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4
OPERATING EXPENSE
4.3
ACQUIRE CUSTOMERS
DAA-0301 – Develop and Support Market Research

Description:
Activities related to planning, designing, coordinating and execution of primary and secondary market research (including Customer Value Measurement (CVM) studies and measures) and coordinating and leveraging existing knowledge through centralized processes such as the Market Resource Centres and database marketing groups.  Also includes support activities such as the collection, compilation and dissemination of marketing data, modeling analysis such as the creation of SPI models, and campaign results data preparation.

Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DAA-0302 – Plan and Develop Markets

Description:
Activities related to analyzing market data, planning and developing segment/market strategy (strategy development and marketing tools) for the retention of existing customers and acquisition of new customers.  Also includes developing loyalty programs and offers, creating, designing, scheduling and implementing marketing campaigns and launching program builds.
Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DAA-0303 - Manage Markets

Description:
Activities related to monitoring markets, tracking and measuring financial performance, customer satisfaction and quality performance, evaluation of results, including post offer review, and subsequent adjustment of marketing programs, if required.  Also includes activities related to the hand-off of new and/or enhanced products/services initiatives from product management to marketing.

Methodology:
These expenses are assigned to the segments based on employee as well as related salary ratios derived from organizational analysis by segment.

DAA-0304 - Perform Marketing Services - Specialty & Prepaid Cards

Description:
Calling card marketing activities, specifically relating to Ex-Pat card ongoing billing and special promotions of pre-paid phone cards.

Methodology:
Expenses associated with the Toll products are assigned directly to the other segment.  The remaining expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DAB-0307 - Advertise Products & Services - Consumer

Description:
Consumer advertising and promoting activities relating to local, competitive and brand management products and services for Bell only.  Campaigns are divided amongst several market segments using print, TV, radio, inserts, billboard, direct mail, media buys and agency work, etc.  Relates to all campaigns that are not supported by SRCI.

Methodology:
These expenses are assigned to the segments based on a ratio derived from project analysis by segment.

DAB-0308 - Advertise Products & Services - Business

Description:
Business advertising and promoting activities relating to local, competitive and brand management products and services for Bell only.  Campaigns are divided between small, medium and corporate market segments, using print, TV, radio, inserts, billboard, direct mail, media buys and agency work, etc.  Relates to all campaigns that are not supported by SRCI.
Methodology:
These expenses are assigned to the segments based on a ratio derived from project analysis by segment.

DAB-0309 - Advertise - Broad Communications

Description:
Broad advertising activities related to enhancing Bell’s reputation & image as well as positioning Bell in the market place using TV, radio, print, direct mail , media buys and agency work, etc.  Also includes branding and identity related to the development of new trademarks, management and protection of Bell’s brand and product/service trademarks.  Does not refer to any Bell’s specific products or services.
Methodology:
These expenses are assigned to the segments based on a ratio derived from project analysis by segment.

DAB-0310 - Advertise - Events & Sponsorship

Description:
Activities related to sponsorship and/or event marketing, and tradeshows.  Includes contract negotiation and budget management (entry fees for sponsorship, etc..), coordination and organization of leveraging activities such as tradeshows, brand positioning, promotion, demonstration of products and services, public relations and advertising activities related to events, media relations, research and coordinating agency work.

Methodology:
These expenses are assigned directly to a common category. 

DAC-0315 - National Marketing & Advertising Activities - SRCI

Description:
Costs billed by SRCI relating to Bell’s share of advertising and promoting national Stentor products and services.  Also includes Bell’s share of SRCI costs other than advertising, R&D, regulatory support and Beacon & New Broadband initiatives.

Methodology:
These expenses are assigned to the segments based on a ratio derived from project analysis by segment.

DBA-0321 - Sell Products & Services - Phone Centre Consumer

Description:
Activities related to selling and leasing products and services to the consumer market through Phonecentres and Teleboutiques.

Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DBB-0322 - Sell Products & Services – Telemarketing Consumer

Description:
Activities related to selling and leasing residential products and services through telemarketing sales forces.

Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DBC-0323 - Sell Products & Services - Operator Services

Description:
Activities performed within Operator Services, relating to the Revenue Generators Project (RGP), such as Hello Phone Pass sales and other toll & local revenue stimulation activities.  Includes stimulation and retention of local telephone services and assist centers.

Methodology:
These expenses are assigned directly to the other segment.

DBD-0324 - Sell Products & Services - Other Consumer Market

Description:
Activities related to selling products & services to consumer customers including determining customer requirements and promoting the use of telecommunications services.  This activity includes the expenses associated with the Business Office clerical staff, who provide administrative support for this activity.  Also includes sales activities related to Beacon and Bell’s portion of SRCI costs for selling Beacon.

Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DCA-0341 - Sell Products & Services - Nexxia

Description:
Includes the commission paid to Nexxia related to their sale of legacy Bell products and services to Nexxia customers.

Methodology:
These expenses are assigned to the segments based on associated revenue by segment.

DCB-0342 - Sell Products & Services - Telemarketing Business

Description:
Activities related to selling and leasing small business products and services through telemarketing sales forces.

Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DCC-0343 - Sell Products & Services - Sales Representatives

Description:
Costs incurred by sales representatives on activities aimed at obtaining sales or providing sales related assistance to business customers.  Such activities include visiting the customers premises, co-ordination of cutting over terminal equipment and request for CPE connection.  Also includes assistance of I&R field forces on maintenance contract bids & sales bids and any associated Results Achievement program accruals.

Methodology:
These expenses are assigned to the segments based on employee as well as related salary ratios derived from organizational analysis by segment.

DCE-0345 - Sell Products & Services - Phone Power Bell

Description:
Activities related to selling Phone Power services to business customers, including determining customer requirements, promoting the use of telecommunications services and administering customer accounts.

Methodology:
These expenses are assigned directly to the other segment.

DCF-0346 - Sell Products & Services - Other Business Market

Description:
Includes any Results Achievement Program accruals and selling not captured in specific selling activities (i.e. DCC-0343 and DCH-0348).  Also includes Business Office activities related to selling products & services to business customers, including determining customer requirements and promoting the use of telecommunications services.  This includes the expenses associated with the Business Office clerical staff, who provide administrative support for this activity.

Methodology:
These expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DCG-0347 - Provide Engineering & Technical Services

Description:
Activities related to the administration of customer services contracts, unbillable contract costs, engineering technical support, partial cable distribution systems, and promoting the sale and implementation of distance learning solutions.

Methodology:
Expenses associated with CSG (Carrier Services Group) are assigned to the segments based on organizational analysis.  Expenses related to Business Systems Engineering are directly assigned to the Other segment.  Remaining expenses are assigned to the segments based on a revenue ratio of associated products by segment.

DCH-0348 - Sell Products & Services - Gateways

Description:
Gateways activities, including sales to multiline customers, and sale of multiline products by Sales Reps.

Methodology:
These expenses are assigned directly to the other segment.

DCI-0349 - Sell Products & Services - Phone Centre Business

Description:
Activities related to selling and leasing products and services to business customers through Phonecentres and Teleboutiques.

Methodology:
These expenses are assigned directly to the other segment.

DDA-0361 - Sell Products & Services - Coin and Public Telephone

Description:
Selling activities related to LaPuce and the Hello Card Fulfillment Center such as marketing to promote, distribute and sell the cards and the cost of maintaining the vending machines.

Methodology:
These expenses are assigned directly to the other segment.

DDB-0362 - Perform Other Sales Support Activities

Description:
Activities performed in the Teleboutiques/Phonecentres to support sales efforts such as material ordering and handling.  Includes costs associated with the retail sales operation, including credit card commissions paid to credit card issuers, dishonored cheques, credit card charge-backs and uncollectible outright sale revenues.  Also include activities performed in the management of the sales channel, system support, budgeting, inter-city co-ordination and miscellaneous costs.

Methodology:
Expenses associated with Inter-City Co-Ordination and those related to SL ‑ ORS (Outright Sale) are directly assigned to the Other segment.  Expenses related to Marketing Services are assigned to the segments based on a composite ratio of related functions within the activity, DDB-0362.  Remaining expenses are assigned to segments based on a composite salary ratio of related functions within activities DBA-0321, DCI-0349, EAE-0405 and EAE-0406.
DDC-0363 – Develop & Operate Marketing Systems – CGI/ISIT

Description:
Bell Canada’s share of CGI and development activity costs relating to the Acquire Customers process.  Also includes Costs billed by CGI and ISIT for data processing, system development and system administration projects related to market sales.

Methodology:
These expenses are assigned to the segments based on a ratio of associated project costs.

DDD-0364 - Provide Post Sales Support - Business Office Consumer

Description:
Activities related to post sales support for Consumer Customers.  The tasks included within this activity include answering customer questions and providing them with supplementary information on products or services after the sale has been completed by the distribution channel.  Includes support for Beacon & New Broadband Initiatives.

Methodology:
Expenses associated with Post Sales Support, Business Office and CS-Bus.  Office Clerical Support are assigned to the categories based on an organizational analysis of related salaries by segment.  The remaining expenses are assigned to the segments based on a composite salary ratio of related functions within the activity DBD-0324.
DDD-0365 - Provide Post Sales Support - Business Office Business

Description:
Activities related to post sales support for Business Customers.  The tasks included within this activity include answering customer questions or providing them with supplementary information on products or services after the sale has been completed by the distribution channel.

Methodology:
These expenses are assigned to the segments based on a salary ratio, associated with business office operations within activity DCF-0346.

DDD-0366 - Provide Customer Training

Description:
Activities related to customer communication seminars dealing with products and services, customer instruction in the use of equipment and services, writing of instruction manuals, service evaluation and network protection work.  Excludes Business Office Post Sales support (DDD-0364- & DDD-0365).

Methodology:
Expenses associated with Gateways - Training Services are assigned to the Other segment.  Remaining expenses are assigned to the segments based on a salary ratio derived from organizational analysis by segment.

DDE-0367 - Manage Sales Channels - Business Market

Description:
Activities related to managing and supporting sales activities in the Business Markets.  Includes review business customer requirements, determining service requests for special events and preparing sales plans for business sales and services.  Also includes any associated Results Achievement Program accruals.

Methodology:
These expenses are assigned to the segments based on related salary ratio derived from organizational analysis by segment.

DDF-0368 - Commissions - Credit Cards

Description:
Commissions paid to credit card companies related to the Card Phone system.

Methodology:
These expenses are assigned directly to the other segment.

DDF-0369 - Commissions - Hotel

Description:
Commissions paid to hotels on revenues from messages originating at hotel guest rooms.

Methodology:
These expenses are assigned directly to the other segment.

DDF-0370 - Commissions - Public Telephone

Description:
Commissions for coin telephone occupancy privileges and for the rented space of Hello Card vending machines.  Also includes commissions paid to distributors related to the sale of Payphone Cash cards and Hello prepaid calling cards.

Methodology:
Expenses associated with Public Telephone and Payphone Cash Card Commissions are assigned to the segments based on associated revenue by segment.  The remaining expenses are assigned to the Other segment.

DDF-0371 - Commissions - Other

Description:
Commissions to Outside Collection Agencies & credit card agents related to the Ex-Pat Card.  Also includes billing fees charged by the billing agency (SNET).

Methodology:
These expenses are assigned directly to the other segment.

DDG-0381 - Cost of Expertise Sold – Acquire Customers
Description:
Labour and material costs associated with the provision of expertise within Acquire Customers such as amounts paid to outside suppliers for extended warranty plans, consulting services, telecommunications management, provisioning of management service contracts and end to end solution to customers, determining the availability of support structures, estimating charges for the installation of drop wires, inspections in accordance with agreements with the lessee and other miscellaneous work.

Methodology:
These expenses are assigned to the other segment. 

