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Being Worker-Conscious
In the New Year

2003 has come and gone. Last year we encountered contract
negotiations, EISP offerings, several unfair and disparate
treatment grievances due to poor company decision-making,
and we even had to deal with legislative attacks on the right to
receive extra pay for some 8 million workers when they work
beyond 40 hours per week. Well, it looks like there’s more to
come in 2004. The saga continues with the attack on the over-
time; and of course companies—Ilike Verizon, continue to at-
tempt to find ways to do more for less. As working persons,
we must continue to be conscious of matters that involve the
infringement of our rights for pay, decent working conditions,
and a good quality of life.

“It doesn’t effect me”, some might say, and that may be the
case right now, but, the truth of the matter is “what goes
around comes around”—and it WILL eventually effect
everyone usually in the end. We, as union members, must
take a proactive role in responding to issues that effect any of
our fellow working brothers and sisters. We must remember
the familiar union adage that says,*“an injury to one is an
injury to all.” Recently, there has been much publicity about
the current administration and the Department of Labor
attempting to make regulatory changes that could cost those 8
million persons that we mentioned previously their overtime
rights. We, as working persons and most importantly as union
members, must make known our opposition to any kind of
legislation that will remove the bread and butter from our
tables that so many of our predecessors fought diligently for.
We must write letters, send e-mails, place phone calls, sign
petitions, and do what is ethically necessary to prevent any
adverse legislation effecting working people.

We run this country. We are the working persons who
labors, who builds, who manufactures, who services. We as
working persons have the know-how—we can measure
through our own progress and provide a hypothesis for
research and development and provide feedback for any posi-
tive change. We labor hard and long hours to make this
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country prosperous. It is our right and our responsibility to
become worker-conscious—being alert to any legislation or
practice of unfair treatment against the working class and then
to acton it.

You are encouraged to participate in the labor movement by
getting involved with your union. You are the eyes and the
ears of our Local. If you see an unfair practice within your
work group—notify your Steward or Union Representative
immediately. Very often we allow things to happen as they
may, and in some situations this may be the best option, but
most of the time, if we do not take a proactive stand against
worker injustice we will have made more of a mountain and
the situation worsens. For instance; in an office where the
phones are ringing off the hook and there is not enough
help—management decides to answer the phone declaring, “I
was just helping out”. It may be true now that management
was just helping out but if the action continues the company
will never see that there needs to be an increase in head count.
As a union member, you can take a proactive role by asking
management not to answer the phones. If the action contin-
ues, contact your Union Steward who may have to file a
grievance on your behalf requesting the company to cease and
desist. On an added note, there may be some supervisors out
there that may argue that management can do some bargained-
for work (usually they’ll say 10%). Thisisso far from the
truth! Your union contract identifies whom we represent and
for what jobs—it does not provide management that flexibility
to do work at all (period).

So, you see, we all have a part to play in ensuring that
workers rights are not violated within the company and
outside of the company. Why not let your New Year’s
resolution liken that of being a more worker-conscious person.
And remember—an injury to one is an injury to all.

Happy New Year! --Byron “Chuck” Taylor

Deadline Approaching for Joe Beirne Scholarships

Joseph “ Joe”

> Eligible for the scholarships are CWA members and their Anthony

families Beirne
> 30 partial scholarships — up to $3000 each to be awarded
> Second-year scholarships available for same amount

contingent upon satisfactory academic achievement
» Deadline: March 31, 2004 Founder of
> For more information and to apply on-line go to: CWA

WWW.cwa-union.or g/member g/beir ne



http://www.cwa-union.org/members/beirne
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Dear Union Brothersand Sisters:

In a December 10, 2003 opinion
piece in the Virginian-Pilot, Mark
Weisbrot, co-director of the Center
for Economic and Policy Research,
wrote about “Unions losing basic
rights to organize.” Today in our

country 13% of the workforce is organized, op-
posed to 30% in the 1960s. The right to organize
was established in 1935, during the New Deal.
But this right has been so eroded in recent de-
cades that—to the disgrace of the world’s richest
democracy—it hardly exists at all.

Tens of thousands of workers are fired each
year in violation of U.S. law for joining or at-
tempting to organize a union. But the penalties
for employers are so slight that they have what
Human Rights Watch calls “a culture of near
impunity.” Employers can also refuse to negoti-
ate for years with a union even after it is recog-
nized, effectively negating their legal obligation
to bargain.

Abandoning this basic right to freedom of
association has had enormous economic conse-
guences. Each year the United States is becom-
ing more like Latin America and much poorer
countries in its economic and social division into
haves and have nots.

There is a bill in Congress that could make a
big difference. The “Employee Free Choice Act”
would allow for unions to be certified on the basis
of member signatures, or “card check”. In other
words, if the National Labor Relations Board
certifies that a majority of employees have signed
up to join a union, this would be sufficient.

Under the current system, signature gathering is
followed by a vote on whether to approve the
union. Very often the employer uses coercion,
including firings, warnings of relocation and
other threats as well as “captive audience” meet-
ings to force a “no” vote.

The bill would also strengthen workers’ rights
to organize by allowing the courts to use
injunctions and fines against employers who
break the law. It also provides for mediation and
if that fails, binding arbitration, in negotiations
for a first contract. This is necessary to prevent
employers from stalling for as long as 12 years
after a union is certified.

The right to freedom of association is a funda-
mental human right, and it is a national
embarrassment that our society and legal system
do not recognize this right for American workers.
A recent Peter Hart poll found that 47% of non-
union workers-——bout 50 million people—would
opt for a union in their workplace if they could.
This legislation won’t make their wish come true
overnight, but it’s a good start.

At its July 7, 2003 meeting, your Local Execu-

tive Board approved a resolution on
“Collective Bargaining Rights.” The
resolution reads, in part, there is some
cost to collective bargaining, but you
can’t have a democracy without it and
you can’t have a large middle class with-
out it. Increasingly, you can’t have
health care coverage or a defined pen-
sion without it. Represented workers
earn 26% more, are 50% more likely to
have health care coverage and 300%
more likely to be covered by a defined
pension than workers without a union.

The collapse of collective bargaining
in the United States is almost a secret in
this country. It’s time we bring this
crisis out in the open, shed light on it
and initiate a public debate on how to fix
it. We must begin in our workplace with
our members.

In Unity,
Louie

locate his name in
the Nov/Dec
newsletter.

Locate your name
hidden in ALL
CAPS in this
issue—just call the
Union Office at
(757) 456-2202 &
we’ll put $10.00 in
your pocket!

Read it in the
CWA VOICE

CONGRATULATIONS!

To Adrienne Long and Audrey Collins who won the $5.00
door prizes at the January 12" Membership Meeting.

Annette Harris’ name was drawn for the Pot-of-Gold
worth $132.12 at the January 12" Membership Meeting.
She was not present to claim her prize.

The Pot-of-Gold grows to $154.14.

JOIN USAT THE NEXT MEMBERSHIP MEET|NG
ON MONDAY, MARCH 8,2004 _\\' 7/,
7:30 P.M. D
IRONWORKERS HAL L
5307 E. VIRGINIA BEACH BLVD
NORFOLK, VA

ATTENTION

THE RESUME WRITING AND INTERVIEWING
SKILLSWORKSHOP
that was to be hosted by our Local’s
Community Services and Education Committees
in December was postponed to allow for greater

participation.

If you are interested and feel that you will benefit from this
workshop, please call the Union Office on (757) 456-2202
or e-mail your name & telephone number to
Btaylor@CWA2202.0rg



mailto:Btaylor@CWA2202.org

CWA National Customer Service
Marketing and National Operators
Conference

September 2003
BY CAROL CASTILLO

More than 300 Operators and Customer Service
Representatives from throughout the country
came together for CWA’s first combined Nation-
al Operator and Marketing Conference, that was
held September 24-27, in Fort Worth, Texas.

Telephone Operators and Service Reps, US Air-
ways Reservations Agents, Newspaper Ad Sales
Workers and public employees found common
ground in the work they do and the challenges
they face—particularly corporate globalization
and the offshoring of jobs.

We heard from Mayor Moncrief about taking
pride in helping our customers as well as our
charge to get involved in issues of healthcare and
legislation. CWA President Morton Bahr,
Secretary-Treasurer Barbara Easterling and
Executive Vice President Larry Cohen expanded
the Mayors’ challenge and introduced the
conference theme: “Today’s Goals, Tomorrow’s
Achievements.”

In plenary sessions we explored: Keeping and
Growing Bargaining Unit Work; Monitoring
Statistics and Unreasonable Sales Objectives;
Fighting Global Outsourcing of Customer Service
Work; Job Redesign to Reduce Stress and Im-
prove Customer Service.

Plans were made for all to participate in a Glo-
bal Customer Service Professionals Day. Which
successfully took place on October 8. Part of the
plan was the wearing of solidarity stickers in the
workplace, and to encourage our employers to
promote “high-road” customer service.

President Bahr spoke of the solidarity of our
members nationwide, the AFL-CIO’s commit-
ment to a change-carrier campaign, and the out-
spokenness of public officials that led to the
successful conclusion of the recent Verizon bar-
gaining.

“We know who our friends are in public
office,” Bahr said, “and we’ve got to elect more
of them. Most important for jobs and the econo-
my, we’ve got to defeat the incumbent in the
2004 Presidential Election.”

“It doesn’t matter where we work, or for what
company,” Easterling said, “the work is the same,
and the challenges we face are the same.”

“Threats of outsourcing are faced by customer
service professionals regardless of where they
work. The stress, monitoring, relentless sales
guotas, scheduling problems, health and safety
issues, lack of time to catch up and to breathe are
issues faced around the globe. Our response must
be global as well,” Cohen stressed.

He urged members to promote “high-road”,
professional customer service—value added by
friendly, courteous service and the ability to sell
bundled services—as the alternative to “low-

Pictured L-R: Rosemary Batt, Prof School of Indstrl & Lbr
RItns-Cornell University, Carol Castillo-VP Local 2202, & Irene
Moggart, Rep Community & Public Sector Union-Australia

road” service, characterized by scripting
and pressure to quickly get the customer
off the phone.

Communications unions around the
world participating in Union Network In-
ternational would urge employers to adopt
high-road customer service by wearing
solidarity stickers in the workplace
throughout Call Center Workers” Global
Action Week, October 6-10.

Another strategy for keeping customer
service jobs in the United States, Cohen
said , is to promote legislation at the state
level such as a “right-to-know” bill. The
bill would require call center reps to
identify the company that actually em-
ploys them, where they work, and if they
are not using their real name, their alias.
A call center college in Delhi, India, ac-
tually trains reps to make small talk in
English and to use names like “Jerry” or
“Mary”.

Rosemary Batt, of Cornell University,
(pictured above) outlined future trends
such as online customer service. AT&T is
already experimenting with “e-care” and
“e-chats” via a web page, in some cases
linked to India. “Whether we do that work
and how it is shaped is a management
choice. The union needs to get involved
to make sure management makes the right
choice,” she said. (see“Conference’ next

page)

Don’t
Forget...

Verizon Worker’s
Comp Claims Changes
Hands

The Union has been advised
that worker’s compensation
claims for Verizon has been
outsourced (contracted out) to
Sedgwick CMS in late Novem-
ber. This work was previously
performed in house by Verizon
management employees.

Sedgwick CMS is a third party
administrator specializing in
claims management and has
managed the claims for
employees of Verizon’s non-
regulated companies, as well as,
all claims for Verizon west.

The process for reporting a
claim will not change. The
Verizon supervisor will continue
to be responsible for reporting the
incident to the Safety
Compliance Service Center.
Additionally, the company
advised that Sedgwick would
send individualized letters to
each pending claimant and others
involved during its” implementa-
tion period.

Also; there is a union liaison
and point-of-contact with Sedg-
wick should there be a matter that
requires union assistance.

On an added note, worker’s
compensation payments will
continue to be distributed through
payroll.

CWA still wears RED on Thursdays.




On Legislation

Where Do We Go From

Here?
BY AUDREY R. COLLINS
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Well, the November election is
over, what’s next? I’ll tell you—
nothing has changed. Voter partici-
pation was low to say the least. Most
cities only had about a 20% voter
turnout. What does that say about
us, the citizens of Hampton Roads
and the State of Virginia? Do we
even care?

Sometimes, | wonder, can we all
see and feel how our state legislative
policies have effected us in one way
or another. Our children’s schools
are overcrowded and under-funded;
our roads are bad—JUST BAD! We
need new roads, expanded roads and

more! City services are strained or
non-existent and it’s all blamed on

FMLA

the lack of money from the state. You
are probably thinking, “what can | do
to change what they are doing in Rich-
mond?” Well, start by holding your
legislative persons responsible for
every vote that he or she supports. We
must voice our opinions on what’s
being debated on the floor in order to
have any chance of changing their
minds. And if all else fails, then we
will have to just vote them out.

Your vote is one vote, but your vote
and your co-worker’s vote and your
families’ vote, and your friends’ vote
is equivalent to a lot of votes. Think
about it.

If your case has already been cer-
tified, you should receive a per-
sonal certification form that only
you need to review and fax back
to the ARC. Make sure to fax

Don’t Be Denied Your Rights
BY PAULA TERVEER

Without FMLA many of us would be unable to take excused
time off to care for our own serious health conditions or that of
a close family member. As everyone knows, most businesses,
especially Verizon, would like nothing better than to see an end
to FMLA. Since FMLA is law, employers are forced to follow
those laws. Lately, it seems many of our members have medi-
cal conditions that fall under the FMLA guidelines and are
being denied excused time due to technicalities involving paper-
work. Don’t let this happen to you. Unfortunately, the burden
of getting the time approved falls on us. This means more than
dotting your ‘i’s and crossing your ‘t’s.

& First, make sure the ARC (Absence Reporting Center) has
been notified of your absence. Your supervisor or absence
administrator is responsible for notifying the ARC. You
should receive the necessary paperwork within 5 business
days. If you don’t, call the ARC at (800) 377-7333 and
request it. Get the paperwork filled out by your doctor as
soon aspossible. You have 25 calendar days from the first
day of absence to get the paperwork in.

& Fax the forms to the ARC yourself (do not rely on the
doctor’s office to do this). Make sure you use a fax that
will give you a confirmation that your fax was received.

& Don’t assume no news is good news. The opposite is often
true. Approximately one week after the forms are faxed,
follow-up with a phone call to the ARC to verify receipt of
the forms and ask if they are approved yet. If approval is
still pending, wait a few days and call back. If you are told
additional information is needed, ask (politely) what it is.
Most of the time they will tell you. At this point, get the
form back to your doctor and let him or her know what’s
needed and fax it back to the ARC. Make sure to get a
confirmation of this fax also.

& Don’tstop here. Call back in a few days and verify all is
ok

this back as soon as possible and
get a confirmation the fax was re-
ceived. The personal certifica-
tion has the same 25-calendar day
deadline. Again, call the ARC to
verify receipt of the form. After
following the above guidelines, if
you are still having problems,
call Bill Sonnik, our Health Care
Coordinator, at (888) 571-7218.
Bill can be a wealth of informa-
tion and can cut through the red
tape to help us. Just don’t wait
until after the time limits are up
to call. 1 know this sounds like a
lot of work (and it is), but in my
opinion, ““an ounce of prevention
is worth a pound of cure.”

(“ Conference”, continued from
previous page) Foreign guests
addressing the conference high-
lighted the global pervasiveness
of low-road outsourcing and out-
lined steps their unions are taking
to combat it. Andrea Snowden,
Executive Board member and
Customer Service Chair of the
United Kingdom’s Communica-
tion Workers Union, talked about
the “Pink Elephant Campaign”
her union is running to let people
across England know how many
British Telecom jobs are being
outsourced. (See“ Conference’
on next page)
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On Community Service
Adopt-A-Bear
BY
BYRON CHUCK
TAYLOR
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Services Committee was
charged with the task of
finding homes for some
small, lovable green and
red plush bears. Ninety-
six bears, a charitable
contribution provided by
the RUSS® Company,
are to be given to
children of need and
who are institutiona-
lized at the Saint Mary’s
Infant Home and the
Children’s Hospital of
the Kings Daughters
(CHKD), both in
Norfolk.

However; the giving
did not just stop there.
Our committee ran with
the “Adopt-A-Bear”
concept on short notice,
and solicited their co-
workers, families, and
friends to contribute
$5.00 to have their
names put on special
tags—compliments of
this Local to be deli-
vered with the cuddly
bears to the children.
The proceeds of this
project will benefit both
the FoodBank organiza-
tions on the Southside
and the Peninsula.

We are proud to an-
nounce to you that the
total proceeds raised
were $445.00. Thanks
to all of our members
and friends who gave of
their time and treasures
to “Make Someone
Happy this holiday
Season”!

The CSC is scheduled
to deliver the bears on
Sunday, January 25"







