Amalgamated Clothing and Textile Workers
Union, 30
American Federation of Ixibor (AFL), 22
American Flint Glass Workers, 30
Assessment teams, 60
AT&T
company union creation, 25
divestiture, 37
implications of CWA-IBEW-US West initiative,
65-67
market share, 65
non-union subsidiaries, 65

BACAS credit checking program, 4849
Banks
low-wage, low-skill strategy, 72
Bell Atlantic, 64,69-71
Bell Atlantic Way program, 70,71
BellSouth, Inc., 64-65
Boys Market case, 22,24
Bunts and Singles. See Operation Bunts and Singles

Cable Communications Policy Act of 1984,70

Cdll distribution systems
Automated Call Distribution System, 39,42,48,49
work distributor, 49-50

CCAS. See Customer Credit Authorization Centers

CCS. See Center for Customer Service

CCS. See Credit Consultants

Center for Applied Technology, 10

Center for Customer Service, 58-59,60

CMCS. See Credit Management Centers

Collective bargaining, scope expansion option, 18-19

77

| ndex

Commission on the Future of Worker-Management
Relations, 13
Communication with management. See Worker voice
Communications industry. See Telecommunications
industry
Communications Workers of America
AT&T employees, 65-67
Bell Atlantic employees, 70
Denver Local 7777 marketing conference, 43
membership, 25
name change from NFIW, 25
NYNEX employees, 67-69
operation Bunts and Singles, 44,45,53,54,
55-56
partnership with US WEST 1-4, 8
US WEST employees, 37
Comprehensive Employment and Training Act, 11
Congress of Industrial Organizations (CIO), 22
Construction industry, 16
Corning, 3, 19, 30
Credit Consultants
cross-training, 59-60
discretion to resolve problems, 57
job description, 41
turnover rate, 54
wages, 48, 55
Credit Management Centers, 39
Cross-training of workers, 59-60
Customer contact workers
communications among, 58-59
functions, 39-42
redesign of job, 46-50, 55, 72
stress level, 42-43



781 Pulling Together for Productivity y: A Union-Management Initiative at U S West, Inc.

Customer Credit Authorization Centers
expansion, 48
workers, 42, 43, 46

Customer Service Representatives
cross-training, 5940
job functions and standards, 4,3941,42
stress level of job, 41,42, 54
turnover rate, 54
wages, 48

CWA. See Communications Workers of America

Denial notices, 56-57
Department of Commerce, 13
Advanced Manufacturing Technology Develop-
ment Program, 10
Technology Administration, 10
Department of Labor, 13

EIQC. See Employee Involvement Quality Council
Employee involvement. See Worker participation
programs
Employee Involvement Quality Council, 44,46,61
Employee Participation Committees
multi-employer, 15-16
policy option, 13-15
Employment trends
telecommunications industry, 5-6
EPCs. See Employee Participation Committees

FAC. See Facilities Assignment Center
Facilities Assignment Center, 50
Federal Communications Commission decision, 64
Federal Mediation and Conciliation Service, 24
grants program, 11-12
preventive mediation program, 11-12
Female workers
earnings, 7
telecommunications jobs, 4-8

Gateway Coal v. United Mine Workers, 22,24
Genera Motors

NUMMI joint venture, 31-33

Saturn division, 3,30,31-33,35

HPS. See US WEST Communications, Home and
Persona Services Division

IBEW. See International Brotherhood of Electrical
Workers
Intelligent Work Stations, 48
International Brotherhood of Electrical Workers
AT&T employees, 65,67
Bell Atlantic employees, 70
history, 23,25
membership, 25
NYNEX employees, 67-69
partnership with US WEST 1-4,8
support of Bunts and Singles process
improvements, 44
US WEST employees, 37
IWS. See Intelligent Work Stations

JAM (job) classifications, adversaria relations, and
minimal training) system, 72
JDT. See Job Design Team
Job Design Team
goals, 47
process, 4649
progress, 57-61
vision, 49-51, 60-61
Job security, 55,61

Labor-management cooperation, Federal support
option, 11-12

Labor-Management Cooperation Act of 1978, 11

Labor-Management Relations Act of 1947 (Taft-
Hartley Act), 11, 18,22,24

Labor-management relationship. See Union-
management relationship

Landrum-Griffin Act, 24

lockridge Associates, 44

Maintenance loop Testers, 50

McCaw Cellular Communications, Inc., 65
METSs. See Maintenance loop Testers
Mountain Bell, 38

National Academy of Sciences, 7

National Brotherhood of Electrical Workers, 23

National Competitiveness Act of 1993, policy option,
10

National Federation of Telephone Workers, 25

National Institute of Standards and Technology, 10

Nationa Labor Relations Act (Wagner Act)

passage, 22



penalties for violation, 23,29
provisions, 13, 14, 23
reaffirmation option, 16
subjects of bargaining, 18
supervisors unions option, 17
National Labor Relations Board, 23
decisions, 13
petition to option, 14
ruling on telephone company unions, 25
Nationwide telecommunication network (Information
superhighway), 6
Network unions option, 17-18
New England Telephone, 67-69
New Jersey Bell, 71
New Y ork Telephone, 67-69
NLRA. See National Labor Relations Act
NLRB. see National Labor Relations Board
Norris-LaGuardia Act, 22,23
Northwestern Bell, 38
NUMMI (New United Motor Manufacturing Inc.), 30,
31-33
NYNEX Corporation, 67-69
NYNEX Mobile, 68

Operation Bunts and Singles
measures of success, 53-56
process improvements, 4446,50
sustainability and growth, 60-61

Pacific Northwest Bell, 12,38
Performance appraisals

basisfor, 41

elimination of individual appraisals, 47, 55
Policy options, 8-19

summary, 9
President’s National Labor Management Conference,

18

Productivity growth

importance, 4

telecommunications industry, 5-6

and unions, 29

worker voice expansion issue, 12-19
Profits, effect of unionism on, 29

Quality Improvement Process (Bell Atlantic), 70,71
Quality of Work Life process, 64,66

index | 79

RBOCS. See Regional Bell Operating Companies
RC/MAC. See Recent Change/Memory Administrat-
ion Center
Recent Change/Memory Administration Center, 50
Regiona Bell Operating Companies. See also specific
companies
entry into cable television, 64, 69-70
FCC decision impact, 64
investment in nationwide information network, 6
non-union subsidiaries, 7
restrictions, 37
Regional Holding Companies, 37
Research and development expenditures, 29
Residential Marketing Centers, 39
RHCS. See Regiona Holding Companies
RMCS. See Residential Marketing Centers
Roosevelt administration, 22

Saturn, 3, 19,30,31-33,35
SCs. See Service Consultants
Service Consultants, JDT vision of job, 49-50, 51
Service sector
Federal technology and work organization
assistance, 11
implications of CWA-IBEW-US WEST initiative,
71-73
multi-employer EFCs option, 15-16
new job creation, 4
SET (job security, employee involvement, and train-
ing) system, 72
Southern Association of Bell Telephone Employees,
25
Southwestern Bell, 64
Supervisors unions policy option, 17

Taft-Hartley Act, 11, 18,22,24
Technological innovation
Center for Customer Service, 58
Skils training, 4 8
system problems, 48
and unions, 30
worker involvement policy issue, 8-11
Telecommunications industry
competition, 63-64
high productivity and shrinking employment, 5-6
implications of CWA-IBEW-US WEST initiative,
64-71
unionization, 71



80 | Pulling Together for Productivity: A Union-Management Initiative at U S West, Inc.

Telemarketing Sales Representatives, 48

Telephone industry. See Telecommunications industry

Time Warner, L, P., 64
Toyota, 31-33
Treatment Timing project, 56-57

UAW. See United Auto Workers
Union-management cooperation
case study, 37-61
policy option, 11-12
Union-management relationship
AT&T, 65-67
Bell Atlantic, 69-71
BellSouth, 64-65
implications of CWA-IBEW-US WEST initiative,
63-72
NYNEX, 67-69
Union representation
Wagner Act reaffirmation options, 16-18
Unionization levels
1970 and 1992, 12
Canada, 27-28
communications industry, 71
Europe, 15,25,27
other countries, 25-26
service sector, 71
telephone industry, 25,26,71
United States, 22-25,26-29
Unions. See also specific unions
adequacy of voice, 35-36
changing fortunes, 22-29
costs and benefits, 29-30
discharge for union activity, 16-17
discontent with worker stress levels, 4244
effect on nonunionized workers, 30
employee involvement programs and, 33-35
instant elections option, 17
legidlative history, 22-24
membership, 22-23
options for strengthening, 12-13, 16-19
productivity and, 21-22,29
United Auto Workers, 30,31-33
U.S. Bureau of the Census, 7
U.S-Mexico Trade: Pulling Together or Pulling
Apart?, 1, 8,9

USWEST, Inc.. See also US WEST Communications

case study, 37-61

competitive strategy, 50
components, 37
corporate strategy, 61
joint venture with Time Warner, 64
profitability, 38
US WEST Communications, 37-38
Home and Personal Services Division
Center for Customer Service, 58-59,60
customer contact workers, 38-39, 42, 43, 44, 46,
47,48,49,50,51
female employees, 7,71
high-wage, high-skill strategy, 2
new manager, 4344
Operation Bunts and Singles benefits, 53-54
organizational evolution, 2,40, 60
residential customer revenues, 38
summary of findings, 2-4
union-management initiative, 1-, 8
Mass Markets and Operations unit, 57-58,60,61
Network & Technology Services, 42,50,58,60
re-engineering plans, 60
Small Business Services, 58,60

Wages
Credit Consultants, 48,55
Customer Service Representatives, 48
nonunion workers, 30
Wagner Act. See National Labor Relations Act
Worker participation programs. See also Employee
Involvement Quality Council; Employee Partici-
ipation Committees
consultative vs. substantive, 34
development and deployment of technology, 8-11
NUMMI and Saturn, 31-33
in union and nonunion settings, 33-35
Worker voice
as benefit of unions, 30
expansion options, 12-19
options, 35-36
Workers Technology Skill Development Act of 1993,
10-11
Workplace of the Future initiative, 66-67
Works councils, 4, 14-16,35
WPOF. See Workplace of the Future initiative

Xerox, 3, 19,30



80 | Pulling Together for Productivity: A Union-Management Initiative at U S West, Inc.

Telemarketing Sales Representatives, 48

Telephone industry. See Telecommunications industry
Time Warner, L.P., 64

Toyo@ 31-33

Treatment Timing project, 56-57

UAW. See United Auto Workers
Union-management cooperation
case study, 37-61
policy option, 11-12
Union-management relationship
AX&T, 65-67
Bell Atlantic, 69-71
BellSouth, 64-65
implications of CWA-IBEW-US WEST initiative,
63-72
NYNEX, 67-69
Union representation
Wagner Act reaffirmation options, 16-18
Unionization levels
1970 and 1992, 12
Canada, 27-28
communications industry, 71
Europe, 15,25,27
other countries, 25-26
service sector, 71
telephone industry, 25,26,71
United States, 22-25,26-29
Unions. See also specific unions
adequacy of voice, 35-36
changing fortunes, 22-29
costs and benefits, 29-30
discharge for union activity, 16-17
discontent with worker stress levels, 42-44
effect on nonunionized workers, 30
employee involvement programs and, 33-35
instant elections option, 17
legidlative history, 22-24
membership, 22-23
options for strengthening, 12-13, 16-19
productivity and, 21-22,29
United Auto Workers, 30,31-33
U.S. Bureau of the Census, 7
U.S-Mexico Trade: Pulling Together or Pulling
Apart?, 1, 8,9
USWEST, Inc.. See also US WEST Communications
case study, 37-61

competitive strategy, 50
components, 37
corporate strategy, 61
joint venture with Time Warner, 64
profitability, 38
US WEST Communications, 37-38
Home and Personal Services Division
Center for Customer Service, 58-59,60
customer contact workers, 38-39,42, 43, 44, 46,
47,48,49,50,51
female employees, 7,71
high-wage, high-skill strategy, 2
new manager, 4344
Operation Bunts and Singles benefits, 53-54
organizational evolution, 2, 40, 60
residential customer revenues, 38
summary of findings, 2-4
union-management initiative, 1- 4, 8
Mass Markets and Operations unit, 57-58,60,61
Network & Technology Services, 42,50,58,60
re-engineering plans, 60
Small Business Services, 58,60

Wages
Credit Consultants, 48,55
Customer Service Representatives, 48
nonunion workers, 30
Wagner Act. See National Labor Relations Act
Worker participation programs. See also Employee
Involvement Quality Council; Employee Partic-
ipation Committees
consultative vs. substantive, 34
development and deployment of technology, 8-11
NUMMI and Saturn, 31-33
in union and nonunion settings, 33-35
Worker voice
as benefit of unions, 30
expansion options, 12-19
options, 35-36
Workers Technology Skill Development Act of 1993,
10-11
Workplace of the Future initiative, 66-67
Works councils, 4, 14-16,35
WPOF. See Workplace of the Future initiative

Xerox, 3, 19,30



80 | Pulling Together for Productivity: A Union-Management Initiative at U S West, Inc.

Telemarketing Sales Representatives, 48

Telephone industry. See Telecommunications industry
Time Warner, L.P., 64

Toyota, 31-33

Treatment Timing project, 56-57

UAW. See United Auto Workers
Union-management cooperation
case study, 37-61
policy option, 11-12
Union-management relationship
AX&T, 65-67
Bell Atlantic, 69-71
BellSouth, 64-65
implications of CWA-IBEW-US WEST initiative,
63-72
NYNEX, 67-69
Union representation
Wagner Act reaffirmation options, 16-18
Unionization levels
1970 and 1992, 12
Canada, 27-28
communications industry, 71
Europe, 15,25,27
other countries, 25-26
service sector, 71
telephone industry, 25,26,71
United States, 22-25,26-29
Unions. See also specific unions
adequacy of voice, 35-36
changing fortunes, 22-29
costs and benefits, 29-30
discharge for union activity, 16-17
discontent with worker stress levels, 42-44
effect on nonunionized workers, 30
employee involvement programs and, 33-35
instant elections option, 17
legidlative history, 22-24
membership, 22-23
options for strengthening, 12-13, 16-19
productivity and, 21-22,29
United Auto Workers, 30,31-33
U.S. Bureau of the Census, 7
U.S-Mexico Trade: Pulling Together or Pulling
Apart?, 1, 8,9
USWEST, Inc.. See also US WEST Communications
case study, 37-61

competitive strategy, 50
components, 37
corporate strategy, 61
joint venture with Time Warner, 64
profitability, 38
US WEST Communications, 37-38
Home and Personal Services Division
Center for Customer Service, 58-59,60
customer contact workers, 38-39,42, 43, 44, 46,
47,48,49,50,51
female employees, 7,71
high-wage, high-skill strategy, 2
new manager, 4344
Operation Bunts and Singles benefits, 53-54
organizational evolution, 2, 40, 60
residential customer revenues, 38
summary of findings, 2-4
union-management initiative, 1-4, 8
Mass Markets and Operations unit, 57-58,60,61
Network & Technology Services, 42,50,58,60
re-engineering plans, 60
Small Business Services, 58,60

Wages
Credit Consultants, 48,55
Customer Service Representatives, 48
nonunion workers, 30
Wagner Act. See National Labor Relations Act
Worker participation programs. See also Employee
Involvement Quality Council; Employee Partic-
ipation Committees
consultative vs. substantive, 34
development and deployment of technology, 8-11
NUMMI and Saturn, 31-33
in union and nonunion settings, 33-35
Worker voice
as benefit of unions, 30
expansion options, 12-19
options, 35-36
Workers Technology Skill Development Act of 1993,
10-11
Workplace of the Future initiative, 66-67
Works councils, 4, 14-16,35
WPOF. See Workplace of the Future initiative

Xerox, 3, 19,30



