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Company proposes to extend the San Jose Call Center pilot on Call Quality Monitoring agreed to in Letter
Agreement 99-12 an additional 90 days to August 11,1999.

During this extended pilot period, the Company will continue to not use the numerical rating scale included on the
Call Quality Monitoring forms. The intent of this pilot is to determine whether omitting the rating scale will help
employees focus on qualitative feedback versus a quantitative rating.

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.

Rick R. Doer' g, Manager and
Chief Negoti tor

LOCAL UNION NO. 1245,INTERNATIONAL
BROTHERHOOD OF ELECTRICAL WORKERS, AFL-CIO
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Jack McNally
Business Manager


