a t i o n  tha t  t h o s e  c u s t o m e r s  f e l t  t hey  

h a d  been s l a m m e d ?  

A I d idn ' t  ask bu t  I h a d  been t o l d  t h a t  t h e y  

r e p o r t e d  w h e n  t h e y  c a m e  back t h a t  t h e y  h a d  been s w i t c h e d  

w i t h o u t  t h e i r  p e r m i s s i o n .  

Q Were  t h e r e  any c h a n g e s  i n  t h e  t o t a l  p o p u l a t i o n  
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1 f r o m  t h e  t i m e  t h a t  Be l lSou th  f i r s t  p rovided  tha t  

2 i n fo rma t ion  t o  Erns t  & Young  to t he  t i m e  t h a t  survey was 

3 c o n d u c t e d ?  

4 A T h e r e  were u n d u p l i c a t i o n s .  

5 Q Per fo rmed  by E r n s t  & Young, r igh t?  

6 A Yes. 

7 Q Which would no t  r e su l t  i n  any  a d d i t i o n s  or  

8 d e l e t i o n s  t o  t h e  to t a l  popu la t ion ,  co r rec t ?  

9 A Tha t ' s  correct .  

10 Q Go on. 

11 A And  t h e n  of c o u r s e  there  were some t h a t  as we 

12 d i d  the  s u r v e y  s o m e  of these numbers  were  a lmos t ,  were 

13 a lmost  two  yea r s  old a n d  so somet imes  t h e  n u m b e r  had 

14 changed  or t h e  b u s i n e s s  was  no l o n g e r  i n  business o r  

15 

16 

17 

18 

19 

20 

21 

22 

s o m e t h i n g  l i k e  tha t ,  t h e r e  was, so i n  t e rms  of t h a t  

t hose  were no t  v iab le  numbers  or  v i ab le  s u r v e y  ta rge ts .  

Were  t h e r e  any o the r  changes made  by Erns t  & Q 

Young i o  t h e  t o t a l  popu la t ion?  

A NO. 

Q Any o t h e r  c h a n g e s  made  by B e l l S o u t h  t o  t h e  

t o  ta l  popu la t ion?  

A No. 
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1 

2 to ta l  p o p u l a t i o n ?  

3 A NO. 

4 Q W h e r e  were  the cus tomers  i n  t h e  to ta l  

5 popula t ion  loca ted  geographica l ly?  

6 

7 p l u s  I th ink  somewhere  in Georgia .  Some were,  I t h i n k ,  

8 i n  I'm not su re  about  Tennessee  but  I be l ieve  there  were 

9 some there .  There  was a sca t te r ing  of cus tomers  

10 throughout  severa l  s ta tes .  

11 Q The cus tomers  were not a l l  f r o m  Flor ida?  

12 A No ,  t h e y  were  not.  

13 Q Were  the  cus tomers  in t h e  sample  a l l  f r o m  

14 Flor ida?  

15 A No.  

16 Q 

17 di f fe ren t  way.  

18 

19 compr ised  of resa le  customers? 

20 MR. MEZA: Object  to  t h e  f o r m .  

21 THE WITNESS: I have  absolu te ly  no idea. 

22 BY MR. MILLER: 

Q Any o ther  c h a n g e s  made by ORC Macro to  the 

A I don ' t  know, a l l  the  s t a t e s ,  i t  was  F lor ida  

What is the  - =  le t  me ask t h e  ques t ion  a 

What percentage  of IDS'S to ta l  l i nes  are  
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1 Q What percentage of IDS's total  customers  are 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

comprised of U N E  cus tomers?  

MR. MEZA: Object  to  the  form. 

THE WITNESS: I h a v e  no i n f o r m a t i o n  about 

IDS's to ta l  customer b a s e .  

BY MR. MILLER: 

Q Did you make any ef for t  to  determine the 

composi t ion of IDS's t o t a l ,  I'm sorry,  customer base 

p e r f o r m i n g  t h e  survey? 

A No.  I t  really wasn ' t  - -  our interest  in t h e  

survey was t o  f i n d  out  about  why customers lef t  IDS 

i n  

and 

12 went back to  Bel lSouth,  not about  their  general  customer 

13 base .  

14 Q What percentage of those  customers w h o  had  

15 l e f t  IDS a n d  gone to BellSouth were resale  customers  of 

16 IDS? 

17 MR. MEZA: Objec t ion ,  asked a n d  answered. 

18 BY MR. MILLER: 

19 Q You can answer.  

20 A Would  you say i t  again.  

21 Q Sure.  To c lar i fy  just in  response to  Jim's 

22 objec t ion  I 'm not asking about  current  customers.  I'm 
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1 a s k i n g  of t h e  c u s t o m e r s  who h a v e  l e f t  IDS a n d  gone t o  

2 B e l l S o u t h  w h a t  p e r c e n t a g e  a re  resale ,  I'm s o r r y ,  were 

3 r e s a l e  c u s t o m e r s  of IDS? 

4 A I d o n ' t  know e x a c t l y .  The g r o u p s  w e r e  n o t  

5 

6 Q W o u l d  the p e r c e n t a g e  of IDS c u s t o m e r s  w h o  l e f t  

7 f o r  B e l l S o u t h  who  w e r e  r e s a l e  c u s t o m e r s  of IDS  be  e q u a l  

8 t o  t h e  p e r c e n t a g e  of t h e  t o t a l  p o p u l a t i o n  t h a t  w a s  

9 c o m p r i s e d  i n  t h e  r e s a l e  g r o u p  i n  y o u r  s u r v e y ?  

10 MR. MEZA: O b j e c t i o n .  

11 THE WITNESS: Y o u ' l l  h a v e  to  s a y  t h a t  a g a i n .  

12 I d i d n ' t  f o l l o w  t h e  w h o l e  t h i n g ,  y o u  l o s t  m e  s o m e w h e r e .  

13 BY MR. MILLER: 

14 Q Is t h e  p e r c e n t a g e  of IDS c u s t o m e r s  who  l e f t  

15 IDS d u r i n g  the t i m e  p e r i o d  of y o u r  s u r v e y  - 0  

16 A Of t h e  p e r c e n t  based on IDS? 

17 Q Y e s ,  t h e  p e r c e n t  of t o t a l  IDS  c u s t o m e r s  who 

18 l e f t  IDS d u r i n g  t h e  t i m e  per iod of y o u r  s u r v e y  a n d  went 

19 to B e l l S o u t h  a n d  were r e s a l e  c u s t o m e r s  of IDS e q u a l  to 

20 t h e  p e r c e n t a g e  t h a t  you w o u l d  de r ive  by t a k i n g  t h e  size 

21 of t h e  r e s a l e  g r o u p  i n  y o u r  s u r v e y  d i v i d e d  b y  t h a t  t o t a l  

22 popula t ion?  

t e r r i b l y  d i f f e r e n t  i n  s ize  so I j u s t  d o n ' t  know. 

w 
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MR. MEZA: Objec t  to  t he  fo rm of the  ques t ion ,  

you can answer  i f  you can .  

, BY MR. MILLER: 

Q Let me c la r i fy  the  ques t ion ,  I want  t he  

percentage  in t e r m s  of l i n e s  so tha t  we ' re  t a lk ing  about  

a n  equal  compar i son  as opposed  to  cus tomers .  

A I t  s o u n d s  l i k e  you ' re  a sk ing  me about  t h e  

percent  of I D S  cus tomers .  

Q Yes .  

A And I h a v e  no way to  know t he  percent  of I D S  

cus tomers  that  a r e  in any pa r t i cu la r  ca t egory .  I o n l y  

know the  percent  tha t  went  0 -  I know how t h e  ca t egor i e s  

break out i n  t h o s e  that  went  t o  Bel lSouth  but t he  to t a l  

cus tomers  of I D S  I don ' t  know any th ing  about  them.  

Q A n d  I 'm  only concerned  i n  my ques t ion  w i t h  I D S  

cus tomers  who went  t o  Bel lSouth .  

A Okay, s o r r y ,  I ha te  t o  do t h i s  but  ask i t  

again.  What w a s  the  percent  you wan ted?  

Q I ' l l  t r y  aga in .  

A 

Q 

Of t h o s e  who  went  to  Bel lSou th?  

Of the  f o r m e r  IDS cus tomers  who went  to  

Bel lSou th  d u r i n g  t h e  t ime per iod  of your  survey  would 
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1 t h e  pe rcen tage  of those  c u s t o m e r s  w h o  had r e s a l e  

2 s e r v i c e s  wi th  I D S  be e q u a l  t o  t h e  p e r c e n t a g e  t h a t  you 

3 wou ld  ob ta in  by t ak ing  t h e  number  of c u s t o m e r s  i n  the  

4 r e sa l e  g roup  i n  y o u r  su rvey  d iv ided  b y  t h e  to t a l  number  

5 of cus tomers  a f t e r  the  undup l i ca t ion  e f fo r t  in  t h e  to t a l  

6 popu la t ion  of your  su rvey?  

7 MR. MEZA: O b j e c t .  Let's make sure I 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

22 

under s t and .  A r e  you a s k i n g  her  f o r  t hose  c u s t o m e r s  tha ,  

Bel lSou th  r epor t ed  or  tha t  - -  t h a t  Be l lSou th  r e p o r t e d  i n  

t h i s  fo rm o r  t h i s  w a s  i n f o r m a t i o n  g iven  t o  Erns t  & Young 

or  l a rge r  than  t h a t ?  

MR. MILLER: I 'm a s k i n g  w h e t h e r  t h e  pe rcen tage  

of I D S  cus tomers  w h o  wen t  to  Be l lSou th  a n d  w e r e  resa le?  

MR. MEZA: And repor t ed  by Bel lSou th?  

MR. MILLER: No. T h e  IDS c u s t o m e r s  w h o  l e f t  

I D S  a n d  went  to  Bel lSou th  a n d  w e r e  resale ,  ,is t h a t  

pe rcen tage  equa l  t o  t h e  pe rcen tage  o f  c u s t o m e r s  i n  your  

resale  g roup  as opposed  t o  t h e  to t a l  popu la t ion  in  your 

survey? 

MR. MEZA: Objec t  to  t h e  fo rm.  

THE WITNESS: I'm no t  - -  I mean i f  we  have  the  

who le  g r o u p  which  I unde r s t and  w e  do, i f  w e  have  a l l  of 
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t h e m ,  t h e n  i t  seems t o  m e  you ' r e  a s k i n g  me is A e q u a l  t o  

A, so I'm h a v i n g  t r o u b l e  a n s w e r i n g  i t .  

I f  you ' re  a s k i n g  a b o u t  t h e  s a m p l e ,  w a s  t h e  

s a m p l e  p r o p o r t i o n a t e  t o  t h e  p o p u l a t i o n  i t  w a s  not 

e x a c t l y  b e c a u s e  w e  d e s i g n e d  to  a c h i e v e  prec is ion  r a t h e r  

t h a n  t o  b e  exac t ly  p r o p o r t i o n a t e .  

BY MR. MILLER: 

Q I 'm a s k i n g  do y o u  know i f  the ,  i f  t h e  t o t a l  

p o p u l a t i o n  cons i s t ed  of a l l  c u s t o m e r s  w h o  l e f t  IDS and  

w e n t  t o  Be l lSou th  d u r i n g  t h e  t i m e  p e r i o d  of your  s u r v e y ?  

A T h a t  w a s  my u n d e r s t a n d i n g  of t h e  p o p u l a t i o n .  

No t  d u r i n g  t h e  t ime  pe r iod  of t h e  s u r v e y ,  d u r i n g  t h e  

t i m e  p e r i o d  tha t  we  a s k e d  a b o u t  on t h e  s u r v e y .  

Q Yes, t h e  t i m e  p e r i o d  of t h e  c u s t o m e r s  w h o  l e f t  

t h a t  a r e  compr i sed  i n  t h e  s u r v e y ?  

A T h e  t i m e  pe r iod  of t h e  s u r v e y  w a s  a b o u t  t h r e e  

o r  f o u r  weeks ,  no t  d u r i n g  t h a t  t i m e  p e r i o d ,  d u r i n g  t h e  

t i m e  per iod  tha t  t ook  p l a c e  d u r i n g  2000, 2001. 

Q D i d  you do a n y  r e s e a r c h  t o  d e t e r m i n e  w h e t h e r  

t h e  t o t a l  popu la t ion  c o n s i s t e d  of a l l  c u s t o m e r s  who  l e f t  

IDS a n d  w e n t  t o  B e l l S o u t h  d u r i n g  t h e  t i m e  pe r iod  you  

w e r e  c o n c e r n e d  wi th  i n  t h e  s u r v e y ?  
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A If you ' re  a s k i n g  d i d  we i n d e p e n d e n t l y  v e r i f y  

w h a t  we w e r e  g i v e n ,  no, we d i d  not .  

Q Did  you make any e f f o r t  to  d e t e r m i n e  t h e  

l e n g t h  of t i m e  t h a t  c u s t o m e r s  i n  t h e  s u r v e y  w e r e  w i t h  

I D S  b e f o r e  t h e y  l e f t  f o r  B e l l S o u t h ?  

A W e  a s k e d  t h e m  i f  t hey  h a d  b e e n  w i t h  IDS  f o r  a 

m o n t h  or  m o r e  or  f o r  l e s s  t h a n  a month b u t  no t  b e y o n d  

t h a t .  

Q S o  o t h e r  t h a n  t h e  s u r v e y  q u e s t i o n  a s  t o  

w h e t h e r  t h e  c u s t o m e r  was  w i t h  IDS f o r  less t h a n  o n e  

m o n t h  o r  m o r e  t h a n  one m o n t h  E r n s t  & Y o u n g  d i d  no o t h e r  

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

i n v e s t i g a t i o n  a s  t o  how l o n g  t h e  c u s t o m e r s  h a d  been w i t h  

IDS before  s w i t c h i n g  to  B e l l S o u t h ?  

A No.  

Q No o t h e r  i n v e s t i g a t i o n ?  

A No, 1 don ' t  t h i n k  i t  w o u l d  be p o s s i b l e .  I 

don ' t  t h i n k  we h a v e  access t o  e i t h e r  B e l l S o u t h  or  IDS 

c u s t o m e r  r e c o r d s  u n l e s s  t hey  give t h e m  t a  us. 

Q D i d  E r n s t  & Young m a k e  an  e f f o r t  t o  i n s u r e  

t h a t  t h e  s a m p l e  was r e p r e s e n t a t i v e  of t h e  - -  w e l l ,  l e t  

m e  a s k  t h a t  q u e s t i o n  aga in .  

D id  E r n s t  & Young t a k e  i n t o  a c c o u n t  t h e  
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geographica l  l o c a t i o n  of t h e  c u s t o m e r  i n  d e t e r m i n i n g  the 

c u s t o m e r s  t h a t  wou ld  form t h e  s a m p l e ?  

A No, w h e n  you d o n ' t  d o  t h a t ,  if y o u  s a m p l e  

r a n d o m l y  beyond  tha t  you e x p e c t  mos t  of t i m e  to ge t  the  

same,  e x c e p t  i n  ve ry  u n l i k e l y  cases t o  g e t  t h e  s a m e  

a p p r o x i m a t e l y  t h e  s a m e  p r o p o r t i o n a t e  r e p r e s e n t a t i o n  as 

is  in  the p o p u l a t i o n .  

Q Did Ernst & Young m a k e  a n y  e f f o r t  t o  e x c l u d e  

c u s t o m e r s  w h o  w e r e  no t  l o c a t e d  i n  F lo r ida  i n  c o n d u c t i n g  

t h e  s u r v e y ?  

A No. 

Q Did Erns t  & Young p e r f o r m  any  a n a l y s i s  of 

b u s i n e s s  s e c t o r s  i n  w h i c h  t h e  c u s t o m e r s  o p e r a t e d  in  

d e t e r m i n i n g  t h e  s a m p l e ?  

A No, m y  u n d e r s t a n d i n g  is t h a t  t hey  were  

p r i m a r i l y  s m a l l  b u s i n e s s e s .  

Q 

A 

W h a t  is t h e  bas i s  fo r  tha t  u n d e r s t a n d i n g ?  

When we were  t r y i n g  t o  d e t e r m i n e  t h e  sample 

size t h e  response r a t e s  d i f f e r  by w h e t h e r  i t ' s  a n  

i n d i v i d u a l  h o m e  or a s m a l l  b u s i n e s s  or a l a r g e  b u s i n e s s  

a n d  we needed  t o  make  s o m e  s o r t  of a d j u s t m e n t  t o  t h e  

s a m p l e  s ize  t o  a l low fo r  n o n r e s p o n s e .  A n d  so in 
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1 p u r s u i n g  tha t ,  a s k i n g  a n d  then  a l s o  looking a t  t h e  names 

2 of t h e  b u s i n e s s e s ,  a s k i n g  wha t  t y p e s  of cus tomers  these 

3 were ,  r e v i e w i n g  t h e  n a m e s ,  we w e r e  to ld  t h e y  w e r e  

4 p r i m a r i l y  s m a l l  b u s i n e s s e s  a n d  tha t  a p p e a r e d  t o  b e  t h e  

5 c a s e  l o o k i n g  a t  t h e  names of them a n d  in  t h e  s u r v e y s  

6 t h e m s e l v e s .  

7 Q Did y o u  ask i n  t h e  su rvey  w h e t h e r  t h e  b u s i n e s s  

8 w a s  a s m a l l  b u s i n e s s ?  

9 A No, we  d i d  no t  b u t  w e  t y p i c a l l y  d i d n ' t  have  to  

10 go t h r o u g h  g a t e k e e p e r s ,  you know secre ta r ies .  

11 Q R e c e p t i o n i s t s ?  

12 A R e c e p t i o n i s t s .  

13 Q So t h a t ' s  t h e  bas i s  for your v i e w  t h a t  t h e  

14 e x e c u t i o n  of t h e  s u r v e y  conf i rmed  tha t  m o s t  of t h e s e  

15 

16 

17 

18 

19 

20 

21 

22 

c u s t o m e r s  i n  t h e  s u r v e y  w e r e  s m a l l  b u s i n e s s e s ?  

A It 's one i n d i c a t o r .  

MR. MILLER: G e t  some wate r .  

(Off  t h e  record.)  

BY MR. MILLER: 

Q D u r i n g  t h e  s u r v e y  d id  t h e  i n t e r v i e w e r s  ask any 
4 

q u e s t i o n s  of t h e  respondents  t o  v e r i f y  t h e  

r e p r e s e n t a t i v e n e s s  of the  sample?  
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1 MR. MEZA: Objec t  t o  t h e  f o r m .  

2 THE WITNESS: No, w e  d e p e n d e d  on t h e  s a m p l i n g  

3 m e t h o d o l o g y  to  make i t  r ep resen ta t ive .  

4 BY MR. MILLER:  

5 Q How long  were  the  i n t e r v i e w e r s  t r a i n e d  to 

6 c o n d u c t  t h i s  s u r v e y  spec i f i ca l ly?  

7 A T h e  spec i f ic  survey?  

8 Q Yes. 

9 A We used  a g roup  of i n t e r v i e w e r s  t h a t  i s  

10 t r a i n e d  on b u s i n e s s  su rveys  and  they ' r e  pe rmanen t  

11 i n t e r v i e w e r s  and  they  had ju s t  c o m e  off a n o t h e r  bus iness  

12 s u r v e y  so i n  t h i s  c a s e  t h e  survey  is ve ry  s h o r t  a n d  

13 s i m p l e  so t h e r e  w a s  no n e e d  f o r  e x t e n s i v e  t r a in ing .  I 

14 t h i n k  t h e y  got m a y b e  a couple  of h o u r s  on t he  spec i f i c s  

15 of t h i s ,  a n  hour  o r  two ,  but  I don ' t  know exac t ly .  I 

16 know i t  wasn ' t  ex t ens ive ,  though.  

17 Q Did a n y o n e  f rom Erns t  & Y o u n g  pa r t i c ipa t e  i n  

18 t h a t  training? 

19 A No. 

20 Q Did anyone  f r o m  Be l lSou th  p a r t i c i p a t e  i n  t ha t  

21 t r a i n i n g ?  

22 A No. 
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Q During  the  one  o r  two-hour  t r a in ing  t h a t  you 

men t ioned  were  the  i n t e r v i e w e r s  i n f o r m e d  wha t  t h e  t e rm 

s l a m m i n g  means?  

A I didn ' t  pa r t i c ipa t e  i n  t he  t r a in ing  S O  I 

don ' t  know wha t  they w e r e  to ld  du r ing  i t .  Bas i ca l ly  

t h e s e  a r e  permanent  i n t e r v i e w e r s  and we re ly  on t he  

v e n d o r  t o  t ra in  them.  

Q Did Erns t  & Young pu t  any r equ i r emen t s  on ORC 

Macro  as t o  the  l eng th  of expe r i ence  of t h e  i n t e r v i e w e r s  

a c t u a l l y  pa r t i c ipa t ing  i n  t h e  su rvey?  

A I don ' t  t h ink  w e  m a d e  i t  a formal  r equ i r emen t .  

We  d i scussed  wi th  them how fas t  they cou ld  do t h e  

s u r v e y ,  how quickly  c o u l d  they  ge t  i t  o f f  t h e  g round  and  

s t a r t e d  and  they to ld  us t h a t  i f  they used ,  tha t  t hey  

wou ld  use  th i s  execu t ive  s u r v e y  group a n d  they  w e r e  

r eady  t o  go. They h a d  b e e n  t r a ined  on a p r e v i o u s  su rvey  

a n d  h a d  r ece ived  ex t r a  t r a i n i n g  i n  genera l .  This is 

18 sor t  of the i r  be t t e r  g r o u p  of in te rv iewers .  

19 Q So y o u  don't know how long? 

20 A So what  was y o u r  ques t ion?  

21 Q My ques t ion  was w h e t h e r  Erns t  & Y o u n g  imposed  

22 any r equ i r emen t s  on ORC Macro  as  t o  t h e  l e n g t h  of 
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e x p e r i e n c e  w i t h  ORC M a c r o  t h a t  t h e  p a r t i c i p a n t s ,  t h e  

i n t e r v i e w e r s ,  h a d  t o  h a v e ?  

. A  No ,  w e  d idn ' t .  

Q Did a n y o n e  a t  Ernst & Young s e r v e  as  an  

i n t e r v i e w e r ?  

A No. 

Q Did a n y o n e  a t  B e l l S o u t h  s e r v e  a s  a n  

i n t e r v i e w e r ?  

A No. 

Q Let  m e  a s k  you  t o  i d e n t i f y  s o m e  o f  t h e  

d o c u m e n t s  t h a t  y o u  p r o d u c e d  to u s  y e s t e r d a y .  

A O k a y .  

Q Fi r s t ,  l e t  m e  h a n d  y o u  a f o l d e r  t h a t ' s  l abe led  

p a r t  t w o  of  u n i v e r s e  a n d  s a m p l e  data sent t o  Macro .  

W h a t  is t h e  i n f o r m a t i o n  c o n t a i n e d  i n  t h a t  f o l d e r ?  

A The f i r s t  piece is a p r i n t o u t  of t h e  

e l e c t r o n i c  f i l e  t h a t  we s e n t  to M a c r o  of t h e  s a m p l e  a n d  

it's i d e n t i f i e d  by i ts  t h r e e  p i e c e s .  

Q And t h a t  is  t h e  sample i n  e a c h  t h r e e  g r o u p s ;  

is t h a t  correct? 

A Yes. The n e x t  o n e  is a record l a y o u t  for  

t h a t .  I'm not  sure w h i c h  of t h e s e  copies i t  goes t o  bu t  
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1 i t  i s  a record l a y o u t .  T h e  nex t  one is a n  E x c e l  v e r s i o n  

2 of t h e  f i r s t  so it 's a l i t t l e  more  r e a d a b l e .  

3 Q A n d  t h a t  d o c u m e n t  is  l a b e l e d  RB s a m p l e ,  

4 correct?  

5 A Yes, w e l l ,  yes ,  t he re ' s  one for e a c h  g r o u p .  

6 I t ' s  E x c e l  or W o r d ,  I'm no t  s u r e  w h i c h  b u t  i t ' s  a m o r e  

7 r e a d a b l e  f i l e .  A n d  t h e n  the  n e x t  one  is w e  h a d  RB, CB 

8 a n d  SE. 

9 Q Are  t h o s e  l a s t  t h r e e  d o c u m e n t s  t h a t  you h a v e  

10 r ev iewed  a l i s t i n g  of t h e  c u s t o m e r s  c o n t a i n e d  i n  t h e  

11 s a m p l e  b r o k e n  down  by each  of t h e  t h r e e  g roups?  

12 A Yes. 

13 Q Let m e  a s k  y o u ,  l e t  m e  see them.  T a k e  a l o o k  

14 a t  t h e  r i g h t - h a n d  c o l u m n  of t h e  d o c u m e n t  t h a t ' s  l a b e l e d  

15 R B  s a m p l e  a n d  i n  p a r t i c u l a r  l o o k  o n  t h e  l a s t  p a g e  w h e r e  

16 i t  r e f e r s  t o  RB-200518, d o e s  t h a t  r e f r e s h  y o u r  

17 r e c o l l e c t i o n  as t o  how many  c u s t o m e r s  w e r e  c o n t a i n e d  i n  

18 t h e  RB s a m p l e ?  

19 

20 t r a c k i n g  n u m b e r  a n d  I don ' t  know w h e t h e r ,  i t  a p p e a r s  t o  

21 be i n  s equence  f r o m  1 to 518 S O  t h a t  a p p e a r s  t o  be  t h e  

22 n u m b e r  b u t  - 0  

A Not  rea l ly  b e c a u s e  I d o n ' t  know, t h i s  is a 
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1 .  Q How would I conf i rm how many c u s t o m e r s  w e r e  

2 contained i n  t h e  RB s a m p l e ?  

3 

4 mater ia l  that we g a v e  you.  

5 Q Al l  r ight .  Let m e  ask you - 0  

6 A It's i n  a folder. 

7 

8 la ter .  I f  y o u  cou ld  s h o w  that to m e  I'd apprec ia te  i t .  

9 A Okay. Most  l ike ly  t h a t  i s  what i t  is. 

A It's i n ,  there's some t a b l e s  i n  s o m e  of the 

Q Let m e  ask you t o  look through more of folders 

10 Q b  

11 A 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

Q Yes. 

A 

Q 

A 

What does RB refer to? 

Probably resale but there 's  some sort of 

trans la t ion  somewhere .  

Q Yes,  I know that there is. I'd l ike  t o  mark 

as  Exhibi t  Batcher  2 a document  that's labeled B e l l S o u t h  

survey sampl ing  steps.  

(Exhibit Number 2 was marked for 
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1 i d e n t i f i c a t i o n . )  

2 BY MR. MILLER: 

3 Q T a k e  a m o m e n t  to f a m i l i a r i z e  your se l f  w i t h  

4 t h a t ,  Dr .  Batcher .  

5 MS. HELTON: Br ian ,  w h a t  a r e  you m a r k i n g  as 

6 e x h i b i t s ?  

7 MR. MILLER: T h e s e  a r e  d o c u m e n t s  t h a t  I 

8 

9 copy of them.  

10 MR. MEZA: No, Mary Anne ,  i t ' s  d o c u m e n t s  tha t  

11 we  a g r e e d  to  produce  to  IDS  f o r  Miss Batche r ' s  

12 d e p o s i t i o n .  

13 

14 copy of those? 

15 MR. MEZA: Y e a h ,  u n f o r t u n a t e l y  I just rev iewed 

16 t h e m  yes t e rday  myse l f  a n d  so I w i l l  get y o u  a c o p y  a s  

17 soon as I can. 

18 MS. HELTQN: E l e c t r o n i c  copies? 

19 MR. MEZA: Some  o f  i t  is on d i sk .  

20 THE WITNESS: I t  c o u l d  be i n  e i t h e r  e l e c t r o n i c  

21 o r  p r in t ed .  I w o u l d  s u g g e s t  t h a t  you m a y  w a n t  t o  get 

22 some of i t  e l e c t r o n i c a l l y .  I t h i n k  t h e r e  was one  t h a t  

r e c e i v e d  yes t e rday ,  6 p.m.  I d o n ' t  t h i n k  you h a v e  a 

c 

t 

MS. HELTON: Are  w e  go ing  t o  be  a b l e  t o  g e t  a 

b 

c 
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1 

2 data  f i le i n t o  a readable  w r i t t e n  form.  

3 

4 to the of f ice  and get organized I w i l l  g i v e  y o u  a copy. 

5 MS. HELTON: O k a y .  

6 BY MR. MILLER: 

7 Q Does E x h i b i t  Batcher  2 re fresh  your 

8 recollection as to what the term RB refers to? 

9 A Y e s .  

10 Q What  does t h e  term RB re fer  t o ?  

11 A Resale .  

w e  w e r e  n o t  able to get i n t o  a r e a d a b l e  because it was  a 

MR. MEZA: Yeah,  but a s  soon a s  I c a n  get back 

I 
I 

12 Q A n d  the  term CB? 

13 A Unbundled  ne twork  elements. 

14 Q A n d  the term SE? 

15 A SE,  s l a m m e d ,  c u s t o m e r s  who had reported t h e y  

16 had been s lammed.  

17 

18 Young assigned to each of the three groups in  the  to ta l  

19 p o p u l a t i o n ?  

20 A I don ' t  know i f  t h o s e  i n i t i a l s  were a s s i g n e d  

21 by us or were o n  the f i le  when w e  r e c e i v e d  i t .  

22 

Q A n d  were t h e s e  t h e  code n a m e s  that  Ernst  & 

Q But in  any event t h e s e  are the  c o d e  names for 
A 
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1 

2 A They're t h e  var iab le  names t h a t  we used, yes. 

3 Q Variable names. W h a t  is  Exhibit Batcher 2? 

4 A This.  

5 Q Yes, Exhibit  Batcher  2. 

6 

7 

8 Q Does Exhibit  Batcher  2 indicate the total  

9 number of customers i n  each of the three sample groups? 

10 It  has  the populat ion totals  a n d  i t  has  t h e  

11 

12 Q W h e r e  is the populat ion total  i n  exhibi t  

13 Batcher  2? 

14 A Page  3 of a t tachment  of A. It 's at tachment A, 

15 page 1 but it 's page 3 of the  d o c u m e n t .  

16 Q And where do you see the population s ize?  

17 A 

18 

19 Q And what is the  s ignif icance of those numbers? 

20 A They're t h e  populat ion in the three groups .  

21 Q Are those numbers of customers or numbers of 

22 l ines? 

each  of the three groups i n  the total  population, r i g h t ?  

A It's a writeup of how we determined t h e  sample  

s i ze  and  how we did t h e  sampling. 

A 

sample  s izes ,  target s a m p l e  s izes .  
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1 A They should  be numbers of cus tomers  because 

2 they're undupl icated.  

3 Q Attachment  A of Exhibi t  Ba tche r  2 s a y s  the  

4 th ree  target  undupl ica ted  p o p u l a t i o n s ,  r igh t?  

5 A Right. 

6 Q How many cus tomers  were in  t h e  unbundled 

7 network element  popula t ion?  

8 A 

9 Q How many  cus tomers  were i n  the  resa le  

10 populat ion? 

11 A 

12 Q How many cus tomers  were  i n  t he  s l a m m e d  

13 populat ion? 

14 A 

15 Q W h a t  w e r e  the  sample s i zes  f o r  each of the 

16 th ree  groups? 

17 A For unbundled i t  was resa le  was 

18 slammed i s  

t 

c 

19 Q And what  is t h e  significance of those numbers?  

20 A Those were  t h e  sample  sizes tha t  we determined 

21 were  needed to achieve  95 percent confidence p l u s  o r  

22 minus 5 within each  of those  groups.  And  then there  was 
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1 a n  a d j u s t m e n t  m a d e  assuming a maximum n o n r e s p o n s e  r a t e .  

2 And a c t u a l l y ,  w h e n  we assumed  t h e  nonresponse r a t e  I 

3 b e l i e v e  w e  weren ' t  sure  i f  t h e s e  w e r e  i n d i v i d u a l  or 

4 b u s i n e s s  c u s t o m e r s .  

5 Q Is i t  f a i r  t o  say based on E x h i b i t  B a t c h e r  2 

6 t h a t  t h e r e  w e r e  cus tomers  i n  t h e  s a m p l e  w i t h i n  t h e  

7 u n b u n d l e d  n e t w o r k  e lement  g r o u p ?  

8 A Yes. 

9 Q And , i ~ s t o m e r s  i n  t h e  r e s a l e  group wi th in  

IO t h e  sample?  

11 A Yes. 

12 Q An;d , cus tomers  w i t h i n  t h e  s l a m m e d  group 

13 s a m p l e ?  

14 A Yes. 

15 Q U 6 y  was t h e  s ample  s i z e  fo r  resale o n l y  

14 m o r e  c u s t o m e r s  than  the  u n b u n d l e d  n e t w o r k  e l e m e n t  group 

17 w h e n  as i n d i c a t e d  on page 3 of Exhib i t  Ratcxer 2 t h e  

18 to ta l  populat ion for the  resale g r o u p  was :om pared  

W 

/ 

19 t o  customers  i n  t he  u n b u n d l e d  ne twork  e l e m e n t s  

20 g r o u p ?  

21 A S a m p l e  s i z e  is de te rmined ,  odd ly  e n o u g h  mos t  

22 p e o p l e  t h i n k  it's based  on t h e  p o p u l a t i o n  size or a s sume  
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i t  is a n d  i t ' s  not.  S a m p l e  s ize  is  based  on t h e  number 

t ha t  you need t o  g e t  a p a r t i c u l a r  c o n f i d e n c e  a n d  

p rec i s ion .  A n d  the w a y  i t  works i s  i f  you h a v e  a sma l l  

popu la t ion  you ge t ,  b e c a u s e  you're t ak ing  such a l a rge  

a m o u n t  of the  p o p u l a t i o n  you don ' t  need t o  t a k e  q u i t e  so 

many but  as p o p u l a t i o n s  g e t  - -  so i t ' s  s o m e w h a t  r e l a t ed .  

As  p o p u l h m s  g e t  b igge r  you t a k e  more  of 

them u p  to  a c e r t a i n  p o i n t  but  once you h i t  t h a t  po in t  

you ' re  in to  -- i t  doesn ' t  ma t t e r  i f  i t ' s  10,000 or 

i n f i n i t e  number b e c a u s e  you don' t  g e t  t ha t  b e n e f i t  

a n y m o r e  fo r  hav ing  a s m a l l  popula t ion .  So bas i ca l ly  

i t 's  modes t ly  d e p e n d e n t  on popu la t ion  s i z e  b u t  pr imar i ly  

dependen t  on t h e  v a r i a b i l i t y  wi th in  and how big a s a m p l e  

you need  to  ge t  t h e  c o n f i d e n c e  a n d  p rec i s ion  tha t  you 've  

spec i f i ed .  

Q When the f i n a l  su rvey  r e su l t s  w e r e  t abu la t ed  

d i d  you reweight  t h e  s a m p l e s  to  r e f l ec t  t h e  p ropor t ion  

of each  g roup  in  t h e  to t a l  popu la t ion?  

A Yes, w e  did.  

Q Did the customers  i n  the s lammed to ta l  

popu la t ion  have r e s a l e  s e r v i c e s  or unbund led  ne twork  

e l e m e n t  s e rv i ces  f r o m  IDS?  
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A I don ' t  know. 

Q 

A 

Does a n y o n e  a t  Ernst  & Y o u n g  know t ha t ?  

No, I don't  t h ink  so.  I don ' t  t h i n k ,  i t  may 

b e  on  t h e  popu la t ion  f i l e s .  If w e  s e a r c h e d  and  p layed  

a r o u n d  w i t h  them t h e r e  might  b e  s o m e  ind ica t ion  but  we 

haven ' t  d o n e  t h a t  so I don ' t  know.  

Q And i n  de t e rmin ing  t h e  s u r v e y  methodology d i d  

E r n s t  & Young  t a k e  i n t o  c o n s i d e r a t i o n  w h e t h e r  the  

c u s t o m e r s  i n  the  s l ammed  g r o u p  had  r e s a l e  se rv i ces  

v e r s u s  unbund led  ne twork  e l e m e n t  s e r v i c e s  f rom IDS? 

A No, i t  wasn ' t  rea l ly  t h a t  i m p o r t a n t ,  tha t  

r e l evan t ,  because  as I s a id  earlier.,  t h e  r eason  we d id  

t h a t  w a s  t o  make  s u r e  i t  w a s  s p r e a d  t h r o u g h  t h e  

popu la t ion  but  I mean,  tha t ' s  w h y  we l o o k e d  a t  a l l  

g r o u p s  abou t  b u t  i t ' s  m o r e  e f f i c i e n t  b u t  it 's not 

d i f f e r e n t  f rom j u s t  a s imple  r a n d o m  s a m p l e  of everybody,  

y o u  j u s t  need  a sma l l e r  s a m p l e  size usua l ly  when you 

s t r a t i f y  l i k e  tha t .  

Q Next  l e t  m e  hand you a f o l d e r  t h a t  is l abe led  

su rvey  s a m p l e  da t a  and  SAS p r o g r a m s  and  ask you t o  t a k e  

a minu te  to r ev iew tha t ,  p lease .  

A Okay.  
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1 Q W h a t  is t h e  f i r s t  d o c u m e n t  c o n t a i n e d  i n  t h a t  

2 f o l d e r ?  

3 

4 SAS a n d  I g u e s s  w h a t  I'm l o o k i n g  a t  now,  I'm no t  

5 p o s i t i v e .  In some of t h e s e  t h i n g s  y o u  c a n  r e c o g n i z e  

6 case I.D., p h o n e  n u m b e r ,  m a s t e r  I . D ,  bu t  t h e  c u e s  I 'm 

7 no t  sure.  This  a p p e a r s  t o  be a n d  it 's got ORC M a c r o  on 

8 i t  so yes, t h i s  is  t h e  i n f o r m a t i o n  on w h a t ' s  c o n t a i n e d  

9 i n  t h e  f i l e  c a l l e d  DLTM.ASC t h a t  w e  r e c e i v e d  f r o m  ORC 

10 Macro ,  

11 Q Okay, a n d  w h a t  is t h e  s e c o n d  d o c u m e n t  

12 c o n t a i n e d  i n  t h a t  f o l d e r ,  p l e a s e ?  

13 

14 o u t  t h e  d a t a  f i l e  f o r  t h e  s u r v e y s  w i t h o u t  - -  j u s t  t h e  

15 r a w  f i l e  w i t h o u t  t h e  sor t  of w o r d s  a r o u n d  i t  b u t  t h e  

16 a c t u a l  d a t a  t h a t  w a s  i n  i t .  

17 Q A n d  w h o  p r e p a r e d  t h a t  f i l e  t ha t  y o u  a t t e m p t e d  

18 t o  p r in t ?  

19 A Q R C  Macro .  

20 

21 Young? 

22 

A I t ' s  a f i l e  l a y o u t ,  e x c u s e  me, d u m p e d  o u t  of 

A It 's a d a t a  f i l e ,  our b e s t  a t t e m p t  to p r i n t  

Q It's an e l e c t r o n i c  f i le  t h a t  t hey  gave  E r n s t  & 

A Y e s ,  a n d  we p r i n t e d  i t  i n  a m o r e  l e g i b l e  

Esquire Deposition Services 1-800-441-3376 



Mary Batcher - Confidential 
~~ 

Page 73 

1 

2 Q The 3- r ing  b inder  that  you produced  conta ins  

3 

4 

5 A Yes. We were  asked t o  tu rn  over  both da ta  

6 f i les  a n d  output .  

7 Q What i s  t he  th i rd  document  i n  tha t  fo lder ,  

8 p lease?  

9 A I t ' s  another  l i s t ing  of the  survey resu l t s  i n  

10 another  s l igh t ly  m o r e  readable  than th i s  but less  

11 readable  t h a n  the  fo lder .  

12 Q Than the  3 - r i n g  b inder?  

13 A Than the  3 - r ing  b inder .  

14 Q And  the  next  document ,  p lease?  

15 

16 undupl ica te  the  numbers .  

17 Q That  was performed by Ernst  & Young? 

18 A Yes.  

19 Q The next document?  

20 

content  for  you in a notebook.  

the  s a m e  in format ion  a s  t h e  second document  i n  tha t  

fo lder  but in a more leg ib le  format?  

A This  i s  t h e  SAS program that  w a s  used to  

A This is the  S A S  program that  was  used  to 

21 assign r a n d o m  numbers  for  s a m p l e  se lec t ion  t o  genera te  

22 a n d  ass ign  random numbers .  
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1 Q Were  t h e  numbers i n  t h e  s a m p l e  g e n e r a t e d  

2 r a n d o m l y  within each group? 

3 A Yes.  

4 Q By c o m p u t e r  p r o g r a m ?  

5 A Yes. 

6 Q And t h a t ' s  t h e  SAS s o f t w a r e ?  

7 A Yes. 

8 Q Is t h a t  a n  o f f - t h e - s h e l f  s o f t w a r e ?  

9 MR. MEZA: O b j e c t  to  form. 

10 THE WITNESS: It's a w i d e l y  used s t a t i s t i c a l  

11 a n a l y s i s  s o f t w a r e  that  you a c t u a l l y  l i c e n s e  f r o m  t h e  SAS 

12 I n s t i t u t e  i n  N o r t h  C a r o l i n a .  

13 BY MR. MILLER: 

14 Q And t h e  n e x t  d o c u m e n t ,  p lease?  

15 

16 It s a y s  r ead  t w o  d i v i d e s  q u e s t i o n  f i v e  i n t o  yes a n d  no, 

17 so I'm not s u r e  why i t  s a y s  i t  wasn't u s e d .  We'd have 

18 t o  l o o k  at t he  s u r v e y  b u t  Q5 is p r o b a b l y  t h e  ques t ion  

19 a b o u t  was  i t  one month ,  m o r e  or less t h a n  one mon th .  

20 L e t ' s  see w h a t  the s u r v e y  says.  Y e a h ,  t ha t ' s  t h e  

21 q u e s t i o n .  Did  y o u  h a v e  local  t e l e p h o n e  s e r v i c e  w i t h  IDS 

22 for  a t  l e a s t  one m o n t h .  

A Wel l ,  i t  says i t  wasn ' t  used so I'm no t  s u r e .  
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Q D i d  E r n s t  & Young m a k e  any e f f o r t  t o  v e r i f y  

t h e  i n f o r m a t i o n  t h a t  s u r v e y  r e s p o n d e n t s  g a v e  t o  t h e  

i n t e r v i e w s  r e g a r d i n g  w h e t h e r  t h e y  h a d  s e r v i c e  wi th  IDS 

for  m o r e  t h a n  or less t h a n  one m o n t h ?  

A I n d e p e n d e n t  of t h e i r  r e s p o n s e ?  

Q Independent  of t h e  response f r o m  the  

r e s p o n d e n t .  

A No ,  w e  d id  not .  

Q 

t h a t ?  

A 

A n d  t h e  n e x t  d o c u m e n t  i n  t h a t  f o l d e r ,  w h a t  is 

I t  a p p e a r s  t h a t  t h e r e  w e r e  t w o  SAS p r o g r a m s  

t h a t  a r e  i n  h e r e  b u t  t h a t  u l t i m a t e l y  were  no t  used  t o  

d i v i d e  t h e s e  i n t o  t h e  yes o r  no, a n d  t h e n  t h i s  one  wou ld  

b e  t h e  one t h a t  was  a c t u a l l y  used.  

Q 

A 

Q 

please.  

The l a s t  d o c u m e n t  i n  t h e  f o l d e r ?  

Yes, t h e  one w i t h  t h e  ye l low h i g h l i g h t i n g  

Okay, i f  I cou ld  h a v e  t h a t  f o l d e r  back,  

A ( W i t n e s s  b a n d i n g  f o l d e r  back.)  

Q Next ,  l e t  me hand  you a f o l d e r  t h a t  is m a r k e d  

survey m o n i t o r i n g  su rveys .  If y o u  c o u l d  t ake  a m o m e n t  

to rev iew t h a t ,  p l ease .  
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A O k a y .  

Q 

A 

r e s u l t s .  

W h a t  i n f o r m a t i o n  i s  c o n t a i n e d  i n  t h a t  f o l d e r ?  

We  asked  f o r  u p d a t e s  week ly  f r o m  t h e  s u r v e y  

Q From ORC M a c r o ?  

A F r o m  ORC Macro .  

Q 

A 

A n d  d i d  t h e y  provide you t h o s e  r e s u l t s  w e e k l y ?  

Y e s ,  a n d  so t h i s  would  be r e p e a t e d  t a b u l a t i o n s  

t h a t  w e  d i d  t o  see how t h e  survey, w h a t  t h e  p e r c e n t  

c o m p l e t i o n  r a t e  w a s  a n d  to  g e n e r a t e  some p r e l i m i n a r y  

e s t i m a t e s .  At  some p o i n t  t h e  p r e l i m i n a r y  e s t i m a t e s  t h a t  

a r e  i n  my t e s t i m o n y  w e r e  g e n e r a t e d  f r o m  some of t h i s .  

Q Were  t h e r e  a n y  c h a n g e s  m a d e  t o  t h e  s u r v e y  

s c r i p t  d u r i n g  t h e  c o u r s e  of t h e  s u r v e y ?  

A No,  t h e r e  w e r e  n o t .  

Q Were  t h e r e  a n y  c h a n g e s  m a d e  to t h e  s u r v e y  

m e t h o d o l o g y  d u r i n g  t h e  course of t h e  survey? 

A No, t h e r e  w e r e  not .  

Q N e x t  let  me h a n d  you a f o l d e r  t h a t ' s  m a r k e d  

M a c r o  s c r i p t  a n d  a s k  you t o  i d e n t i f y  t h a t ,  p lease.  

A These a r e  t w o  c o p i e s ,  i t  l o o k s  l i k e  a d r a f t  

a n d  a f i n a l ,  of t h e  s c r i p t  t h a t  w a s  - -  once w e  gave 
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1 

2 

3 t h e i r  p r o g r a m  v e r s i o n .  

4 Q T h a t ' s  t h e  s c r i p t  a f t e r  M a c r o  p r o g r a m m e d  i t  

5 

M a c r o  w h a t  w e  t h o u g h t  t h e  survey n e e d e d  t o  i n c l u d e  a n d  

t h e n  t h e y  p r o g r a m m e d  i t  i n t o  t h e i r  s y s t e m s  a n d  t h i s  is 

i n t o  t h e i r  CAT1 s o f t w a r e  a n d  t h e n  t h e y  p r o v i d e d  you w i t h  

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

a copy of t h e  sc r ip t ;  is t h a t  r i g h t ?  

A W e l l ,  y e s ,  t h i s  is  w h a t  t h e  p r o g r a m m e r  w o u l d  

h a v e  b e e n  g i v e n  t o  p r o g r a m .  B a s i c a l l y  t h i s  s o r t  o f  

v a n i s h e s  o n c e  i t ' s  i n  t h e  s o f t w a r e  b e c a u s e  w h a t  t h e  

i n t e r v i e w e r  s e e s  is s o r t  of t h e i r  s c r i p t  a n d  t h e n  t h i s  

s k i p  p a t t e r n  t h a t  s a y s  go t o  i n t r o  one,  f o r  i n s t a n c e ,  i t  

just p o p s  u p  i n t r o  one ,  so i t ' s  r e a l l y  a v i r t u a l  -- 
Q Is t h e  CAT1 s o f t w a r e  s t a n d a r d  i n  t h e  s u r v e y i n g  

i n d u s t r y ?  

A Yes,  i f  y o u ' r e  a s k i n g  m e  is i t  c o m m o n l y  a n d  

s t a n d a r d l y  used?  

Q 

A 

Is i t  c o m m o n l y  u s e d  by t e l e p h o n e  s u r v e y o r s ?  

I t ' s  n o t  a p a r t i c u l a r  b rand  of s o f t w a r e ,  i t ' s  

a m e t h o d o l o g y  and  yes, i t  is commonly used b y  s u r v e y ,  

t e l e p h o n e  s u r v e y  i n t e r v i e w e r s .  

Q N e x t  l e t  me h a n d  you a f o l d e r  t h a t ' s  marked  as 

M a c r o  a n d  ask  you t o  rev iew t h a t ,  p l e a s e .  

I 
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1 MR. MEZA: R e g a r d i n g  t h e s e  d o c u m e n t s ,  i f  you 

2 g e t  i n t o  a n y t h i n g  s p e c i f i c  we h a v e  a n  a g r e e m e n t  with 

3 M a c r o  t h a t  we  wi l l  t r e a t  t h i s  a s  c o n f i d e n t i a l .  

4 BY MR. MILLER: 

5 Q Ask you t o  i d e n t i f y  t h e  d o c u m e n t s  i n  t h a t  

6 f o l d e r ,  p l ease .  

7 

8 we a s k e d  t h e m  t o  p r o v i d e  us w i t h  t h e i r  t r a i n i n g  

9 m a t e r i a l ,  a n d  a n y  o t h e r  a i d s  t h a t  w e r e  u s e d  by t h e  

10 i n t e r v i e w e r s .  

11 Q W h a t  t r a i n i n g  m a t e r i a l  d i d  you  ask M a c r o  to  

12 p rov ide  t o  you? 

13 

14 t h a t  t h e i r  i n t e r v i e w e r s  t h a t  w e r e  g iven ,  t h a t  our 

15 i n t e r v i e w e r s  w e r e  g i v e n .  

16 Q Did you ask for  t r a i n i n g  d o c u m e n t s  s p e c i f i c  t o  

17 t h e  B e l l S o u t h  s u r v e y ?  

18 A We a s k e d  f o r  w h a t e v e r  t h e s e  i n t e r v i e w e r s  had  

19 b e e n  given and  i t  wou ld  have  i n c l u d e d  - =  and  job a id  so 

20 i t  w o u l d  have  i n c l u d e d  t h e  t r a i n i n g  t h a t  t h e y ,  a l l  of 

21 t h e  t r a i n i n g  t h e y  r e c e i v e d  f r o m  b e g i n n i n g  t o  e n d ,  

22 i n c l u d i n g  any  m a t e r i a l  t h a t  t h e y  h a d  f o r  t h e  B e l l S o u t h  

A T h i s  is t h e  m a t e r i a l  t h a t  M a c r o  g a v e  we w h e n  

A W e  a s k e d  t h e m  t o  p r o v i d e  us w i t h  t h e  t r a i n i n g  
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1 

2 

3 provide  you with tra in ing  mater ia ls  specific to  the 

4 BellSouth survey? 

5 A Y e s ,  p lus  other training materiaIs .  

6 

7 t ra in ing  materials  specific to the B e l l S o u t h  survey? 

8 

survey which is at the e n d ,  appears to  be at  the e n d .  

M y  question was  did you ask O R C  Macro to Q 

Q And which p a g e s  in  t h e  tra ining  manual  are the 

A They don't have  page numbers on t h e m ,  I don't 

9 think.  ' 

10 

11 

12 

13 i 

14 ' 
15 Q What answer were  the interviewers  instructed 

16 to g ive  to the question w h o  i s  sponsoring tbe  survey? 

17 A 

18 

19 

21 ' 
22 Q 

- ._ - -- 

a 
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1 

2 A 

3 Q 

4 A 

5 Q Did y o u  provide any input  i n t o  tnat portion of 

6 the  ORC Macro tra ining  manual?  

7 A Not  direct ly .  W e  gave them guidel ines ,  we 

8 t o l d  them -- as I to ld  you b e f o r e  w e  didn't te l l  them 

9 w h o  the ul t imate  customer w a s  a n d  so they drafted what 

10 t h e y  knew to be true which is  that  Ernst & Young  was the  

11 contractor, I mean had contracted with them.  

12 Q Did a n y o n e  a t  Ernst & Young review any drafts 

13 of the Macro tra ining  manual? 

14 

15 inte iv iewers .  

e 

A No, w e  r e l y  on them t o  tra in  their  own 
b - 

16 Q W h o  drafted the port ion of the script used by 

17 the interviewers that referred to Ernst & Young a s  a 

18 major audit  f irm? 

19 

20 probably did ,  if  it w a s  in - 9  Pf i t  appeared after they 

A I don't ,  i f  it was  in  t h e  draft we sent  we 
+ 

21 probably d id .  \ 

22 Q Why d i d  - -  s tr ike  that .  
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LFt me next hand you a Redweld tha t  is labe led  

8 

undupl ica ted  popula t ion  f i l e s  a n d  or ig ina l  popula t ion  

f i l e  f r o q B e l l S o u t h  a n d  askfiyou to  ident i fy  tha t  fo r  if 

record ,  p lease .  0 

*8 

A The f i r s t  rubber  band piece within the  b ig  

rubber  b a n d  i s  the  or ig ina l  un iverse  t h a t ' s  got  a l abe l  

on i t  tha t ' s  RB. 

Q 

A 

Which again what  does that  refer  t o?  

Resale.  The second o n e  that h a s  a c l ip  on i t  

and i t ' s  CB f rom,  again,  t he  or ig ina l  f i l es  of the  

or ig ina l  f i l es  received f r o m  BellSouth.  

Q And the  f i r s t  document  t h a t  you looked a t ,  the  

RB to ta l  popula t ion ,  that ' s  a document that  Erns t  & 

Young rece ived  from Bel lSouth?  

A Not the  document .  We received t h e  e lec t ronic  

f i l e  a n d  t h e n  we pr inted th i s  out  so that  you would have 

someth ing  on paper ,  a nonelec t ronic  vers ion.  

Q Does the  pr in tout  ref lect  the s a m e  in fo rma t ion  

conta ined  i n  t h e  e lec t ronic  f i l e  t h a t  you rece ived  f r o m  

Bel lSouth?  

A Yes. 

Q O k a y ,  I'm so r ry ,  go on af te r  t h e  CB universe  
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Page 82 
what  i s  t h e  n e x t  documen t s?  

A 

Q 

Afte r  CB i t ' s  another  one that  s a y s  SE. 

Again ,  is tha t  a pr in tout  of a n  e l ec t ron ic  

f i l e  g iven  to  Erns t  & Young by Bel lSouth?  

A Yes ,  i t  may b e  re format ted  somewhat  t o  make  i t  

m o r e  readable .  

Q Did y o u  make  any  changes  t o  the  informat ion  

f rom what in format ion  Bel lSouth  o r ig ina l ly  provided  to 

Erns t  & Young? 

A No. 

Q A n d  a f t e r  t he  SE sample  what  is t h e  next  

documen t?  

A I t  l ooks  l i k e  the  same  th ing  i n  ano the r  

fo rma t ,  s l i gh t ly  d i f f e ren t  format .  

Q Again ,  i t ' s  a pr in tout  of the  e l ec t ron ic  f i l e s  

p rov ided  to Ernst  & Young by Bel lSouth  con ta in ing  the  

to t a l  popu la t ion?  

A Yes ,  it's possible that  one of t hese  is a n  

ASCII p r in tou t  a n d  one is a S A S  a s  or  someth ing  l i k e  

tha t  or an  Excel a n d  an  ASCII  but  t yp ica l ly  we would t ry  

to g ive  i t ,  when y o u  ask these  guys t o  g ive  us  

eve ry th ing  they have  i f  they 've  got  two  ve r s ions  of t h e  
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1 f i l e  you ' re  g o i n g  t o  get b o t h  v e r s i o n s ,  one  is  A S C I I ,  

2 one is  SAS, one is E x c e l ,  s o m e t h i n g  l i k e  t h a t .  

3 Q W h o  a r e  t h e s e  g u y s  y o u ' r e  r e f e r r i n g  to? 

4 A My s t a f f .  

5 Q Ernst & Young personnel?  

6 A Yes .  And a g a i n ,  i t  l o o k s  l i k e  we h a v e  a 

7 b r o k e n  rubber  b a n d  in  t h e r e  so t h i s  one w a s  p r o b a b l y  put  

8 t o g e t h e r  i n t o  one,  so t h i s  s h o u l d  not  h a v e  b e e n  i n  

9 the re .  This is  n o t  r e l e v a n t ,  i t ' s  a n o t h e r  c l i e n t  t h a t  

10 got s c o o p e d  up.  

11 Q I d idn ' t  s e e  i t .  

12 A Okay. I t  g o t  c a u g h t  u p  i n  t h e  g e n e r a l  

13 p a c k a g i n g  of t h e s e  t h i n g s .  O k a y ,  and  t h i s  is  t h e  s a m e  

14 t h i n g ,  SE popula t ion .  

1s Q D i f f e r e n t  f o r m a t  of t h e  i n f o r m a t i o n  t h a t  was 

16 p r e v i o u s l y  c o n t a i n e d  i n  t h a t  R e d w e l d ?  

17 A R i g h t ,  a n d  t h e  s a m e  t h i n g  f o r  CB, yeah.  

18 Q And these th ree  l a s t  p r i n t o u t s  t h a t  you  p u l l e d  

19 out of the Redweld, again,  t h o s e  a r e  i n f o r m a t i o n  p r i n t e d  

20 f r o m  t h e  f i l e s  o b t a i n e d  by Ernst & Young f r o m  B e l l S o u t h ?  

21 A Yes, b u t  l e t  m e  correct i t .  I j u s t  looked a t  

22 t h e  cover  n o t e  on i t .  One of t h e s e  is t h e  o r i g i n a l  
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p o p u l a t i o n ,  o n e  is t h e  u n d u p l i c a t e d  p o p u l a t i o n .  

Q W h i c h  is  w h i c h ?  

A T h e  ones  tha t  say  o r i g i n a l  u n i v e r s e  on  t h e  

l i t t l e  s t i c k i e s  I can  v e r i f y  t h i s  b u t  I w o u l d  s a y  t h i s  

is t h e  o r i g i n a l ,  t h e  one t h a t  s a y s  o r i g i n a l  on i t ,  a n d  

t h e  o t h e r  t h a t  just says  p o p u l a t i o n  is  t h e  u n d u p l i c a t e d .  

MR. MEZA: J u s t  t o  m a k e  sure  the  record is  

c l e a r ,  t h e  f i r s t  t h r e e  t h a t  you  r e f e r e n c e d  w o u l d  be t h e  

o r i g i n a l .  

THE WITNESS: Yes,  a n d  they  e a c h  h a v e  s t i c k i e s  

o n  t h e m  t h a t  s a y  o r i g i n a l  u n i v e r s e .  

BY MR. MILLER: 

Q A n d  t h e  l a t t e r  t h r e e  p r i n t o u t s  a r e  t h e  

u n d u p l i c a t e d  v e r s i o n s  o f  e a c h  u n i v e r s e ?  

A Righ t .  

Q T o t a l  p o p u l a t i o n ,  c o r r e c t ?  

A Uh-huh ,  yes. 

Q Let m e  j u s t  i d e n t i f y  these t w o  m o r e  t h i n g s  and  

t h e n  we ' l l  f i n i s h  iden t i fy ing .  

N e x t  l e t  m e  hand y o u  a f o l d e r  t h a t ' s  m a r k e d  

e - m a i l s ,  ask you to  i den t i fy  t h a t ,  p l ease .  

A T h o s e  a r e  p r i n t o u t s  of t h e  e - m a i l s  t h a t  we 
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1 exchanged among ourse lves  w i t h  Bel lSouth  and  w i t h  the  I 
2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

vendor  re la t ive  to des ign ing  and  f i e ld ing  th i s  s u r v e y .  

Q The Be l lSou th  su rvey?  

A Yes. 

Q Last l e t  m e  h a n d  you a 3- r ing  b inde r  tha t ' s  

marked Bel lSouth su rvey  responses  5 6 8  t o t a l  response  

Sep tember  2001 a n d  ask  you to ident i fy  tha t ,  a n d  j u s t  

fo r  record,  I wif l  note  tha t  I 've  pul led s o m e  pages  ou t  

of he re  a l r e a d y  so t h i s  w i l l  not conta in  a l l  of the  

pages i n  t h e  o r ig ina l  b inder  but  I 'm ju s t  l ook ing  fo r  

you t o  ident i fy  i n  gene ra l  w h a t  t h e  b inde r  represents ,  

please.  

MR. MEZA: Brian ,  the  markings, is  t h a t  where 

14 a page is miss ing?  

15 MR. MILLER: That 's  correct. 

16 MR. MEZA: Okay.  

17 THE WITNESS: Well ,  these  ar, o u r  bes t  

18 a t tempt .  I mean, t h e s e  two  pr in t  ou t  the ac tua l  

19 verba t im of the  su rveys  so it's a l i t t l e  messy to read 

20 b u t  I think it's r eadab le  a n d  i t  inc ludes  eve ry th ing  

21 tha t  the  respondent  sa id ,  that  was  captured .  

22 BY MR. MILLER: 
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Page 86 
1 Q Who p r o v i d e d  these p r i n t o u t s  t o  Erns t  & Young? 

2 A M a c r o  g a v e  t h e m  t o  us e l e c t r o n i c a I l y  a n d  we 

3 p r i n t e d  t h e m .  

4 Q So t h e  3 - r i n g  b i n d e r  is a p r i n t o u t  of 

5 

6 

7 

8 at  e a r l i e r ,  t h e y ' r e  t h e ,  we  w e n t  b a c k  a n d  asked t h e m  so 

9 t h a t  we could  t u r n  t h i s  o v e r  t o  y o u  not  j u s t  for t h e  

10 data  b u t  f o r  t h e ,  a s  close as t h e y  c o u l d  ge t  t o  a 

11 comple t ed  s u r v e y  i n s t r u m e n t  so t h i s  comes  ou t  of t h e i r  

e l e c t r o n i c  f i l e s  t h a t  M a c r o  p r o v i d e d  t o  Erns t  & Young 

c o n t a i n i n g  a11 of t h e  568 survey r e s p o n s e s ?  

A Yes, they ' r e  no t  t h e  data f i les  t h a t  w e  looked 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

s o f t w a r e  t h a t  c o l l e c t s  t h e  data. 

Q Do t h e  p r i n t o u t s  i n  t h e  3 - r i n g  b i n d e r  c o n t a i n  

a l l  i n f o r m a t i o n  c a p t u r e d  by t h e  O R C  Macro  i n t e r v i e w e r s  

f r o m  t h e  r e s p o n d e n t s  d u r i n g  t h e  s u r v e y ?  

A Yes.  

MR. MILLER: A l l  r i g h t ,  d o  you  want to t a k e  a 

b r e a k  now, m a y b e  tea m i n u t e s ?  

THE WITNESS: Sure. 

MR. MILLER: Off t h e  record. 

(Br i e f  recess . )  

BY MR. MILLER: 
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Q B a c k  on t h e  r e c o r d .  

W h o  a t  B e l l S o u t h  d e t e r m i n e d  w h i c h  l ines  w o u l d  

m a k e  up  t h e  t o t a l  p o p u l a t i o n  fo r  t h i s  s u r v e y ?  

A I don ' t  know. 

Q W h o  a t  B e l l S o u t h  d e t e r m i n e d  w h i c h  c u s t o m e r s  

s h o u l d  be ass igned  t o  t h e  t h r e e  groups be ing  r e s a l e ,  UNE 

or  s l a m m e d ?  

A I don't  know.  

Q D i d  y o u  e v e r  ask B e l l S o u t h  who  d e t e r m i n e d  

w h i c h  l i n e s  w o u l d  make u p  t h e  t o t a l  p o p u l a t i o n ?  

A 

s u r v e y .  

Q 

No, t h a t  wasn ' t  p a r t i c u l a r l y  r e l e v a n t  f o r  t h e  

Did  you e v e r  a s k  a n y o n e  a t  B e l l S o u t h  how t h e  

b r e a k d o w n  b e t w e e n  t h e  t h r e e  g r o u p s  was  d e t e r m i n e d ?  

A I t h i n k  I a l r e a d y  to ld  y o u  t h a t ,  I t h i n k  t h e y  

r e p o r t e d  t h a t  to us w h e n  t h e y  gave i t  t o  us. 

Q 

A 

D i d  t h e y  r e p o r t  t h a t  to you  i n  w r i t i n g ?  

There may be some g e n e r a l  d e s c r i p t i o n  i n  one 

of t h e  e -ma i l s  b u t  o t h e r  t h a n  tha t ,  no. 

Q A n d  o t h e r  t h a n  t h e  r e p o r t i n g  f r o m  B e l l S o u t h  t o  

y o u  of w h a t  each g r o u p  r e p r e s e n t e d  d i d  Ernst & Young ask  

a n y  q u e s t i o n s  of Bel lSouth  how t h e  m e m b e r s  of t h e  g r o u p s  
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were  d e t e r m i n e d ?  

A No b e c a u s e  aga in ,  f o r  s u r v e y  purposes  w e  w e r e  

go ing  t o  ask f r o m  a l l  t h ree  g r o u p s  so i t  wasn ' t  t ha t  

e s sen t i a l  f o r  u s  to g e t  rea l ly  r e f ined  desc r ip t ions .  

D id  E r n s t  & Young produce  t o  IDS i n  t h e  Q 

documen t s  t ha t  I r e c e i v e d  yes t e rday  a n y  ca l cu la t ion  

r e f l ec t ing  t h e  r e w e i g h t i n g  of t he  t h r e e  g r o u p s  t o  

de t e rmine  t h e  f i n a l  su rvey  r e su l t s ?  

A T h o s e  r e s u l t s ,  those  m o n i t o r i n g  r e su l t s ,  had 

both an u n w e i g h t e d  a n d  a weigh ted  t o t a l ,  a n  unweighted  

f o r  each  g r o u p  a n d  an ove ra l l  w e i g h t e d  to t a l  and t h e n  

a l so  i n  t h e  w r i t e u p  of the  s a m p l i n g  s t e p s  the re  w a s  a 

desc r ip t ion  of how t h e  we igh t ing  w a s  done. 

Unfo r tuna te ly ,  i t ' s  i n  ma themat i ca l  f o r m  b u t  it 's there .  

And is t h e  desc r ip t ion  of how t h e  r ewe igh t ing  Q 

was t o  be done  c o n t a i n e d  i n  t h e  w r i t e u p  of t h e  

me thodo logy ,  t h e  a c t u a l  process t h a t  was  used t o  pe r fo rm 

t h e  r ewe igh t ing?  

A Yes.  

Q Let me m a r k  tha t  f o r  you. is t h a t  con ta ined  

i n  Exh ib i t  B a t c h e r  2? 

A Yes.  

Esquire Deposition Services 1-800=441=3376 



i 
? 
k. 

Mary Batcher 

Page 89 

1 Q On w h a t  page?  

2 

3 

4 Q P a g e  f i v e  of E x h i b i t  B a t c h e r  2? 

A I t h ink ,  wa i t  a m i n u t e ,  l e t  m e  look at i t .  

Y e s ,  on page  f i v e  of. 

5 A Uh-huh.  

6 

7 

8 

9 

10 i d  en  t i f  i ca t  ion.)  

11 BY MR. MILLER: 

12 Q Can you i den t i fy  E x h i b i t  Ba tche r  3 f o r  m e ,  

13 p lease?  

14 A Y e s ,  t h a t ' s  Rob W e d e r i c h ,  o u r  s u r v e y  d e s i g n  

15 p e r s o n ' s  n o t e s  on h i s  r e c o m m e n d a t i o n s  f o r  t he ,  o r  h i s  

16 d e s c r i p t i o n  of t h e  s u r v e y  i n s t r u m e n t  a n d  how i t  shou ld  

17 be used and then a t tached  to t h a t  are d i f f e r e n t  d r a f t s  

18 of the survey.  

19 Q Is Exhib i t  Batcher 3 MI. W e d e r i c h ' s  

20 r e c o m m e n d a t i o n s  or is i t  a d e s c r i p t i o n  of how t h e  s u r v e y  

21 was  a c t u a l l y  c o n d u c t e d ?  

22 A Wel l ,  because of the t ense ,  it's a d e s c r i p t i o n  

Q Let me mark as  E x h i b i t  B a t c h e r  3 a d o c u m e n t  

t i t l e d  t e l e p h o n e  s c r i p t  d e s i g n  n o t e s  for s w i t c h i n g  l o c a l  

t e l e p h o n e  s e r v i c e  p r o v i d e r s  d a t e d  A u g u s t  24, '01. 

(Exh ib i t  N u m b e r  3 w a s  marked  fo r  
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1 of I t h i n k  wha t  h i s  r ecommenda t ions  h a d  been .  He didn ' t  

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

go t o  v e r i f y  tha t  t h e  su rvey  was  c o n d u c t e d  tha t  way but  

i t  w a s  w h a t  h i s  i n s t r u c t i o n s  were  a n d  how he  des igned  

i t .  

Q D i d  anyone  f r o m  Erns t  & Y o u n g  go t o  ve r i fy  

tha t  t h e  su rvey  was conduc ted  i n  a c c o r d a n c e  wi th  t h e  

s p e c i f i c a t i o n s ?  

A No. As I sa id  be fo re  we 've  used t h i s  v e n d o r  

qu i t e  a bit  so we've a l w a y s  h a d  good  l u c k  a n d  d i d n ' t  

f e e l  i t  w a s  necessary  t o  s t and  ove r  them,  or  good  

e x p e r i e n c e s ,  I shou ld  say .  

Q W a s  the re  a n y  e f fo r t  made  i n  f o r m u l a t i n g  t h e  

su rvey  r e s u l t s  t o  check  fo r  i ncons i s t en t  responses  t o  

d i f f e ren t  ques t ions  i n  t h e  su rvey?  

A Not  tha t  I'm aware  of. I w a s  j u s t  t r y i n g  t o  

r emember ,  t he re  were  ques t ions  tha t  w o u l d  l end  

t h e m s e l v e s  to tha t .  We  d id  some c o d i n g  c h e c k s  bu t  I'm 

no t  s u r e  t h e  ques t ions  even ,  they  may ,  I just don' t  

r emember  whe the r  t h e  ques t ions  l end  t h e m s e l v e s  to 

consis tency checks .  To the  ex ten t  t h a t  t h e r e  a re  

cons i s t ency  c h e c k s  d i r ec t ly  f r o m  t h e  s u r v e y  they ' re  

g e n e r a l l y  bu i l t  i n to  CAT1 sys t ems  a n d  I haven ' t ,  I don't 

. 
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U 

know i f  t hey  w e r e  in  t h i s  case. 

Q W h a t  d o  you  m e a n  when  y o u  r e f e r  t o  c o n s i s t e n c y  

checks, j u s t  so I m a k e  s u r e  I u n d e r s t a n d  y o u ?  

A W e l l ,  f o r  i n s t a n c e  if you  ask p e o p l e  how much  

d i d  you s p e e d  on A, how much  d i d  you  spend  on B a n d  how 

much d i d  y o u  s p e n d  o n  C a n d  t h e n  o v e r a l l  wha t  is y o u r  

to t a l ,  t h o s e  s h o u l d  a d d  u p  and  so i f  t hey  don ' t  i n  a 

CATI s u r v e y  the re ' s  an  i n s t a n t  check a n d  they  c a n  go 

b a c k  a n d  v e r i f y  t h a t  t h e s e  a r e  i n d e e d  c o r r e c t .  

Q I n  t h e  s u r v e y  tha t  w a s  p e r f o r m e d  f o r  B e l l S o u t h  

tha t ' s  t h e  s u b j e c t  of your  t e s t imony  w e r e  t h e r e  a n y  

c o n s i s t e n c y  c h e c k s  used  by O R C  Macro  w i t h i n  t h e i r  CATI 

s y s t e m ?  

A I'm not  su re ,  t h a t ' s  why I w a s  t r y i n g  t o  

r e m e m b e r  t h e  ques t ions ,  I don ' t  t h i n k  t h e  q u e s t i o n s  l e n d  

t h e m s e l v e s  t o  tha t  so I'm n o t  s u r e  t h a t  t h e r e  is m u c h  of 

a w a y  t o  do c o n s i s t e n c y  checks .  I d o  k n o w  t h a t  t hey  

m o n i t o r  t h e i r  i n t e r v i e w e r s  on a s a m p l e  basis. 

Q A r e  you a w a r e  of any  c o n s i s t e n c y  c h e c k s  tha t  

ORC M a c r o  imposed  t h r o u g h  t h e i r  CAT1 s y s t e m  i n  t h e  

s u r v e y ?  

A No. 

Esquire Deposition Services 1=800=441-3376 
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Q Are you a w a r e  of a n y  c o n s i s t e n c y  c h e c k s  t h a t  

E r n s t  & Young imposed  on ORC M a c r o  f o r  t h e m  to i m p l e m e n t  

t h r o u g h  t h e i r  CAT1 s y s t e m  fo r  t h i s  s u r v e y ?  

A I w o u l d n ' t  n e c e s s a r i l y  c a l l  i t  a c o n s i s t e n c y  

c h e c k  b u t  w e  d id  ask t hem to  v e r i f y  t h a t  t h e y  were  

speak ing  t o  t h e  r i g h t  person and  v e r i f y  t h e  phone  

n u m b e r .  

Q Any o t h e r  v e r i f i c a t i o n  e f f o r t s  t ha t  you  a s k e d  

O R C  M a c r o  t o  p e r f o r m ?  

A I don ' t  t h i n k  so. 

Q W e r e  t h e r e  any  o t h e r  v e r i f i c a t i o n  o r  

c o n s i s t e n c y  c h e c k s  p e r f o r m e d  b y  E r n s t  & Young i n  

t a b u l a t i n g  the  r e s u l t s ?  

A T h e y  t a b u l a t e d  t h e  r e s u l t ,  w e l l ,  t h e y  g a v e  us 

t h e  d a t a  f i l e ,  we t a b u l a t e d .  

Q T h e y  m e a n i n g  ORC Macro? 

A ORC Macro ,  yes.  We d i d  r e v i e w  a f e w  o f  t h e  

s u r v e y s  t o  s e e  if t h e r e  h a d  b e e n  m a j o r  p r o b l e m s  wi th  

missing i t e m s  or t h i n g s  l i k e  t h a t .  

Q 

A 

Did y o u  o n l y  c h e c k  for miss ing  i tems? 

W e  c h e c k e d  to see i f  t h e y  c a p t u r e d  a l l  t h e  

reasons  t h a t  were  g i v e n ,  p r i m a r i l y .  

Esquire Deposition Services 1-800=441-3376 
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1 Q A n d  wha t  w a s  t h e  r e s u l t  of t h a t  c h e c k ?  

2 

3 b e l i e v e  t h e y  h a d  13 o u t  o f  5 6 0  w h e r e  t h e y  t h o u g h t  

4 p e r h a p s  a response  m i g h t  h a v e  been  missed .  I h a v e n ' t  

5 l o o k e d  a t  a l l  of t h o s e .  Some of t h e m  t h a t  I l o o k e d  a t ,  

6 t h o u g h ,  i t  seemed i t  w a s  m o r e  o f  a n  e l a b o r a t i o n  t h a n  a 

7 second r e a s o n .  

8 Q D i d  these p e r s o n n e l  u n d e r  y o u r  d i r e c t i o n  

9 r e v i e w  a l l  5 6 8  r e s p o n s e s ?  

10 A Yes. 

11 Q 

12 of t h e  5 6 8  r e s p o n s e s  a r e  i n v a l i d  a s  a r e s u l t  of t h a t  

13 process? 

14 A No b e c a u s e  w h a t  I a s k e d  t h e m  to  d o  w a s  to m a k e  

15 s u r e  t h a t  b e c a u s e  t h a t  a l l  of t h e  r e a s o n s ,  o r  t o  s e e  

16 w h e t h e r  a l l  of t h e  r easons  h a d  b e e n  c a p t u r e d  w h e n  t h e y  

17 s a i d  why d id  you  s w i t c h  b e c a u s e  w h e n  p e o p l e  a re  speaking  

18 t h e y  s o m e t i m e s  d u m p  out seve ra l  r e a s o n s  a n d  i n  t h i s  c a s e  

19 t h a t  w a s  a f a i r l y  f o c u s e d  r e v i e w .  T h e y  o n l y  f o u n d ,  l i k e  

20 I s a i d ,  I t h i n k  i t  w a s  13 m a y b e ,  a n d  of t h o s e  I looked 

21 at  some of t h e m  a n d  i n  some c a s e s  t h e y  had  m i s s e d  a 

22 second o r  t h i r d  r e a s o n  b u t  i n  o t h e r s  i t  w a s  r e a l l y  an  

A I had  a c o u p l e  of s t a f f  p e o p l e  do  t h a t  and  I 

And do  you h a v e  any  r e a s o n  t o  b e l i e v e  t h a t  a n y  

Esquire Deposition Services 1 =800=441-33 76 
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e labora t ion  of I s w i t c h e d  and  th i s  is why and  then  l e t  

me t e l l  you some more  about  i t  and  i t  was a l l  expand ing  

t h e  de t a i l .  So I w o u l d  not  cons ide r  t ha t  a r eason  

missed  b u t  in a n y  case  even  if i t  w a s  a l l  13 o r  14 ou t  

of mere ly  600 t h a t  doesn ' t  i nva l ida t e  t h e  s u r v e y .  

Q Do y o u  know of a n y  o the r  r e a s o n  why a n y  of t he  

ind iv idua l  r e s u l t s  of  t h e  5 6 8  would  be  i n v a l i d ?  

A No. 

Q Were  t h e  in t e rv i ewers  at  ORC M a c r o  i n s t r u c t e d  

t o  check m u l t i p l e  r e sponses  i f  a r e sponden t  g a v e  answers  

t o  a ques t ion  t h a t  w o u l d  f a l l  i n to  more  t h a n  o n e  

ca t egory  of t h e  p r e c o d e d  responses?  

A Yes,  t h e y  w e r e  in s t ruc t ed  to  code f i r s t  

response ,  s e c o n d  r e sponse  and th i rd  r e s p o n s e  a n d  as many 

15 as  were  needed .  

16 Q Was  i t  l i m i t e d  to t h ree?  

17 A No, i t  was  as many a s  were needed .  

18 Q Did t h e  i n t e r v i e w e r s  f rom ORC Macro  i n  fact  

19 ca r ry  out t h o s e  i n s t r u c t i o n s ?  

20 A Yes, because w e  have  some c o d i n g s  of second 

21 reasons .  We d i d n ' t  get a n y  codings of t h i r d  responses  

22 a n d  didn ' t  f i n d  a n y  except  one, I be l i eve ,  when we d id  

Esquire Deposition Services 1-800-441=3376 
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t h a t  r e v i e w  b u t  t ha t  was w h y  w e  d id  t h e  r ev iew,  t o  s e e  

i f  t h e y  h a d  i n d e e d  p i cked  u p  t h e  r e s p o n s e s .  

Q D i d  t h e  ORC M a c r o  i n t e r v i e w e r s  p i ck  u p  

m u l t i p l e  r e s p o n s e s  for  a l l  q u e s t i o n s  or o n l y  s e l e c t e d  

q u e s t i o n s  i n  t h e  s u r v e y ?  

A Only  s e l e c t e d  q u e s t i o n s .  

Q W h i c h  q u e s t i o n s ?  

A I t h i n k  i t  migh t  h a v e  only b e e n  tha t  one b u t  

let  me c h e c k  t h e  su rvey .  T h e r e  w e r e  on ly  two  q u e s t i o n s  

on t h e  s u r v e y  w h e r e  we a s k e d  why,  t h e  o t h e r  q u e s t i o n s  

w e r e  d i d  you, y e s  o r  no k i n d  of th ing .  The f i r s t  one 

f o r  s u r e  w e  i n s t r u c t e d  t h e m  t o  c o d e  m u l t i p l e  r e sponses .  

I ' l l  v e r i f y  o n  t h e  s e c o n d  o n e  w h i c h  w a s  i f  you r e c e i v e d  

a c a l l  f r o m  a B e l l S o u t h  r e p r e s e n t a t i v e  w h a t  k i n d s  of 

t h i n g s  d i d  t h e  r e p  s a y  t h a t  i n f l u e n c e d  y o u r  decis ion to 

change. A n d  I wou ld  h a v e  to, I' l l  h a v e  to c h e c k  t o  see 

w h e t h e r  w e  p i c k e d  tha t  up.  W e  d i d  c a p t u r e  t h e  v e r b a t i m  

r e s p o n s e s  on t h o s e ,  t hough .  

Q J u s t  so t h e  r e c o r d  is c lear ,  which is t h e  

q u e s t i o n  for w h i c h  you  a r e  s u r e  t h a t  ORC Macro no ted  

m u l t i p l e  r e s p o n s e s ?  

A "Try t o  r emember  back to  t h e  mon th  a n d  y e a r  

Esquire Deposition Services 1-800-441-3374 
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t h a t  t h e y  s w i t c h e d .  C o u l d  y o u  p l e a s e  t e l l  us t h e  

r e a s o n s  a s  to  w h y  you switched y o u r  loca l  t e l e p h o n e  

s e r v i c e  f r o m  IDS t o  B e l l S o u t h  a t  t h i s  t i m e . "  

Q Do y o u  know w h e t h e r  t h e  O R C  M a c r o  i n t e r v i e w e r s  

n o t e d  m u l t i p l e  r e s p o n s e s  i n  a n s w e r  t o  t h e  q u e s t i o n  QZ, 

w h a t  k i n d  of t h i n g s  d i d  t h e  r e p  s a y  t h a t  i n f l u e n c e d  y o u r  

d e c i s i o n ?  

A T h a t ' s  t h e  o n e  I w o u l d  h a v e  to  c h e c k  on. 

Q So you d o n ' t  know w h e t h e r  t h e y  - -  
A I don ' t  know a t  t h i s  t i m e ,  I d o n ' t  r e c a l l .  

Q L e t  me m a r k  as E x h i b i t  B a t c h e r  4 a s e r i e s  of 

s e l e c t e d  r e s p o n s e s  f r o m  t h e  3 - r i n g  b i n d e r  t h a t  w a s  

produced  by E r n s t  & Young y e s t e r d a y .  

( E x h i b i t  N u m b e r  4 w a s  m a r k e d  f o r  

i d e n t i f i c a t i o n . )  

BY MR. M I L L E R :  

Q 

t h a t .  Can y o u  i d e n t i f y  t h o s e  pages fo r  me? 

A 

Take a m i n u t e  t o  f a m i l i a r i z e  yourself  w i t h  

They a r e  s e l e c t e d  pages f r o m  t h e  s e r i e s  of 

i n t e r v i e w s ,  f r o m  t h e  p r in tou t  of t h e  s u r v e y  r e s p o n s e s .  

Q The s e l e c t e d  pages f r o m  t h e  p r i n t o u t  of t h e  

s u r v e y  r e s p o n s e s  t h a t  E rns t  & Young o b t a i n e d  f r o m  O R C  
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M a c r o ?  

A Yes. 

Q L e t  me ask you  t o  t a k e  a l o o k  a t  E x h i b i t  

B a t c h e r  1, y o u r  t e s t imony ,  a n d  I 'd  l i k e  t o  d i r ec t  y o u r  

a t t e n t i o n  to  page  3, l i n e s  19 t h r o u g h  22, please .  If 

you  c o u l d  r e a d  f o r  t h e  r eco rd  t h e  s e n t e n c e  t h a t  begins, 

" I  w i l l  p r o v i d e " ?  

A '1 w i l l  p r o v i d e  t h i s  i n f o r m a t i o n  in  some 

d e t a i l  l a t e r  i n  my t e s t imony  b u t  w h a t  s t a n d s  o u t  is t h a t  

a l m o s t  29 p e r c e n t  of t h e  r e s p o n d e n t s  r e p o r t e d  t h a t  t h e y  

had  b e e n  s l a m m e d  by IDS o r  m o v e d  t o  IDS  w i t h o u t  t h e i r  

p e r m i s s i o n .  

Q Did t h e  c u s t o m e r s  c o n t a i n e d  i n  your  29 p e r c e n t  

f i g u r e  o n  page  3, l i n e  21 u s e  t h e  word  s l a m m e d  i n  

s p e a k i n g  w i t h  t h e  i n t e r v i e w s  f r o m  O R C  Macro?  

They m a y  have ,  I don ' t  know. 

Is t h i s  29 percen t  f i g u r e  on p a g e  3, l ine  21, 

A 

Q 

t h e  f i r s t  s t a t i s t i c  t h a t  you s u m m a r i z e d  i n  your  

t e s t i m o n y ?  

A Say t h a t  again.  Is t h a t  t h e  f i r s t  t i m e  I 

m e n t i o n e d  s t a t i s t i c s ?  

Q Yes.  

Esquire Deposition Services 1-800-441 -3376 
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14 one was  a bad number, someth ing  l ike  the f i r s t  attempt 

15 that  they made  was a bad number.  

16 Q If  you could look about ha l fway  down the 

17 response of customer two and t h i s  is the response to Q6, 

18 it  appears to be.  

19 A Yes .  

20 Q Can you read that  response, please? 

21 A I was  swi tched  from IDS to Bel lSouth without 

22 m y  approval .  
; 

I 

I 

i . 

1 A I t  appears  to be ,  yes. i 
t 2  Q Let me a s k  you to take a look at Exhibi t  i 

3 Batcher 4. 

4 A O k a y .  

5 

6 00002, do you see that? 

7 A Yes .  

8 

9 

Q The f irst  page labeled  at the top case I .D.  

Q And for purposes of my quest ion would  i t  be 

fa ir  for me to refer to t h i s  a s  customer two? 
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Q Would  customer two be inc luded  among the  29 

percent  of respondents  w h o  reported tha t  they had  been 

s lammed by IDS as s ta ted  on page 3, l i n e  21 of y o u r  

tes t imony?  

A Yes. 

Q Let m e  ask you to  take  a look at  eight  l ines  

d o w n  from the  response t h a t  you ju s t  read.  

A "Were there  addi t iona l  reasons  i n  r e s p o n s e  to 

tha t"?  

Q Yes,  the r e s p o n s e  to  the ques t ion ,  "were there  

addi t iona l  reasons as t o  why y o u  swi tched  f r o m  IDS to  

Bel lSouth."  Can  you read that response ,  please? 

A They took down  a l l  m y  voice  mai l ,  real ly  upset  

with IDS,  lost  three days worth of bus iness ,  l ied about 

sav ing  a l l  th i s  money, bil led two m o n t h s  i n  one,  a l l  

mis representa t ion ,  Bel lSouth a l i t t l e  h igher ,  a l i t t l e  

but higher ,  I th ink it's probably s u p p o s e d  to be bit ,  

but n o t  l i a rs .  

Q Is i t  f a i r  to say that  th i s  c u s t o m e r  number 

two repor ted  to the survey  t h a t  they took  down al l  m y  

voice  mai l ,  really upset  with IDS, los t  three d a y s  worth 

of bus iness?  
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A Yes, a f t e r  t hey  w e r e  a s k e d  w e r e  t h e r e  

a d d i t i o n a l  reasons.  

Q Do you cons ider  i t  i n c o n s i s t e n t  t o  c o n c l u d e  

t h a t  t h i s  c u s t o m e r  n u m b e r  t w o  was  s w i t c h e d  f r o m  IDS. 

A c t u a l l y ,  I'm no t  g o i n g  t o  ask  t h a t  q u e s t i o n  b e c a u s e  I 

misread what  t h e  c u s t o m e r  sa id .  This  c u s t o m e r  r e p o r t e d  

tha t  h e  or she  w a s  s w i t c h e d  f rom IDS t o  Be l lSou th  

w i t h o u t  t h e i r  approva l ;  is ?ha t  correct?  

A Yes .  

Q So would t ha t  change your  answer  to m y  e a r l i e r  

q u e s t i o n  as to  w h e t h e r  c u s t o m e r  n u m b e r  t w o  w a s  c o n t a i n e d  

w i t h i n  t h e  29 p e r c e n t  of r e s p o n d e n t s  who  c l a imed  t h e y  

were  s l a m m e d  by IDS? 

A Yes, i t  wou ld .  I a l s o  mis read  i t .  

Q Would  you c o n c l u d e  based on t h i s  a n s w e r  t h a t  

customer n u m b e r  t w o  w a s  s l a m m e d  by Bel lSou th?  

A Yes. 

Q In  t h e  i n i t i a l  survey r e s u l t s  t h a t  a r e  marked 

a s  E x h i b i t  B a t c h e r  1, what  p e r c e n t  of c u s t o m e r s  i n  t h e  

20 s u r v e y  r e p o r t e d  being s l a m m e d  by Be l lSou th?  I n  o ther  

21 w o r d s ,  c h a n g e d  f r o m  IDS to  Bel lSou th  wi thou t  the i r  

22 approva l?  
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1 A 6.6 p e r c e n t .  

2 Q Did t h e  f a c t  t h a t  6.6 p e r c e n t  of t h e  

3 r e s p o n d e n t s  i n  y o u r  s u r v e y  r e p o r t e d  b e i n g  s l a m m e d  by 

4 B e l l S o u t h  r a t h e r  t han  IDS  g i v e  E r n s t  & Y o u n g  any  r e a s o n  

5 t o  q u e s t i o n  t h e  v a l i d i t y  of t h e  s u r v e y  r e s u l t s ?  

6 A No. In f a c t ,  i f  a n y t h i n g ,  i t  s t r e n g t h e n e d  

7 b e c a u s e  i t  m e a n t  t h a t  w e  w e r e  g e t t i n g  b o t h  s ides ,  we 

8 w e r e  h e a r i n g  f r o m  c u s t o m e r s  who  s a i d  t h e y  w e r e  s l a m m e d  

9 b y  I D S  b u t  w e  w e r e  a l s o  h e a r i n g  s o m e  t h a t  s a i d  t h e y  were  

10 s l a m m e d  by IDS w h i c h  s a i d  t o  m e  t h a t  w e  c e r t a i n l y  w e r e  

11 no t  s e e k i n g  out on ly  i n f o r m a t i o n  t h a t  was d a m a g i n g  to 

12 IDS ,  y o u  know, t ha t  w e  h a d  been g i v e n  good d a t a  a n d  t h a t  

13 t h e  s u r v e y  h a d  been  a s k e d  i n  a way  t h a t  w a s  f a i r .  

14 Q W a s  c u s t o m e r  number t w o  a s k e d  a n y  f o l l o w u p  

15 q u e s t i o n s  f r o m  i f  s u r v e y  q u e s t i o n s  r e g a r d i n g  b e t t e r  

16 s e r v i c e  b a s e d  on c u s t o m e r  n u m b e r  t w o ' s  r e p o r t i n g  t h a t  

17 t h e  c u s t o m e r  l o s t  a i l  v o i c e  m a i l ,  r e a l l y  u p s e t  w i t h  IDS, 

18 l o s t  t h ree  days  w o r t h  of business? 

19 MR. MEZA: O b j e c t  to the form.  Are you  asking 

20 her  t o  r ead  t h e  s c r i p t ?  

21 BY MR. M I L L E R :  

22 Q No, I'm asking d i d  t h e  i n t e r v i e w e r  ask 

Esquire Deposition Services 1-800-441-3376 
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c u s t o m e r  number  t w o  a n y  f o l l o w u p  q u e s t i o n s  r e g a r d i n g  t h e  

b e t t e r  s e r v i c e  i t e m s  in  t h e  s u r v e y  s c r i p t  a f t e r  h e a r i n g  

t h e  r e s p o n s e  f r o m  c u s t o m e r  number t w o  t h a t  c u s t o m e r  

number two  had l o s t  a l l  vo ice  ma i l ?  

A 

Q 

No, n o t  a c c o r d i n g  to  t h i s  s c r ip t  t hey  didn ' t .  

Let me  a s k  y o u  t o  l ook  a t  p a g e  4 of E x h i b i t  

Ba tche r  4,  p l e a s e .  T h e  c a s e  I .D.  is 00006. 

A O k a y .  

Q W h a t  w a s  c u s t o m e r  number  six's f i r s t  r e s p o n s e  

to  ques t ion  6 ,  " c o u l d  you p l e a s e  t e l l  u s  t h e  r easons  t o  

w h y  y o u  s w i t c h e d  y o u r  l oca l  s e r v i c e  f r o m  IDS t o  

B e 11 S o u t  h '' ? 

A I t  w a s  b e t t e r  s e rv i ce .  

Q And if you l o o k  a t  t h e  t o p  of page  5 i n  a n s w e r  

t o  t he  q u e s t i o n  8, wha t  o the r  a s p e c t s  of t h e  s e r v i c e  i n  

p a r t i c u l a r  e n c o u r a g e d  you t o  s w i t c h ,  w h a t  d id  c u s t o m e r  6 

r e p o r t ?  

A Customer couldn't  get DSL s e r v i c e  w i t h o u t  a l l  

l ines.  

Q Did customer number s i x  r e p o r t  r e c e i v i n g  any  

c a l l s  f r o m  B e l I S o u t h  r ep resen ta t ives?  

A Yes. 
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1 Q And accord ing  to  Exhib i t  Batcher  4 what  d id  

2 customer,  s ix  r epor t  w a s  sa id  by t he  Bel lSouth  

3 rep resen ta t ives  w h o  ca l l ed  cus tomer  number  s ix?  

4 A Tha t  Bel lSouth  r equ i r ed  a l l  l i nes  but  cou ldn ' t  

5 

6 

7 

8 

9 A Less than  one  m o n t h .  

10 Q Less  than  one month?  

11 A Wel l ,  t h e  ques t ion  is, "did y o u  have  l oca l  

12 te lephone  s e r v i c e  w i t h  I D S  f o r  a t  l eas t  one  month  b e f o r e  

13 swi tch ing ,"  a n d  t h e  response  w a s  no. 

14 Q So c u s t o m e r  number  t en  repor ted  b e i n g  w i t h  I D S  

15 fo r  less  than  one  month,  r i gh t?  

16 A Yes. 

17 Q Did cus tomer  n u m b e r  t en  report  r ece iv ing  any  

18 ca l l s  f rom Be l lSou th  r ep resen ta t ives?  

19 A Yes. 

20 Q What  d id  cus tomer  number  ten  r epor t  to t h e  

21 survey  cour se  r ega rd ing  wha t  w a s  sa id  by the  Be l lSou th  

22 r ep resen ta t ives?  

g e t  DSL wi thou t  g iv ing  up  a l l  l ines.  

Q Let me ask you to  l o o k  a t  page  7 a n d  8, c a s e  

I .D. number 10, how long  d id  cus tomer  number t en  r epor t  

be ing  wi th  I D S  before  s w i t c h i n g  to  Be l lSou th?  

Esquire Deposition Services 1-800441=3376 
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1 A B e l l S o u t h  c a l l e d  a n d  s a i d  y o u  c h a n g e d  a n d  I 

2 c a l l e d  a n d  changed i t  back t o  B e l l S o u t h .  

3 Q Ask you t o  t a k e  a look a t  p a g e  1 1 4 ,  c u s t o m e r  

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

n u m b e r  132. H o p e f u l l y  I ' l l  g e t  t h e  o r d e r  of t h e  w o r d s  

r i g h t  t h i s  t i m e .  D i d  c u s t o m e r  n u m b e r  132 r e p o r t  be ing  

s l a m m e d  by IDS? 

A T h e y  r e p o r t e d  t h a t  t h e y  w e r e  s w i t c h e d  f r o m  

B e l l S o u t h  to  IDS w i t h o u t  t h e i r  a p p r o v a l ,  wh ich  I g u e s s  

i s  s l a m m e d .  

Q From B e l l S o u t h  t o  IDS? 

A Yes ,  

Q So w o u l d  c u s t o m e r  n u m b e r  132 b e  i n c l u d e d  

w i t h i n  t h e  29 p e r c e n t  of r e s p o n d e n t s  w h o  r e p o r t e d  t h a t  

t h e y  h a d  been s l a m m e d  a s  m e n t i o n e d  on page  3, l i n e  21  of 

y o u r  t e s t i m o n y ?  

A 

t i m e .  

Yes, i f  they h a d  been a r e s p o n d e n t  a t  t h a t  

18 Q Okay. W o u l d  c u s t o m e r  number 132 be  i n c l u d e d  

19 w i t h i n  t h e  p e r c e n t a g e  of customers  who reported t h a t  

20 t h e y  w e r e  s w i t c h e d  f r o m  B e l l S o u t h  t o  IDS w i t h o u t  t h e i r  

21 a p p r o v a l  i n  t h e  f i n a l  s u r v e y  results? 

22 A Yes .  

Esquire Deposition Services 1-800-441 133 76 
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Q Did c u s t o m e r  132 repor t  any  a d d i t i o n a l  r e a s o n s  

fo r  s w i t c h i n g  f r o m  IDS t o  Be l lSou th?  

A Yes .  

Q What  a d d i t i o n a l  reason  d id  c u s t o m e r  132 

p r o v i d e  for be ing ,  I'm so r ry ,  f o r  s w i t c h i n g  f r o m  IDS to  

B e l l S o u t h ?  

A 

Q 

" I t  c h a n g e d  my c a l l  f o r w a r d i n g  s e r v i c e . "  

And  c u s t o m e r  132  s t a t ed  i t  c h a n g e d  my c a l l  

f o r w a r d i n g  s e r v i c e  in  r e sponse  t o  w h a t  q u e s t i o n ?  

A "Could  y o u  t e l l  u s  a n y  more  i n f o r m a t i o n  abou t  

how t h i s  unau thor i zed  c h a n g e  of s e r v i c e  t o o k  place. ' '  

Q Do y o u  c o n s i d e r  tha t  r e sponse ,  " i t  c h a n g e d  my 

c a l l  f o r w a r d i n g  s e r v i c e  t o  be r e spons ive  t o  t h e  

q u e s t i o n ,  cou ld  y o u  t e l l  us a n y  more  i n f o r m a t i o n  about  

bow t h i s  unau thor i zed  change  of s e r v i c e  t o o k  p l ace"?  

I wou ld  c o n s i d e r  tha t  as a r e sponse  t o  rea l ly ,  A 

not  r ea l ly  r e s p o n s i v e  no. I would  v i ew t h a t  as p e r h a p s  

a d d i n g  ano the r  r e a s o n  b u t  not  r e spond ing  t o  tha t  

ques t ion .  

Q Does t h e  f a c t  t h a t  cus tomer  132 r epor t ed  tha t ,  

" i t  changed  my c a l l  fo rward ing  serv ice ,"  g i v e  y o u  a n y  

reason t o  doub t  w h e t h e r  cus tomer  132 s h o u l d  be inc luded  

Esquire Deposition Services 1=800-44 1=3376 
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w i t h i n  t h e  percentage of  people w h o  w e r e  s w i t c h e d  f r o m  

B e l l S o u t h  t o  IDS w i t h o u t  a p p r o v a l ?  

A No, i t  doesn ' t  b e c a u s e  t h o s e  a r e  0 -  t hose  29 

p e r c e n t  t ha t  w e r e  s w i t c h e d  w i t h o u t  a p p r o v a l ,  t h o s e  a r e ,  

t h a t  w a s  t h e i r  f i r s t  r e s p o n s e  t h a t  t h e y  g a v e  a n d  t h e n  we 

c o l l e c t e d  a d d i t i o n a l  r e s p o n s e s  f o r  a s m a l l e r  po r t ion  o f  

people .  

Q Ask y o u  on t h a t  s ame  page t o  l o o k  a t  c u s t o m e r  

133 a n d  c o n t i n u i n g  on t o  t h e  n e x t  page. 

A O k a y .  

Q A c t u a l i y ,  I'm n o t  go ing  t o  a sk  you any 

ques t ions  a b o u t  c u s t o m e r  n u m b e r  133. Ask you t o  t a k e  a 

l o o k  a t  page  172, c u s t o m e r  198. 

A O k a y .  

Q How l o n g  d i d  c u s t o m e r  198 r e p o r t  hav ing  l o c a l  

t e l e p h o n e  s e r v i c e  w i t h  IDS? 

A 

Q One m o n t h  or less? 

A Yes, or less t h a n  one m o n t h .  T h e y  sa id  no, 

Less t h a n ,  or o n e  m o n t h  o r  less.  

t h e y  had  n o t  had  i t  f o r  at l e a s t  one mon th .  

Q Did c u s t o m e r  198 r e p o r t  a n y  service i s s u e s  as 

i n f l u e n c i n g  t h e  d e c i s i o n  to  s w i t c h  f r o m  I D S  to  

Esquire Deposition Services 1-800144 1 m3376 
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1 B e l l S o u t h ?  

2 A Y e s ,  they  sa id  t h e i r  r e a s o n  w a s  b e t t e r  

3 s e r v i c e ,  t h e i r  f i r s t  reason. 

4 Q And did  c u s t o m e r  1 9 8  e l a b o r a t e  on t h e  

5 r e s p o n s e ,  b e t t e r  s e r v i c e ?  

6 A Yes. 

7 Q What  was c u s t o m e r  198's e l a b o r a t i o n ?  

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

A When asked  w e r e  t h e r e  a d d i t i o n a l  r e a s o n s  w,y 

t h e y  s w i t c h e d  they  s a i d  y e s ,  a n d  t h e  r eason ,  t h e  

a d d i t i o n a l  reason ,  was t h e y  m i s r e p r e s e n t e d  t h e m s e l v e s  

s a y i n g  t h e y  a r e  a f f i l i a t e d  w i t h  Be l lSou th .  

Q 

A 

And what  t h e  n e x t  q u e s t i o n ,  Q8? 

Q S ,  "Could  y o u  e l a b o r a t e  on w h a t  aspects  of 

t h e  s e r v i c e  i n  p a r t i c u l a r  e n c o u r a g e d  toy  swi t ch . "  T h e  

r e s p o n s e ,  "phone  s e r v i c e  was not  working w i t h  IDS,  Le. ,  

no d i a l  tone ."  And t h e n  they  w e r e  a s k e d  a g a i n  w e r e  

t h e r e  add i t iona l  a s p e c t s  a n d  neve r ,  t h e  r e s p o n s e  is 

N e v e r  w o u l d  have  s w i t c h e d  if she h a d  known who IDS was .  

Q S o  t h e  s e r v i c e ,  t he  a s p e c t  of s e r v i c e  in  

p a r t i c u l a r  t ha t  e n c o u r a g e d  c u s t o m e r  198 t o  s w i t c h  was  

r e p o r t e d  as phone  s e r v i c e  w a s  no t  working w i t h  IDS, no 

d i a l  t one ;  is t ha t  correct,  i n  answer  to  q u e s t i o n  8?  

Esquire Deposition Services 1-800-441=3376 
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A 

Q T h e  f i r s ?  one?  

A 

Q u e s t i o n  8, t h e r e ' s  two  a n s w e r s  t o  q u e s t i o n  8. 

T h e  f i r s t  a n s w e r  w a s  t h e  p h o n e  s e r v i c e  w a s  n o t  

w o r k i n g  w i t h  IDS.  

Q Righ t .  L e t  m e  ask  y o u  t h e  l a s t  q u e s t i o n  io  

t h i s  one,  c u s t o m e r  n u m b e r  307 on page 370. D i d  c u s t o m e r  

307 r e p o r t  b e i n g  s l a m m e d  by IDS? 

A No.  S o r r y ,  i t  t o o k  a w h i l e .  

Q 

IDS? 

A 

Q 

How l o n g  d i d  c u s t o m e r  307 h a v e  s e r v i c e  w i t h  

Less  t h a n  a m o n t h ,  a month  or l e s s .  

Le t  me ask t o  y o u  t a k e  a look  a t  q u e s t i o n  6, 

" W e r e  t h e r e  a d d i t i o n a l  r e a s o n s  a s  t o  why you s w i t c h e d  

f r o m  IDS to  B e l l S o u t h . "  The f i r s t  r e s p o n s e  w a s  y e s  a n d  

t h e n  w h a t  w a s  t h e  s e c o n d  r e s p o n s e  f r o m  c u s t o m e r  307? 

A " T h e y  m e s s e d  u p  t h e  f a x  l i n e  a n d  t h e n  p u t  a 

b l o c k  on my p h o n e  so I cou ldn ' t  r e c e i v e  c o l l e c t  cal ls  

a n d  v o i c e  mail ."  

Q A n d  d i d  c u s t o m e r  307 e l a b o r a t e  on  w h a t  a s p e c t s  

of t h e  s e r v i c e  i n  p a r t i c u l a r  e n c o u r a g e d  t h a t  c u s t o m e r  t o  

s w i t c h ?  

A Yes,  t h e r e  response was, " P h o n e  f ea tu res ,  

Esquire Deposition Services 1 =800-44 1-3376 
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1 e.g., c a l l  wai t ing ,  caI l  hun t ing  w e r e  more r e l i ab le  or 

2 be t t e r  w i th  Bel lSouth."  A n d  then  the re  was ano the r  o n e  

3 too.  

4 Q I n  r e s p o n s e  t o  ques t ion  8? 

5 A U h - h u h .  

6 Q What w a s  the  add i t iona l  response?  

7 A I'm sor ry ,  no, t ha t ' s  s p e c i f i c  features ,  

8 spec i fy  fea ture ,  no VM, block  on l o n g  dis tance.  A n d  

9 then  t h e r e  w a s  m o r e .  "Were  the re  addi t iona l  a s p e c t s  of 

10 t h e  serv ice  which prompted  you t o  swi tch"?  "I had good  

11 se rv ice  wi th  Bel lSouth but  the  r a t e s  were too high and  

12 I D S  sa id  they wou ld  lower  the  ra tes . "  

13 Q Okay. Do you have  a n y  reason  to  doubt  t he  

14 verac i ty  of the  s t a t emen t s  p rov ided  by survey 

15 r e sponden t s  a s  re f lec ted  i n  Exh ib i t  Batcher  4 ?  

16 A No. 

17 Q Let m e  mark and  then  we' l l  turn t o  y o u r  

18 t e s t imony  as Exhib i t  Ba tche r  5 ,  a l e t t e r  f rom Mr. Meza 

19 t o  me da ted  September  14, 2001. 

20 

21 id  en  t if  i ca  t ion .) 

22 BY MR. MILLER: 

(Exhib i t  Number 5 was m a r k e d  for 

Esquire Deposition Services 1=800-441-3376 
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2 A Those a r e  o u r  f i n a l  s u r v e y  n u m b e r s .  

3 

4 Y o u n g  s u r v e y ?  

5 A Yes.  

6 Q Ref lec t ing  t h e  5 6 8  r e s p o n d e n t s ?  

7 A Yes.  

8 

Q T h e s e  a r e  t h e  f i n a l  r e s u l t s  of t h e  E r n s t  & 

Q Let  me ask you t o  t u rn  b a c k  t o  E x h i b i t  B a t c h e r  

9 1, your t e s t imony ,  p l e a s e ?  I 
10 A O k a y .  

11 Q I'm g o i n g  t o  ask you s o m e  s p e c i f i c  q u e s t i o n s  

12 r e g a r d i n g  your  t e s t i m o n y .  Firs t ,  page  3, l i n e  11, 

13 t o w a r d s  t h e  end  y o u  s t a t e ,  "Responses  w e r e  c o d e d  i n t o  

14 c a t e g o r i e s ,  i n c l u d i n g  b e t t e r  p r i c ing ,  b e t t e r  s e r v i c e ,  

15 r e a c t i o n  t o  s l a m m i n g  a n d  b rand  image"?  

16 A U h - h u h .  

17 Q Who dec ided  on those  c a t e g o r i e s ?  

18 I exp la ined  t h a t  w e  had ,  t h e y  had  b e e n ,  w e  g o t  

19 some i n i t i a l  g e n e r a l  i n f o r m a t i o n  a b o u t  w h a t  t h e  s u r v e y  

20 needed  to  f i n d  f r o m  D o u g  Lackey,  t hen  we among o u r s e l v e s  

A 

21 t h o u g h t  u p  c a t e g o r i e s  a n d  then  t h e  one about  l ine  

22 q u a l i t y ,  no i se  on t h e  l ine or  l i n e  q u a l i t y ,  w a s  d ropped  
~~ 
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Page 111 

as p a r t  of Be l lSou th ' s  r ev iew.  

Q W h a t  were  t h e  i n t e r v i e w e r s  i n s t r u c t e d  t o  d o  i f  

a r e s p o n s e  f r o m  a r e s p o n d e n t  d i d  n o t  f a l l  n e a t l y  w i t h i n  

a n y  of t h e s e  ca tegor ies  tha t  you i d e n t i f i e d ?  

A 

Q 

T h e r e  w a s  an "o the r "  c a t e g o r y .  

W h a t  p e r c e n t a g e  of t h e  r e s p o n d e n t s  r e p o r t e d  a n  

o t h e r  r e a s o n  fo r  s w i t c h i n g  f r o m  IDS to  B e l l S o u t h ?  

Ten pe rcen t  r e p o r t e d  o t h e r  a n d  3.2 p e r c e n t  A 

r e p o r t e d  t h e y  d idn ' t  know or c o u l d n ' t  r emember .  

Q On page 4, l i n e  5 you t e s t i f i e d  t h a t  20 

p e r c e n t  l e f t  b e c a u s e  of t h e  p r i c i n g  t h a t  B e l l S o u t h  

o f f e red  t h e m ,  a t  l ea s t  w i t h  r e s p e c t  t o  the  p r e l i m i n a r y  

r e s u l t s ,  r i g h t ?  

A Righ t .  

Q Did  E r n s t  & Y o u n g  m a k e  a n y  e f f o r t  to d e t e r m i n e  

w h e n  t h e  c u s t o m e r s  w h o  r e p o r t e d  l e a v i n g  b e c a u s e  of 

B e l l S o u t h  b e t t e r  p r i c i n g  a c t u a l l y  l e f t  I D S  f o r  

Bel lSouth? 

MR. MEZA: O b j e c t  t o  t h e  f o r m .  

THE WITNESS: T h e r e  is a 0 -  we h a v e  - -  no, w e  

didn ' t .  I w a s  t r y i n g  t o  r emember  w h e t h e r  tbey  h a v e  

d a t e s  on t h e  f i l e ,  s w i t c h i n g  d a t e s ,  b u t  w e  d idn ' t  ask 
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1 t h e m  s p e c i f i c a l l y  w h e n  t h e y  l e f t  a n d  t h e r e  may  o r  may  

2 no t  b e  a d a t e  of s w i t c h  o n  t h e  f i l e .  

3 BY MR. MILLER: 

4 

5 w h o  l e f t ,  w h o  r e p o r t e d  l e a v i n g  b e c a u s e  of p r i c i n g  t h a t  

6 B e l l S o u t h  o f f e r e d  t h e m ,  i n c l u d e d  i n  t h e  p e r c e n t a g e  of 

7 c u s t o m e r s  w h o  r e p o r t e d  b e i n g  s l a m m e d  by  IDS?  

8 A W o u l d  you  r e p e a t  t h a t ,  I'm s o r r y .  

9 Q A r e  any  of the c u s t o m e r s  w h o  r e p o r t e d  l e a v i n g  

10 b e c a u s e  of t h e  p r i c i n g  t h a t  B e l l S o u t h  o f f e r e d  t h e m  a l s o  

11 i n c l u d e d  i n  t h e  p e r c e n t a g e  of c u s t o m e r s  w h o  r e p o r t e d  

12 b e i n g  s l a m m e d  by  IDS? 

13 A N o  b e c a u s e  w e  coded reason  one, r e a s o n  two ,  

14 r e a s o n  t h r e e ,  a n d  t h e s e  r e s u l t s  a r e  a l l  r e a s o n  one 

15 r e s u l t s  so t h e r e  w o u l d  not ,  t hey  wou ldn ' t  be  m u l t i p l y  

16 c o u n t e d .  

17 Q W h a t  do  you m e a n  b y  reason one  r e s u l t s ?  

18 A T h a t  t h e  t a b u l a t i o n s  h e r e  a r e  of w h a t  t h e  

19 cus tomer  r e p o r t e d  a s  t h e i r  f i r s t  reason for  s w i t c h i n g .  

20 I n  r e s p o n s e  to t h e  q u e s t i o n  w h y  d id  you s w i t c h ,  t h a t  w a s  

21 t h e  f i r s t  t h i n g  out of t h e i r  mouth .  

22 Q So if  a cus tomer  w e r e  c o d e d  i n t o  s w i t c h i n g  

Q A r e  any  of t h e  c u s t o m e r s  w i t h i n  t h e  20 p e r c e n t  
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1 b e c a u s e  they  repor ted  b e i n g  s l a m m e d  by IDS as t he i r  

2 f i r s t  r e s p o n s e  and  I a t e r  r e p o r t e d  l e a v i n g  b e c a u s e  of 

3 p r i c i n g  tha t  Be l lSou th  o f f e r e d  them how w o u l d  tha t  

4 c u s t o m e r  be  inc luded  w i t h i n  t h e  s u r v e y  r e s u l t s ?  

5 A As a s l a m m e d  cus tomer .  

6 

7 b e t t e r  p r i c ing?  

8 A Tha t ' s  co r rec t .  We looked  a t  t h e  s e p a r a t e  

9 t a b s  f o r  r e sponse  two  b u t  they  were  so f e w  tha t  gave  a 

10 s e c o n d  r e sponse  tha t  w e  didn ' t  i n c l u d e  them so they were  

11 very  s m a l l  numbers .  

12 Page  4, l i ne  16, l i n e s  15 and  16, s t a t e s ,  

13 "Almost  77 percent  of t h e  r e sponden t s  r e p o r t e d  rece iv ing  

14 n o  c a l l  f r o m  a Bel lSou th  r e p r e s e n t a t i v e " ?  

15 A Yes. 

16 Q Was  Be l lSou th  r ep resen ta t ive  d e f i n e d  i n  t he  

17 s u r v e y ?  

18 A You would  h a v e  to  look at  t h e  t r a i n i n g  

19 m a t e r i a l s  to  s e e  if t h e r e  w a s  any e l a b o r a t i o n ,  i t  was 

20 n o t  de f ined  i n  the  q u e s t i o n  i tself .  I t  s e e m s  to  me 

21 f a i r l y  obviously o r  i n tu i t i ve ly  obv ious  what a 

22 r e p r e s e n t a t i v e  of company  means .  

Q A n d  not  as a c u s t o m e r  w h o  l e f t  b e c a u s e  of 

Q 
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1 

2 p o p u l a t i o n  of m o r e  t h a n  13,000 t e l e p h o n e  c u s t o m e r s ,  d o  

Q Page 5 ,  e x c u s e  me ,  l i n e  8, you  d i s c u s s  t h e  

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

you see t h a t ?  

A Yes. 

Q Did  a n y o n e  f r o m  B e l l S o u t h  e v e r  t e l l  E r n s t  & 

Y o u n g  t h a t  IDS h a s  s t a t e d  t h a t  i t  h a s  l o s t  37,000 

c u s t o m e r s  as  o p p o s e d  t o  13,000? 

A No. 

Q P a g e  f i v e ,  l ine  23 a n d  c a r r y i n g  o v e r  to, I 'm  

s o r r y ,  page 6 l i n e  1, i n  t h a t  p o r t i o n  of y o u r  t e s t i m o n y  

you d i s c u s s  t h e  p e r c e n t  o f  c u s t o m e r s  w h o  h a d  b e e n  w i t h  

IDS f o r  m o r e  t h a n  one m o n t h ;  i s  t h a t  r i g h t ?  

A T h e  pa r t  t h a t  s t a r t s  on  page 5 and  c o n t i n u e s  

on  page 6 is  m o r e  t h a n  a m o n t h ,  yes .  

Q D i d  t h e  study m a k e  a n y  e f f o r t  t o  d e t e r m i n e  how 

long  t h e  c u s t o m e r s  w h o  r e p o r t e d  b e i n g  w i t h  IDS for  more  

t h a n  one m o n t h  a c t u a l l y  h a d  s e r v i c e  w i t h  IDS? I n  o t h e r  

w o r d s ,  d id  t h e  s u r v e y  a t t e m p t  t o  d e t e r m i n e  t h e  e x a c t  

l e n g t h  of t i m e  t h a t  a c u s t o m e r  w a s  w i t h  IDS. 

A 

Q 

No, w e  d id  no t  ask t h a t .  

Page 4 l i ne  21 you s t a t e  a t  t h e  e n d  of t h a t  

l ine ,  "We received 77 s t a t e m e n t s , "  c o r r e c t ?  
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1 A Yes. 

2 Q What  a r e  these  s t a t e m e n t s  t h a t  you're 

3 r e f e r r i n g  to on tha t  l i n e ?  

4 

5 those  r e s p o n d e n t s  who s a i d  yes ,  t hey  h a d  rece ived  a ca l l  

6 they  were a sked  w h a t  k i n d s  of t h i n g s  d id  t h e  rep  say  

7 t h a t  i n f l u e n c e d  your  dec i s ion .  A n d  they ,  t h e  

8 r e sponden t ' s  en te red  a s  much  ve rba t im  as they  could  a n d  

9 t h o s e  a r e  those  ve rba t im  r e s p o n s e s  t o  tha t  ques t ion .  

10 Q Do I have  the 77 s t a t e m e n t s  t h a t  you ' re  

11 r e f e r r i n g  t o  on page  6, l i n e  21? 

12 A I t ' s  i n  t ha t  mater ia l .  

13 Q Would  those  b e  c o n t a i n e d  in  the  3 - r i n g  b inde r?  

14 

15 e v e r y  q u e s t i o n  you wou ld  f i n d  tha t  they a r e  in  the re .  

16 We  do h a v e  some eas i e r  t o  f o l l o w  t a b u l a t i o n s  a n d  

17 s u m m a r i e s  w h e r e  we've p u l l e d  them out i nd iv idua l ly .  

18 On page 6, l i n e  22 you  s t a t e ,  "No s t a t emen t s  

19 w e r e  r e c e i v e d  ind ica t ing  a Be l lSou th  r ep resen ta t ive  made  

20 a d e r o g a t o r y  s t a t emen t  a b o u t  IDS," correc t?  

21 A Yes.  

22 Q W h o  de te rmined  w h a t  c o n s t i t u t e s  a derogatory  

A If you l o o k  at t h e  s u r v e y  where  i t  s a y s  fo r  

A Not  pu l l ed  ou t  s e p a r a t e l y  b u t  yes, i f  you read  

Q 
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1 s t a t e m e n t  a b o u t  IDS? 

2 A We d i d ,  W e  l o o k e d  a t ,  w e  r e a d  t h e  77 

3 

4 w e r e  n o t  de roga to ry .  

5 Q Did the  surveyors ask c u s t o m e r s  w h e t h e r  

6 

7 b a n k r u p t ?  

8 A D i d  i t  s p e c i f i c a l l y  a s k  t h a t ?  

9 Q Tha t ' s  c o r r e c t ,  d i d  t hey  a s k  - -  
10 A I don ' t  t h ink  so. 

11 Q - -  any of t h e  r e s p o n d e n t s  w h e t h e r  a B e l l S o u t h  

12 r e p r e s e n t a t i v e  s t a t e d  t h a t  I D S  w a s  g o i n g  b a n k r u p t ?  

13 A No b e c a u s e  t h a t  would h a v e  been  l ead ing .  T h e y  

14 w e r e  a sked  w h a t  k i n d s  of t h i n g s  d id  t h e ,  d i d  t h e  

15 B e l l S o u t h  r e p s  say and  a l l o w e d  t o  say  w h a t  t h e y  wanted 

16 to  s a y .  They were no t  g iven  spec i f ic  c a t e g o r i e s  t o  

17 a v o i d  p u t t i n g  w o r d s  i n  t h e i r  mou th .  

18 

19 view t h a t  t h e r e  is no w a y  tha t  ORC M a c r o  c o u l d  be s u r e  

20 whether  Be l lSou th  or IDS was a s p o n s o r  of t h e  s t u d y ,  

21 c o r r e c t ?  

22 A Tha t ' s  co r rec t .  

s t a t e m e n t s  and  c o n c l u d e d  based  on  o u r  r ead  tha t  t hey  
, 

B e l l S o u t h  r e p r e s e n t a t i v e s  s t a t e d  t h a t  IDS  was  going  

Q On p a g e  9, l i n e s  1 t h r o u g h  6 ,  y o u  d i s c u s s  your  
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Page 117 
Q And a t  the  end  of that  pa rag raph  you s t a t e ,  

"For example ,  we  provided  responses  to  cove r  bo th  

poss ib i l i t i e s  t h a t  a cus tomer  cou ld  be s lammed by e i t h e r  

IDS or Bel lSou th"?  

A Right .  

Q A n d  be fo re  that  you s t a t e ,  "Some mul t ip l e  

response  c h o i c e s  were  added to  h e l p  h ide  the  iden t i ty  of 

t h e  survey  sponsor  and make t h e  s u r v e y  appea r  as open as  

p o s s i b 1 e .  " 

A Yes .  

Q Other  t h a n  the  response  t o  c o v e r  both 

poss ib i l i t i e s  t ha t  a cus tomer  cou ld  b e  s lammed by IDS or  

Bel lSouth ,  w h a t  mul t ip le  response  c h o i c e s  were  added to  

h e l p  h ide  the  iden t i ty  of the  su rvey  sponsor?  

A I don ' t  t h i n k  any were  added  spec i f i ca l ly  fo r  

tha t  purpose ,  w e  j u s t  t r ied  to  g e t  a l l  of the  ca t egor i e s  

t ha t  we  c o u l d  th ink  of. 

Q Did you th ink  of ask ing  as a ca tegory  whe the r  

t h e  cus tomer  encountered  problems w i t h  t h e i r  t e l ephone  

se rv ice  d u r i n g  t h e  convers ion  f r o m  Be l lSou th  t o  IDS? 

A No. 

Q Before  t h e  swi tch  back?  
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1 MR. MEZA: O b j e c t  t o  the  form. I don ' t  t h i n k  

2 you h a v e  a f o u n d a t i o n  f o r  conversion. 

3 BY MR. M I L L E R :  

4 Q You c a n  answer .  

5 A No. 

6 Q On page  9, l i ne  8, you s t a t e ,  "Once t h e  

7 cor rec t  con tac t  w a s  conf i rmed , "  do you s e e  t h a t ?  

8 A Yes. 

9 Q What  e f fo r t  d id  t h e  survey t a k e  t o  i n s u r e  t h a t  

10 t h e  co r rec t  con tac t  a t  t h e  r e sponden t  was  c o n f i r m e d ?  

11 A T h e  s u r v e y  a s k e d ,  f i r s t  of a l l ,  is t h i s  t h e  

62 cor rec t  bus iness .  And i s  t h i s  -- no,  tha t  w a s  just i f  

13 it 's a bus iness .  T h e n  i t  s a i d ,  " I 'd  l i k e  to  s p e a k  w i t h  

14 t h e  person  w h o  makes decisions r ega rd ing  your t e l ephone  

15 service." 

16 Did the  survey  ask to  speak  wi th  t h e  person 

17 w h o  made  t h e  dec i s ion  i n  f a c t  t o  swi t ch  f r o m  I D S  to  

18 Be l lSou th?  

19 A Spec i f i ca l ly ,  no. Again, t h i s  is, i t  may h a v e  

Q 

20 c u e d  t h e  r e sponden t  bu t  i t ,  i t  s i m p l y  a sked  f o r  w h o  m a d e  

21 t h e  decision. 

22 Q If a r e sponden t  r e p o r t e d  tha t  the  person  who  
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1 m a d e  p h o n e  d e c i s i o n s  a t  t h a t  t i m e  i s  no l o n g e r  w i t h  t h e  

2 c o m p a n y  w o u l d  the ,  d i d  t h e  i n t e r v i e w e r s  go on w i t h  t h e  

3 i n t e r v i e w  o r  d i d  t h e y  t e r m i n a t e  t h e  i n t e r v i e w  w i t h  

4 respec t  t o  s u c h  a c u s t o m e r ?  

5 A T h e y  t e r m i n a t e d .  

6 Q A n d  a r e  t e r m i n a t e d  i n t e r v i e w s  r e f l e c t e d  w i t h i n  

7 t h e  5 6 8  responses ,  i n  t h a t  t y p e  of t e r m i n a t e d  i n t e r v i e w  

8 w o u l d  t h a t  be r e f l e c t e d  i n  t h e  5 6 8  responses? 

9 A No, i t  s h o u l d n ' t  h a v e  been .  I c a n  double  

10 c h e c k  t h a t  b u t  no, my u n d e r s t a n d i n g  is t h a t  i t ' s  no t .  

11 

12 r e s p o n d e n t s  had  d i f f i c u l t y  a n s w e r i n g  a q u e s t i o n  w e r e  

13 t h e y  o f f e r e d  s o m e  possible  response  c h o i c e s  to h e l p  j o g  

14 t h e i r  memory ,"  d o  you s e e  t h a t ?  

15 A Yes.  

16 Q A r e  t h e  p o s s i b l e  response  c h o i c e s  t h a t  t h e  

17 r e s p o n d e n t s  w e r e  o f f e r e d  t o  h e l p  j o b  jog their memory 

18 c o n t a i n e d  i n  t h e  scr ip t  t h a t ' s  a t t a c h e d  to Exhibit 

19 B a t c h e r  l?  

20 A T h e  possible ,  yeah ,  I t h i n k  t h e y  a r e .  Y e s ,  

21 a n d  t h e y  w e r e  i n s t r u c t e d  to r a n d o m i z e  t h e  o r d e r  a n d  j u s t  

22 r ead  t h r o u g h  t h e s e .  

Q On p a g e  9, l i n e  16,  you  s t a t e ,  "On ly  w h e r e  
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1 

2 p r o m p t s  t h a t  you ' r e  r e f e r r i n g  to a re  i n  t h e  s u r v e y  

3 tha t ' s  a t t a c h e d  t o  E x h i b i t  B a t c h e r  l ?  

4 

5 "Let  r e s p o n d e n t ,  t a l k  d o  no t  r e a d ,  e l i c i t  r e s p o n s e  if 

6 needed ,  m a r k  best  c h o i c e  be low."  B u t  t h e  i n s t r u c t i o n s  

7 t h a t  w e r e  g i v e n  t o  t h e  i n t e r v i e w e r s ,  t ha t  w e  g a v e  Macro  

8 w e r e ,  so t h e s e  w e r e  o u r  i n s t r u c t i o n s  t o  M a c r o  t h a t  o n l y  

9 i f  t h e  p e r s o n  cou ldn ' t  come  up  w i t h  any  k i n d  of a r e a s o n  

10 t h e n  t h e y  w e r e  asked t o  i n  a r a n d o m  o r d e r  r e a d  t h e  

11 categories .  

12 Q W h o  d e t e r m i n e d  t h e  r a n d o m  o r d e r ?  

13 

14 o r d e r .  

15 

16 o r d e r ,  p l e a s e ?  

17 

18 you s t a r t  w i t h  t h e  f i r s t  one ,  n e x t  t i m e  you s t a r t  w i t h  

19 t h e  s e c o n d ,  t h e  next  t i m e  you s t a r t  wi th  a t h i r d .  

20 Q E a c h  i n d i v i d u a l  i n t e r v i e w e r  w o u l d  d o  t h i s  

21 r o t a t i o n ?  

22 

Q C a n  you  po in t  to  m e  a n  e x a m p l e  of w h e r e  t h e s e  

A It 's n o t  - -  i n  t h e  s p e c i f i c  q u e s t i o n  i t  says ,  

A I'm sorry ,  not  a r a n d o m  o r d e r ,  in  a r o t a t i n g  

Q C a n  y o u  e x p l a i n  w h a t  y o u  mean by a r o t a t i n g  

A E a c h  t i m e  s t a r t  wi th a d i f f e r e n t ,  y o u  know, i f  

A It  w o u l d  have  come u p  on t h e  c o m p u t e r  s c r e e n .  
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Q 

A 

b e l i e v e .  I 'd h a v e  to ver i fy  t h a t .  

Q 

A I don ' t  know f o r  sure .  

Q 

D i d  t h e  c o m p u t e r  p e r f o r m  t h e  r o t a t i o n s ?  

Yes, w h e n  ro t a t ions  a r e  done,  t h e y ' r e  done, I 

So you don't  k n o w  for  s u r e ?  

On p a g e  10, l i n e  9 you s t a t e ,  The scr ip t  w a s  

d e s i g n e d  t o  o b t a i n  an  h o n e s t ,  as h o n e s t  a response  as 

possible? 

A Yes .  

Q Were the respondents  under oath  when  t h e y  

a n s w e r e d  q u e s t i o n s ?  

N o .  I'm n o t  s u r e  we w o u l d  h a v e  h a d  m u c h  of a A 

response  r a t e s .  

Q On p a g e  10, a c t u a l l y  p a g e  11, l i n e  f i v e ,  i n  

y o u r  t e s t i m o n y  you s t a t e d ,  " I n t e r v i e w e r s  a r e  p r o v i d e d  

wi th  a tra ining  manua l . "  H a s  E r n s t  & Young produced t h e  

t r a i n i n g  manual  t h a t  y o u ' r e  r e f e r r i n g  t o  on p a g e  11, 

l i n e  5 to IDS? 

A I t ' s  my u n d e r s t a n d i n g  t h a t  we have .  I have to 

depend on M a c r o  b u t  I s a id  p l e a s e  g i v e  us e v e r y t h i n g  

21 that the  i n t e r v i e w e r s  were provided wi th .  

22 Q And on p a g e  11, l i ne  9 ,  you s t a t e ,  
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Page 122 
"I r i te rv iewers  a l s o  had  access t o  a manua l  which  c o n t a i n s  

a r ev iew of r e fusa l  c o n v e r s i o n  techniques"? 

A Yes.  

Q 

A 

Q 

Has  tha t  manua l  been  p r o d u c e d ?  

I t ' s  my u n d e r s t a n d i n g  t h a t  i t  bas.  

Page 12, l i n e  1, you s t a t e ,  " I n  accordance 

w i t h  Erns t  & Young  i n s t r u c t i o n ,  t h e  d i spos i t i on  of each  

c a l l  a t t empt  i s  r e c o r d e d  fo r  a l l  of t h e  r eco rds  i n  t he  

s a m p l e .  " 

A Yes .  

Q Was Erns t  & Y o u n g  p r o d u c e d  any documen t s  

r e f l e c t i n g  t h e  d i s p o s i t i o n  of e a c h  c a l l  a t t empt  as 

r e fe r r ed  t o  on page  12,  l i n e s  1 and  2? 

A Yes.  

Q Where  is  tha t  c o n t a i n e d  w i t h i n  the  documen t s  

t h a t  were  p roduced?  

A There was a t a b l e  somewhere in  t hose  documen t s  

w i t h  t h e  r e su l t s  t a b l e s  t h a t  i n c l u d e d  a summary  of the  

d i spos i t i ons .  

Q If I could  hand  you  t h e  fo lde r  tha t ' s  l abe led  

s u r v e y  mon i to r ing  t a b l e s  a n d  ask you i f  you can  poin t  

t h a t  o u t  to me, p lease .  
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Page 123 
A I t ' s  r i g h t  h e r e  ( ind ica t ing) .  

Q 

A Yes.  

Q T h a n k  y o u .  On page  12, l i n e s  14  th rough  17, 

you s t a t e ,  "By making  t h e  sample  su f f i c i en t ly  l a r g e  and  

keeping t h e  nonresponse  as smal l  as poss ib l e  a n d  

un re l a t ed  to t h e  su rvey  outcome,  we  prevent  t he  sample  

and  su rvey  r e s p o n s e s  f rom be ing  b iased ."  Wha t  d o  you 

m e a n  b y  y o u r  s t a t emen t  unrelated to  the  su rvey  outcome? 

The  l a s t  two  pages  i n  t h i s  f o l d e r ?  

A T h a t  m e a n s  tha t  you,  t h a t  peop le  w h o  don ' t  

respond a re  no t ,  a r e  no t  more l ike ly  to  be  in  o n e  

ca tegory  o r  ano the r ,  t ha t  the  nonresponden t s  a re  

bas i ca l ly  r andomly  or,  yeah, randomly sp read  ac ross  the  

d i f f e ren t  c a t e g o r i e s  of ques t ions .  

Q Across  t h e  three  groups  or  ac ross  t h e  

d i f f e ren t  q u e s t i o n s  wi th in  the  su rvey?  I 'm no t  s u r e  I 

unde r s t and  th i s .  

A Wel l ,  t h e  survey  outcome a n d  so i f  i t 's  any  of 

t h e  ou tcome  q u e s t i o n s  i t 's  t h a t  they ' re  not  a l l  i n  one  - 

reason group ing  or  a l l  people  who spoke  to a 

r ep resen ta t ive .  

Q , W a s  the only  way i n  wh ich  y o u  a t t empted  to 
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1 m a k e  t h e  nonresponse  un re l a t ed  t o  t h e  su rvey  o u t c o m e  by 

2 

3 

4 

5 

6 

7 

8 

9 

IO 

11 

12 

13 

14 

15 

16 

17 

18 

19 

making  the  sample  s u f f i c i e n t l y  l a rge?  

A No, i t 's  p r imar i ly  - -  t h e  main  way y o u  deal  

wi th  t h a t  concern  is b y  working t o  keep t h e  r e s p o n s e  

r a t e  a s  h igh  as possible .  

Q A n d  how d o  you keep  the  response  r a t e  a s  h igh  

as poss ib l e?  

A By doing c a l l  backs, by ,  i n  a gene ra l  s e n s e  

wh ich  we didn ' t  do  h e r e  but  by o f fe r ing  i n c e n t i v e s ,  b y  

do ing  r epea ted  - -  t h e  main  reason  is ,  the  main  v e h i c l e  

is  sho r t ,  we l l -des igned  s u r v e y  a n d  r epea ted  a t t empt s .  

Q S o  what  e f fo r t s  ac tua l ly  were  unde r t aken  in  

t h i s  s u r v e y  t o  keep  t h e  nonresponse  r a t e  a s  s m a l l  as 

possible? 

A T h e  shor t  survey .  I t  was,  I doub t  t ha t  i t  

took  f i v e  minutes .  I don ' t  know exac t ly  how l o n g  i t  

took  but i t  d idn ' t  t a k e  ve ry  long  a n d  the  r epea t  

a t tempts .  We  requ i r ed  u p  t o  a maximum of 15 a t t e m p t s  

f o r  each n u m b e r  before  a c a l l  was  dropped .  W e  d idn ' t  

20 s u b s t i t u t e  if  they cou ldn ' t  r each  somebody,  we made  t h e m  

21 keep  g o i n g  back.  

22 Q Any o the r  w a y s  i n  w h i c h  y o u  a t t empted  t o  keep  

Esquire Deposition Services 1=800=44113376 



Mary Batcher 

c. 

Page 125 
1 

2 A Telephone,  shor t  t e lephone  surveys ,  i f  you c a n  

3 get  through tend to  have  a pret ty  good response ra te  

4 because  you've already got them on the  l ine  rather  than 

5 a mail  survey.  I t  depends  on the  length  and complexi ty  

6 of the  survey .  For a shor t  survey l i k e  th i s ,  t e lephone  

7 surveys  tend to  h a v e  be t te r  response  rates .  

8 

9 

10 

11 Q Is the  nonresponse rate  d i f fe ren t  from the  

12 re jec t ion  ra te?  

13 A It d e p e n d s  on h o w  you ca lcu la te  i t .  

14 Q How did you  ca lcu la te  i t  i n  th i s  survey?  

15 A We ca lcu la ted  i t  both ways.  If you s imply,  i s  

16 i t  d i f fe ren t  i n  the  sense that you have,  i f  you look at  

17 those  ca tegor ies  there ' s  some that  a re  out of scope,  

18 some t ha t  w e  were  never  able  the  reach,  some that  

19 responded a n d  some tha t  refused and  those  a re  t h e  four  

20 areas  a n d  it's how y o u  put them toge ther .  Out of scope 

21 should  neve r  h a d  been included in  t h e  f i r s t  place so 

22 those  a re  the  taken out  of the  base,  out  of everything,  

the  noaresponse  r a t e  as smali  as poss ib le?  

Q So were  there  any other  methods  that  you used  

t o  keep the  nonresponse  rate  as  smal l  as  possible? 

Not that  I. c a n  t h i n k  of off the  top.  A 
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Page 126 
s e t  of a s i d e .  T h e n  the  ques t ion  b e c o m e s  how d o  you dea l  

w i t h  t h e  p e o p l e  tha t  you  cou ld  n e v e r  g e t  t h rough  to ,  you 

g o t  a busy  s i g n a l  even  though  you t r i e d  15 t i m e s  

sca t t e red  th roughou t  the d a y ,  d i f f e r e n t  s chedu les ,  

d i f f e r e n t  days .  And  i f  you c a l c u l a t e d ,  i f  you just 

s imply  s e t  t h e m  a s i d e  a n d  i g n o r e  t h e m  a n d  tha t ' s  

a s s u m i n g  t h e y  were  in  a sense  e q u i v a l e n t  to  a s s u m i n g  

they  w e r e  a l l  o u t  scope ,  some p e o p l e  d o  tha t ,  i n  t h i s  

c a s e  w e  p ropor t iona te ly  a l loca t ed  t h o s e  max a t t empt s  to 

t h e  o t h e r  c a t e g o r i e s .  

Q 

A 

W h a t  does  out of s c o p e  m e a n ?  

Ou t  of scope  m e a n s  tha t  t h e  number  is, i t ' s  

l i s t ed  on  t h e  bo t tom of some  of t h o s e  c a t e g o r i e s  bu t  

i t ' s  a, t h e y  need  a n e w  number .  I 'm no t  even  su re  w h a t  

t ha t  m e a n s  b u t  i t ' s  not  a good number .  They,  t h e  

b u s i n e s s  is no l onge r  ope ra t ing ,  s o m e t h i n g  of tha t  so r t .  

As opposed  to  s imply  n o t ' a n s w e r i n g  t h e  phone?  Q 

A Yes. Not  answer ing  t h e  phone  is no t  i nc luded  

as out  of scope. 

Q A n d  i n  what  ca t egory  is not  a n s w e r i n g  the  

phone  i n c l u d e d ?  

A M a x  a t t empt s ,  15 o r  m o r e  a t t e m p t s  and  neve r  
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1 

2 Q Did  you c o n s i d e r  t h e  r e sponse  r a t e  t h a t  you 

3 ac tua l ly  ob ta ined  i n  t h e  s u r v e y  to  be r e a s o n a b l e ?  

4 A Yes ,  I d id .  

5 

6 s t a t e d  tha t  by mak ing  t h e  s a m p l e  su f f i c i en t ly  l a r g e  a n d  

7 keep ing  t h e  n o n r e s p o n s e  as  sma l l  as poss ib l e  and  

8 unre l a t ed  t o  the  su rvey  o u t c o m e  y o u  preven t  t h e  s a m p l i n g  

9 su rvey  r e sponses  f r o m  b e i n g  b i a sed .  

10 A Yes. 

11 

12 s u r v e y  r e sponses  f r o m  b e i n g  b i a sed?  

13 A No, t h i s  q u e s t i o n  was  how does  s a m p l i n g  r e d u c e  

14 b ias .  The  main  way d o  k e e p  t h e  s u r v e y  f r o m  be ing  b ia sed  

15 is  i n  the  d e s i g n  of t h e  s u r v e y ' i t s e l f ,  i n  t h e  w a y  t h e  

16 q u e s t i o n s  a re  asked ,  a n d  then  k e e p i n g  nonresponse  l o w .  

17 On page  13, l ines  5 th rough 8, you s t a t e  t ha t ,  

18 "Exper i ence  suggests t h a t  one - th i rd  of t h e  i n t e r v i e w s  

19 f r o m  a wel l -managed  s a m p l e  wi l l  be c o m p l e t e d  on t h e  

20 f i r s t  a t tempt ,  one - th i rd  on t he  second,  a n d  o n e - t h i r d  on 

21 t h e  th i rd  a t t empt .  A s m a l l  bu t  impor tan t  f r a c t i o n  of 

22 s u r v e y  t a rge t s  w i l l  r e q u i r e  f i v e  or more a t tempts . "  

r eached  a r e sponden t  o r  u p  to 15 a t t empt s .  

Q Turning b a c k  to page 12, l i n e s  1 4  t h r o u g h  17 

Q Is tha t  t he  o n l y  way t o  prevent  t h e  s a m p l e  a n d  

Q 
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1 A Right. 

2 Q Was that  y o u r  actual exper ience  i n  this  

3 survey?  

4 A I h a v e n ' t  compared, th i s  i s  a general  

5 statement ,  I have not compared to  s e e  how many cal l  

6 a t tempts  were needed to  reach di f fe ren t  portions.  G iven  

7 that  i t 's  a business  survey it may have  t a k e n  more. 

8 Q On page  14 l ine  8 you ' re  discussing the CAT1 

9 system, you s ta te ,  "There i s  a spec ia l  s e t - u p  faci l i ty ,"  

10 what does that refer  to? 

11 A The CAT1 program that  h a s  that  capabili ty to  

12 schedule  the ca l l  backs. 

13 Q And on page 14, l ine 13 through 17, you 

14 descr ibe  Macros nonresponse convers ion  s t a f f  - -  
15 A Yes. 

16 Q - -  who ca l l  back refusals .  

17 A Yes .  

18 Q 

19 -' 

21 A 
.. . 

22 
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4 

4,  line 21 y o u  state ,  T e s ,  the 

9 p r e l i m i n a r y  survey  results are v a l i d . "  Do y o u  see that?  

10 A Yes.  

11 Q Are t h e  f i n a l  s u r v e y  r e s u l t s  contained in 

12 Exhibit Batcher 5 also v a l i d ?  

13 A Yes.  

14 Q Are there any bases  for your c o n c l u s i o n  that  

15 the survey results are v a l i d  that  are not d e s c r i b e d  in  

16 y o u r  t e s t i m o n y ,  Exhibi t  Batcher l ?  

17 I didn't ,  i t  looks l ike  I didn't  discuss the 

18 s a m p l i n g .  I t h i n k  the  sampIing is  another reason; 

19 Q Have we d i s c u s s e d  that th is 'morning? 

A 
b < *  
. 

20 A Y e s .  

21 Q Any other bases? 
I 

22 A I don't think so. I guess I would  inc lude  the  
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Page 130 

w e i g h t i n g  of r e sponses  and  a l l  of t ha t  t o  g e t  co r rec t  

e s t ima tes  as par t  of the  s a m p l i n g .  

Q That would be t h e  methodology desc r ibed  in 

E x h i b i t  Ba tche r  2; is  t ha t  co r rec t ?  

4' A 

g o t  t he  r igh t  number  b u t  i n  gene ra l  i f  i t ' s  t he  r igh t  

Let me m a k e  c h e c k  t h e  answer  to make s u r e  we 
:!I 

e 

b. - bne, y e s .  

Q On page 14 ,  h e  22 th rough  1 5 ,  l i n e  1, y o u  

s t a t e ,  "For  m o s t  r e s p o n s e  b reakdowns  t h e  s i ze  of the  

p l u s  minus f ac to r  a round  the  e s t ima te  is r easonab le . "  

A Yes.  

Q W h a t  d o  you  cons ide r  to  be  a r easonab le  p lus  

or m i n u s  f a c t o r ?  

A I t  d e p e n d s  on your  p u r p o s e ,  a n d  a pu rpose  

where  you  h a v e  a l o t  a t  s t a k e  we  typ ica l ly  design fo r  

p l u s  or  minus 5 percen t .  

Q What  d id  you cons ide r  to  be a r easonab le  plus  

o r  minus  fac tor  f o r  t h i s  su rvey?  

A Plus  or m i n u s  5 or less a n d  m o s t  of these  are 

less.  

Q W h a t  does i t  m e a n  i f  the  p lus  o r  m i n u s  f ac to r  

a r o u n d  the  e s t ima te  is n o t  reasonable? 
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A R e a s o n a b l e  is k i n d  of a v a l u e - l a d e n  word  b u t  

i f  i t ' s  n o t  r e a s o n a b l e ,  m e a n i n g  i t ' s  h u g e ,  i t  m e a n s  you 

c a n ' t  h a v e  a l o t  of,  t h e r e ' s  n o t  a l o t  of p r e c i s i o n  

t h e r e .  E s s e n t i a l l y  i f  you c o n s t r u c t  t h e  c o n f i d e n c e  

i n t e r v a l ,  i f  i t  g o e s  f r o m  1 p e r c e n t  t o  40 p e r c e n t  y o u ' r e  

not  g o i n g  to  have  a g r e a t ,  i t ' s  n o t  a t e r r i b l y  r e l i a b l e  

e s t i m a t e  b e c a u s e  i t  c o u l d  b e  a n y w h e r e  in t h e r e  a n d  

tha t ' s  j u s t  not  p r e c i s e  e n o u g h  fo r  m o s t  purposes .  

Q If you cou ld  t u r n  to  y o u r  E x h i b i t  1 of y o u r  

t e s t i m o n y  w h i c h  i s  t h e  survey s c r i p t .  

A U h - h u h .  

Q I just h a v e  a f e w  q u e s t i o n s  a b o u t  t h a t .  

T o w a r d  t h e  b o t t o m  of t h e  page  t h e r e ' s  a q u e s t i o n  i n  

m o n t h ,  yea r  you s w i t c h e d  y o u r  l o c a l  t e l e p h o n e  s e r v i c e ?  

A Yes.  

Q W h y  d i d  t h e  s u r v e y  i n f o r m  t h e  c u s t o m e r s  w h e n  

t h e y  s w i t c h e d  t h e i r  local  s e r v i c e ?  

A T h a t ' s  a tr igger.  T h a t ' s  a commonly used  

t r igger  to  help  p e o p l e  remember .  It's just a d e v i c e  t o  

h e l p  t h e m  r e m e m b e r .  If you're t r y i n g  - -  and  i t ' s  p r e t t y  

w i d e l y  r e c o m m e n d e d  t h a t  people  wi l l  r e m e m b e r  b e t t e r  i f  

y o u  s a y ,  wel l ,  a r o u n d  y o u r  b i r t h d a y  or on a d a t e  or 
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s o m e t h i n g  i t  hones  i t  i n  for them.  

Q W e r e  t h e  words  i n  p a r e n t h e s e s  i n  t h a t  q u e s t i o n  

r ead  by  t h e  i n t e r v i e w e r s  d u r i n g  t h e  s u r v e y  process? 

A I w o u l d  have  to  f ind  t h a t  out for  you ,  1 don ' t  

know. I b e l i e v e  they  w e r e  b e c a u s e  they ' r e  i n s t r u c t e d  t o  

read  t h e  r e s p o n s e  ve rba t im .  

Q T u r n i n g  to t h e  nex t  p a g e  t h e  q u e s t i o n  of 

c h a n g e  w i t h o u t  approva l ,  s l a m m e d ,  d id  t h e  i n t e r v i e w e r s  

w h e n  a s k i n g  t h e  quest ion a t  t h e  t o p  of t h e  p a g e ,  "Cou ld  

you p l e a s e  t e l l  u s  t h e  r e a s o n s  as t o  why you  s w i t c h e d  

y o u r  l o c a l  s e r v i c e  f r o m  IDS  t o  B e l l S o u t h  a t  t h i s  t ime , "  

c a p t u r e  a verba t im  r e s p o n s e  f r o m  r e s p o n d e n t s  i n  n o t i n g  

tha t  a r e s p o n d e n t  r epor t ed  b e i n g  c h a n g e d  f r o m  B e l l S o u t h  

t o  I D S  w i t h o u t  a p p r o v a l ?  

A W e  asked  them t o  c a p t u r e  as m u c h  v e r b a t i m  as  

t h e y  c o u l d ,  however ,  when  I r e v i e w e d  t h e  s u r v e y  

responses  i t  appeared  tha t  i f  a person  b a s i c a l l y  s a i d  

t h a t  t ha t ' s  w h a t  t hey  d id ,  b e c a u s e  they  a l l  s e e m e d  to 

s a y  I w a s  c h a n g e d  from B e l l S o u t h  t o  IDS w i t h o u t  my 

a p p r o v a l  and  d e c i d e d  to r e t u r n  b a c k  t o  B e l l S o u t h ,  o r  t o  

r e t u r n  t o  B e l l S o u t h ,  t ha t ' s  c o m m o n l y  s a i d  so 1 t h ink  

t h a t  i n  some cases t h e  i n t e r v i e w e r s  may have  s i m p l y  
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coded  that  category r a the r  t h a n  keep  wr i t i ng  the  same  

th ing  over  and  ove r  aga in .  

Q And would a n  example  of what  you ' re  r e fe r r ing  

to  tha t  you noted i n  t h e  survey  resu l t s  be the  answer  at  

t he  bot tom of page  12 of Exhib i t  Batcher  4 with respec t  

t o  cus tomer  16? 

A I'm sor ry ,  what  page  was  tha t ?  

8 Q Page 12 of Exhib i t  Batcher  4, t h e  very las t  

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

l i ne  car ry ing  over  to page  13. 

A 

Q 

Yes, t h a t  would  be  a n  example.  

And you n o t e d  i n  rev iewing  t h e  survey  r e su l t s  

tha t  t h e  in te rv iewers  repea ted ly  u s e d  th i s  exac t  

l anguage  in response to  that  ques t ion?  

A Yes,  which sugges t s  t o  me tha t  r a the r  than  

wr i t e  i t  out t h e y  s i m p l y  checked the  box. 

Q Turning back  to Exhib i t  Batcher  1, please.  In  

t h e  change  without  approval ,  s l a m m e d  ca tegory ,  t he  

sc r ip t  indicates  r i g h t  be fo re  p r i ce  se rv i ce  that  i f  

s lammed go t o  QX, d i d  you rece ive  any  ca l l s  f rom 

Bel lSouth,  do you see t ha t ?  

A Not yet.  

Q I t ' s  the  second page of Exhib i t  1 t o  your  
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t es t imony,  r igh t  i n  t he  middle .  

A Got  i t ,  okay. 

Q If a respondent  answered  t h e  ques t ion  at t he  

top  of tha t  page  by repor t ing  be ing  s l ammed ,  d i d  t h e  

in t e rv i ewers  a sk  any f o l l o w u p  q u e s t i o n s  a s  to  whether  

there  w e r e  o t h e r  r easons  why  t h e  cus tomer  swi tched?  

A There ' s  t w o  - -  yes, t hey  d i d .  They  were  

ins t ruc ted  t o  k e e p  on ask ing  u n t i l  a l l  r e a s o n s  were  

e l ic i ted  about  t he  reason ,  were  t h e r e  o the r  reasons ,  a n d  

then they  were  a l s o  ins t ruc ted  tha t  if they  were  s lammed 

or  changed  wi thout  the i r  approva l  cou ld  you t e l l  any 

more in fo rma t ion  about  how t h i s  unau thor i zed  change  of 

s e rv i ce  took  p l a c e  and  to  en te r  t he  verba t im comments  

and then  t h e y  were  swi tched  t o  d i d  you rece ive  any 

ca l l s .  

Q So i f  a cus tomer ' s  f i r s t  r e sponse  was  t h a t  he 

or  she  was  s lammed would the  su rveyor  then  ask the  

fo l lowup  ques t ion ,  "Could you t e l l  us any  more  

informat ion  abou t  how t h i s  unau thor i zed  change  of 

s e r v ice to  o k p 1 a c e  " ? 

A Yes. 

Q And a f t e r  rece iv ing  an answer  t o  tha t  quest ion 
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d i d  t h e  i n t e r v i e w e r ' s  ask t h e  r e s p o n d e n t s  w h e t h e r  there 

a re  a n y  o t h e r  r e a s o n s  w h y  t h e y  s w i t c h e d  f r o m  I D S  to 

B e l l S o u t h ?  

A I w o u l d  h a v e  t o  v e r i f y  t h a t  t h e y  d i d  t h a t  b u t  

t h a t ' s  my u n d e r s t a n d i n g .  

Q B u t  t h a t  doesn ' t  a p p e a r  o n  t h i s  s c r i p t ,  d o e s  

i t ?  

A T h a t ' s  why I w a n t  to v e r i f y  i t  b u t  t h i s  is o u r  

s u r v e y  s c r i p t  a n d  I 'd n e e d  t o  v e r i f y  wi th  t h e m  as t o  h o w  

t h a t  was a c t u a l l y  i m p l e m e n t e d .  

Q T u r n i n g  to Exh ib i t  2 o f  y o u r  t e s t i m o n y ,  

p l e a s e ,  t h a t ' s  E x h i b i t  B a t c h e r  1, f o r  t h i s  d e p o s i t i o n ,  

y o u r  t e s t i m o n y .  

A I'm s o r r y .  

Q 

r e c o r d .  

E x h i b i t  2 to E x h i b i t  B a t c h e r  1, f o r  t h e  

A Yes. 

Q Did t h e  s u r v e y o r s  p r e p a r e  a n y  c l a s s i f i c a t i o n  

of the  responses i n  t h e  o t h e r  c a t e g o r y  t h a t ' s  r e f e r r e d  

to? 

A No, b u t  we d o  h a v e  i n  many cases a verbat im 

where  we can  s e e  w h a t  t h e  o t h e r  m i g h t  h a v e  been. 
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Q L e t  m e  ask you  t o  t u r n  to t h e  f i n a l  survey  

results, E x h i b i t  B a t c h e r  5 .  I 'd  l i k e  t o  d i r e c t  y o u r  

a t t e n t i o n  t o  t h e  t o t a l  c o l u m n  on t h e  second page  of 

E x h i b i t  B a t c h e r  5 .  W h a t  is t he  t o t a l  t h e r e ?  

A 568. On E x h i b i t  2? 

Q Yes. 

A 568.  

Q L e t  m e  a s k  you to t u r n  t o  t h e  n e x t  p a g e  to 

E x h i b i t  3, t o t a l s  297 a n d  230, w h i c h  is a t o t a l  of 527. 

W h y  is t h a t  n u m b e r  d i f f e r e n t  t h a n  t h e  t o t a l  o f  568  

contained i n  E x h i b i t  2 of E x h i b i t  B a t c h e r  5 ?  

A If you note t h e  t a b l e  note  on E x h i b i t  2 i t  

s a y s  t h e  t o t a l s  d i f f e r  b e t w e e n  e x h i b i t s  b e c a u s e  of i t e m  

nonresponse .  

Q Can you e x p l a i n  t h a t  f o r  me, please?  

16 A I t  m e a n s  where  a r e s p o n d e n t  doesn ' t  answer a l l  

17 the i tems b u t  t h e y  do  a n s w e r  t h e  s u r v e y  b u t  t h e y  just 

18 d o n ' t  p r o v i d e  a n  answer t o  some of t h e  i t ems .  

19 Q A r e n ' t  t h e  i t ems  t h a t  are  i d e n t i f i e d  in  

20 Exhibit 2 t h e  s a m e  items t h a t  a r e  i d e n t i f i e d  i n  E x h i b i t  

21 3? 

22 A Yes, t h e y  are ,  b u t  E x h i b i t  3 is screened f i r s t  
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fo r  l e n g t h  of t i m e ,  so i f  t h e y  d i d n ' t  a n s w e r  t h a t ,  i f  

t h e y  sa id  t h e y  d idn ' t  know h o w  long  t h e y  had  b e e n  w i t h  

I D S  t h e y  w o u l d  no t  h a v e  been i n c l u d e d  i n  here .  

Q H o w  many p e o p l e . t o t a 1  w e r e  i n  t h e  

l e s s - t h a n - o n e  m o n t h  s a m p l e ?  

A 230. A c t u a l l y ,  I see we w o u l d  h a v e  c o d e d  t h e  

don ' t  know, can ' t  r e m e m b e r  b u t  i f  t h e y  for  some reason  

d idn ' t  a n s w e r  t h a t  q u e s t i o n  o t h e r  t h a n  don ' t  know,  c a n ' t  

r e m e m b e r  t h e y  w o u l d  h a v e  n o t  b e e n  i n c l u d e d .  

Q D i d  E r n s t  & Young u n d e r t a k e  any  e f f o r t  t o  

d e t e r m i n e  w h e t h e r  t h e  s p l i t  b e t w e e n  p e o p l e  who h a d  b e e n  

w i t h  IDS  l e s s  t h a n  o n e  m o n t h  v e r s u s  g r e a t e r  t han  o n e  

m o n t h  i s  r e p r e s e n t a t i v e  of t h e  t o t a l  p o p u l a t i o n  i n  t h e  

s u r v e y ?  

A W e  wouldn ' t  know t h a t  u n l e s s  we had  

i n f o r m a t i o n  as t o  w h e n  i t  w e n t  i o  IDS a n d  w h e n  t h e y  came 

b a c k .  

Q So t h e  a n s w e r  is no, y o u  d i d n ' t  u n d e r t a k e  a n y  

o t h e r  effor t?  

A No. 

Q J u s t  t o  c l a r i f y  for the record is the reason 

w h y  t h e  t o t a l s  i n  a l l  of t h e  e x h i b i t s ,  2 t h r o u g h  5 ,  b o t h  
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1 i n  y o u r  t e s t i m o n y  as f i l e d  and in  Exh ib i t  B a t c h e r  5 

2 d i f f e r e n t  b e c a u s e  of n o n a n s w e r s  t o  q u e s t i o n s ?  

3 A Y e s ,  or p e r h a p s  t h e  ques t ion  d idn ' t  a p p l y ,  

4 a l t h o u g h  I t h i n k  t h e s e  a r e  a l l  s u m m a r i z e d  ques t ions  tha t  

5 w o u l d  h a v e  b e e n  a s k e d  t o  a l l  r e sponden t s .  

6 Q D i d  t h e  d o c u m e n t s  t ha t  E rns t  & Young p r o d u c e d  

7 r e f l e c t  t h e  c a l c u l a t i o n s  tha t  E rns t  dk Young p e r f o r m e d  to 

i 
i 

i 

I 

I 
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a r r i v e  a t  t h e  95 p e r c e n t  d e g r e e  of c e r t a i n t y  c o l u m n ?  

I b e l i e v e  t h e r e ' s  a d e s c r i p t i o n  of  t h e  A 

c a l c u l a t i o n ,  i f  t ha t ' s  - -  is  tha t  wha t  you ' r e  a s k i n g ?  

Q Yes. E i t h e r  is  t h e r e  a d e s c r i p t i o n  o f  t h e  

c a l c u l a t i o n  o r  is t h e  a c t u a l  c a l c u l a t i o n  p r o v i d e d ?  

A Wel l ,  t h e  d e s c r i p t i o n  i n  g e n e r a l  t e r m s  is on 

p a g e  f i v e  of B a t c h e r  2, a l t h o u g h  i t  doesn ' t  l i n k  u p  t h e ,  

i t  doesn ' t  s p e c i f y  t h a t  t h e  9 5  p e r c e n t  c o n f i d e n c e  

i n t e r v a l  t h e r e  is - -  i f  you t a k e ,  i t ' s  t w i c e  the  w i d t h  

of  the ,  t h i s  is  t h e  whole  c o n f i d e n c e  i n t e r v a l  f r o m  low 

t o  h igh .  The m a r g i n  of e r ro r  is ha l f  of t h a t ,  it 's t h e  

a m o u n t  t h a t  you a d d  and  s u b t r a c t  so no, we d idn ' t  

e x p l a i n  t h a t  b u t  t h a t  is w h a t  i t  is. 

Q So t h i s  f o r m u l a  r e p r e s e n t s  t h e  e n t i r e  p l u s  a n d  

m i n u s  c o n f i d e n c e  i n t e r v a l ?  
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1 A No,  a c t u a l l y  i t  is the  m a r g i n  of e r r o r .  If 

2 y o u  look i t  says P h a t  p l u s  or minus ,  so i t  is  t h a t  

3 c a l c u l a t i o n  t o  t h e  r i g h t  of t h e  p l u s  or m i n u s  i s  t h e  

4 m a r g i n  of e r ro r  b u t  w e  d idn ' t  s p e c i f i c a l l y  d e n o t e  t h a t .  

5 W h a t  we s a i d  is t h i s  is how you c a l c u l a t e  a 95 p e r c e n t  

6 c o n f i d e n c e  i n t e r v a l .  

7 Q Is t h a t  a s t a n d a r d  s t a t i s t i c a l  f o r m u l a  t h a t  

8 y o u  u t i l i z e d  i n  t h e  s u r v e y  to c a l c u l a t e  t h e  95 p e r c e n t  

9 c o n f i d e n c e  i n t e r v a l ?  

10 A Yes. 

11 Q Did  you p e r s o n a l l y  speak  w i t h  a n y  of t h e  

12 c u s t o m e r s  r e f l e c t e d  i n  t h e  568 responses  i n  t h e  survey?  

13 A No.  I'm not s u r e ,  I don ' t  t h i n k  I would be a 

14 v e r y  good i n t e r v i e w e r .  

15 Q B u t  t h e  a n s w e r  is no? 

16 A No. 

17 MR. MILLER: I have no  f u r t h e r  q u e s t i o n s .  

18 MR. MEZA: Mary Anne, do you have any 

19 ques t ions?  

20 

21 the  h e a r i n g ,  especial ly  u n t i l  we  c a n  rev iew t h e  

22 d o c u m e n t s  t h a t  Dr. B a t c h e r  gave IDS. 

MS. WELTON: No, I t h i n k  w e  w a n t  t o  w a i t  u n t i l  
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1 MR. MEZA: Okay,  not  a prob lem.  

2 

3 B Y  M R .  M E Z A :  

4 Q I j u s t  h a v e  a couple ,  Dr. B a t c h e r .  Can you 

5 exp la in  wha t  is  E rns t  & Young a n d  t h e  t y p e  of work t ha t  

6 you d o  a n d  how i t  r e l a t e s  t o  the  s u r v e y ?  

7 MR. MILLER: Objec t  t o  t h e  form.  

8 

9 f i v e  a c c o u n t i n g  f i r m s  a n d  we  o f t e n  a r e  a s k e d  t o  do  

10 s u r v e y s  a n d  t o  d o  samples  or r e v i e w  s u r v e y s  or s a m p l i n g  

11 p r o c e d u r e s  because  of t h e  i n d e p e n d e n c e  of a c c o u n t i n g  

12 f i r m s  and so t h i s  is  not  a t  a l l  uncommon fo r  us t o  d o  

13 t h i s .  You had an a n d ,  a n d  my r o l e ?  

14 BY MR. M E Z A :  

15 

16 asked  t o  do by Bel lSou th .  

17 MR. MILLER: O b j e c t  to  t h e  f o r m .  

18 THE WITNESS: I n  t e r m s  of how i t  r e l a t e s  I 

19 t h i n k  tha t ' s  why we w e r e  asked  t o  do t h i s  survey because 

20 of t h e  independence ,  because  we  had  t h e  q u a l i f i c a t i o n s  

21 and  s k i l l s  t o  do  i t  and  b e c a u s e  of t h e  i n d e p e n d e n c e  t h a t  

22 a u d i t  f i r m s  m a i n t a i n  i n  order  to  s t a y  i n  b u s i n e s s .  

EXAMINATION BY C O U N S E L  FOR T H E  DEFENDANT 

THE WITNESS: E r n s t  & Y o u n g  is  o n e  of  t he  b ig  

Q And h o w  i t  r e l a t e s  t o  t h i s ,  w h a t  task  you ' re  
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1 BY MR. MEZA: 

2 Q Is i t  i m p o r t a n t  i n  c o n d u c t i n g  a s u r v e y  t h a t  

3 t h e  su rvey  b e  u n b i a s e d ?  

4 A Y e s ,  i t ' s  c r i t i c a l .  

5 Q I n  y o u r  op in ion  w a s  t h e  s u r v e y  t h a t  

6 Young p e r f o r m e d  f o r  B e l l S o u t h  unb iased?  

7 A Yes.  

8 Q You t e s t i f i e d  i n  r e s p o n s e  to Mr. M i  

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

E r n s t  & 

l e r ' s  

ques t ions  t h a t  a p p r o x i m a t e l y  5 6 8  c u s t o m e r s  w e r e  

c o n t a c t e d ?  

A Yes. I 'm s o r r y ,  n o t  c o n t a c t e d ,  g a v e  u s  

i n t e r v i e w s .  

Q 

A Yes .  

Q 

A c t u a l l y  f i l l ed  o u t  a s u r v e y ?  

Is t h a t ,  i n  y o u r  op in ion ,  a n  a d e q u a t e  

r e p r e s e n t a t i o n  of t h e  p o p u l a t i o n ?  

A Yes,  it 's v e r y ,  i t ' s  real ly  qu i te  large.  The 

ru le  of t h u m b  f o r  s u r v e y s  is a p p r o x i m a t e l y  400. 

MR. MEZA: I have  no f u r t h e r  questions,  t h a n k  

you .  

MR. MILLER: G i v e  m e  just one  second. 

1 h a v e  no f u r t h e r  q u e s t i o n s .  Off  t h e  r eco rd .  
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1 (Whereupon, at  1 1 5 8  a.m. the deposition of 

2 M A R Y  BATCHER, P h . D .  was concluded.) 

* * * * *  3 

4 I ,  Mary  Batcher, do hereby acknowledge I have  

5 read a n d  examined the foregoing pages of testimony, and 

6 the s a m e  is a true, correct and complete transcription 

7 of the testimony given b y  m e ,  and  a n y  changed and/or 

8 corrections, if  a n y ,  appear i n  the attached errata sheet 

9 signed by m e .  

10 

11 

12 

15 

17 

18 

19 

20 

21 

22 

Esquire Deposition Services 1=800-441-3376 



Mary Batther 

f 

1 
2 
3 
4 

5 

6 

7 

8 
9 

10 

11 

12 

13 

14 

15 

16 

17 
18 
19 
20 
21 
22 

Page 143 

Sep tember  28, 2001 

Mr. J a m e s  Meza ,  111 
Bel lSou th  Te lecommunica t ions ,  Inc .  
S u i t e  1910 
150 West  F l a g l e r  S t r ee t  
Miami ,  F lo r ida  33130 

Re:  IDS vs. Bel lSou th  T e l e c o m m u n i c a t i o n s  

Enc losed  for  y o u r  r ev iew is a copy of t h e  
above - re fe renced  depos i t i on ,  w h i c h  inc ludes  an 
Acknowledgmen t  of Deponen t .  P l e a s e  have t h e  deponen t  
r ead  t h e  copy of the  t r ansc r ip t  a n d  sign t he  enc losed  
Acknowledgmen t  of Deponen t .  Also  enc losed  i s  a n  e r r a t a  
s h e e t  wh ich  t h e  deponent  s h o u l d  use  to no te  co r rec t ions .  
T h e  e r r a t a  sheet(s) shou ld  be  s igned  and  d a t e d  by t h e  
deponen t .  

Depos i t i on  of Mary Batcher  

Maryland  R u l e s  s t i pu la t e  t h a t  t h e  deponen t  h a s  th i r ty  
d a y s  i n  wh ich  to read  and  s i g n  t h e  t r ansc r ip t .  Af te r  
t he  deponen t  h a s  rev iewed t h e  copy of the  t r ansc r ip t ,  
p l ease  r e tu rn  t h e  Acknowledgmen t  of Deponent  and  any 
e r r a t a  s h e e t s  t o  ou r  office at  1020 1 9 t h  S t r ee t ,  
Nor thwes t ,  S u i t e  620, W a s h i n g t o n ,  D.C. 20036. I f  you 
have  a n y  q u e s t i o n s  r ega rd ing  t h i s  mat te r ,  p l ease  c o n t a c t  
us. 
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1 ESQUIRE DEPOSITION SERVICES 
2 1020 19th Street, Northwest 

3 Suite  620 

4 Washington,  D.C. 20036 

5 

ERRATA SHEET 

6 

Case Name: IDS Telecom vs .  Bel lSouth 

7 Telecommunications,  Inc .  

8 W i t n e s s  Name: Mary  Batcher 

9 Deposit ion Date: September 27,  2001 

10 Job No.  140673 

11 
12 Reason for 

Page No.  Line No .  Correction Correction 

13 

14 
15 
16 

17 
18 

20 Signature Date 

21 

22 
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1 CERTIFICATE OF N O T A R Y  PUBLIC 

2 

3 f o r e g o i n g  d e p o s i t i o n  w a s  t a k e n ,  do h e r e b y  c e r t i f y  t h a t  

4 t h e  w i t n e s s  w h o s e  t e s t i m o n y  a p p e a r s  i n  t h e  fo rego ing  

5 d e p o s i t i o n  was  d u l y  sworn  by me; t h a t  t h e  t e s t i m o n y  of 

6 s a i d  w i t n e s s  w a s  t a k e n  by me i n  s t e n o t y p e  a n d  t h e r e a f t e r  

7 r e d u c e d  t o  t y p e w r i t i n g  u n d e r  my d i r e c t i o n ;  t h a t  sa id  

8 d e p o s i t i o n  is a t r u e  r e c o r d  of t h e  t e s t i m o n y  g i v e n  b y  

9 w i t n e s s ;  t h a t  I a m  n e i t h e r  counse l  for ,  r e l a t e d  to ,  n o r  

10 e m p l o y e d  by any of t h e  p a r t i e s  t o  t h e  a c t i o n  i n  w h i c h  

11 t h i s  d e p o s i t i o n  w a s  t a k e n ;  and ,  f u r t h e r ,  t h a t  I am n o t  a 

12 r e l a t i v e  or  e m p l o y e e  of a n y  a t t o r n e y  or c o u n s e l  e m p l o y e d  

13 b y  t h e  p a r t i e s  h e r e t o ,  n o r  f i n a n c i a l l y  o r  o t h e r w i s e  

14 i n t e r e s t e d  i n  t h e  o u t c o m e  of t h e  a c t i o n .  

15 

16 

17 Marian E. Cummings 

18 

19 D i s t r i c t  of C o l u m b i a  

20 My c o m m i s s i o n  e x p i r e s :  

21 A p r i l  3, 2003 

22 

I, M a r i a n  E. Cummings, t h e  o f f i c e r  before  whom t h e  

---111---1----------------- 

N o t a r y  Publ ic  i n  a n d  for  t h e  
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BELLSOUTH TELECOMMUNICATIONS, INC. F /B E 6 0 p y 
REBUTTAL TESTIMONY OF MARY K. BATCHER, PH.D. 

- 

BEFORE THE FLORIDA PUBLIC SERVICE' COMMISSION 

DOCKET NO. 01 0740-TP 

AUGUST 27,2001 

PLEASE STATE YOUR NAME AND YOUR BUSINESS ADDRESS. 

My name is Mary K. Batcher. My business address is 1225 Connecticut Ave., 

NW, Washington, DC 20036. 

BY WHOM ARE YOU EMPLOYED? 

I am employed by Emst & Young LLP as a Principal in the Quantitative 

Economics and Statistics Group. 

WHAT IS THE PURPOSE OF YOUR TESTIMONY? 

My testimony is to be used in conjunction with and in support of the rebuttal 

testimooy filed by Mr. John Ruscilli, another BellSouth witness. BellSouth has 

provided me with a list of customers who had been customers of IDS Telecom, 

LLC (IDS) during 2000 and 200 1, but who had changed their local telephone 

service from IDS to BellSouth during that period. My task was to conduct a 

survey, using a statistically valid sample of these customers, for the purpose of 

learning why these customers returned to BellSouth. 
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1 Q. 

2 

3 BACKGROUND? 

4 

BEFORE ADDRESSING THIS SURVEY AND ITS RESULTS, WHAT IS 

YOUR PROFESSIONAL EXPERIENCE AND EDUCATIONAL 

5 A. 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

I8 

19 

20 

21 

22 

23 

24 

25 

I received a BS in sociology, and an MA and Ph.D. in statistics from the 

University of Maryland. My career as a statistical consultant spans over 15 years. 

While at Emst & Young, I have designed statistical samples and conducted 

surveys in regulatory settings, including sampling to meet the requirements of the 

IRS, the Justice Department, and the Ofice of the Inspector General of Health and 

Human Services. I have conducted or critiqued surveys for the Federal 

Communications Commission and for use in litigation. Prior to my employment 

at Ernst & Young, I was a spokesperson and senior methodologist at the IRS, 

where I led a group that conducted surveys and performance measures for new 

IRS initiatives, like TeleFile, the filing of simple individual tax returns over the 

telephone. I also designed and monitored a test call survey to measure the 

accuracy of the telephone assistance provided to individual taxpayers by the IRS. 

I also have worked as a statistician at the Department of Education's National 

Center for Education Statistics, where I worked on surveys of state education 

agencies. I am an active member of the professional statistical community. In 

addition to my many other roles over my career, I am a past president of the 

Caucus for Women in Statistics and the Washington Statistical Society. I have 

been an associate editor of the Journal of the American Statistical Association and 

am currently an associate editor of the Journal of Data Science. 

' 
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1 Q. 
2 
3 A. 

4 

5 

6 

7 

8 

9 

10 

I 1  

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

PLEASE SUMMARIZE YOUR TESTIMONY. 

During August 2001, BellSouth contacted Emst & Young, to ask whether there 

was any way of determining why local telephone customers left an alternative 

local exchange company, IDS, to go to BellSouth for local telephone service, We 

recommended conducting a survey of a statistically valid sample of those 

customers to determine whether the causes of this migration could be determined. 

BeilSouth agreed, and to that end, we designed a telephone survey and used it to 

contact a representative sample of former IDS customers who had moved to 

BellSouth for their local service during 2000 and 200 1. 

IDS customers about the reason they made the switch to BellSouth. Responses 

were coded into categories including better pricing, better service, reaction to 

slamming and brand image. Efforts were taken in the phrasing of survey 

questions and the training of callers to ensure that the survey did not lead the 

respondent or influence the responses in any way. 

The survey asked former 

The preliminary results have been evaluated in two ways, first by looking at all of 

the responses, and then by looking at subscribers who were with IDS more than 

one month, and those who were with IDS for less than one month. I will provide 

this information in some detail later in my testimony, but what stands out is that 

almost 29% of the respondents reported that they had been “slammed” by IDS, or 

moved to IDS without their permission. When those who left D S  after less than a 

month are segregated out, nearly 40% reported that they had been slammed. With 
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1 

2 

3 

4 

5 

regard to the quality of the service that they were provided, less than 5% of the 

respondents left IDS because they felt that BellSouth's feature reliability was 

better, and less than 8% left because they felt the IDS telephone service was not 

working. Nine percent left IDS because of a bad experience with an IDS 

representative, and 20% left because of the pricing that BellSouth offered them. I 

6 will address the results and survey methodology in more detail in my testimony. 

7 

8 Q. 
9 

io A. 

11 

12 

13 

14 

15 

16 

17 

18 

19 

PLEASE DESCRIBE THE SURVEY YOU CONDUCTED. 

The survey is attached to my testimony as Exbibit 1. It is a short telephone survey 

which asks respondents to describe how the service changes came about, the 

length of time they were an IDS customer (less than a month or one or more 

months), and whether any contacts were initiated by a BellSouth representative. 

The purpose of the last question was to see whether BellSouth was initiating calls 

to try to induce the IDS customer to return to BellSouth. h o s t  77% of the 

respondents reported receiving no call fiom a BellSouth representative. 

Survey targets were randomly selected from groups of BellSouth customers 

identified by BellSouth as being customers who had switched from IDS to 

BellSouth during 2000 and 2001. 

20 
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1 The survey was conducted beginning August 22,2001 and continues through the 

2 

3 

end of August. As of the writing of this testimony, preliminary results through 

August 27,2001 are available based on more than 450 responses. 

4 

5 Q. WHAT AFE THE RESULTS OF THE SURVEY? 

6 
7 A. As I noted, preliminary results are available at this point. To date, we have 

8 obtained over 450 completed surveys from a population of more than 13,000 

9 

10 return to BellSouth Telecommunications. 

11 

12 

13 

14 

telephone customers who, at one point, were customers of IDS and left IDS to 

When asked to think about the reasons why they switched back to BellSouth fiom 

IDS, almost 29% reported that they had been switched to IDS in the first instance 

without their approval, 20% switched because of BellSouth pricing and rates, 9% 

15 

16 

17 

18 

I9 

returned to BellSouth because of a bad experience with an IDS customer service 

representative, and 9% because of better accounting and billing by BellSouth. 

The complete list of reasons is shown in Exhibit 2. 

The figure of 29% representing those who were “slammed” is even more 

20 

21 

22 

23 

informative when the responses are broken down by the length of time the 

customer was with IDS. Forty percent of customers who had been with IDS for 

less than a month indicated they had been switched from BellSouth without their 

approval; the corresponding percent for customers who had been with IDS for 
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1 

2 

more than a month was 19%. The other large category was better BellSouth 

pricing and rates: 22% for more than one month LDS customers and 15% for less 

3 than one month. Exhibit 3 shows the complete breakdown of reasons for 

4 switching back to BellSouth fiom IDS by length of time with IDS, more or less 

5 than one month. 

6 

7 Only three perceniof respondents cited company image as a reason for switching. 
\ - 

8 When that 3% was what information influenced their opinion, 12% (of the 
\ 

9 (of the 3%) said television or radio advertisements, 

BellSouth. Thirty-six percent (of the 3%) 
f 

10 

11 

12 

13 We asked every respondent if they received a call fiom a BellSouth representative. 

14 In general nearly 77% said no, nearly l6Y0 said yes, and about 7.5% did not know. 

15 Exhibit 4 presents the details of these percents. Included as Exhibit 5, is a 

16 

17 of time with IDS. 

breakdown of the question about calls fiom a BellSouth representative by length 

19 We asked each respondent who said they received a call fiom a BellSouth 

20 representative what kind of things the BellSouth representative said that 

21 influenced the decision to change back to BellSouth. We received 77 statements. 

22 

23 derogatory statement about IDS. 

No statements were received indicating a BellSouth representative made a 
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1 Q. EXHIBITS 2 THROUGH 5 INCLUDE A COLUMN LABELED 95% MARGIN 

2 OF ERROR. CAN YOU PLEASE EXPLAIN THAT COLUMN? 

3 

4 A. The 95% margin of error column contains the size of the plus or minus factor that 

5 

6 

7 

8 

9 

10 

is added and subtracted to and from the estimated percent to reflect the normal 

variability expected when we sample. It is variability due to the fact that we do 

not expect samples to be exactly alike. Samples from the same population will 

differ somewhat from each other and the population. The margin of error is used 

to build an interval around the estimate. Thus the estimated 9% of customers who 

switched from IDS to BellSouth because of a bad experience with an IDS 

1 1  

12 

13 

14 

15 

customer service representative has a confidence interval of 9% +/- 3%. We are 

95% confident that the true percent lies between 6Yo and 12%. We have displayed 

95% margins of error which is a high degree of confidence in the interval. The 

width of the interval indicates the precision of the estimate. The smaller the 

margin of error, the more precise the estimate. 

16 

17 Q. 

18 RESULTS AFE UNBIASED? 

19 

20 A. 

21 

22 

23 

WHAT STEPS HAVE YOU TAKEN TO ENSURE THAT THE SURVEY 

There are three major factors that protect against the survey results being 

misleading or not accurately representing the population. The first is the design of 

a statistically valid sample and the random selection of survey targets to be 

members of that sample. The second is the series of steps taken in the wording of 
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3 

4 

5 

6 

7 

8 

9 Q- 
10 

11 

12 

13 A. 

I4 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

the survey questions, training of the teIephone interviewers, and other eflorts 

made to “ i z e  misunderstandings or any kind of influence of the interviewer 

or survey OD the response. The chirci factor is to minimize non-response. There 

will always be some degree of non-response, more with a business survey, but it 

should be kept as small as possible and efforts should be taken to detennine 

whether the reason for the non-response is related to what is measured in the 

survey. 

CAN YOU DESCRBE THE EFFORTS TAKEN TO REDUCE OR 

ELIMINATE BIAS IN THE DESIGN OF THE SURVEY ITSELF, QUESTION 

WORDING, AND THE WAY THE SURVEY WAS CONDUCTED? 

The telephone survey was designed to first confirm that the correct business had 

been dialed, and that the person who made the decision to switch from IDS to 

BellSouth was contacted. The survey respondent was not informed about the 

purpose of the study. The respondent was only told that: 

“A number of local phone companies are interested in why customers switch 

services. Ernst & Young, a major audit fm, has been asked to conduct a study 

on why customers change their local telephone carrier.” 

Additionally, neither the persons conducting the interviews nor their management 

were informed about the purpose of the study, so they could not communicate any 

clues or additional information about the sponsor or purpose to the survey target. 
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10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

The most that these persons or their management might be able to infer from the 

script was that either BellSouth or IDS may be the sponsor of the study, but there 

was no way they could know which one for sure. Some multiple response choices 

were added to help hide the identity of the survey sponsor and make the survey 

appear as “open” as possible. For example, we provided responses to cover both 

possibilities that a customer could be slammed by either IDS or BellSouth. 

Once the correct contact was confirmed, questions were asked in a neutral tone 

and in an open-ended manner so that the target would not be influenced by the 

categories of responses. This prevents any tendency of the respondent to provide 

answers that might please the interviewer or of the interviewer to give unintended 

cues through tone of voice or emphasis as he or she is reading the response 

categories. 

Based on the response to the survey questions, the interviewers were instructed to 

code the response into multiple categories. O d y  where respondents had difficulty 

answering a question were they offered some possible response choices to help 

jog their memory. Furthermore, the order these response choices were offered to 

the target was randomized, so as to avoid any “order” effects which may 

otherwise occur. The interviewers were encouraged to “let the respondent talk”, 

and to elicit information from the respondent. In order to be thorough and capture 

all reasons as to why a target switched service, the interviewers were instructed to 

ask the respondents if there were any other reasons which prompted the switch, 
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5 

6 

7 

8 

9 

10 

11 

12 

13 Q. 

14 

15 

16 A. 

1’7 

18 

19 

20 

21 

22 

23 

after the initial response(s) were offered, and to reiterate this question, until no 

further reasons for the switch were provided by the target. 

For many questions, if the response did not f i t  an existing response choice, the 

interviewers were instructed to classify the response as “Other” and to enter as 

much of the comment as possible. A “Don’t remember’’ response was included 

among the possible response categories. 

In conclusion, the script was designed to obtain as “honest” a response as possible 

from survey targets, as to why they switched local phone service from IDS to 

BellSouth. 

WHAT STEPS WERE TAKEN TO PREVENT THE INTERVIEWERS FROM 

INFLUENCING THE RESPONSES? 

In addition to the survey itself, the training of the interviewers is also a key factor 

in ensuring interviews do not lead the respondent to a desirable answer. The 

survey was implemented by a subcontractor, ORC Macro, hc. We have worked 

with Macro in the past on several silrveys and have found them to do excellent 

work. They train and supervise their interviewers and have a permanent staff of 

executive business interviewers who have received additional training on 

interviewing business executives. Macro is well aware that the cornerstone of a 

successful survey research project is the professional and accurate administration 
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18 
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20 

21 

22 

23 

of the survey instrument by trained survey interviewers. For this reason, the 

vendor maintains high standards for interviewer hiring, and devotes a great deal of 

time and attention to a comprehensive, systematic training program. 

Interviewers are provided with a training manual, whch includes a hard copy of 

the questionnaire with an item-by-item explanation of each question; definitions 

of terminology; discussions of potential sources of interviewer coding error with 

specific coding instructions; and instructions regarding appropriate probes. 

Interviewers also had access to a manual which contains a review of refusal 

conversion techniques, with specific techniques to reduce non-response. 

All interviewers receive initial training consisting of Computer Assisted 

Telephone Interview (CATI) program training, interviewing protocol training, and 

administrative issues before they are allowed to participate in project-specific 

trammg. 

All of the interviewers assigned to this project have prior survey experience. 

Nevertheless, training - both new training and refresher training - remains a key 

ingredient in the quality of Macro’s data collection efforts. Interviewers received 

project specific training, during which purpose and scope of the survey, review of 

questions, probing, dealing with uncooperative respondents, and disposition of 

call attempts are covered. 
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5 
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8 
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10 

11 Q. 

12 

13 A. 

14 

15 

16 

17 

18 

19 Q. 

20 

21 

22 A. 

23 

in accordance with Emst & Young instructions, the disposition of each call 

attempt is recorded for all of the records in the sample. The CAT1 system 

automatically stores the disposition of each attempt is in the sample management 

database. This provides a complete call history for each record in the sample. 

The call history is displayed on ?he interviewer’s screen during each new attempt. 

For this particular survey, the majority of interviewing session hours were 

scheduled for Monday through Friday, 9 a.m. to 6 p.m. Saturday calls were 10 

a.m. to 5 p.m. and Sunday was 1 1  a.m. to 5 p.m. 

HOW DOES TKE SAMPLING REDUCE BIAS? 

The use of a statistically valid random sample allows us to know the likelihood 

that the sampIe is not representative of the population. By making the sample 

sufficiently large and keeping the non-response as small as possible and unrelated 

to the survey outcome, we prevent the sample and survey responses from being 

biased. 

YOU MENTIONED THE NEED TO KEEP SURVEY NON-RESPONSE LOW. 

WHAT STEPS HAVE YOU TAKLEN TO DO SO? 

Interviewers make a minimurn of 15 attempts to reach an eligible business and 

interview the person who makes the decisions about phone service for each 
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19 

20 

21 

22 

23 

telephone number in the sample. After three unsuccessful attempts, interviewers 

contact the operator to determine if the number is non-working. Each call attempt 

is given a minimum of five rings. The attempts are rotated through weekday day, 

Saturday day, and Sunday day shiAs to maximize coverage of the prirnariiy small 

business population. Experience suggests that one-third of the interviews fiom a 

well-managed sample will be completed on the first attempt, one-third on the 

second and one-third on the third attempt. A small but important fraction of 

survey targets will require five or more attempts. 

One of the greatest advantages of computer-assisted interviewing is the ability to 

deal accurately and efficiently with large numbers of scheduled, definite 

appointments. Macro's system optimizes queuing for definite callbacks by 

continuously comparing station sample activity and the index of definite callback 

records. When a definite appointment time arrives, the system finds the next 

available station and delivers the record as the next call. The call history screen 

that accompanies each record informs the interviewer that the next call is a 

defrnite appointment and describes the circumstances of the original contact. 

The handling of callbacks to respondents is always crucial to the success of any 

telephone survey project. The effective management of callbacks increases the 

response rate and the coverage of the population. Perhaps more importantly, 

scheduling an appointment that is convenient for the respondent and ensuring that 

the appointment is kept offers a basic courtesy to someone who has agreed to 
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14 

15 

16 

17 

18 

assist us with a study. If a cooperative respondent has to terminate an interview, 

but wants to finish at a later time, it is possible to set a definite callback for that 

exact time and restart the interview where it left off. If the interviewer who began 

the survey is available at the prescribed time, the system will send the call back to 

that station. 

Macro’s CAT1 system automatically handles callbacks for “no-answer,” “busy” 

and “answering machine” outcomes. There is a special set-up facility, used when 

originally configuring the survey, which determines a schedule for calling back 

no-answers. This ensures that repeated no-answers are retried at different times of 

day and days of the week. 

Macro’s Non-response Conversion Staff (NCS) calls back 100% of initial 

rehsals. NSC interviewers are selected based on experience and performance. 

All NCS have a mini” of six months of telephone interviewing experience, 

have received extensive training on interviewing uncooperative respondents, and 

are paid a salary premium. 

19 Q. ARE THE PRELIMINARY RESULTS OF THE SURVEY VALID? 

20 

21 A. 

22 

23 

Yes, the preliminary survey results are valid. We have been able to reach and 

interview over 450 former IDS customers who switched to BellSouth. For most 

response breakdowns, the size of the pludminus factor around the estimate is 
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reasonable. The survey was well-designed and carefully implemented. The 

interviewers were trained and monitored. While many members of the sample 

have not been reached we have a lot of responses and there have been few outright 

rehsals. Refusals currently make up only about 8% of the tota1 number of in 

scope contacts. This is a reasonable non-response rate for a small business 

survey. 

Q. DOES THIS CONCLUDE YOUR TESTIMONY? 

A. Yes. 

408 188 
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Exhibit I :  Telephone Survey Script Switching Local Telephone Service Providers From IDS 
to BellSouth Telecommunications 

NOTE: Unless indicated, choices are not read to the respondent. Only the question is 
read, and the CAT1 vendor selects the c o m t  choice based on the target response. 

C o r d "  Correct Business: 

Hello is this [Business Name]? 
0 Yes 
0 No 

If No: Is this [Phone Number]? 

0 Yes: Thank you. I must have been given the wrong number. Goodbye. Terminate 
call: Try to locate correct number and redial. 

0 No: Redial correct number 

Obtain Correct Contact: 

Contact Question: Hello, this is [first name] from MACRO. I'd like to speak with the 
person who makes decisions regarding your telephone service. This is not a sales call. 

0 Person is not available: find out availability and reschedule call. 
0 Person available: Repeat contact question to confm. 
0 This is hdshe speaking: continue.. . 

With whom am I speaking? [Obtain fmt name, last name]: 

Introduction: 

A number of local phone companies are interested in why customers switch services. Emst 
& Young, a major audit firm, has been asked to conduct a study on why customers change 
thcir local telephone carrier. We will ask no more than five questions. 

In month Year] you switched yow local telephone service from IDS to Bell South. (We are 
only interested in local service, not long distance at this time). 

Q: Did you have local telephone service with IDS for at least one month, before switching to 
Bell South? 

0 Yes 
0 No 
0 Don't remember. 



Q: Try to remember back to [Month Year]. Could you please tell us the reasons as to why 
you switched your local service from IDS to Bell South at this time? 

[Let respondent talk; do not read. Elicit response if needed. Mark best choice below.] 

Unknown: 
13 The person who made phone service decisions at that time is no longer with the 
company 
0 I just don't remember. 

If unknown go to: verminate Call] 

Change without Approval (Slammed): 
El I was changed from IDS to BellSouth without my approval. 
0 I was changed from BellSouth to IDS w/o approval, and decided to return to 

BellSouth 

If changed without approval (slammed) ask: Could you tell us any more information 
about how this unauthorized change of service took place? 

[Enter verbatim comments]: 
[enter as much of the comment as possible] 

If slammed go to: [Qx: Did you receive any calls from Bell South.. . J 

PricelSemice: 
0 Better BellSouth pricinglrates 

0 Better service 

Q: If better service, (Prompt if necessary): Could you elaborate on what aspects of 
the service in particular, encouraged you to switch? @robelelicit in random order if 
needed): 

I7 Accounting / BilIing was better 
0 Phone features e.g., call waiting, call hunting, were more reliable or b e k r  with 
BetlSouth. What was the specific f m ?  
0 Bad IDS Customer Service Representative experiznce 
IJ Phone service was not working, Le., no dial tone, with IDS. 
0 Other: (specify): 

[enter as much of the comment as possible] 

0 Brand image / stability of company: 

Q: What information influenced your opinion as to company image? [Read choices 
in random order, check all that apply]: 

0 Material received in the mail or via the Internet 
0 Television or Radio advertisements 
0 Calls from Bell South telephone company representative ... 



0 Other (specify): 

Qx: Did you receive any calls from Bell South representatives? [Note to MACRO pgmr: if 
respondent already indicated that they received calls from Bell South in previous question, 
then do not ask this question, Le., skip to Qz.) 

0 Yes 
0 No 
0 Don't remember. 

[If yes, or if "Calls from Bell South box is checked above, ask]. . .Qz: What kind of 
things did the rep say that influenced your decision? 

[enter as much verbatim as possible] 

[Do not read the below choices to target. Classify target comment into choice 
below] 

LJ BellSouth Rep described BellSouth services 
C I  BellSouth Rep. compared BellSouth services against IDS 
0 BellSouth Rep. said negative things about IDS 

Terminate Call: 
That concludes our interview. Thank you for your help. Have a nice day. 
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Exhibit 2: First choice of reason for switching local phone service f?om IDS to BellSouth. 

2.8% 

4.9% 

4.5% 

3.2% 

3.3% 

2.4% 

3 .O% 

3.3% 

2.0% 

0% 

1.6% 

* The totals differ between exhibits because of item non-response. 
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Exhibit 3: First choice of reason for switching local phone service from IDS to BelISouth by 
length of time with IDS. 

9.5% 5.4% 

19.2% 6.1% 

39.6% 9.0% 

22.4% 6.5% 

15.3% 6.9% 
8.4% 4.1% 

9.0% 5.7% 
12.5% 5 -4% 

6.7% 4.0% 

3.1% 3.2% 
8.4% 4.5% 

8.0% 1 .  ::32 
11.0% 

6.8% 4.9% 
4.7% 3.4% 

1.5% 2.3% 
0.0% 0% 

0.0% 0% 

2.1 Yo 2.2% 

1.4% 2.3% 
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191 
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Exhibit 4: Did you receive any calls from BellSouth representatives? 
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. 
Exhibit 5 :  Did you receive any calls fkom BellSouth representatives by length of time with IDS? 

18.2% 

13.1% 

73.3% 

81.1% 

8.3% 

5.9% 

0.1% 

0.0% 
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Bell South Survey Sampling Steps 
Switching Local Telephone Service Providers 
From IDS to BellSouth Telecommunications 

August 2001 

The survey is aimed toward t h e  independent populations. All of the foltowiag steps 
will be preformed on each population. 

o Unbunded Network Elements (CB) 
0 Rcsalc(RB) 
0 Sla"d(SE) 

e Data cleaning was preformed to prevent the same phone number from being selectad 
more than once for the same population. A phone number is to only have one cbancc 
of being selected for the sample for each population. The following steps were 
preformed: 

o Sort each population by phone numbtr and scrvicc issue date. 
o If a phone number was repeated or there was more than one record, the 

record with the most recent service issue date was retained to reduce recall 
bias in the survey. Remaining records with that phone number were dropped 
from the population. 

o If a phone number was repeated and the duplicate record had the m e  
service issue date, only one record was kept in the popnlation. 

o If any observation did not have a phone number, it was dropped from the 
population. 

e The data was given to Emst & Young U P  in an Excel spread sheet and was read into 
SAS using the SAS Import Wizard 

0 Once the data for a31 three populations were read into SAS a series of programs weft 
written to prevent phone number duplication. 

Once the population files were uaduplicated, each file was sorted by service issue 
date. 

0 SAS was used to give each single phone number in the population a random order 
number. To give each phone number a random order number, three random seeds 
were chosen from a table of random numbers. The seeds used were as follows: 

o CB Filc- 
o RBFilc- 
o SEFile- 

Each file was then put back into Excel, by using the SAS Export Wizard, and sorted 
into ascending order by its given random order number. 

e Each observation in the population was assigned a tracking number corresponding to 
its customer type. 

1 



f 

0 The target sample size for each category of customer, with 95 t 5 percent confidence 
and precision and assuming binomial distribution with estimated proportion of p=O.5, 
was calculated for each unduplicated population. (See Attachment A for detailed 
calculations.) 

Assume a m a x i ”  30 percent non-response rate, or 70 percent response rate, plus 
an additional 10 percent of customers who will be unreachable due to length of time 
fiom service issue date and the time of the survey, August 2001. Hence, we 
increased the target sample size for each type of customer by 40 percent. 

The target sample size was then selected within Excel by selecting the first ‘n’ 
observations in the list for each customer type. 

The observations selected for the sample were then put into a separate Excel 
spreadsheet and then placed into three separate ‘space delimited’ files to be given to 
Macro. The following fields were supplied for each sample: 

o Issue Date 
o PhoneNumber 
o Company/Customer Name 
o TrackingNumber 

0 Macro conducted the survey via telephone and recorded responses and returned the 
data to Ernst & Young LLP. 

The survey data was read into SAS by the Import Wizard and separated by customer 

Various SAS programs were written to summarize the survey data and provide 
proportions of all possible responses for specific questions. 

The proportions were then placed into and Excel spreadsheet where each customer 
type could be compared. 

Once each individual customer type was completed independently, a weighted total 
estimate of all customers was derived along with 95 percent confidence intervals for 
each of the weighted totals (See Attachment B for appropriate formulas), 

2 



Attachment A 
Page 1 

Calculation of Sample Sizes 
Switching Local Telephone Service Providers 
From IDS to BellSouth Telecommtmications 

August 2001 

Calculating a sample size required to estimate a proportionp within a bound of B. I 

Use 95 percent confidence with 5 percent precision and assume p=0.5.  

where 

The three target unduplicated populations: 
Unbundled Network Elements (CB): N, = 223 1 
Resale w): N2 9763 
Slammed (SE): N3 = 1158 

Sample Size Cnlculatisn for a Finite Population: 

Unbundled Network Elements (CB) 

223 1(0.5)(0.5) 

n, = 327.8 

n, ~ 3 3 2 8  

n, = 
(223 1 - l)D + (0.5)(0.5) 

Resale@) 
97 6 3 (0.5)(0.5) 

n, =369.6 
n2 ~ 3 7 0  

n2 = 
(9763 - 1)D + (0.5)(0.5) 

' See Scheaffer, Richard L., William Mendenhall 111, and Lyman Ott. Elementary Survey Sampling: 
Fifth ed. United States: Wadsworth Publishing, 1996. 
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Attachment A 
Page 2 

Slammed (SE) 
11 58(0.5)(0.5) 

n3 ~ 2 8 8 . 7  

n3 ~ 2 8 9  

n, = 
(1 159 - 1)D + (0.5)(0.5) 

Now assuming a maximum 30 percent non-response rate plus an additional 10 percent of 
customers who will be unreachable due to length of tune from service issue date and the time 
of the survey, August 2001, each sample size will be increased by 40 percent. 

CB RB SE 
rill= 1.4(328) n, '= 1.4(370) n3' = 1.4(289) 
n, '= 459.2 n2'= 518 n3'= 404.6 
rill= 460 n3'= 405 

Thus the target sample sizes with the 40 percent increase are: 

Unbundled Network Elements (CB): nl' = 460 
Resale (RB): n2' = 5 18 
Slammed (SE): n3' = 405 
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Calculation of the Estimated Population Proportions 
and Appropriate Confidence Intervals 
Switching Local Telephone Service Providers 
From IDS to BellSouth Telecommunications 

August 2001 

Estimating a population proportion p from a stratified random sample': 

l 3  
N i=1 

= -E N i j i  

* 

Estimating the variance of p, ,  : 

l 3  Ni -n, jiii 
N 2  Ni ni -1 

= -x N,2 (- X-) 

A 

Calculating a 95 percent confidence interval for p,, : 

Ps* - + 1 . 9 6 d z  

' See Scheaffer, Richard L., William Mendenhall 111, and Lyman Ott. Elementary Survey SamplinR: 
Fifth ed. United States: Wadsworth Publishing, 1996. 
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Telephone Script Design Notes for 
“Switching Local Telephone Service Providers” 

By: Robert P. Wederich 
08/24/01 

The purpose of the survey as stated by Douglas Lackey in his August 1 gth 200 1 memo 
to Glenn White (E&Y ‘LLP) is, “Basically, we want to know why the customers left 
IDS and came back to BellSouth.” 

According to Mr. Lackey, all or most of the customers targeted for interview are 
businesses, and at one point in time, all had received local telephone service fiom IDS 
Telecom, hc . ,  only to switch their local service to BellSouth. Some possible reasons 
customers may have switched fiom IDS to BellSouth as offered by Mr. Lackey were 
that customers may have been “slammed” by IDS, i.e., switched fiom BellSouth to 
IDS without customer permission, and then decided to retum to BellSouth; others 
may have been won back by BellSouth’s offering them a “better deal”; others may 
have had billing problems or experienced poor service fiom IDS; and some may have 
been scared by BellSouth representatives badmouthing IDS. Where customers were 
slammed by IDS, or where they experienced service problems by IDS, or had heard 
negative comments about IDS fiom a BellSouth representative, details surrounding 
the incidents were desired. 

Given this purpose, the telephone survey was designed to first confirm that the correct 
business had been dialed, and that the person who made the decision to switch fiom 
IDS to BellSouth was contacted. 

The survey target was kept blind as to the purpose of the study. The respondent was 
only told that: 

“A number of local phons companies are interested in why customers switch 
services. Ernst & Young, a major audit firm, has been asked 10 conduct a 
study on why customers change their local telephone carrier. ” 

The CATI vendor was also kept blind as to the purpose of the study and so could not 
cominunicate any queues or additional information about the sponsor or purpose to 
the survey target. The most the CATI vendor might be able to infer from the script 
was that either BellSouth or IDS may be the sponsor of the study, but there was no 
way they could know which one for sure. Some multiple response choices were 
added to help hide the identity of the respondent from the CATI vendor and make the 
survey appear as “open” as possible, for example, we provided responses to cover 
both possibilities of a customer being slammed by IDS or by BellSouth. 

Once the correct contact was confirmed, questions were asked in a neutral tone and in 
an open ended manner so that the target would be minimally influenced by demand 
characteristics of the situation as to what response to provide. (Demand 
characteristics are all the cues which convey the purpose of a study to the survey 
target. Since targets typically wish to help an experimenter obtain a desired outcome, 
the purpose of a study is often kept hidden because an experimenter wishes to confi 



a hypothesis because of the relationships which exist among the variables, and not 
because a target wants to be nice and conform or change their behavior to produce the 
desired outcome.) Based on the response provided by the target to the questions, the 
CATI vendor was instructed to code the response into a multiple choice category. 
Only where respondents had difficulty answering a question were they offered some 
possible response choices to help jog their memory. Furthermore, the order these 
response choices were offered to the target was randomized, so as to avoid any 
“order” effects which may otherwise occur. The CAT1 vendor was encouraged to “let 
the respondent talk”, and to elicit information fiom the respondent. In order to be 
thorough and capture all reasons as to why a target switched service, the CATI vendor 
was instructed to ask the respondent if there were any other reasons which prompted 
the switch, after initial response(s) were offered, and to reiterate this question, until no 
further reasons for the switch were provided by the target. 

For many questions, if the response did not fit an existing response choice, the CATI 
vendor was instructed to class@ the response as “Other” and to enter as much of the 
comment as possible. A “Don’t remember” response was included among the 
possible responses available to the CATI vendor for selection. 

In conclusion, the script was designed to obtain as “honest” a response as possible 
from survey targets, as to why they switched local phone service fiom IDS to 
BellSouth. 

Robert Wederich manages the Survey Center for Emst & Young LLP, and has been 
creating surveys and providing cognitive reviews of survey instruments for E&Y 
clients for over seven years. He has a graduate background in Social Psychology 
fiom Miami University, and has kept up to date with recent developments by 
attending short courses offered by M O R  and JPSM. He is also familiar with recent 
literature, which includes books such as “Mail and Internet Surveys, The Tailored 
Design Method” (Dillman, 2000), and “The Psychology of Survey Responses” 
(Tourangeau, RIPS, Rasinski, 2000). 



Draft Telephone Script 
Switching Local Telephone Service Providers 

Freeform Format (less prone to suggestions and order effects) 

NOTE: Unless indicated, choices are not read to the respondent. Only the question is 
read, and the CAT1 vendor selects the correct choice based on the target response. 

Confirm Correct Business: 

Hello is this [Business Name]? 
0 Yes  
0 No 

If No: Is this [Phone Number]? 

0 Yes: Thank you. I must have been given the wrong number. Goodbye. 
Terminate call: Try to locate correct number and redial. 

0 No: Redial correct number 

Obtain Correct Contact: 

Contact Question: Hello, this is [first name] from Macro. I’d like to speak with the 
person who makes decisions regarding your telephone service. This is not a sales call. 

0 Person is not available: find out availability and reschedule call. 
0 Person available: Repeat contact question to confirm. 
I3 This is he/she speaking: continue. .. 

Introduction: 

A number of phone companies are interested in why customers switch services. Emst 
& Young, a major audit firm, has been asked to conduct a study. We will ask no 
more than five questions. 

In [Month Year] you switched your local telephone service from D S  to Bell South. 
(We are only interested in local service, not long distance at this time). 

Q: Did you have local telephone service with IDS for at least one month, before 
switching to Bell South? 

0 Yes 
0 No 
0 Don’t remember. 

Q: Try to remember back to [Morith Year]. Could you please tell us the reasons as to 
why you switched your local service from IDS to Bell. South at this time? 

[Let respondent talk. Elicit response if needed. Mark best choice below.] 



Unknown: 
El The person who made phone service decisions at that time is no longer with the 
company 
0 I just don’t remember. 

If unknown goto: [Terminate Call] 

Slammed: 
0 I was changed fiom IDS to BS w/o their approval. 

I was changed from Bell South to IDS w/o approval, and decided to return to 
BS Q) 

If slammed, ask: Q: Could you tell us any more information about how this 
unauthorized change of service took place? 

[Enter verbatim comments]: 

If slammed goto: [Terminate Call] 

Better pricinghates 

El Better service 

Q: If better service, (Prompt if nec ssary): Could you elaborate on what 
aspects of the service in particular, encouraged you to switch? (probe/elicit in 
random order if needed): 

CI Accounting / Billing was better 
0 Phone features e.g., call waiting, call hunting, were more reliable or better 
with BS. 
El Telephone line quality was better / less noise. 
0 Phone service was not working, i.e., no dial tone, with IDS. 
13 Other: (specify): 

El Brand image / stability of company: 

Q: What information influenced your opinion as to company image? [Read 
choices in random order, check all that apply]: 

0 Material received in the mail or via the Internet 
0 Television or Radio advertisements 
0 Calls from IDS telephone company representative 
13 Calls fiom Bell South telephone company representative.. . 
0 Other (specify): 

If calls from Bell South representative, ask ... 



Q. What kind of things did the rep say that influenced your decision: 

[Do not read below choices to target. Classify target comment into choice 
below] 

Bell South Rep described their services 
0 Bell ‘South Rep. Compared their services against IDS 
0 Bell South Rep. Said negative things about IDS 

Terminate Call: 
That concludes our interview. Thank you for your help. Have a nice day. 

I 



Draft Telephone Script 
Switching Local Telephone Service Providers 

Freeform Format (less prone to suggestions and order effects) 
Version 2 

NOTE: Unless indicated, choices are not read to the respondent. Only the question is 
read, and the CAT1 vendor selects the correct choice based on the target response. 

Confirm Correct Business: 

Hello is this [Business Name]? 
Yes 
0 No 

If No: Is this [Phone Number]? 

0 Yes: Thank you. I must have been given the wrong number. Goodbye. 
Terminate call: Try to locate correct number and redial. 

Cl No: Redial correct number 

Obtain Correct Contact: 

Contact Question: Hello, this is [first name] from MACRO. I’d like to speak with 
the person who makes decisions regarding YOUT telephone service. This is not a sales 
call. 

0 Person is not available: find out availability and reschedule call. 
0 Person available: Repeat contact question to confirm. 
0 This is he/she speaking: continue ... 

May I have the name of the decision maker? 

Introduction: 

A number of local phone companies are interested in why customers switch services. 
Emst & Young, a major audit firm, has been asked to conduct a study on why 
customers change their local telephone carrier. We will ask no more than five 
questions. 

In [Month Year] you switched your local telephone service Erom IDS to Bell South. 
(We are only interested in local service, not long distance at this time). 

Q: Did you have local telephone service with IDS for at least one month, before 
switching to Bell South? 

I 

0 Yes 
No 
Don’t remember. 



Q: Try to remember back to [Month Year]. Could you please tell us the reasons as to 
why you switched your local service from IDS to Bell South at this time? 

[Let respondent talk; do not read. Elicit response if needed. Mark best choice 
beIow.1 

Unknown: 
0 The person whdmade phone service decisions at that time is no longer with the 
company 
0 I just don’t remember. 

If unknown go to: [Terminate Call] 

Change without Approval (Slammed): 
I was changed from IDS to BellSouth without their approval. 
I was changed from BellSouth to IDS w/o approval, and decided to return to 
Bel lSouth 

I f  changed without approval (slammed) ask: Could you tell us any more 
information about how this unauthorized change of service took place? 

[Enter verbatim comments]: 
enter has much of the comment as possible 

If slammed go to: [Terminate Call] 

Price/Service: 
a Better BellSouth pricinghates 

Better service 

Q: If better service, (Prompt if necessary): Could you elaborate on what 
aspects of the service in particular, encouraged you to switch? (probe/elicit in 
random order if needed): 

Accounting / Billing was better 
El Phone features e.g., call waiting, call hunting, were more reliable or better 
with BellSouth. What was the specific feature? 
0 Bad IDS Customer Service Representative experience 

Phone service was not working, Le., no dial tone, with IDS. 
El Other: (specify): 

enter has much of the comment as possible 

Brand image / stability of company: 

Q: What information influenced your opinion as to company image? [Read 
choices in random order, check all that apply]: 

0 Material received in the mail or via the Internet 



’ .  

0 Television or Radio advertisements 
c71 Calls from Bell South telephone company representative.. . 
0 Other (specie): 

Q: Did you receive any calls from Bell South representatives? 
If yes, what kind of things did the rep say that influenced your decision: 

enter has much verbatim as possible 

[Do not read the below choices to target. ClassiQ target comment into 
choice below] 

0 BellSouth Rep described BellSouth services 
c7 BellSouth Rep. compared BellSouth services against IDS 
0 BellSouth Rep. said negative things about IDS 

Terminate Call: 
That concludes our interview. Thank you for your help. Have a nice day. 



Draft Telephone Script 
Switching Local Telephone Service Providers 

Freeform Format (less prone to suggestions and order effects) 
Version 3 

NOTE: Unless indicated, choices are not read to the respondent. Only the question is 
read, and the CATI vendor selects the correct choice based on the target response. 

Confirm Correct Business: 

Hello is this [Business Name]? 
0 Yes 
0 No 

If No: Is this [Phone Number]? 

Yes:  Thank you. T must have been given the wrong number. Goodbye. 
Terminate call: Try to locate correct number and redial. 

17 No: Redial correct number 

Obtain Correct Contact: 

Contact Question: Hello, this is [first name] fiom MACRO. I’d like to speak with 
the person who makes decisions regarding your telephone service. This is not a sales 
call. 

0 Person is not available: find out availability and reschedule call. 
[7 Person available: Repeat contact question to confirm. 
0 This is he/she speaking: continue.. . 

With whom am I speaking? [Obtain first name, last name]: 

Introduction: 

A number of local phone companies are interested in why customers switch services. 
Ernst & Young, a major audit firm, has been asked to conduct a study on why 
customers change their local telephone carrier. We will ask no more than five 
questions. 

In [Month Year] you switched your local telephone service from IDS to Bell South. 
(We are only interested in local service, not long distance at this time). 

Q: Did you have local telephone service with IDS for at least one month, before 
switching to Bell South? 

El Y e s  
No 
0 Don’t remember. 



Q: Try to remember back to [Month Year]. Could you please tell us the reasons as to 
why you switched your local sewice fiom IDS to Bell South at this time? 

[Let respondent talk; do not read. Elicit response if needed. Mark best choice 
below.] 

Unknown: 
0 The person whd made phone service decisions at that time is no longer with the 
company 
0 I just don't remember. 

If unknown go to: [Terminate Call] 

Change without Approval (Slammed): 
0 I was changed from IDS to BellSouth without my approval. 
17 I was changed from BellSouth to IDS w/o approval, and decided to return to 

BellSouth 

If changed without approval (slammed) ask: Could you tell us any more 
information about how this unauthorized change of service took place? 

[Enter verbatim comments): 
[enter as much of the comment as possible] 

If slammed go to: [Qx: Did you receive any calls from Bell South.. . ] 

PricelService: 
0 Better BellSouth pncinghates 

0 Better service 

Q: If better service, (Prompt if necessary): Could you elaborate on what 
aspects of the service in particular, encouraged you to switch? (probe/elicit in 
random order if needed): 

0 Accounting / Billing was better 
0 Phone features e.g., call waiting, call hunting, were more reliable or better 
with BellSouth. What was the specific feature? 

Bad IDS Customer Service Representative experience 
0 Phone service was not working, i.e., no dial tone, with IDS. 
0 Other: (specify): 

[enter as much of the comment as possible] 

El Brand image / stability of company: 

Q: What information influenced your opinion as to company image? [Read 
choices in random order, check all that apply]: 

0 Material received in the mail or via the Intemet 



c7 Television or Radio advertisements 
0 Calls from Bell South telephone company representative.. . 
0 Other (specify): 

Qx: Did you receive any calls from Bell South representatives? [Note to MACRO 
pgmx: if respondent already indicated that they received calls from Bell South in 
previous question, then do not ask this question, i x . ,  skip to Qz.) 

0 Yes 
0 No 
El Don’t remember. 

[If yes, or if “Calls fiom Bell South box is checked above, ask]. . .Qz: m a t  
kind of things did the rep say that influenced your decision? 

[enter as much verbatim as possible] 

[Do not read the below choices to target. Classify target comment into 
choice below] 

0 BellSouth Rep described BellSouth services 
0 BellSouth Rep. compared BellSouth services against IDS 
El BellSouth Rep. said negative things about IDS 

Terminate Call: 
That concludes our interview. Thank you for your help. Have a nice day. 



Telephone Survey Script 
Switching Local Telephone Service Providers 
From IDS to BellSouth Telecommunications 

NOTE: Unless indicated, choices are not read to the respondeat. Only the question is 
read, and the CAT1 vendor selects the correct choice based on the target response. 

Confirm Correct Business: 

Hello is this [Business Name]? 
Yes 

D No 

If No: Is this [Phone Number]? 

Yes: Thank you. I must have been given the wrong number. Goodbye. Terminate 
call: Try to locate correct number and redial. 

No: Redial correct number 

Obtain Correct Contact: 

Contact Question: Hello, this is [first name] from MACRO. I’d like t2  speak with the 
person who makes decisions regarding your telephone service. This is not a sales call. 

0 Person it; not available: find out availability and reschedule call. 
I3 Person available: Repeat contact question to confirm. 

This is he/she speaking: continue., . 

With whom am I speaking? [Obtain first name, last name]: 

Introduction: 

A number of local phone companies are interested in why customers switch services. Emst 
& Young, a major audit firm, has been asked to conduct a study on why customers change 
their local telephone camer. We will ask no more than five questions. 

In [Month Year] you switched your local telephone service from IDS to Bell South. (We are 
only interested in local service, not long distance at this time). 

Q: Did you have local telephone service with IDS for at least one month, before switching to 
Bell South? 

0 Yes  
0 No 

Don’t remember. 



. 

Q: Try to remember back to [Month Year). Could you please tell us the reasons as to why 
you switched your local service from IDS to Bell South at this time? 

[Let respondent talk; do not read. Elicit response if needed. Mark best choice below.] 

Unknown: 
c] The person who made phone service decisions at that time is no longer with the 
company 
0 I just don't remember. 

If unknown go to: [Terminate Call] 

Change without Approval (Slammed): 
0 I was changed from IDS to BellSouth without my approval. 

I was changed from BellSouth to IDS w/o approval, and decided to retum to 
Bell S outh 

If changed without approval (slammed) ask: Could you tell us any more information 
about how this unauthorized change of service took place? 

[Enter verbatim commenb]: 
[enter as much of the comment as possible] 

If slammed go to: [Qx: Did you receive any calls from Bell South.. . 3 

Price/Service: 
Better BellSouth pricindrates 

Better service 

Q: If better service, (Prompt if necessary): Could you elaborate on what aspects of 
the service in particular, encouraged you to switch? (pobe/elicit in random order if 
needed) : 

El Accounting / Billing was better 
17 Phone features e.g., call waiting, call hunting, were more reliable or better with 
BellSouth. What was the specific feature? 
El Bad IDS Customer Service Representative experience 
0 Phone service was not working, Le., no dial tone, with IDS. 
El Other: (specify): 

[enter as much of the comment as possible] 

0 Brand image / stability of company: 

Q: What information influenced your opinion as to company image? [Read choices 
in random order, check all that apply]: 

I3 Material received in the mail or via the Internet 
0 Television or Radio advertisements 

Calls from Bell South telephone company representative ... 



* 

El Other (specify): 

Qx: Did you receive any calls from Bell South,representatives? N o t e  to MACRO pgmr: if 
respondent already indicated that they received calls from Bell South in previous question, 
then do not ask this question, i.e., skip to Qz.) 

0 Yes 
0 No 
0 Don’t remember. 

[If yes, or if “Calls from Bell South box is chscked above, ask]. . . Qz: What kind of 
things did the rep say that influenced your decision? 

[enter as much verbatim as possible] 

[Do not read the below choices to target. Classify target comment into choice 
below] 

0 BellSouth Rep described BellSouth services 
0 BellSouth Rep. compared BellSouth services against IDS 

BellSouth Rep. said negative things about D S  

Terminate Call: 
That concludes our interview. Thank you for your help. Have a nice day. 



c 

c... 

MASTERID at [1126.8]: MASTERID 
Response: 01100131 
INFO2 at [2/69]: 
record] 
Messages: ANSVVERFROM( MDI-MSG) 
continue ... 
Response: CONTINUE ... 
Qf  at [2/7 1.21: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99'1 '. Q1. Hello, is this ANSMRFROM(CONAME)? 
Response: YES 
INTRO1 at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: Q4A. Wth whom am I speaking? 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 
Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(0. I) 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! J 

Press <Enter> to 

May 1 speak with the person who makes decisions 
[PLEASE DO NOT 

NAME HERE ... 

Response: karen 
Q5 at [3/69.2]: 
least 
READ LIST . . .I 
Response: YES 
Q6 at [3R1.2,3/73.2,3R5.2,3R7.2,3fl9.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...If MUL=5] 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
I 

Response: I was switched from IDS to BellSouth without my approval ... 
W-0 at [4/1.2]: Q6.0. Were there additional reasons as to why you 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
(26-OPEN at [4/3]: 

[INTERVIEWER: PLEAS€ ENTER REASONS GIVEN, VERBATIM, BELOW . . . I  
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: they took down all my voice mail, really upset with ids, lost 3 days 

worth of business, lied about saving all thios money, billed 2 months 
in one all misrepresentation bell south a little but higher but not 
liars 

Q7 at [4/4]: Q7. Could you tell us any more information about how this 
unauthorized change of service took place? [INTERVIEWR: PLEASE ENTER , 

REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BLANK] 
Response: none 
QlO at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TOTTIME at [7/57.9]: TOlTIME 
Response. oooO00296 

IQ6.0. Were there additional reasons as to why you 
switched 3 [ from IDS to BellSouth? 1 

[PLEASE PROBE FOR SPECIFICS ... DO 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at ElD6.81: MASTERID 
Response: 01 100242 
1NF02 at 12/69]; 

record] 
Messages: ANSWERFROM(MDl-MSG) Press <Enter> to 
continue .__ 

[Info to interviewer: You have retrieved following 
Next Interview: DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 

1 



Response: CONTINUE ... 
Q l  at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99'l QI. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROl at IZl75.21: Hello, this is . [Interviewer; use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. [PLEASE DO NOT 
READ LIST ...I 
Response: PERSON IS AVAILABLE (TRANSFERRING CALL) 
Q4 at [277.2]: 
your telephone senrice? '. 
Response: YES 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 

Q4. Are you the person who makes the decisions regarding 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Response: risper 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: YES 
Q6 at (3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: I was switched from IDS to BellSouth without my approval ... 
(26-0 at [4/1.2]: (26.0. Were there additional reasons as to why you 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
@-OPEN at [4/3]: 

[INTERVlEWR: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW. ..I 
[PLEASE PROBE FOR SPECIFICS ...DO NOT LEAVE BLANK] 
Response: tired of the people from ids calling 
Q7 at [4/4]: 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE B M N q  
Response: give bellsouth concent 
Q10 at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at p/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at (7l22.81: STUONUM 
Response: C927 
TOTTIME at [7/57.9]: TOTTIME 
Response: 000000252 

[Q6.0. Were there additional reasons as to why you 
switched 1 [ from IDS to BellSouth? 1 

Q7. Could you tell us any more information about how this 
[INTERVIEWER: PLEASE ENTER 
[PLEASE PR08E FOR SPECIFICS ... 00 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERtD at [1/26.8]: MASTER10 
Response: 01 loo008 
INFO2 at [2!69]: 
record] Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 
Messages: ANSWRFROM(MDI-MSG) Press <Enter> to 
continue . . . 
Response: CONTINUE. .. 
Q1 at [2171.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q1. Hello,'is this ANSWRFROM(CONAME)? 
Response: YES 
INTRO-I at [2/75.2]: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 

[Info to interviewer: You have retrieved following 

If wrong record retrieved Enter 'W to terminate. .. 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

2 



READ LIST ...I 
Response: PERSON IS AVAILABLE (TRANSFERRING CALL) 
Q4 at [2/77.2]: 
your telephone service? 
Response: YES 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

Response: ted gloden 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: YES 
Q6 at (3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=S] 

Q4. Are you the person who makes the decisions regarding 

Q4A. Wlth whom am I speaking? 
NAME HERE ... 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: Better BellSouth pricinglrates ... 
Q6-0 at [4/t .2]: 
switched from IDS to BellSouth? 
Response: NO 
Q l O  at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at Vi5.61: TMPIDATE 
Response: 082201 
STUDNUM atr//22.8]: STUDNUM 
Response: C927 
TOlTIME at 17157.91: TOTTIME 
Response: OOoooO186 

(26.0. Were there additional reasons as to why you 

QlO.  Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1/26.8]: MASTERID 
Response: 01 101 106 
INFO2 at [2/69): 

record] Next Interview DATAFROM(0. I) Tracking Number: DATAFROM(O.1) 
Messages: ANSWERFROM(MDI-MSG) Press <Enter> to 
continue ... 
Response: CONTINU E.. . 
Q1 at [2/71.2]: 
[INTERVIEWER: iF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99"] Q1. Hello, is this ANSVVERFROM(CONAME)? 
Response: YES 
lNTROl at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. May I speak with the person who makes decisions 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...) 

[Info to interviewer: You have retrieved following 

If wrong recard retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

[PLEASE DO NOT 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Response: agustine 
Q5 at [3/69,2): 
least 
READ LIST ...) 
Response: YES 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE REA0 ONLY IF NEEDED ...I[ MUL=S] 

Response: Better service ... 
Qf5-0 at [4/1.2]: 
switched from IDS to BellSouth? 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PEASE SELECT ALL THAT APPLY] 
- 

(26.0. Were there additional reasons as to why you 

3 



c. 

Response: YES (SPECIFY) 
Q6-OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW ...I 
[PLEASE PROBE FOR SPECIFICS ... 00 NOT LEAVE BLANK] 
Response: they didnt deliver what they said 
Q8 at ~4/5.2,4~.2,4/9.2,4/11.2,4/13.2]: 
aspects of the service, 
[INTERVIEWER: READ ONLY IF NEEDED, SELECT ALL THAT APPLY] [MUL=5] 
Response: Accouting/Billing was better 
(28-0 at [5/75.2]: 

which prompted you to'switch from IDS to BellSouth? 
Response: NO 
Q10 at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at j715.61: TMPIDATE 
Response: 082201 
STUDNUM at [7122.8]: STUDNUM 
Response: C927 
TOTTIME at [7/57.93: TOTTIME 
Response: 000000147 

[Q6.0. Were there additional reasons as to why you 
switched 1 I from IDS to BellSouth? 1 

Q8. Could you elaborate on what 
in particular, encouraged you to switch? 

(28.0. Were there any additional aspects of the service 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERIO at [1/26.8]: MASTERID 
Response: 01 100202 
1NF02 at [2/69]: 

record] Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CONTjNUE ... 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTRO1 at t2I75.23: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[iNTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 
[PLEASE 00 NOT 

Q4A. N t h  whom am I speaking? 
NAME HERE ... 

Response: nancy 
Q5 at [3/69.2]: 
least 
READ L1ST ...I 
Response: YES 
Q6 at f3f71.2,3l73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q5. Did you have iocal telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: Better service ... 
(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: NO 
Q8 at [4/5.2,4/7.2,4/9 2,4/11.2,4/13.2]: 
aspects of the service, 
[INTERVIEWER: READ ONLY IF NEEDED, SELECT ALL THAT APPLW [MUL=5] 
Response: OTHER (SPECIFY) 
Q8-0TH at [5/5.70]: 
in particular, encouraged you to switch? 
ENTER "OTHER (SPECIFY)" HERE ...I 

(26.0. Were there additional reasons as to why you 

Q8. Could you elaborate on what 
in particular, encouraged you to switch? 

Q8.0TH M a t  OTHER aspects of the service, 
[INTERVIEWER, PLEASE 

OTHER SPECIFY 
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c. 

Response: customer couldn't get dsl service without all lines 
Q8-0 at [5/75.2]: 
which prompted 
Response: NO 
Q10 at [6/7.2]: 
representatives? 
Response: YES 
QlOA at [6/9]: 
influenced your decision? [PLEASE PROBE FOR SPECIFICS ...MI 
NOT LEAVE BLANK!!!] 

Response: that bellsouth rGuired all lines but couldn't get dsl without giving 

TMPIDATE at r/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TOTTIME at f7/57.9]: TO'TTIME 
Response: 000000270 

Q8.0. Were there any additional aspects of the service 
you to switch from IDS to BellSouth? 

(210. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST . . . I  

QlOA. What kinds of things did the rep say that 

[INTERVIEWER, PLEASE ENTER VERBATIM HERE ...I 
_ -  

up all lines 

A****************-* Case ID: 0()07 .................... 

MASTERID at [1/26.8]: MASTERID 
Response: 01 101 264 
INFO2 at 12/69]: 
record] 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE ... 
Ql at lull 21: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99'1 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROI at [2/75.2J: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST . . . I  
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

Response: WAC0 DIE 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: YES 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to MI South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: I was switched from BellSouth to IDS w/o my approval, and decided to 

(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
QG-OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW ...I 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: B/C I REALLY DIDNT WANT TO SNITCH IN THE FIRST PLACE 
Q7 at [4/4]. 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BLANKI 
Response: NO 

[Info to interviewer: You have retrieved followhg 
Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If  wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! 1 

May 1 speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 

return to 8ellSout.h.. 
Q6.0. Were there additional reasons as to why you 

[Q6.0. Were there additional reasons as to why y w  
switched 1 [ from IDS to BellSouth? 1 

Q7. Could you tell us any more information about how this 
[INTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ... DO 
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' I  

Q I O  at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at p/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TOTTIME at [7/57.9]: TOTTIME 
Response: 0000001 40 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1/26.8]: MASTERID 
Response: 01 100415 
INFO2 at [2/69]: 

record] 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CON TIN U E.. . 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q f  . Hello, is this ANSMRFROM(CONAME)? 
Response: YES 
lNTROl at [2/75.2]: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...) 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

Response: JOANE PETERSON 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: DON'T KNOW/DON'T REMEMBER 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=S] 

[Info to interviewer: You have retrieved following 
Next Interview: DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! J 

May I speak With the person who makes decisions 
[PLEASE 00 NOT 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: Better BellSouth pricinghates ... 
Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: NO 
Q I O  at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at p15.61: TMPIDATE 
Response: 082201 
STUDNUM at p122.81: STUDNUM 
Response: C927 
TO-TTIME at r(/57.9]: TOTTiME 
Response: OOOOOO133 

(26.0. Were there additional reasons as to why you 

(210. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1126.8]: MASTERID 
Response: 01 1 OO282 
INFO2 at [2/69]: 
record] 
Messages: ANSWERFROM(M0t-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE. .. 
Q I  at [2/71.2]: 

[Info to interviewer: You have retrieved following 
Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! 1 
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[INTERWEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q1. Hello, is this ANSWERF ROM(CONAME)? 
Response: YES 
INTROl at [2/75.2]: Hello, this is , [Interviewer: use your first and 

last name]. from ORC Macro, 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: PERSON IS AVAILABLE (TRANSFERRING CALL) 
Q4 at [2/77.2]: 
your telephone service? 
Response: YES 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

Q4. Are you the person who makes the decisions regarding 

Q4A. VMth whom am I speaking? 
NAME HERE ... 

Response: Donnie 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: YES 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: Better BellSouth pricinglrates ... 
Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: NO 
Q10 at [6/'7.2]: 
rep resent at ives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TOTTtMEat(7/57.9]:TO7TtME 
Response: 000000137 

Q5. Did you have local telephone service q . Y i t h  IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 

Q6.0. Were there additional reasons as to why you 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at jlR6.81: MASTERID 
Response: 01 100715 
INFO2 at [2/69]: 

record] 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue 
Response: CONTINUE.. . 
Q1 at IW1.21: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROI at [2/75.2]: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. [PLEASE DO NOT 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/7'9.70): 
[INTERVIEWER: PLEASE ENTER NAME HERE.,.] 

Response: LlNDA 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 

[Info to interviewer: You have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

I f  wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 

Q4A. With whom am I speaking? 
NAME HERE ... 

Q5. Did you have local tplephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 
Could you please tell us the reasons as to why you switched 
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c.. 

your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: Better BellSouth pricinglrates ... 
(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q6-OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, SELOW ...I 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: HUSBAND DID I t  BC OF SPECIAL RATES 
Q l O  at t6n.21: 
representatives? 
Response: YES 
QlOA at [6/9]: 
influenced your decision? [PLEASE PROBE FOR SPECIFICS ... DO 
NOT LEAVE BUNK!!!] 

Response: BELL SOUTH CALLED AND SAID YOU CHANGED AND I CALLED AND CHANGED IT 

TMPIDATE at p15.61: TMPIDATE 
Response: 082201 
STUDNUM at 17/22.8]: STUDNUM 
Response: C927 
TOTTIME at r//57.9]: TOTTIME 
Response: 000000149 

[INTERVIEWER: 
[PLEASE SELECT ALL THAT APPLY] 

- 

Q6.0. Were there additional reasons as to why you 

[Q6.0. Were there additional reasons as to why you 
switched J [ from IDS to BellSouth? 1 

Q I O .  Did you receive any calls from 8ellSouth 
[PLEASE DO NOT READ LIST ...I 

QIOA. What kinds of things did the rep sey that 

[INTERVIEWER, PLEASE ENTER VERBATIM HERE.. .] 
-- 

BACK TO BELLSOUTH 

MASTERID at IlR6.81: MASTERID 
Response: 01 101043 
INFO2 at 12/69]: 
record] 
Messages: ANSWRFROM(M0I-MSG) Press <Enter> to 
continue _.. 
Response: CONTINUE ... 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME tS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99'1 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTRO1 at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...) 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 

[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

Response: CHARLOlTE 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at [ 3 m  .2.3/73.2,3fl5.2,3n7.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY If NEEDED ...I[ MUL=5] 

[Info to interviewer: You have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate. .. 
[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. WTth whom am I speaking? 
NAME HERE ... 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: I was switched from SellSouth to IDS w/o my approval, and decided to 

Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q6-OPEN at [4M]: 

return to BellSouth ... 
Q6.0. Were there additional reasons as to why you 

[Q6.0. Were there additional reasons as to why you 
switched 1 [ from IDS to BellSouth? 1 
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, 

[AND ENTER CODE "99'1 QI. Hello, is this ANSW€RFROM(CONAME)? 
Response: YES 
INTROl at [2/75.2]: Hello, this is . [Interviewer: use your first and 

last name] from ORC Macro. 
regarding your telephone service? This is not a sales call. [PLE4SE DO NOT 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE..,] 

May I speak with the person who makes decisions 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Response: BOB 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: DON7 KNOW/DON'T REMEMBER 
Q6 at [3/71.2,3173,2,3fl5.2,3l77.2,3l79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: Better BellSouth pricing/rates. .. 
(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: NO 
Q10 at [6/7.2]: 

representatives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at r//22.8]: STUDNUM 
Response: C927 
TOTTIME at [7/57.9]: TOTTIME 
Response: 00oooO102 

Q5. Did y6u have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE 00 NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 

Q6.0. Were there additional reasons as to why you 

Q10. Did you receive any calls from BeltSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1R6.8]: MASTERID 
Response: 0 1 1 OOO62 
INFO2 at [2/69]: 
record] 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE.. . 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q1. Hello, is this ANSW€RFROM(CONAME)? 
Response: YES 
INTROI at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST . . .I  
Response: YES, ON THE LtNE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate.. . 
[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. Wzth whom am I speaking? 
NAME HERE ... 

Response: pemig fuentes 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at j3/71.2,3/73.2,3/75 2,3/77.2,3/79.2]:% 
DATAFROM(O.1). 
your local service from tDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: I was switched from BellSouth to IDS wlo my approval, and decided to 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
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return to BellSouth ... 
(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q6-OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW. ..I 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BIANI(I 
Response: saving of 25% 
Q7 at [4/4]: 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BlANK] 
Response: basicly ids was long distance then they offered 25% less for local 

service 
Q10 at [6/7.2]: 

representatives? 
Response; YES 
QlOA at [6/9j: 
influenced your decision? [PLEASE PROBE FOR SPECIFICS ...DO 
NOT LEAVE BLANK!!!] 

Response: they said why did you swithch is something wrong ? did you have any 

(26.0. Were there additional reasons as to why you 

lQ6.0. Were there additional reasons as to why you 
switched 3 [ from IDS to BellSouth? 1 

Qf. Could you tell us any more information about how this 
[INTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ... DO 

(210. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

QlOA. M a t  kinds of things did the rep say that 

[INTERVIEWER, PLMSE ENTER VERBATIM HERE.,.] 
- _  

complaints same server as bell south customer wanted same rate but 
bellsouth wouldn't give same 25% less rate 

TMPIDATE at 17/56]: TMPIDATE 
Response: 082201 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TOTTIME at [7/57.9]: TOTTIME 
Response: 000000437 

MASTERID at [lQ6.8]: MASTERID 
Response: 01 1 OO472 
INFO2 at [2/69]: 
record] Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 
Messages ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE ... 
Q1 at (Zi'1.21: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE 00 NOT READ QUESTION] 
[AND ENTER CODE "991'1 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROI at (2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. May I speak with the person who makes decisions 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

Response: TERESA 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: YES 
Q6 at [3/7? .2,3fl3.2,3R5.2,3li'7.2,3n9.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at,that time? 
PLEASE READ ONLY IF NEEDED. .][MUL=5] 

Response: Better BellSouth pricing/rates ... 
Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 

[Info to interviewer: You have retrieved following 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

[PLEASE DO NOT 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 

Q6.0. Were there additional reasons as to why you 
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(PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: price 
Q10 at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082201 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TOTTIME at [7/57.9]: TOTTIME 
Response: 0000001 17 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1/26.8]: MASTERID 
Response: 01 100952 
INFO2 at [2/69]: 

record] Next Interview: OATAFROM(O.1) Tracking Number: DATAFROM(O.1) 
Messages: ANSWERFROM(MDI-MSG) Press <Enter> to 
continue . . . 
Response: CONTINUE ... 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99'1 Q1. Hello, is this ANSMRFROM(CONAME)? 
Response: YES 
INTRO-1 at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LiNE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 

If wong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. \Mth whom am I speaking? 
NAME HERE ... 

Response: Chris 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at [ 3 m  .2,3/73.2,3n5.2,3li'7.2,3li'9.2]: 
DATAFROM(O.1). 
yuur local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q5. Did you have local telephone service with IDS for at 
one montn, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: I was switched from BellSouth to IDS w/o my approval, and decided to 

Q6-0 at [4/1.2]: 
switched from IDS to BeltSouth? 
Response: NO 
Q7 at [4/4]: 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BLANK] 
Response: it changed my call forwarding service 
Q10 at [6/7.2]: 
representatives? 
Response: DON'T KNOWIDON'T REMEMBER 
TMPIDATE at 11/56]: TMPIDATE 
Response: 082201 
STUDNUM at [7122.8]: STUDNUM 
Response: C927 
TOTTIME at p1/57.9]: TOTTIME 
Response: 0000001 49 

retum to BellSouth ... 
Q6.0. M r e  there additional reasons as to why you 

Q7. Could you tell us any more information about how this 
[INTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ...DO 

(210. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST . . . I  
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MASTERID at [1/26.8]: MASTERID 
Response: 01 100868 
INFO2 at [U69]: 
record] 
Messages: ANSWERF ROM(MDI-MSG) 
continue ... 
Response: CONTINUE ... 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER COOE "99'1 QI. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROl at [2/75.2]: Hellolithis is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service3 This is not a sales call, 
READ LIST . . . I  
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

Press <Enter> to 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. Mth whom am I speaking? 
NAME HERE ... 

Response: dennis wear 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: DON'T KNOWDON'T REMEMBER 
Q6 at [3/71.2,3n3.2,3n5.2,3n7.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=S] 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: I was switched from IDS to BellSouth without my approval ... 
Q6-0 at [4/1.2]. (26.0. Were there additional reasons as to why you 
switched from IDS to BellSouth? 
Response: NO 
Q7 at 14/43: 
unauthorized change of service took place? 
REASONS GNEN, VERBATIM, BELOW ...I 
NOT LEAVE BLANK] 
Response: they called me to say they could save me money -- 
Q10 at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIOATE 
Response: 082201 
STUDNUM at (7/22.8]: STUDNUM 
Response: C927 
TOTTIME at p/57.9]: TOTTIME 
Response: OOOOOOi 87 

Q7. Could you tell us any more information about how this 
ItNTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ... DO 

Q10. Did you receive any calls from BellSouth 
[PL€ASE DO NOT READ LIST ...I 

MASTERID at [1R6.8]: MASTERID 
Response: 01 100933 
INFO2 at [2/69]: 
record] 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE. .. 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE ''991'1 Ql. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
lNTROl at 12/75 21: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. May I speak with the person who makes decisions 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 

[Info to interviewer: You have retrieved following 
Next Interview: DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ) 

[PLEASE DO NOT 
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Response: STEVE 
Q5 at [3/69.2]: 
least 

Response: DON’T KNOW/DON’T REMEMBER 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3n9.2]: 
DATAfROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q5. Did you have local telephone service With IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

READ LIST ...I 
Q6. Try to remember back to 

[INTERVIEVIIER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: I was switched from BellSouth to IDS wlo my approval, and decided to 

(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECtFY) 
Q6-OPEN at (4131: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW ...I 
[PLEASE PROBE FOR SPECIFICS ...DO NOT LEAVE BLANK] 
Response: IDS SO THEY HAVE BETTER RATES 
Q7 at [4/4]: 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BLANK] 
Response: CALLED ME 
Q10 at I617.21: 
representatives? 
Response: NO 
TMPIDATE at 17/56]: TMPIDATE 
Response: 082301 
STUONUM at pQ2.81: STUDNUM 
Response: C927 
TMPCDATE at p/47.6]: TMPCDATE 
Response: 01 0823 
TOTTIME at [7/57.9]: TOTTIME 
Response: 000000160 

return to BellSou th... 
(26.0. Were there additional reasons as to why you 

[Q6.0. Were there additional reasons as to why you 
switched 1 [ from IDS to BellSouth? I 

Q7. Could you tell us any more infomation about how this 
[INTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ... DO 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST . . .I  

MASTERID at [1/26.8]: MASTERID 
Response: 01 I00862 
INFO2 at [2/69]: 

record] 
Messages: ANSWERFROM(MDI-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE ... 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE “99’1 QI. Hello, is this ANSWRFROM(CONAM€)? 
Response: YES 
INTFiOl at [W5.2]: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. [PLEASE DO NOT 
READ LIST ...I 
Response: YES, ON THE L1NE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

Response: PHYLLIS AMORY 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at [3/71.2,3173.2,3!75.2,3R7.2~3l79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 

[Info to interviewer: You have retrieved following 
Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter ‘W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person vuho makes decisions 

Q4A. Wth whom am I speaking? 
NAME HERE ... 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bet1 South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 
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PLEASE READ ONLY IF NEEDED ...I[ MUL=S] [PLEASE SELECT ALL THAT APPLY] 

i 

(.. 

- 
Response: Better service ... 
(26-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
QG-OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW. ..] 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: THEY MISREPRESENTED THEMSELVES SAYING THEY ARE AFFILIATED WITH 

Q8 at [4/5.2,4~.2,4/9.2,4/11.2,4/13.2]: 
aspects of the service, 
[INTERVtEWER: READ ONLY IF NEEDED, SELECT ALL THAT APPLY] [MUL=5] 
Response: Phone service was not working with IDS, ie. No dial tone ... 
Q8-0 at [5/75.2]: 

which prompted 
Response: YES (SPECIFY) 
Q8-0PEN at [5/77]: 
service ] [ which prompted you to switch from IDS to BellSouth?] 
[INTERVIEWER: PLEASE ENTER ADDITIONAL REASONS, VERBATIM, BELOW. ..I 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: N N E R  WOULD OF SWITCHED IF SHE HAD KNOWN WHO IDS WAS 
Q10 at [6/7.2]: Q10. Did you receive any calls from BellSouth 
representatives? [PLEASE DO NOT READ LIST ...I 
Response: NO 
TMPIDATE at p/5.6]: TMPIDATE 
Response: 082301 
STUDNUM at[7/22.8]: STUDNUM 
Response: C927 
TMPCDATE at [7/47.6]: TMPCDATE 
Response: 01 0823 
TOTTIME at p1/57.9]: TOTTIME 
Response: 000000297 

(26.0. Were there additional reasons as to why you 

ICl6.0. Were there additional reasons as to why you 
switched 1 [ from IDS to BellSouth? 1 

BELLSOUTH \ 

Q8. Could you elaborate on what 
in particular, encouraged you to switch? 

Q8.0. Were there any additional aspects of the service 
you to switch from IDS to BellSouth? 

[Q8.0. Were there any additional aspects of the 

MASTERID at [1/26.8]: MASTERID 
Response: 01 100442 
INFO2 at [2/69]: 
record] 
Messages: ANSVERFROM(MDI-MSG) Press <Enter> to 
continue ._. 
Response: CONTINUE.. - 
Q1 at (2/7 1.21: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE “997 (21. Hello, is this ANSWERFROM(C0NAME)’I 
Response: YES 
INTROI at [2/75.21: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
REM3 LIST ...I 
Response: PERSON IS AVAILABLE (TRANSFERRING CALL) 
Q4 at [2/77.2]: 

your telephone service? 
Response: YES 
Q4A at pn9.701: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 
Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter ‘W to terminate ... 

[ WARNING!!!I! IMPORTANT!!!!! 1 

May I speak with the person wbo makes decisions 
[PLEASE DO NOT 

Q4. Are you the person who makes the decisions regarding 

Q4A. VJWI whom am I speaking? 
NAME HERE.,. 

Response: Roman 
Q5 at [3/69.2]: 
least 
READ LtST ...I 
Response: YES 
Q6 at [3/71.2,3/73.2,3l75.2,3/77.2,3l7‘9.2]: 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6- Try to remember back to 
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READ LIST ...I 
Response: NO 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3l79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 

Response: I was switched from IDS to BellSouth without my approval ... 
(26-0 at [4/1.2]: Q6.0. Were there additionat reasons as to why you 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q6-OPEN at [4/3]: 

(INTERVIEWER: PEASE ENTER REASONS GIVEN, VERBATIM, BELOW. ..] 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: when ids called i was under thw impression that the govt switched the 

Q7 at [4/4]: 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BUNK] 
Response: after i realized what they really were, well they recorded something i 

dont know i did realize it was another company they said my rate 
would be lower and it wasnt they didnt even asked me what my rates 
were with bell south 

[Q6.0: Were there additions! reasons as to why you 
switched ] [ from IDS to BellSouth? I 

rates for bell south and thats what ids was i called to cancel it 
Q7. Could you tell us any m e  information about how this 

[INTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ... DO 

Q10 at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at p715.61: TMPIDATE 
Response: 082301 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TMPCDATE at r/47.6): TMPCDATE 
Response: 010823 
TOTTIME at p157.91: TOTTIME 
Response: 00000021 8 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1/26.8]: MASTERID 
Response: 01 100034 
INFO2 at [2/69]: 
record] Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(0. I) 
Messages: ANSMRFROM(MDI-MSG) Press <Enter> to 
continue ... If wrong record retrieved Enter 'W to terminate ... 
Response: CONTINUE ... 
Q1 at (Z71.23: WARNING!!!!! IMPORTANT!!!!! 1 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "991 (21. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROl at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name], from ORC Macro. 
regarding your telephone service? This is not a sales call. [PLEASE DO NOT 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at I2n9.701: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 

May I speak with the person who makes decisions 

Q4A. With whom am I speaking? 
NAME HERE ... 

Response: ADF 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: YES 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 
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PLEASE READ ONLY IF NEEDED ...I[ MUL=5] [PLEASE SELECT ALL THAT APPLY] 

! I 

Response: Better service ... 
Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q6-OPEN at 14/31: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATlM, BELOW ...I 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: MORE RELIABLE MATH BS IDS COULNDT GVE GIVE THE SAME SERVICE TRIED TO 

Q8 at [4/5.2,4/7.2,4/9.2,4/1 t .2,4/13.2]: 
aspects of the service, 
[INTERVIEWER: READ ONLY IF NEEDED, SELECT ALL THAT APPLY) [MUL=5] 
Response: Phone features, eg. call waiting, call hunting, were more reliable or 

Q8-A at [4/15.70]: 
[INTERVIEWER, PLEASE ENTER VERBATIM HERE ...I 

(26.0. Were there additional reasons as to why you 

IQ6.0. Were there additional reasons as to why you 
switched ] [ from IDS to BellSouth? I 

GET FEATURE M T H  IDS AND DIDNT GET IT UNTIL 8M0 LTR 
Q8. Could you elaborate on what 

in particular, encouraged you to switch? 

better with BellSouth 
Q8A. M a t  was the specific feature? 

SPECIFY FEATURE 

Response: CALL FORWARDING 
(38-0 at [5/75.2]: 
which prompted 
Response: YES (SPECIFY) 
Q8-OPEN at [5/77]: 
service ] [ which prompted you to switch from IDS to BellSouth?] 
[INTERVIEMR: PLEASE ENTER ADDITIONAL REASONS, VERBATIM, BELOW,..] 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BlANKJ 
Response: KEPT PROMISSING REFUNDS AND NEVER GAVE ANY MONEY BACK 
QlO at [6/7.2]: QlO. Did you receive any calls from BellSouth 
representatives? [PLEASE DO NOT READ LIST ...I 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082301 
STUDNUM at ff122.81: STUDNUM 
Response: C927 
TMPCDATE at p/47.6]: TMPCDATE 
Response: 010823 
TOTTIME at [7/57.93: TOTTIME 
Response: 0000001 55 

Q8.0. Were there any additional aspects of the service 
you to switch from IDS to BellSouth? 

[Q8.0. Were there any additional aspects of the 

MASTERID at flR6.81: MASTERID 
Response: 01 101 182 
INFO2 at [2/69]: 
record] 
Messages: ANSWERFROM(MDI-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE.. . 
Q1 at [2/71.21: 
[INTERVIEWER: IF NAME IS BLANK, PLWSE DO NOT READ QUESTION] 
[AND ENTER CODE "99'1 Q1. Hello, is this ANSMRFROM(CONAME)? 
Response: YES 
INTROI at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May I speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. With whom am I speaking? 
NAME HERE ... 

Response: josh 
Q5 at [3/69.2]: 

least 
READ LIST ...I 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 
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representatives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082301 
STUDNUM att7122.81: STUDNUM 
Response: C927 
TMPCDATE at p147.6): TMPCDATE 
Response: 010823 
TOTTIME at [7/57.9]: TOTTIME 
Response: 000000252 

[PLEASE DO NOT READ LIST ...I 

MASTERID at [1/26.8]: MASTERID 
Response: 01 100574 
INFO2 at [2/69]: 
record] 
Messages: ANSWERFROM( MDI-MSG) 
continue ... 
Response: CONTINUE ... 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE “991 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTRO1 at [2/75.2]: Hello, this is . [Interviewer: use your first and 

last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter ‘W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! J 

Press <Enter> to 

May,l speak with the person who makes decisions 
[PLEASE DO NOT 

Q4A. With whom am I speaking? 
NAME HERE ... 

Response: young 
65 at [3/69.2]: 
least 
READ LIST ...I 
Response. DON’T KNOW/DON’T REMEMBER 
Q6 at [3nl .2,3/73.2,3/75.2,3l7’7.ZI3/79.2]: 
DATAFROM(O.1). 
your locat service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: Better BellSouth pricinghates. .. 
Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: NO 
Q I O  at [6/7.2]: 
representatives? 
Response: YES 
QlOA at [6/9]: 
influenced your decision? [PLEASE PROBE FOR SPECIFICS ... DO 
NOT LEAVE BLANK!!!] 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 

(26.0. Were there additional reasons as to why you 

Q10. Did you receive any calfs from BellSouth 
[PLEASE DO NOT READ LIST . . .I  

QlOA. What kinds of things did the rep say that 

[INTERVIEWER, PLEASE ENTER VERBATIM HERE . . . I  
-- 
Response: they gave me an offer to have two phone lines for 49$ a month 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082301 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TMPCDATE at[7/47.6]:TMPCDATE 
Response: 01 0823 
TOTTIME at [7/57.9]: TOlTIME 
Response: 000000257 

i 
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MASTERID at [1/26.8]: MASTERID 
Response: 01 1 ooCj22 
INFO2 at [2/69]: 
record] Next Interview: DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 
Messages: ANSWERFROM(MD1-MSG) Press <Enter> to 
continue ... 
Response: CONTINUE ... 
Q1 at [2i71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLWSE DO NOT READ QUESTION] 
[AND ENTER CODE "991 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTRO1 at (2U5.23: Hello,'this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[Info to interviewer: You have retrieved following 

I f  wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANTIII!! ] 

May I speak with the personwho makes decisions 
IPLEASE DO NOT 

Q4A. VMth whom am I speaking? 
NAME HERE ... 

Response: doreen 
Q5 at [3/69.2]: 
least 
READ LIST . . .I  
Response: YES 
Q6 at [3/71,2,3/73.2,3/75.2,3/77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 
Response: 8etter service ... 
m-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q6-OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATIM, BELOW. ..] 
(PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: my advertisment bills got all switched around 
Q8 at (4/5.2,4/7.2,4/9.2,4/11.2,4/13.21: 
aspects of the service, 
[INTERVIEWER: READ ONLY IF NEEDED, SELECT ALL THAT APPLY] [MUL=5] 
Response: Phone features, eg. call waiting, call hunting, were more reliable or 

Q8-A at (4/15.70]: 
[INTERVIEWER, PLEASE ENTER VERBATIM HERE ...I 

(26.0. Were there additional reasons as to why you 

iQ6.0. Were there additional reasons as to why you 
switched ] [ from IDS to BellSouth? 1 

Q8. Could you elaborate on what 
in particular, encouraged you to switch? 

better With BellSouth 
Q8A. M a t  MS the specific feature? 

SPECIFY FEATURE 

Response: more the billing 
Q8-0 at [5/75.2]: 

which prompted 
Response: NO 
Q l O  at [6/7.2]: 

representatives? 
Response: NO 
TMPIDATE at 17/56]: TMPIDATE 
Response: 082301 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TMPCDATE at r//47.6]: TMPCDATE 
Response: 01 0823 
TOTTIME at [7/57.9]: TOTTIME 
Response: oooOOO266 

(28.0. Were there any additional aspects of the service 
you to switch from IDS to BellSouth? 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LiST ...I 

MASTERID at [1/26.8]: MASTERID 
Response: 01 101072 
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Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT Rf3D QUESTION] 
[AND ENTER CODE "99'1 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
tNTROl at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your telephone service? This is not a sales call. 
READ LIST ...I 
Response: PERSON IS AVAllABLE (TRANSFERRING CALL) 
Q4 at [2/77.2]: 
your telephone service? 
Response: YES 
Q4A at [2/79.70]: 
[INTERVIEWER: PLEASE ENTER NAME HERE ...I 

[ WARNING!!!!! IMPORTANT!!!!! ] 

May 1 speak with the person who makes decisions 
[PLEASE DO NOT 

Q4. Are you the person who makes the decisions regarding 

Q4A. WAth whom am I speaking? 
NAME HERE ... 

Response: Donna 
Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at [3/71.2,3/73.2,3/75.2,3/77.2,3fl9.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
I 

Response: I was switched from %ellSouth to IDS w/o my approval, and decided to 

Q6-0 at t411.21: 
switched from IDS to BellSouth? 
Response: YES (SPECIFY) 
Q7 at [4/4]: 
unauthorized change of service took place? 
REASONS GIVEN, VERBATIM, BELOW ...I 
NOT LEAVE BLANK] 
Response: they called i said no thanks and next thing you know i" switched 
Q10 at [6/7.2]: 
representatives? 
Response: NO 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082401 
STUDNUM at[7/22.8]: STUDNUM 
Response: C927 
TMPCOATE at v/47.6]: TMPCDATE 
Response: 010823 
TOTTIME at v157.91: TOTTIME 
Response: 000000166 

return to BellSo uth... 
Q6.0. Were there additional reasons as to why you 

Q7. Could you tell us any more information about how this 
[INTERVIEWER: PLEASE ENTER 
[PLEASE PROBE FOR SPECIFICS ... DO 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

MASTERID at [1l26.8]: MASTERID 
Response: 01 100252 
INFO2 at [2/69]: 
record] Next Interview. DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 
Messages: ANSWRFROM(M0l-MSG) Press <Enter> to 
continue ... 
Response: CONTlN U E. .. 
Q1 at [2/71.2]: 
[INTERVIEWER: IF NAME IS BLANK, PLEASE DO NOT READ QUESTION] 
[AND ENTER CODE "99'1 Q1. Hello, is this ANSWERFROM(CONAME)? 
Response: YES 
INTROI at [2/75.2]: Hello, this is . [Interviewer: use your first and 
last name]. from ORC Macro. 
regarding your tdephone service? This is not a sales call. 
READ LIST ...I 
Response: YES, ON THE LINE 
Q4A at [2i79.70]: 

(Info to interviewer: You have retrieved following 

If wrong record retrieved Enter 'W to terminate ... 

[ WARNING!!!!! IMPORTANT!!!!! 1 

May I speAk with the person who makes decisions 
fPL€ASE DO NOT 

Q4A. N t h  whom am I speaking? 
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[INTERVIEWER: PLEASE ENTER NAME HERE . . .I NAME HERE ... 
i Response: DAN 

Q5 at [3/69.2]: 
least 
READ LIST ...I 
Response: NO 
Q6 at [3/71.2,3/73.ZI3/75.2,3l77.2,3/79.2]: 
DATAFROM(O.1). 
your local service from IDS to Bell South at that time? 
PLEASE READ ONLY IF NEEDED ...I[ MUL=5] 

Response: Better service ... 
Q6-0 at [4/1.2]: 
switched from IDS to BellSouth? 
Response: YES (SPECIF() 
Q6OPEN at [4/3]: 

[INTERVIEWER: PLEASE ENTER REASONS GIVEN, VERBATiM, BELOW. ..] 
[PLEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: THEY MESSED UP THE FAX LINE AND THEN PUT A BLOCK ON MY PHONE SO I 

Q8 at ~4/5.2,4~.2,4/9.2,4/11.2.4/13.2]: 
aspects of the service, 
[INTERVIEWER: READ ONLY IF NEEDED, SELECT ALL THAT APPLY] [MUL=5] 
Response: Phone features, eg. call waiting, call hunting, were more reliable or 

Q8-A at [4/15.70]: 
[INTERVIEWER. PLEASE ENTER VERBATIM HERE . . .I  

Response: NO VM, BLOCK ON LONG DISTANCE 
Q8-0 at [5/75.2]: 

which prompted 
Response: YES (SPECIFY) 
Q8-0PEN at [5/77]: 
service ] [ which prompted you to switch from IDS to BellSouth?] 
[INTERVIEWER: PLEASE ENTER ADDITIONAL REASONS, VERBATIM, SELOW . . . I  
[PEASE PROBE FOR SPECIFICS ... DO NOT LEAVE BLANK] 
Response: I HAD GOOD SERVICE WITH BELLSOUTH BUT THE RATE WERE TOO HIGH AND IDS 

SAID THAT THEY WOULD LOWER THE RATES 
Q10 at [6/7.2]: 
representatives7 
Response: YES 
QIOA at [6/9]: 
influenced your decision? [PLEASE PROBE FOR SPECIFtCS ...DO 
NOT LEAVE BLANK!!!] 

Response: I ALREADY SWITCHED BACK TO BELL SOUTH 
TMPIDATE at [7/5.6]: TMPIDATE 
Response: 082401 
STUDNUM at [7/22.8]: STUDNUM 
Response: C927 
TMPCDATE at p/47.6]: TMPCDATE 
Response: 01 0823 
T07TIME at [7/57.9]: TOITlME 
Response: 000000192 

Q5. Did you have local telephone service with IDS for at 
one month, before switching to Bell South? [PLEASE DO NOT 

Q6. Try to remember back to 

[INTERVIEWER: 
Could you please tell us the reasons as to why you switched 

[PLEASE SELECT ALL THAT APPLY] 
- 

(26.0. Were there additional reasons as to why you 

IQ6.0. Were there additional reasons as to why you 
switched ] [ fram IDS to BellSouth? I 

COULNT RECIEVE COLLECT CALLS AND VOICE MAIL 
Q8. Could you elaborate on what 

in particular, encouraged you to switch? 

better with BellSouth I 

Q8A. What was the specific feature? 
SPECIFY FEATURE 

Q8.0. Were there any additional aspects of the senrice 
you to switch from IDS to BellSouth? 

[Q8.0. Were there any additional aspects of the 

Q10. Did you receive any calls from BellSouth 
[PLEASE DO NOT READ LIST ...I 

QIOA. M a t  kinds of things did the rep say that 

[INTERVIEWER, PLEASE ENTER VERBATIM HERE ...I 
-- 

MASTERID at IlR6.81: MASTERID 
Response: 01 100246 
INFO2 at [2/69]: 
record] 
Messages: ANSWERFROM(MDl-MSG) Press <Enter> to 
continue ... 
Response: CONTl NUE.. . 

[Info to interviewer: you have retrieved following 
Next Interview DATAFROM(O.1) Tracking Number: DATAFROM(O.1) 

If wrong record retrieved Enter 'W to terminate ... 
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Legal Department 

JAMES MEZA 111 
Attorney 

{ 

.- 

BellSouth Telecommunications, Inc. 
150 South Monroe Street 
Suite 400 
Tallahassee, Florida 32301 
(305) 347-5561 

September 14,2001 

Via Hand Delivery 

Brian P. Miller, Attorney 
Akerman, Senterfitt & Edison, P.A. 
SunTrust International Center 
One Southeast Third Avenue 
28th Floor 
Miami, Florida 33131-1714 

RE: 010740-TP (IDS) 

Dear Brian: 

As per our discussions, attached are Dr. Batcher's exhibits, updated with 
the  final results of the survey Ernst & Young did for BellSouth. 

S in cere I y , u es Meza Ill 

cc: Mary Anne Helton 
Suzanne F. Summeriin 
Nancy B. White 
Doug Lackey 
Patrick W. Turner 
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Exhibit 2: First choice of reason for switching local phone service fiom IDS to BellSouth. 

2.9% 

3.2% 

1.7% 

0% 

1.8% 

* The totals differ between exhibits because of item non-response. 



Exhibit 3: First choice of reason for switching local phone service from IDS to BellSouth by 
length of time with IDS. 

! .  

7.8% 

18.6% 

40.7% 

22.9% 

13.9% 
7.3% 
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12.1% 
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7.0% 

3.6% 
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1.5% 
0.0% 
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3.5% 

2.1% 
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6.0% 
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1.9% 
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2.6% 
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Exhibit 4: Did you receive any calls fiom BellSouth representatives? 



Exhibit 5: Did you receive any calls from BellSouth representatives by length of time with IDS? 
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72.3% 6.6% 
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