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Editorial 
It really seems like it was only yesterday that we were preparing for last year’s AGM and casting an 
eye over 2006.  Looking back over 2007 it becomes clear that the world in which all our members 
work is changing at a break neck pace and the prospects of perpetual change at an even faster  
 
 
 
 
 
 
 
pace and an uncertain economic future are going to set the CWU and it’s member’s significant chal-
lenges in 2008. 

On the Telecommunications side of the union we are also facing a change.  Jeannie Drake, 
(DGS) who will be attending the AGM in Shrewsbury this year is moving on, she has been a fantas-
tic servant to the CWU and the branch and will be greatly missed, we wish her well for the future. 

This of course creates a vacancy and you will all have a chance to vote for her replacement very 
soon.  The branch will be nominating Andy Kerr, so look out for his name on the ballot paper be-
cause we will be urging members to vote, vote early and to vote Andy, and in case you forget we 
will send out reminders nearer the time. 

2007 was an incredibly busy year, we estimate that the number of sick warnings, grievances, dis-
ciplines and personal cases must be well over 400, we’ve all had significant successes and the ex-
perience and expertise that the officers have drawn upon is likely to be tested to the full this year 
again. 

The issue that will affect large numbers of our members will be the Agency Worker’s Campaign, if 
in 2008 we are able to deliver a change which gives our Manpower members equal treatment and 
rights at work it will be a major victory whose effect will be felt for generations to come. 
Finally, I’d like to thank you all for your support over 2007 and I look forward to meeting as many 

of you as I can at the Branch and Section AGMs over the next few weeks. 
 
All the best for 2008. 

Branch AGM 
7:30PM 

Friday 7 March 2008 
Prince Rupert Hotel, Shrewsbury 

North Staffs Section AGM 
7:30PM 

Wednesday 27 February 2008 
Fat Cats, Hanley 

We are all busy people.  Busy at home, busy at 
work, too busy to take in all the information that is 
given to us.  Out of the 1,700 members the Branch 
represents, how many will actually read this 
article?  The difficulty is deciding what’s important 
and the dangers of doing nothing.  In the next few 
months you will be asked to take part in various 
elections. Whether it’s to elect the Union’s national 
officers, to accept a pay offer, or elect a local 
Councillor where you live, you will be asked to 
make a choice. 

Some members will diligently complete and post 
their ballot papers and brave pouring rain to go 
and vote but the ever increasing majority simply 
leave it to others to make the decisions for them.  
Too often the apathetic feel their is no point, that 
nothing changes.  Turnouts at elections are 
affected by a good storyline in Eastenders  and 
the weather. 

Voting is important even if you’re voting for the 

lesser of two evils. Union Officials elected with less 
that 20% of the vote are not given much 
confidence and low turnouts leave the CWU wide 
open to a takeover from extremists. 

On the pay ballot last year for BT members 
25,5327 failed to vote and in 02  only a third of 
members bothered to reply (either voting for 
against the offer).  The message to the 
management? That many employees aren’t 
bothered about their pay, at least not enough to 
sign a cross and put it in the post. 

In political elections we have seen the rise of the 
BNP, electing councillors in areas of low voter 
turnout.  Adolf Hitler’s Nazi Party was elected in 
Germany and once in power promptly stopped all 
democratic elections. 

High turnouts at elections give those elected a 
mandate and the confidence to do their job, stops 
complacency and perhaps more importantly stops 
the extremists gaining power. 

‘All that is necessary for the triumph of evil is that good 
people do nothing’  



intercom  february 2008  -  AGM  Special 

3 

 
A ground 
breaking 
agreement 
in Customer Services Call Centres will restore 
decision making to managers. John Turnbull 
reports. 
In recent years there has been frustration among 

customer service advisors and union reps over 
decisions that should have been made by line 
managers, actually being made at regional or 
national level.  According to BT’s own policies the 
decision to award a warning for sick lies with your 
manager, yet time and again it became clear, and 
more importantly was admitted, that it was 
regional policy that sick warnings were mandatory 
regardless of individual circumstances. 
Members needing time off urgently found it 

almost impossible to get a decision from their own 
manager.  The decision was made by the national 

Command 
Centre who 
didn’t know 
the individual 
and the 
answer was 
invariably no.  
Members 
began to 
wonder what 
the point of 
local 
managers 
was apart 
from 
compiling 
more and 
more statistics. 
The new 
Leading the 
Way 
agreement 
has put the 
decision 

making firmly back with line management.  The 
union believes that this is the only way we can 
ensure that decisions will be based on common 
sense and reasonableness. 
The agreement will not 

change these practices 
overnight.  Some managers 
haven’t been making decisions since they started, 
having been dictated to from above.  Others will 
believe that to keep senior managers happy that 
they should continue in the same way as before.  
As a union we do have sympathy with some of the 
managers, we’re fully aware of the weekly 
conference call where individuals are named and 
shamed in front of their colleagues, of site 
managers being told to put all their managers on 
PiPs.  Managers are told that if they don’t improve, 
i.e. get more out of their team, not only will they 
lose their bonus but they will end up on Poor 
Performance and face the sack. 

 
Don’t however 
mistake 
sympathy for 

softness, under Leading the Way, unless there is a 
paper trail to more senior managers which reveals 
the true decision makers then it will be the 
individual manager who will be seen as breaching 
the agreement when discretion isn’t used. 
Surely good management is being able to decide 

when a warning is justified; acknowledging 
personal circumstances and taking into account  
an individuals’ previous record?  As I pointed out 
to one regional manager, if there is no discretion, 
if everybody is treated exactly the same way, you 
lose goodwill from everybody.  If an individual has 
been absent but normally struggles to come back 
in to work, even though they’re not 100% fit, they 
are less likely to do this if they know they are 
going to get a mandatory sick warning.  Their view 
will be that the company doesn’t respect their 
loyalty so why not stay off until fully recovered? 
Not surprisingly the regional manager was not 
impressed with my logic! 

Morale is low among members in BT Retail 
Customer Service Call Centres. The agreement 
following the historic one-day strike in 1999 
should have brought the micro-management of 
individual targets and the worst aspects of 
management ‘style’ to an end.  Yet the union 
failed to police the agreement fully and members 
not knowing what was expected of their 
management were unable to recognise when the 
agreement was being ignored.  The Leading the 
Way agreement simply has to work.  Following the 
initial meeting with Duncan Ingram where the 
worst examples of management style (including 
examples from Shrewsbury and Stoke) were listed 
by the union, many hours have been spent 
negotiating an agreement that senior 

management have signed up to.  
The key will be enforcing the 
agreement at member level and 
ensuring that site managers are 

not being pressurised from elsewhere. 
Leading the Way has been agreed in good faith 

and union reps will be working alongside 
members to monitor changes in management 
style.  Both myself and Dave Tee have met the 
managers in Stoke and Shrewsbury to explain the 
agreement, given them all copies and let them 
know that every member in both call centres has a 
copy too.  It’s now down to the members to 
provide us with the evidence that the agreement is 
working or not, we all hope it succeeds otherwise 
PiPs and mandatory warnings will become a 
widespread common practice in all of BT. 

LEADING THE WAY 

Line Managers should take account of personal 
circumstances in all management activities 
especially in relation to attendance, annual 
leave overrides, special, casual, flex leave, 
absence and performance.   Leading the Way 2007 

Managers need freedom to be allowed to 
manage their people....Leading the Way 2007 




