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In an attempt to improve customer service and minimize CSR and customer waiting time due to
unanticipated, intermittent call spikes experienced at the Help Desk, the Call Center 94-53 Committee
has recommended the staffing of a "SWAT Team" to supplement the Help Desk at the Company's
Call Centers pursuant to Section 18.17 of the Clerical Agreement. The following provisions would
apply.

a. The "SWAT Team" will be staffed with CSR's who are the senior qualified bidders to Senior
Service Representative positions at their respective Call Centers. Employees volunteering to
serve on the SWAT Team will make a six month commitment to remain on the team. While the
Company will formally fill SWAT Team positions every six months, it will review each Call Center's
SSR bid list 3 months after the initial staffing of the SWAT Team and 3 months after each
subsequent staffing period to see if there are any new bidders. If there are new bidders that have
greater seniority than the junior member(s) of the SWAT Team, bidders with greater seniority will
be given an opportunity to replace a SWAT Team member with less seniority for the final 3
months of the assignment.

b. "SWAT Team" members will routinely work as CSR's, but will be upgraded to SSR when Help
Desk waiting time is determined by the Company to be excessive. Employees temporarily
upgraded to the Help Desk may volunteer to serve on the SWAT Team and will be utilized when
the SWAT Team is activated, unless they are currently upgraded to the Help Desk.

c. As soon as operationally possible, "SWAT Team" members will attend the two week Senior
Service Representative Training Program and be matched with an SSR Mentor for one week to
assist them in gaining the technical knowledge required at the Help Desks.
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d. "SWAT Team" members who turn down an upgrade to the Help Desk will not be eligible to be
upgraded to SSR as a SWAT Team member that calendar day.

e. "SWAT Team" members will be upgraded for a minimum of 4 hours in a calendar day if they
perform Help Desk work. The upgrading of employees for a minimum of 4 hours does not
establish precedent.

f. "SWAT Team" members upgraded to SSR on a daily time card basis will only be offered overtime
as an SSR after the Company has offered overtime to all regular SSRs.

If you are in accord with the foregoing and agree thereto, please so indicate in the space provided
and return one executed copy of this letter to the Company.
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