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Company received five customer complaints concerning the
calls. These complaints spanned 3 four-week period. On May 27, 1998 the grievant
was being remote monitored when she again hung up on a sixth customer. The

Discussion
Company opined that the
the

24.1; 607: A San Jose CC Service Rep. who was
discharged for disconnecting customer calls was
reinstated as a Utility Clerk in Richmond; 50%
backpay less outside earning or unemployment; career
preclusion from the SR classification; DML for 1 year
following  reinstatements; and, non-precedential
settiement.
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grievant’'s behavior was totally unacceptable, Company cited

Call Center Employee Conduct Suppiement which admonishes employees that
intentional disconnection of customer calls or intentional efforts using the phone system
to avoid calis are considered serious acts of misconduct and subjects the employee to
disciplinary action up to ang including discharge. The grievant exhibited a pattern of
ongoing misconduct over several weeks. It was the continuous nature of this behavior

that justified discharge.
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Union opined that discharge was too severe for a long service employee and that the
first complaint should have been promptly brought to the grievant’s attention so that she
could correct her behavior. Union further opined that prior to this case, Company had
not discharged employees with no active discipline for disconnecting customers and
cited PRC 2093 and 2097 in which the grievants received Decision Making Leaves under
similar (not exact) circumstances.

DECISION

This case was scheduled for arbitration. Shortly before the arbitration hearing, the
parties agreed to the following settlement without prejudice:

Reinstatemerit as a Utility Clerk in Richmond

50% backpay less outside earnings or unemployment

Career preclusion from the Service Representative classification
DML for one year following reinstatement

Non precedentiai settlement

This case is closed based on the foregoing and the adjustment contained herein.

For the Company:

Margaret A. Short
Ernie Boutte
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For the Union:

Perry Zimmerman
William R. Bouzek
Ed Dwyer

Sherrick A. Slattery




