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provisions, I'd like to tell you about some proactive
steps ATE&T has taken to reducs slamming complaints.
On January l1st, ATET instituted a new, more customer
friendly procedure for dealing with customer slamaming
complaints.

Under the nev procedures, if a customer
service represantative receives a complaint about a
PIC change, they can immediately transfer the customer
to a specially trained customer satisfaction
representative who has on-line information capability.
That wvay they can tell the customer during the same
phone call whan and vhere their service was changed to
ATET.

The customer satisfaction representative is
responsible for doing whatever it takes to satisfy the
customar. They can rerate charges, provide credits,
and pay for changing a customer to another carrier.
They do this while the customer is on line, even if
our records indicate that the customer authorized the
change. Customers like this new process. Wa believe
it will substantially reduce ATET slamming complaints
and give us the opportunity to win back these
customers in the future.

In addition to our new customer service

program, we've initiated an esducational program
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1|/ slamming, because the interrogatory asked about the
2 Jcomplaintl about slamming.

MS. RULB: I believe the responss says it's

4 |li calls made by Florida customars to an ATE&T center and
||reprasents all complaints.

6 NMR. BECE: By referring to all complaints,

7 || that means all complaints about slamming, does it not,
8 || Mr. Watts?

9 MB. RULEB: NMr. Watts did not prepare the

10 || answer to this interrogatory.

11 || BY MR. BECK:

12 Q If you know, Mr. Watts.
13 A I do not know,
14 Q You'll agree that the question asks for

15 || complaints about slamming? Would you agree with that?
16‘! a Maybe what I should do is read the question

17| into the record as well.

18 "For the calendar years 1994, 1995, 1996 and
19 || for the first six months of 1997, please provide

20 || separately for Florida alone and the nation as a whole
21 || the number of complaints known to AT&T where the

22 || custoper alleged that the cuatomer had been slammed by
23 || ATaT, its sales representatives or contractors.”

24 Q And wvould you know whether total complaints

25|iabout all mattars to ATET excesed thess numbers or not?
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