


T E L E C O M M U N I C A T I O N S :  I T ’ S  Y O U R  C A L L

Without Quality, Partners Will Turn Elsewhere
In the ultracompetitive world of telecommunications, 
IBEW members set themselves apart by their commit-
ment to quality. 

“Quality to me is knowing the customer will not only 
recommend our products, but will recommend me per-
sonally as a technician,” said 
Stuart Douglas (pictured 
le�), who works for AT&T’s 
DirecTV and is a chief 
steward for Boise, Idaho, 
Local 291. “Our reputation 
is as valuable as the service 
provider.”

Technicians communicate 
face to face, but call center 
employees are the customer’s 
�rst contact with the compa-
ny. Making a strong initial impression is essential.

“Quality is knowing my customer remains committed 
to our brand and continues to have a positive experience 
with the services we provide and I assist with,” said Local 

291 member and DirecTV loyalty agent Dusty Mitchell 
(pictured right). “It’s making sure that customer, no mat-
ter the issue, hangs up the phone with a smile.”

We do everything possible to get the job done right the 
�rst time. Consumers have many other options to choose 

from—they won’t hesitate to 
do so. 

Quality is also essential to 
maintain relationships with 
longtime partners such as 
Verizon, which has entrusted 
members of East Windsor, 
N.J., Local 827 to build out 
its FIOS network.

“I want them to contin-
ue to build that out here in 
the state of New Jersey so all 

of our members will have the ability to retire,” Business 
Manager Robert Speer said a�er the IBEW reached an 
agreement in July 2018 to extend its contract with Verizon 
until 2023.

S P A R Q  G O E S  LOC A L

Quality begins with training, and the National Training Institute (NTI) is key to making sure 
that IBEW apprenticeship instructors are the best. �is year marked the electrical training 
ALLIANCE’s 30th NTI, which included more than 2,100 participants.
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