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S T I P U L A T  

following deposition of lC&TliIZEU-l& 

R was taken on oral e: 

SIVU\.=, A.u1 of discovery, 

for such other uses and purposes as may be permitted by the 

Florida Rules of Civil Procedure and other applicable law. 

Reading and signing of said deposition by theuftrtesses is 

not waived. All objections, except as to the form of the 

question, are reserved until final hearing in this cause; 

and notice of filing is waived. 

* * * * * * *  

Thereupon, 

KATHLEEN GARGIULO and 

KATHRYN MILLER 

were called as witnesses, and having been first duly sworn, 

were examined and testified as follows: 

US. RICHARDSON: Today is a deposition of both 

Kathleen Gargiulo and Ms. Kathryn Miller from Southern 

Bell. My name is Sue Richardson, I'm representing the 

Office of Public Counsel, and with me will be Walt 

Baer . 
MS. WILSON: I'm Jean Wilson, I representLthe 

Staff of the Florida Public S e r v i c e  

w i t h  me here today are Stan Greer 

ACCURATE STFXWIPE REPORTERS, Inc. 
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MR. c3AKmR: My naw is Phillip carper, and I 

represent Southern Bell. 

appearances, I have a brief statement I want to put on. 

It's the usual stuff. 

If we are thzrcogh vith 

MS. RICHARIZSON: A l l  right. 

MR. CARVER: This is just the same stipulations 

that we typically put on at the beginning of all the 

depositions. 

MS. RICHARDSON: Fine. 

MR. CARVER: Basically, I just wanted to note that 

we stipulate to proper notice, we have no objection to 

the time or to the place. I would note that the notice 

does not list them as corporate representatives tso 

testify on a designated area of inquiry, but rather 

they are noticed by name, so for that reason the 

inquiry can cover anything that's related to the 

docket. I would ask, though, that all the parties go 

ahead and ask whatever questions they might have itoday 

so that we can obviate any need to have these witnesses 

back again in the docket later. We also stipulate that 

all objections are preserved except those relating to 

the form of the question. We do not vaipexeadinq.and 

signing. And the last thing, I just want t0zpkzm-e 

record is not-a s t t p a l a t i o n , ~ = ~ & .  
ii 4 - T  

I. lWV,..* 
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iern Bell by the Legal D e m e n t  that had to do 

-1n issuem that are relative to this doc-ht. 

taken the p s i t i a n  that that invesUgaunn and 

t product that came out of it is all protected 

by the attmey/client privilege and work product 

privilege, SO we  will object to any questions that get 

into that area and instract the witnesses not to answer 

anything that relates to that investigation. 

that's about all I've got. We are all in agreement on 

the stipulations? 

And 

MS. RICHARDSON: Yes. 

MS. WILSON: Well, to the extent the witness, 

refuses to answer a question based on privilege, and 

that is later ruled on by the Commission, there is a 

possibility these individuals may be subject to 

deposition again, but with that understanding. 

MR. CARVER: Yes, that's fine. And all I was 

getting at with my earlier statement was I just wanted 

us to go ahead and cover everything with them today as 

opposed to doing, you know, one area today and another 

area later or whatever. I want to cut down on the 

number of times they have to come here from Fort  

Laudexdale and Birmingham, respectively. 

.as.- : -I*apeSs -I 3usl2hVeone. if 

solltetldng;~aw-srrpinfnrtimrldfscDvarpo rrtaatever 
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that we don't have at present that w e  weren't aware of, 

then that may obviate the need to talk to them again. 

But we will attempt to do that down there in their 

area, if that would be any problem. 

MR. CARVER: Okay. We w i l l  just have to p14ay it 

by ear. 

MS. RICHARDSON: Did you have anything yon wanted  

to say for the record? 

MS. WILSON: No. 

DIRECT EXAMINATION 

BY MS. RICHARDSON: 

Q If we can start, I have just got a 

hot-off-the-press copy this morning of the deposittion 

that we began with you, Ms. Gargiulo, and I haven't had 

a chance to look at it. So some of these questions may 

be repetitive, and if they are, I apologize. But. if we 

could just go ahead and do them again, if that's okay 

with you. First of all, I would like you to start for 

the purposes of this deposition to state your name and 

spell it for the court reporter to make sure she has it 

correctly? 

A It's Kathleen Gargiulo, the first nare 

K-A-T-H-L-E-E-A, the last name G-A-R-G-I-U-L-O- 

Q And your title, please? 

A ~ * m  -per of the 

-- - 

ACCDRATE REPORTERS, INC. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

0 

Unit in Fort -. 
Q And if you could give us -- 
A 6451 Horth federal IUghw 

Lauderdale, 33308. 

Q And your phone number? 

A 305-492-3571. 

Q And, Ms. Hiller, if yon mld.atate your-- and 

spell it for the court  repofter? 

A (By Ms. Miller) Kathryn Miller, K-A-T-H-R-Y-N, 

M-I-L-L-E-R. 

Q And your address, please? 

A Okay, that is 1876 Data Drive, Birmingham, 

Alabama, 35244, and the room number is Room N-206A. 

Q And the zip for Birmingham? 

A 35244 for that building. 

Q And your phone number, please? 

A 205-988-1566. 

Q And your title? 

A Staff Manager, Billing Management. 

Q If we could begin, Ms. Gargiulo, would you please 

explain what your present duties are? 

A (By MS. Gargiulo) I'm mapagarxverzthe 

assurance specialistdt, as 1. 

representatives, and 



0 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

s that sight go on involving changes in 

would try to handle that. We also will. be 

%ettlerent that just came about, the At:- 

aent. All the letters that are sent out. to 

with the refunds, the customers will call us 

1.r rney nave any questions on those. We are also hand,ling 

any cus- who claim they have services on their records 

that they did not order, we are arranging for the credits on 

those. We also handle MOOSA, Manual Handling Reports. 

Q Does that have a particular form number? 

A NO. 

Q Ms. Miller, could I please have a general 

description of your job duties? 

A (By Ms. Miller) Okay. Billing Management is a 

portion of the Comptroller's Department, and we serve as 

support for the revenue offices in the nine-state area of 

BellSouth. We issue documentation, and we do training, and 

we serve as a liaison between Comptrollers and the 

information systems department. 

Q Could you clarify for me a little bit, I mean, 

that's a nice brief description of liaison between the 

Comptroller's and information systems, I'm not quite sure 

what all that involves. 

that? 

Could you explain or expaad-o'n 

A In gemzral, what it means is the information 

:---E REPORTERS, INC. 
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systems are the programmers that write the i c 

programs, and the people in the revemte uffaca - .t;bssapes 

that run those programs and handle the opta I 

so sometimes we issue procedures on how they handle tho 

outputs, printouts and how they input things to the syrrtem 

and things like that. Does that help? 

Q It helps a little bit. So i f  ue are talking 

about, for instance, the BellSouth CRIS user guide, m i l d  

that be something that you would be involved in? 

A Yes. 

Q And, Ms. Gargiulo, how long have you been in your 

present position? 

A (By Ms. Gargiulo) Since the first of October. 

Q And what did you do prior to that? 

A I was an assistant staff manager on the customer 

services staff for the State of Florida. Mainly I handled 

questions regarding business type accounts. I also was the 

MOOSA coordinator for the state, and I did other duties, 

requested by the general manager; tracking of results, 

things of that sort. 

Q What kind of results? 

A All results; attendance, collections, sales, all 

the internal results that we have, and just -*ke 
€or the general manager. 

Q Okay. And, Ms. Miller, s&mzfurm, haritollg 

i L 
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aepartaemt was f e .  

Q Do you know why the department was formed in July 

of '91, what the parpose was? 

A To provide support in the area of doemtentation, 

which before that had.been handled by irrfaMtfon systems. 

Q Well, why not just leave it with information 

sys terns 7 

A Because a good job was not done. 

Q How did they find out that a good job wasn't being 

done? 

A That's really -- 
Q Do you know? 

A No, I don't know. It had been under study f o r  a 

long time, I think. 

Q Has there been any review of this new branch, this 

new department to see whether or not the job is being dlone 

better now? 

A Not that I know Of. 

Q What did you do prior to July of '911 

A ' I was in infarmation systems, and I was prharily 

a programmer, except in?the=ost 2 e c e n t m  -two IOT .ztluee 

years. Pr2ur3to '913 

saath 

. .  
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Q 

1 Bell, so I was not programming, however, I was - the regionalitatfan t eam that 

involved the =!SA area? 

A Itd%d3nclnde that, yes. It was much larger than 

that, but It included MOOSA. 

Q When yuu say programmer, does that mean that you 

actually wrote software for the information systems? 

A Yes. 

Q And did any of that software involve MOOSA and 

LMOS? 

A No. 

P What software, what areas, what systems did you 

function in? 

A I was in the CRIS system, in general customer 

record information system. But I did not write any of the 

MQQSA software. I was in a coordination role at that point. 

Q Was any of that MOOSA software run past you in 

tenus of an analytical OS a review type? 

A Yes. 

Q So even though you didn’t write it, you were 

within the review process, the development process? 

A Yes. 

Q --this --on I’m going to --much, I 

REPORTERS, INC. 
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both answer that question. If there is samething that I 

feel, you know, I'd like to specifically direct, then I'll 

ask one of yau or the other to answer. But other than a t ,  

if you will just both maybe coordinate what yon do, that 

wauld probably speed us along a little bit, especially since 

I'm taking so much time writing notes. 

Can you tell me what happens when there is an 

error in the MOOSA program that insures a customer gets a 

rebate? And I would like that responded to in terms of 1990 

and then in terms of 1992. I would like a clear distinction 

made, before the recent changes and after the recent 

changes. And '92 may be the wrong number, if it is 

September '91 that the recent changes to MOOSA became about, 

but whatever. But before the new changes and after the new 

changes. 

MR. CARVER: I am going to object to the f o m  of 

the question. If you understood that go ahead. 

MS. MILLER: I didn't understand the question. 

BY MS. RICHARDSON: 

Q Well, let me start again, then. I'm trying to 

distinguish here, okay? Have there recently been a number 

of changes to the MOOSA system and MOOSA programing and how 

it handles reports? 

A (By Ms. M i l l e r -  There were  %tome- -fnySup*- 

of '91. 

i 
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Q Okay. Then prior to Septerbar uf "91, can yon 

please t e l l  m e  how an error, an error -. i f  there was 

an error found in the MOOSA p r o w  was. hsndl%d to 

make s u r e  t h e  crtstaer received a rebate? 

MR. CARVER: I'm going t o  ob jec t  t o  t h e  

cha rac t e r i za t ion  t h a t  t h e r e  is an e r r o r  i n  t h e  program. 

You can answer. 

MS. GARGIUXQ: I don't know t ha t  I can. R e p e a t  it 

again for me. 

BY MS. RICHARDSON: 

Q Okay. What happens when there i s  an e r r o r  in t h e  

MOOSA program t o  ensure t h a t  t he  customer g e t s  a reba te?  

A (By Ms. Gargiulo) W e  would have t o  determine what 

t h e  e r r o r  is and then  go f r a m  there. 

Q Is t h e r e  a process f o r  determining, o r  f o r  t.xying 

t o  look f o r  e r r o r s  t o  determine t h a t  t h e r e  a r e  some o r  are 

not any? 

A (By M s .  M i l l e r )  The process  would be what e r r o r  

code was given and what does t h a t  mean and what needs to be 

cor rec ted  because of w h a t  t h e  e r r o r  code was. 

Q I'm going t o  come back t o  t h a t .  L e t ' s  get  t o  a 

specific handout, i f  we could. And I be l i eve  youAtave this 

one, it was o u r  Exhibit 2. 

.i 
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particular deposition. 

(Exhibit Number 1 marked for identification.) 

BY MS. FU-: 

Hs. Gargiulo, are you familiar with this document 

at all? 

A (By Hs. Gargiulo) No. 

Q Hs. Miller, are you familiar with this documlent? 

A (By Ms. Miller) Yes. 

Q Can you tell me what the purpose -- and this 
Exhibit 1 is titled BellSouth CRIS user guide, Section 41, 

MOOSA. Ms. Miller, can you tell me then what the purpose of 

this particular document is? 

A This document was written to be used by the 

Comptroller's revenue accounting offices. Its purpose was 

intended to describe MOOSA in as much detail at they needed, 

and to tell them, the people in the revenue offices, how to 

handle their portion of the error handling procedures. 

P Okay. Can you tell me how it is used then by 

those individuals? 

A On a day-to-day basis it's probably not used, 

because they know what they do and they do it every day. 

Houever, it is their back-up documentation for what they do, 

andlthey can refer to it or use it for training if they were 

to trape a new person to come in to work on it that .had no 

\--of msA. ~ 
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Q Would you look at the first page there podarX€Us 

processing, 1-03? 

A okay. 

Q Can you tell me how does a file pass fromfW13S to 

C R I S ?  

A I don't have any direct knowledge of the LMO!3 part 

of this. However, I do know that a flle 1 s  provfdcld -each 

working day. I couldn't even tell what you kfndaf-fUe it 

was, I don't know if it is on tape, or disk, or what, but 

one comes in every day from LMOS. And the C R I S  job is set 

up to receive it. And it reads it in if it is there; and it 

doesn't read it in if it is not there. 

Q So it's sent over through a system of computer 

software as data instead of hard paper format? 

A Yes, it's data. 

Q And does the customer get a rebate when a service 

is not connected by the due date, do you know? 

A I don't understand the question. 

Q We have got under 1.03 certain edits, edit and 

validate activities? 

A Uh-huh. 

Q And under that we have got H211, M O O S A - r P r " a n t  not 

found, multi-line account, activity to a stoh,. 

not live, MWSA customer code not found. - P e d m p  

could just briefly first explain what---cnrs 

- i' 
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question out. 

A okay. The file that is sent by -0s to CRIS has 

to be edited. These are tfie errors that could result :from 

that &tin9 process, all right. Multi-line account 

specifically means that the account number that LMOS sent 

us, the record for, is an account, a customer's telephone 

account that has more than one line on it. Multi-line 

accounts are not handled mechanically by MOOSA, therefore, 

they will be errored out. Activity to a stub means that t 2 

activity from LMOS was not sent to the main account number, 

it was sent on one of the other lines that happens to belong 

to that customer. You cannot work it that way, it has to be 

sent to the main account number, so it's errored out, all 

right. MOOSA account not found means we received a piece of 

activity from LMOS, and when we went to look for that 

account on the CRIS data base the account was not there, 

therefore, we cannot give a credit if the account is not 

there. Perhaps somebody typed it in wrong or something. 

Q In the name or in the phone number? 

A The phone number. 

Q It checks for the phone number? 

A Yes, it's the account Ilanber. Okay. The next 

one, MOOSA castrmer rode mot fopnd,-sm%ans tfiat the acclmnt 

number .was there, but the e c h  lakes thlls 

-TE -E REWRTERS, INC. 
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unique was not there. 

Q All right. Now, what customer code is that, then? 

1% -with on the telephone number, okay, and rphan say 

customer code tbat is unique to the customer, I'm not sure 

~ u * r e  speaking of? 

A The customer code is a three-digit suffix tu the 

end of the customer's telephone number that uniquely 

iderrtlffes this person as having this telephone namber as 

opposed to that person that had it three years ago, f a r  

example. 

P So every time a new service is installed, that 

customer code gets changed. If it is a number that has  been 

used before -- 
A That's correct. 

Q -- then that customer's three-digit or alpha 
suffix gets dropped and a new one put on? 

A That's correct. So this means that the account 

number was there, but the customer code did not match. The 

last one, MOOSA account not live, means that the account 

number was there, the customer code was there, but the 

account has been disconnected, therefore, it's not a live 

account that is currently billing. 

Q All right. Now, if I have a cpstcmer who h a  

%mlen&"tnand new service, and that 
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happens? I mean, that's from the IUOS, and it s h m  iup as 

an out of service, and it coaes across, does it error out i n  

any one of these errors in CRICS? 

A (By Ms. Gargiulo) It would probably error out to 

account not found if it was the same day. 

Q Now then, now that we have got an error code 

labeled with this one, can you tell me would a cllstome -r get 

a rebate if his service was due the day, that torning, and 

he called in as being out of service, do you know whether or 

not he would get a rebate? 

A If the order f o r  the service is completed on that 

day then, yes, he would get a rebate. But the order may not 

have completed, which is why he did not have service. So 

then, therefore, he wouldn't get a rebate because we would 

not have started to bill him. 

Q Can you look at 1.04 on this page f o r  me now. 

A (By Ms. Miller) Okay. 

Q Can you tell me what the purpose is of tying a 

MOOSA trigger record from LMOS to a service order, why tie a 

MOOSA trigger record from LMOS to a service order? 

A I don't understand how 1.04 implies that it does. 

Q Well, I've got update service order activity. Why 

don't we start then with explain to me what 1.04 does.;say, 

because I 'm obviously not zeudizq I t  -0 
I 

A Okay. T h e n m n b e r R € Z ~ = t h e q .  # 
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okay, update senrice order activity is the nane of that job, 

0-7 

Q okay, 

A So that's the name of a computer program, update 

serpfce order activity, and it's job number is RF20B25. 

What this is saying is that the LMOS file comes into C R I S  

and it gets to this partLcnlar job, this colpPter job. I 

see wtmt yon are saying, that p a e  along w i t h  all service 

or activities. This is the computer job that updates all 

activity that comes into C R I S  every night. So anything that 

is going to get to a customer's account has to come through 

this job, okay? 

Q Okay. 

A That phrase is merely incidental, along with all 

service order activity. 

Q Well, then if I understand what you're saying, 

MOOSA triggers come in from one place, new service orders 

come in from another place, but both of them join up in 

RFZOB25 and get funneled together into one CRIS account? 

A They actually join up before that, but, yes, 

that's the essence of it. 

Q So they are not really together with to begin 

With? 
r s  

A NO. 
. Q It'* zJnst-- - th is  
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particular program? 

A There is more than one source of i npu t  f o r  CRIS, 

and those are two of t h e  poss ib le  sources ,  and they  al.1 end 

up caning through t h i s  job, yes. 

Q Can  you look a t  1.05 f o r  m e  then,  now. 

A Okay. 

Q Before I a sk  my question I thtnk what I ' m  going t o  

do Is have you j u s t  go through and expla in  that t o  me, i f  

you could,  j u s t  1.05 l i k e  you d id  with 1 .04 .  I f  you w i l l  

t ake  m e  through it step-by-step then  I w i l l  know whether my 

ques t ion  has any sense behind it o r  no t .  

A This  next job, RF35B20, i s  merely another  job i n  

t h e  CRIS cyc le ,  okay? The MQQSA a c t i v i t y  t h a t  came i n  from 

LMOS and t h a t  went through the  job t h a t  w e  mentioned i n  

1 . 0 4 ,  even tua l ly  g e t s  t o  t h i s  job,  RF35B20, and a l l  t h i s  

paragraph is t r y i n g  t o  say is  t h a t  t h i s  j ob  does t w o  th ings .  

F i r s t  of a l l ,  it g e t s  ahold of a l l  of t h e  ones t h a t  have got  

one of t h e s e  e r r o r s ,  t hese  e d i t  errors w e  mentioned e a r l i e r ,  

and it s e p a r a t e s  them from everything else t h a t  did no t  get 

any errors. The ones t h a t  w e r e  e r ro red  ou t  are a l l  over 

he re  by themselves, and t h i s  job  does t h a t .  I t  pu t s  them 

over there by themselves. The o the r  t h i n g  it does is it 

-counts these totals  t h a t  go ou t  on Form W-403-M. thin j u s t  

-says*how-many came i n  and how many got errored-oat-* 

=xLMos. 

i 
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Q And that is exactly uhut ttrat ~ 6 x 2 ~ 7 ~  is icellfng 

me, then, that's all it's talking about? 

A Right. 

Q Okay. It does something with a list of senrice 

orders, too, though, doesn't it? 

A Well, that other stuff is really sort of 

incidental. This job RF35B2O puts out lots of reports. One 

of the reports it puts out says everything that was 

completed. One of the other reports it puts out says 

everything that was not completed. The last half of t.his 

paragraph is attempting to say that since the MOOSA activity 

came in, it will go out either on the completed or not 

completed report, depending on whether it got an error or 

not. 

Q And that's, again, like 1.04, that is separate and 

distinct from the service orders that are completed or not 

completed, the MOOSA trigger is really -- 
A It's a separate thing, but, yes, the Form WP-404, 

service orders and miscellaneous input, which the MWSA 

stuff is miscellaneous input, everything that is completed 

comes out on the same report. 

Q And does the .report separate them, like-t)aa3-t 

part of the report talks about i n - d h s l s .  
**a ?* 

and then it has a page break or sm mrd 

part talks about i n c o m p l ~ ? l m O s k s * - ~  S? 

4 .. 
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t - t h e  ~ o v e t  to that. 

ey are not Eiquished together? 

n tell which one is which. I don't lonow if 

c..Fr but you can tell which one is which. 

Q Can yon explain to me what the MO originator ID 

is, I think in the bottom of that paragraph? 

A Evergthfng that cores into =IS that is not a 

service order basically falls under the general heading of 

miscellaneous input. Miscellaneous input has a two-digit 

code on it saying who put it in, and the MO means this is 

something that came from LMOS. 

Q So if I'm going to look at MP-404 or MP-406, and I 

see an MO on there, then I can identify that as a report 

that came out of LMOS? 

A No, not exactly. You can identify that that piece 

of input originally came from LMOS, and it is now appearing 

on this report. It identifies the origin of it. 

Q Then let me ask one further follow-up question. 

In LHOS is there an origin other than service orders and 

repair trouble reports? I mean, that the MO might apply to? 

A The MO just applies to trouble reports from LMOS. 

Q Only trouble reports. All right, now let's move 

on down t o  1-06. 

A okay. 

-%-that one, too. I 
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.c questions, because this i to 

bkay. Job RF57B25 is simply p&uyL- 

:eates the credits for those pieces of activity 

that did not get errored out. 

Q All right. So, in other words, it's just sort of 

a follow-up, we have got this many that went through 

smoothly? 

A No. The ones that went through smoothly, this is 

the culmination of their going through. This is where the 

actual credits get created that are going to end up being on 

the customers bill. 

Q These are the completes, though? 

A Yes. 

Q And then what is an IRN trigger? 

A I'm trying to find where it says that in this 

paragraph. 

Q At the very beginning, the MOOSA IRN triggers. 

A Oh, okay. The MOOSA IRN trigger, the original 

piece of activity that came in from LMOS, it becomes one of 

these if it doesn't error out. 

knows -whfch accounts to credit. 

And that's how t h i s  job 

~ ~~ r ',~ 
I, . :. 

.'Q All-right. Let's go on to 2-02, -LLnb.lrh.mq .& 

- 

: -E REPORTERS, INC. 



- 
7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

' throng1 

25 

saying LS uaat= p~ umt ue were 

jus t  talking -ut -- 
Q The one with the I M  MWSA triggers? 

A Yes. 

Q A l l  right. 

A It selects the different items of equipment on the 

customers account that are eligible to be refunded, and it 

creates an OChC to accomplish that refund. 

Q Okay. And the OC&C is other charges and credits 

statement on a customer's bill? 

A Yes. 

Q Does that mean then that the 9156 is generated by 

a computer, that 9156 form is generated by a computer? 

A In this case, yes. 

Q Are there also manual generations of 9156 forms? 

A Yes. 

Q Were the accounting codes for 110 residents in G70 

that appear on a 9156 form expanded? 

A I don't think I can answer that  question %he -%my 
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A I'm not really sure, to tell you the truth. 

Q Then let's go to 3.02. And would you give me, 

again, a brief explanation of what 3.02 does? 

A Okay. I think this is something that LMOS did, 

but as far as it interacts with C R I S ,  I can answer that part 

of it, if you like. I think this is intended to say that 

the number of records that LMOS sent did, in fact, get. into 

C R I S  and none were dropped. 

Q A l l  right. Then, this is a 1992 version, correct? 

A Well, yes, it has that date on it. 

Q Do you know, or are you familiar with any earlier 

versions of this particular CRIS user guide? 

A Yes, I would be, but I don't think this part. of it 

changed. 

Q You -thfnk -that -has a l w a y s  -been the -samz? 

A 'par , 1 do. 
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A What, now? 

Q Did W O S  a lways  pass out of service trigger 

records directly to CRIS? 

A As far as I know, yes. 

P The emphasis on all there, I mean it's underlined, 

did LMOS pass all out of service records in the past t.o 

CRIS,  or is this a brand new something else has happened, 

the system was designed so that now all the records go there 

instead of some of them erroring out or  something else 

happening? 

A They did not used to pass them all. 

Q Which ones were not passed prior to whenever this 

change went into effect? 

A I'm not sure, but I think it may have been the 

multi-line ones. 

MR. CARVER: Before you go one, let me just say if 

you don't know, say you don't know. 

THE WITNESS: I really don't know. 

MR. CARVER: I mean, I don't have a problem with 

you giving a reasonable -- 
THE WITNESS: I know that it changed, but I do not 

know which ones they started to pass that they did not 

pass before. I do, however, how.thatLthesne8 that 

I, 

They ended a p a r r m f n g m u t ~ ~ r x R f  

they didn't use to pass, t h e e -  

Le 

, -  - -  S 
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BY MS- R 

a dLfferent way. 

I-: 

Q And now they error out to thfs gart icat ;SrrcRIS 

program? 

A (By Ms. W l e r )  That's Correct. 

Q And those errors that we have talked about 

originally with the multi-line account error would now be 

labeled through the LMOS/CRIS process? 

A That's correct. 

Q I have another question here, toward the bottom of 

that 3.02 section, it says RC20B04 also checks the invoice 

numbers from day-to-day and produces a report showing 

invoice numbers that are missing. Can you explain to me 

what invoice number, where that comes from, what it attaches 

to? 

A An invoice number is like a file identification on 

each file that comes from LMOS. It's a cycle number. 

Q And you are speaking to someone who is not a 

systems person, so is there any way to make that a little 

bit clearer to me? 

A If I send you cycle one today, I'm going to send 

you cycle two tomorrow. It's a sequential thing. 

Okay. 3.06, if you will look.-ut3-36-.;Canp 
- 2.=*-- 

Q 

* x p ~ a i n z t o r r e e t  IS -occz--r 

-pr-?. . 

i' 
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A The intent here is two things; the LUQS activity 

is vigtasatically created, therefore, it should have no 

.=- -.b it. 

e-r, the job will stop so that somebody can intervene and 

So if as much as 5 percent of it has an 

"What is going on here?" 

Q Is that 5 percent of each cycle? 

A Yes. And the other one says the same thing about 

the OCLC that are programmatically created by RF57B75, they 

should also always be correctly formatted, and if as many as 

5 percent are incorrectly formatted the job will stop. 

Q Can you explain what an incorrect format might be, 

some examples of what that would be that would toss those 

out? 

A Some field is in the wrong place. Some field that 

is required to be populated has nothing in it. 

Q Can you give me an estimate of how many reports it 

would take to equal a 5 percent error trigger? 

A I have no idea. 

Q How big a number? 

A No idea. 

Q Do you know who might be able to answer that 

question? 

A No, I don't. 

Q Look at 4.09. 

A okay. 

.. .- 
7 -  

. 
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Q U n d e r  Rmmber 3, under d e l e  in rrsag 

amount position, c- - tell m e i  S nra 

particular castopae mt? 

A (By WS. Garginlo) When we receive the -1 

handling, and we try to locate an account for instance ., we 
may have found that there was no such account. That would 

be an example of one that would be deleted. 

Q Would that be like -- excuse me for intermpting, 

but we are talking, for instance, one of those errors that 

we talked about error in MQOSA account not found with an 

H211 would come to you as a manual, and you would go hack 

and verify, and in verifying you would not actually find an 

account, and then manually you would enter deleted, is that 

what you are telling me? 

A Right. 

Q 
interaction? 

So then every delete is verified manually by human 

A Right. 

Q Under 1.09, and I'm flipping back now, it mentions 

the MOOSA area staff coordinator that receives 

reconciliation reports, what exactly is a reconciliation 

report? 

A 1t.s a report that is generated fori%achzbKU 

date, and it lists on that reparts h 3 4  

4 days prior to the bill date. hab, - - -  
.. 

REPORTERS, IRC. 
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M m  has not refl , or the cred i t ,  if w i l l ,  is not 

reflected on the custumer.8 bill3ur-thafbfll.&te, BO why 

Andl- that would go to an -employee or personnel 

LuQccy~A1y physically take care of? 

A Exactly. 

Q And I think I asked you thLs before, but attached 

to this I think you will find in an ExhlbitS, and if you 

could look at that, it's third from the last page, I 

believe. And that is an example, is it, of a reconciliation 

report? 

A That's correct. 

Q That's what one looks like? 

A Uh-huh. 

Q Then my other question was, do the columns on that 

particular report also show up on the 9156 report, do they 

correspond to the columns on the 91567 

A Everything on this report has a position on the 

9156. The 9156 has many more positions than this. 

P But if I were going to look at an NPA on this and 

then I also had a corresponding 9156, that NPA would be the 

tsame €or that cnstcmer? 

A Yes. 

-Q -bndif-I.iwezs+quinge 0 3  
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-- s- service date to that customer? 

A Yea* 

Q -, that's what I was trying to get to. 

(Off the record. ) 

m. RIcliARDEEON: I think you have these, they are 

the actual -- I guess we ought to ask Phil. I'm 

assuming I am dealing with nonconfidential documents 

except for ones that show actual customer recoxd 

information. Do you have a determination on that? 

MR. CARVER: Well, I mean, it's hard for me right 

now to tell you. I mean, the stuff was requested and 

produced. I don't think I was involved in producing 

this, so I can't really tell you who asserted that it 

was confidential at the time or asked that it be 

treated that way. I mean, you have got stuff mixed in 

there that is confidential and stuff that's not? 

MS. RICHARDSON: Yes. 

MR. CARVER: Well, then we are going to have to 

treat it all as confidential until we sort it out. 

MS. RICHARDSON: You didn't make any initial 

determinations on the items that I gave you, then? 

MR. CARVER: Was I supposed to? 

Ws. RICHARDSON: No, I'm afraid that was m y  

ooeraight. I xLidn%ask-yon to, 

--am- =amUKR: - s . & e # : u * s  *- ,e I ua5xx.t 
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in on the beginning of the deposlaons, since I did 

follow-up work on these, and since I didn't do the 

production, I don't knar w h a t  Ucdtave -'bA 

confidential and what we haven't- So rather than 

waiving confidentiality on anythfng, I think we 

probably have to treat it all that way for the time 

being and see if we can s o r t  it oat afterwards. 

US. RICHARDSON: If you have got the set that you 

brought with you, and let me give you one extra. 

(Off the record discussion) 

MR. CARVER: Basically, I just want to put on the 

record that we have had a discussion off the record, 

and we have agreed that we will have the same 

stipulation that we have had before. If the deposition 

is transcribed, then Southern Bell will have ten days 

after the delivery to us of the transcribed deposition 

to request confidential treatment for any portion of 

the deposition and for any document or portion of a 

document that is an exhibit to the deposition for which 

we wish to have that treatment. 

US. RICHARDSON: Okay. If you could find that 

particular document, this one, and then also .the -ane 

that looks like that, but is the- * 
if you will get that one -aut-asrd,&-t - 
the two-pager-Exbihit2. And--swm&tz3, 
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BY MS- RI-: 

Q If you could look at the two-page one f h t ,  and 

tell me, it's titled .-nized a a t - 0 f - s s - t  

manual handling required report. 
report, Ms. Gargiulo, that you work with? 

-, -.. 
Is this'the'rype of 

A (By Ms. Gargiulo) Yes. 

Q And then you are familiar with it? 

A Yes. 

Q Can you look at that report on the bottom of the 

Page 4, the number that starts with the 407381, for that 

particular number? 

A Uh-huh. 

P And if you could just read that to me, what that 

means? 

A The is the main account number. The 

549 is the customer code associated with-that account 

.* 
. , "  

number. The 920320 would be March.ZOt1 
.yi , ,.. . * .  

completion date from LMOS. !l!he~-nert--DOO$ satrtsr;tiei- 
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-fs.assigned to this out-of-service 

Q That HMO0 is a multi-line account, then, is that 

-- I'm going back to my CRIS user guide and reading out the 

errors? 

A If that's what it says, I don't remember what the 

error report said. 

Q So that would be an example of a multi-line 

account that has errored out through the mechanized process 

and has come to you for a specific physical handling by your 

people? 

A Correct. 

Q Then I'd like to ask one other question, then. 

This partlclllar report, then, if I'm looking at this, I 

could assume that this person's service was out for, what, a 

~ ..... . .  . I  .. 
,: I . , . .  - d s D I L z 1  

. , . , . . . I . . .  . 
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h -  

rt-ua~asent throagh, Iwos sent it through. 

Q On the ZOth? 

A Uh-huh. 

Q So if it had not been kicked out as an error then 

it would have been processed on the 20th through the system, 

is that accurate? 

A (By MS. Miller) Either the 20th o r  the next day, 

depending on what time of day LMOS sent the file. 

Q And without reading names of things, but is there 

a date on here somewhere that indicates to me when it was 

actually processed then, because it was errored out, .it was 

handled by hand? 

A (By Ms. Gargiulo) Yes, where it's signed, 3/27/92 

on the bottom. 

Q Okay. When we are talking out-of-service date and 

the restoral date, there is no place on here to indicate 

what tine it went out of service and what time it was 

restored, is there, so we don't actually know the number of 

hours this was out of service, do we? 

A NO. 

Q And I guess I had better clarify one thing, too, 

so that I'm asfaken, - th i s  $35 a r r m r t z i s  not-the amount 

rebated. 1s it? 

i 
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A No, that's the total monthly charge f o r t h e  

customer service. 

A (BY MS. Miller) It's the monthly charge of the 

items that are due to be rebated. 

Q So if it's a multi-line account, then that $35 

covers every single line that customer has? 

A (By Ms. Gargiulo) Well, underneath that it lists 

what is included in that charge. 

A (By Ms. Miller) It covers just that one line that 

was out-of-service. 

Q Just the one line that was out-of-service? 

A (By Ms. Gargiulo) Yes. Because that's all that 

is reported here. 

Q I think we are going to get into that in more 

detail, I hope. Can you tell me from looking at this how 

much was rebated? 

A No. The prorated amount, no. 

Q Can you tell me if the out-of-service date was 

verified, since this was handled manually? 

A NO. 

Q You do not verify whether or not -- 
A No, we do not. 

Q Can you look at the report at the top of the.- 

now, 407668, and I'm not giving you the +le becanse 

I don't want to breach any confidentiality if I can avoid 

ACCURATE STENOTYPE REPORTERS, INC. 
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". 
it, 

W m l d  you look at that then and tell me when that 

.-mmrbet was oat of service? 

A I believe it's the 20th of April in '91. 

Q And when was it restored? 

A The 22nd of April in '91. 

Q When was the rebate processed? 

A The 21st of January, '92. 

Q And that was the machinery processed date. And 

when was the manual handling rebate processed? 

A The 17th of February, '92. 

Q Is it usual to wait nine months to rebate an 

out-of-service trouble? 

A No. This particular group here there was a 

programming problem, and I can't even tell you what the 

problem was. And there were a lot of out-of-service 

adjustments that were passed on this 1/21/92 date from 

previous out-of-service conditions. 

Q And when you say a programming problem, do you 

mean LMOS programming? 

A I have no idea, I can't tell you. 

A (By Ms. Miller) It would have to be LMOS, it 

would not be C R I S .  

okay. and this is the LMOS date here. 

Because LMOS determines what gets sent, 

Q A l l  right. So some reports were- them@= 

.. 
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-lctad.urr J m 2 1 e  of '92, going back t m u q h  at 

1- of '91 pickingop some out-of-sercrices from 

-af '91, and thaslcfiafng them. 

have-errored out, is that an accurate -- 
But they setred to 

A (By m. Gargiulo) That's right. 

Q 

A Not necessarily. I don't know. 

So all of these then were manually handled? 

MR. CARVER: I just wanted to object to the 

characterization. Go ahead. 

BY MS. RICHARDSON: 

Q Can you tell me, do you know how the Company 

catches those out-of-service reports after nine months? 

A (By Ms. Gargiulo) No, I have no idea. 

Q In your experience with the Company, both af you 

have been with the Company a number of years, can you 

indicate to me whether or not this is unusual for a 

nine-month lag period? 

MR. CARVER: I object to the form of the question 

as to what is unusual. 

BY MS. RICHARDSON: 

Q Is it out of the normal routine that you have been 

aware of in your experience? 

A (By MS- Gargialo) Out of normal routine, yes. 

Q MS. Hiller, do yon know? 

A (By MS. Hiller) I would say this is abnnrmal. 
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Q If you could just look through Exhibit 3 And tell 

m, does this appear to you to be m o r e  examples of the 8- 

'9LzMos reports because of the programPing error, MS. 

Gargiulo, you mentioned being picked up and rebated manpally 

in '921 

A (By Ms. Gargiulo) I think anything with the 1/21 

date. The ones with the 1/21 completion date. Well, let me 

look at all of these. Yes. 

Q So all of them fall into that -- 
A Uh-huh. 

Q Go back to Exhibit 2 for just a moment and look at 

that second page that is attached, because I want to make 

sure I'm reading that particular form correctly, also. It 

appears to me when I look at this form, it says that it's 

Input Document - Emulate Form 9156. Is this a 9156, or 

taken from a 9156, or can you explain to me where that data 

comes from and why it says emulate Form 91561 

A It's taken from a 9156. The 9156 itself is a 

rather complicated form with lots of positions that must be 

filled in. Not all positions are necessary to process a 

MOOSA refund. These are the necessary positions, and so the 

Comptroller's people have made thfs form a simplified 9156 

€or their own use so that they can do things faster and have 

more on one page. 

Q Then does this second page to E x h i b i t  2 m 
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f 

informatian that's on the f irst  page? 

does that match the top nnmber on the next page and the same 

inforEation? 

The 407668 number, 

A It does appear to. 

p This is a chicken and egg question, which form 

comes first? 

A The manual handling form comes first. 

p And then the Comptrollers developed it's own 9156 

form after it receives each one of these manual handling 

reports? 

A That's correct. 

Q What purpose does the Comptroller use that 9156 

form for? 

A This is the form that must be entered into the 

C R I S  system so that the credit will come on the customer's 

bill. 

Q Okay. So this is just to speed up, make it more 

efficient for data entry clerks to load this information 

into the computer system, that's its purpose? 

A Yes. 

Q And what do those -- like under 407 there is a 
line drawn down for two spaces. Can you give me any ide 

why they have done that? 
.*, 

A Y e s ,  this indicates on t h i s  pagerhere- 'laL0 

three separate Input documents. and that --that the 

ACCURATE STElOOTYPE REPORTERS, INC. 
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infamation in that position should also be entered on the 

nuxt-two, It's like dittos. 

p Okay. So is each one of those a separate account 

--is befng credited or -- 
A NO. 

Q I'm still not with you, then. 

A It's three different. This account had three 

different USOCs that were to be refunded, one for each. 

Q Okay. So I'm trying to find -- oh, the USOC code 
is there, but it's already loaded as 2 0 8 1  

A (By Us. Miller) No, that's not the USOC code. 

The USOC itself is not on here, but the account code and the 

money amount will match what is on the other form. 

Q Okay. And those are the ones that are handwritten 

in. 

A Uniform service order codes. 

MS. RICHARDSON: Okay. This is Exhibit 4, and I 

think you have got this, but just in case you don't, I 

think that came in your stack. 

WITNESS MIIJER; I don't think it did. 

MR. CARVER: No, I haven't seen this one. 

M S .  RICHARDSON: I'm sorry I'm a bit shy on this 

one in texms of the nnmbers of them. 

(Exhibit 4 marked for identification.) 

BY=. RICHARDSOH: 
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Q Do you know what the release 23 modnle iS that 

that memo is referring to in E x h t b f t  4 1  

A (ey MS. Miller) I do. 

Q Can you tell me what it is, please? 

A It's referring to the record layout of the 9156 

form. 

Q And that is the page, the second page that is 

attached? 

A This is a paper version of it. 

Q Okay. Can you look at the handwritten note on the 

bottom, and I believe it says, "Kelly, this is how the OChC 

record or 9156 miscellaneous input record is changing for . 

CRIS Release 23. Call me if you have questions. Thanks, 

Marguerite". The form then that she is talking about, is 

this the new one or the old one, if I'm going to look at 

9156, do you know? 

MR. CARVER: I have no objection to her explaining 

to you what she knows about it, but I do have an 

objection to her interpreting what Marguerite meant by 

her note or anything. 

asks for that, I just want to put the objection on the 

record. But if you are just asking her to explain the 

form, that's fine. 

So to the extent your question 

MS. RICHARDSON: Well, let's go ahead and clarkfy 

that. 

.. 
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.. 
B y M s .  RIcimRmoH: 

Q You are familiar with 9156 folsls, I believe? 

A (Bym. Miller) Yes. 

Q Are you familiar with an old form and a new 

version of the form under Release 231 

A Yes. 

Q Then can you tell me the one that is atbched, is 

this the new version under 23 or the old version? 

A I can't tell you that. 

Q You don't know? 

A I don't know. 

Q Can you tell me what a 9156 does, and you may have 

told me this and I probably have already forgotten it, what 

exact purpose -- it gets data into the machine, does it do 
what now? 

A 9156 is the form number that refers to an input 

document representing an QChC. It's the manual way to enter 

an OC&C into CRIS to get on somebody's bill. It could be a 

charge or a credit. 

Q Okay. And is access to the 9156 in terms of 

manually rebating, is access to doing this kind of job 

restricted to a particular job function or job depnrtment or 

area? 

A Yea. 

Q Or can anybody get on and - d a - d t Z  
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.. 
A NO, it's -. 
Q can pau explain to me why the reserved and ID, 

fI) f i e lds  that are circled*on there were expanded 

in the new form? 

A No, I can't. 

Q Where does the person filling in that 9156 form 

get his or her information, where does it come from? 

A In general or specifically? 

Q Well, if I've got to fill one of these out, and I 

am looking at REC type for the first field, and origin ID, 

password ID, account ID, effective date and all of that from 

date through date further down, where do I get the 

information to put on this form? 

A If depends on the reason that you're filling it 

out. 

Q Okay. I don't know what reason I would need to be 

filling it out other than to manually process a rehate; is 

there another reason than that? 

A Well, there is many reasons other than MOOSA that 

you might have to enter one of these. 

Q Well, let's just stick with MOOSA, if we could. 

A The source for this document as far as M O O S  goes 

would be the manual handling report. 

Q The one that we have talked about i n  -it 31 

A Tvo or 3. 
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Q Okay. Is any verification-done to.eheck that the 

information that is written in on the 9156 is accurate? 

A I don't know. 

Q Do you know if any verification is done on the 

source data, which is the MOOSA manual handling report, to 

make sure that information is accurate? 

A Repeat the question. 

Q Do you know if any verification is done an this 

data on the MOOSA manual handling report, and I'm referring 

to Exhibit 2, to see if this information is accurate that is 

listed here? 

A (By MS. Miller) Does your group verify it, I 

don't know? 

A (By Ms. Gargiulo) When we would fill that out, 

are you saying, after that is there some check? 

Q Yes. Is there some check, too, on the 

out-of-service restoral dates, or on the phone line, or when 

this report comes to you, what information do you verify, if 

any? 

A We would look up the telephone number, and we 

would look at what was on the account then and go from 

there. 

Q Is that on the business office rem- *-- 

BocRIs file? 

A The BOCRIS file. 
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.. 
Q AadtbaCs in the bani-data file in the c w t e r  

base, is that right? 

A That'S-dght. 

Q And you verify all that information by lookbg at 

the actual customer account records? 

A We can't verify, for instance, the out-of-service 

dates or anything like that. 

verify the telephone number account and the customex code 

which we have, and then to get additional information to put 

on that record. 

What we are looking up is to 

Q And then, Ms. Miller, did you want to add 

something as to whether or not the 9156 information is 

verified? 

A (By Ms. Miller) No, all I was going to say was 

when that comes -- 
Q The mechanized manual? 

A -- to the Comptroller's, they have to do the same 

thing that her group did and look at all the USOCs. 

Q But it's the account code specifically that are 

verified, then? 

A Yes. 

Q When a customer calls in to complain that he 

didn't receive enough of a rebate, allright, _that-Ms phone 

w a s  out-of-service lonqer ttranawn??a&mwn= aSZSlEZcum, -.m 

he had more than one line out-of-serpice, or.for&aut- 

- 
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reason, is h a  clair veriffed? 

A ( ~ p m .  Garginlo) Yes. the service rep would look 

into that. 

Q 

A 

And haw would that get verified? 

He would call repair to check with the repair 

records to see what repair records indicate on it. 

look at the customer records, the memo notations to see if 

there is any additional information there that might 

indicate that. He would check for service order activity 

that might be involved. 

He would 

Q Where does the 9156 form go once it has been 

filled in? 

A 

Q And after it has been input, the data has been 

input, is there a retention, does this form get retained for 

any period of time? 

It goes to the local key punch group in the RAO. 

A I'm not sure. I think so, but I don't know how 

long. 

Q This is an interrogatory that was distributed in 

910727, Citizens' third interrogatory, Item Number 1. And I 

just want to direct your attention, first of all, to the 

very last paragraph. 

this is Exhibit 5, and I'm going to pass you out -- E x f r i b i t  

6 was the total lloosAlrecards process that was in ycmr 

You're also going to need with that, 

packet. 
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(Exhibit Numbers 5 and 6 marked for 

identification.) 

MS. RICHARDSON: Exhibit 6 is two graphs that w e s e  

produced by the Office of Public Counsel based upon 

record information provided by Southern Bell. 

represent the total MOOSA records processed daily in 

Jacksonville and F o r t  Lauderdale. And they are 

numbered at the bottom.with a bate stamp Number 4 for 

Page 1 and bate stamp Number 10 for Page 2.  And 

Exhibit 5 includes the interrogatories we sent to the 

Company that addresses both graph Number 4 and graph 

Number 10. And the Company did respond in terms of 

graph Number 4 and Number 10 as to Public Counsel's 

question as to the spikes in January, the end of 

January '92, that the spike in January '92 reflects 

rebates for historical reports. That's at the bottom 

of the first page, and then at the bottom, or in the 

response on the third page it also says and January 

1992 spikes in Exhibit 5. I will give you plenty of 

time to absorb that. And to make it clear, G a r y  Hall 

was the Respondent for the Company on the 

interrogatories. 

And they 

BY NS. RICHARDSON: 

Q A r e  you familiar with the KP-403-M fo-7 I 

believe we covered it in the CRIS user guide, Ms. Miller. 

ACCURATE STENOTYPE REPORTERS. IIQC. 
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.. 
A (ap MS. xi11er) Yes, I k n a v w b a t  one looks like. 

Q @it does indicate the I#OO!3A records that are 

processed on a daily bash!, is that correct? 

A Y e s ,  just the total number- 

Q A l l  right. And we can see that according to the 

graph that we have produced off of your records, that in 

January 31 of '92, in Jacksonville, and a little earlier 

than that, around the 21st of January of '92, the number of 

MWSA records processed daily in the thousands was well 

above average, and well above what is generally done for the 

Company, is that not accurate in terms of what the graphs 

reflect? 

MR. CARVER: Object to the form of the question. 

MS. RICHARDSON: Let's just make it a statement, 

then. And let me ask a question at this point.. 

BY MS. RICHARDSON: 

Q Can you describe the process involved in 

historical rebates that were done in January of 'gi!? 

A (By Ms. Gargiulo) No, I can't. 

Q Were the rebates that you are referring to in 

January 21, '92 from the earlier mechanized manual handling 

reports that we went through, are those reflected, do you 

feel, on these graphs? 

A I don't know. 

HR. CARVER: Object to the question. 

AccaRATE STERUPllPE REPORTERS, INC. 
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Q Do you know who would know? Do you b v e  any 

infoxmation as to who would be able to answer that question? 

A no. 

Q Ms. Miller, have you any idea? 

A (By Ms. Miller) I would think Gary Hall would, 

but I don't know. 

Q Can either of you describe the process involved in 

rebating customers under tire settlement agreement with the 

Attorney General? Ms. Gargiulo, I believe you said that you 

were going to be working on that. 

A (By Ms. Gargiulo) Right. When you say the 

process -- 
Q The internal company process involved in handling 

those rebates, how are y'ou going to be doing that? 

A I don't know. I can't answer how, the method that 

we are going to use. 

A (By Ms. Miller) I can't either. 

Q Looking at the graphs, do either one of you have 

an explanation for why the MOOSA records processed daily in 

January skyrockets, basically, from what is average for 

these records? 

MR. CARVER: Object to the form of the question. 

A (Both witnesses indicating no.) 

Q Did either one of you pastidpate in the september 

1991 XOOSA andit that the Company did? 
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A (Both witnesses) No. 

Q Huve either one of yon seen it? 

A (Both witnesses) No. 

135. RICHARDSON: This is Exhibit 7. A@.n. this 

is a response from Kr. Hall to Citizens' 910727, third 

interrogatory, Item Number 15. And at the bottom he is 

still speaking about graph Number 10. When several 

prior situations that were not originally rebated were 

rebated, speaking about graph Number 10 and the spike 

in particular. 

(Exhibit I marked for identification.) 

BY MS. RICHARDSON: 

Q Do either of you have any idea what Mr. Hall is 

referring to in his statement, in the January '92, prior 

situations that were not originally rebated'? 

A (By Ms. Miller) I don't. 

A (By Ms. Gargiulo) No. 

Q The 9156 form shows up on an RF0838IS form, 

doesn't it, Ms. Miller? 

A (By Ms. Miller) I don't know what RF08381IS is. 

Ms. RICHARDSON: It's the total rebated revenue 

form, and I have a deposition from Mr. Renofria 

(phonetic) that states that is wher- +I.=+ 

So if we can just take that -- I w i  

it to you, Phil, if you need the st 

ACCURATE STENOTYPE REPORTERS, IHC. 
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L) 

colpany, orrfpSt'accept it and let it be subject to 

check later. 

MRACARVEF~: What am I accepting, that the 9156 

feeds into the other one? 

MS. RICEAFtDSON: Yes, shows up on. It would not 

be a part of. When asked about 9156 forms, my question 

to Ms. Mason was based on having 9156 manually handled, 

and those reports are now in the system and having been 

credited, would it show up in any of the forms that you 

have listed. She had provided me a list, and she said 

yes, it would. It would be reflected on the 0838IS, 

Florida Interruption Service Report. It would not be a 

part of, it may be a part of the MOOSA activity sample, 

depending on if it hits the sample. And then we are 

talking about the NP2312. So for the purpose of this 

question, according to Ms. Mason from the Company, the 

9156 shows up on the Florida Interruption Service 

Report. Do you need to see that? 

MR. CARVER: Well, let's just do this, if I later 

decide your predicate is improper, that's something I 

can object to later, I think that can be preserved, so 

let's go ahead. For purposes of your question, you can 

go ahead and make any predicate you want, because that 

would be one that's -. 
MS. RICEARDSON: And we'll do Exhibit 8. 

ACCURATE STEIOOTPPE REPORTERS, INC. 
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.. 
(Exhibit 8 maxked foridentif. 

BY MS. RICBARDSON: 

Q Okay. So for purposes of Exhibit 8, Exhibit 8 

inacates, or the information for that comes from the 9156 

forms, okay. And that's what is subject to check. In your 

estimation can you give me what an average amount credited 

to a residential account for out-of-service over 24 hours 

would be, do you have any idea? 

A (By MS. Gargiulo) No. 

A (By Ms. Miller) No. 

Q Based upon the information that the Company gave 

us on these forms, Public Counsel produced the graph that is 

Exhibit 8 bate stamped Number 19, and determined that the 

total monthly average in 1990 was $7,586, and that the total 

monthly average from May of '91 to April of '92 was $16,348. 

Looking at Public Counsel's graph, and we have got a line 

drawn from September of '91 forward through April, the 

amount of total MOOSA rebated revenue goes up dramatically 

to almost around $37,000, hitting a peak around December and 

January, sometime in that time frame of '92. Can you 

explain why there was such a dramatic increase in the amount 

of money rebated in that time period? 

MR. CARVER: I'm going to object to the form of 

the question because there was a real long specech 

tacked on to the front of that. But the bot- line is 

ACCURATE STEAOTYPE REPORTERS, INC. 
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It is you just want to know wiq  

.o 16,348, that's fine. 

PIS. RICHARDSON: Let's use that as the.qnestfon. 

BY WS. RICIIARDSON: 

Q Can you explain that increase, either one of you? 

A (Both witnesses) No. 

P Do you think the historical rebates that Mr. Hall 

mentioned might be a cause for that? 

MR. CARVER: Don't speculate. But if you know you 

can answer. 

MS. GARGIULO: I don't know. 

MS. MILLER: I don't know. 

BY MS. RICHARDSON: 

Q All right. In your estimation, *..at is an average 

amount credited to a single line business account when it's 

out-of-service over 24 hours? 

A (By Ms. Gargiulo) I don't know. 

A (By Ms. Miller) I don't know. 

Q Do you have an estimate or can you give me an 

estimate of what an average ratio of MOOSA rebates processed 

to manual rebates in any one month or day- -I-** I.=-- =- 

average number per day in terms of MOOSA 

not mechanized. 

A (By Ms. Gargiulo) Repeat yoaz: 

Q About how many manual M o 0 S A s . w ~  

I. Y 1  1"- ..I._ -. 

ACCURATE S'PMOTPPE REPORTEI 
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or average in your estimate? 

A Yes I 

Q Are either of you aware of any audits that were 

done on the MOOSA program procedures? 

A (By Ms. Gargiulo) I'm aware there was an audit 

done, but that's all. 

A (By Ms. Miller) That's about the same thing that 

I know. 

Q Do you know about the time that one that was done 

that you are aware of? 

A (By Ms. Gargiulo) No. 

Q You have no idea when it was done? 

A (Indicating no.) 

MS. RICHARDSON: And this one is in your pac 

JO- AS 

~ u r t  rq 
- 

et, 

tr- - -  a matter of fact, I only have one for the 

CI Frter. It is the one that is titled 

out-of-service troubles, an& it*s a three-page exhibit. 

The first line reads, "Four of our most finporrant 

servfce measurements are drim by how w e l l  w i ~ h m d l e  

c n u  out-uf-senrlce ~trouhles", anb%kkzr-wi~-"bnk2l%h.€bft 

9. 



/. 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

.. 
(Exhibit 9 marked for identification.) 

BY ?tS- RICEAFtDSON; 

Q And I really only have a question on that last 

LpmkqrAph on the first page, if you wapld-just read that. 

It starts, "Requires a rebate for the number of hours", and 

it states that the average rebate is less than a dollar, 

that the administrative cost of the Company is about 5200. 

Is that accurate? 

MR. CARVER: Before you answer that question, let 

me find my copy of it. 

MS. RICHARDSON: That's fine. 

MR. CARVER: I can't seem to find it here. Okay, 

where are you reading from? 

MS. RICHARDSON: The very last paragraph. 

MS. MILLER: I have no idea. 

MS. GARGIULO: Neither do I. 

BY MS. RICHARDSON: 

Q So then you have no idea essentially how much -t 

costs for processing a rebate is what you're telling me? 

A (By Ms. Gargiulo) That's correct. 

A (By Ms. Miller) That's right. 

(Lunch recess taken.) 

MS. RICHAFtDSON: All right, if you v o a l d  :Look at 

Page 2 -- well, let me identify -it 
document, it's a memo dated April 26, 1990 from John 

ACCURATE ST?XWTWE REPORTERS, INC. 
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Sheehan to four or five people begixmingwith Dermy 

Fields. And Page 2, the paragraph after the indented 

paragraph beginning, "When an OChC receives a--983 or 

984 error (which is placed in an 039 record error 

field) or a MOO error (which is placed in a 305 error 

record by CZO), it does appear as errored activity on a 

certain hold file print. However, I am told that 

unless the suffix (clerk identifier) column on the 

print is populated, no action is taken by the Revenue 

Accounting Office to investigate or correct the error." 

(Exhibit 10 marked for identification.) 

BY MS. RICHARDSON: 

Q Now, I'm really lost in that particular paragraph, 

can either of you help me out with what are 983, 984, MOO 

error, CZO? 

A (By Ms. Gargiulo) I can't. 

A (By Ms. Miller) I can help you out a little bit. 

Remember, I told you that at some point the CRIS system was 

regionalized? 

Q Uh-huh. 

A The CRIS user guide documentation that you have 

reflects the regional version of MQQSA. These texms in this 

paragraph and in this document refer to prex IS, 

reflected in MOOSA in Southern B e l l .  983 a n d 3 & 4 - ~ r n ~ r s  

correspond to some of the current error codes, I dun't know 

i 
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Wl 

ones we talked about irr Exhibit 21 

A YM. PI00 is the same thing as HMO0 error codes. 

Q okay. 

A That reference to C20, that is shorthand for 

0122C20, which is the old version of the service order 

update job. 

Q Which we also talked about in Exhibit 27 

A Yes, we talked about that job, yes. And I don’t 

know what the rest of it is. That’s about all I can help 

you on that. 

Q Do you know what a suffix or clerk identifier is? 

A NO. 

Q Then you wouldn’t be able to identify or tell me 

why no action would be taken? 

A No. 

Q On Page 3, we have the last two paragraphs there. 

We next refer to a couple of questions submitted by Kathryn 

Miller. Is that you, Kathryn? 

A Yes, that is me. 

Q A l l  right. “First, Kathryn asked if we refund 

taxes during the MWSA process. 

that we do, and that is done through tax by account code 

logic. (But w e  obviollsly are re€m&&m&mde wmmg taxes and 

amounts since we only use A/C 110 and W O  today) .It Can you 

Jeffery and Shirley said 

ACCURATE -E REPORTERS, INC. 
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.. 
explain, please? 

A waybe. The question that was being addressed here 

W I L ~  how the regional system should handle the M W S A  refunds 

as far as taxing logic goes. 

Q okay. 

A The idea being that we would do the same thing 

that was already done, or a better version if one was 

necessary. 

every USOC has associated with it a three-digit account code 

which determines how the revenue for this thing is 

classified, accounting classification. 

And tax by account code refers to the €act that 

Q You mean city, state, county? 

A No. How it's booked in the journals, and I don't 

know, I can't give you any specifications on that. Like 

whether it's revenue, or expense, or junk like that. 

Accounting, we are talking accounting terminology, okay, and 

that's about all I can tell you about that. But the account 

code that's associated with each USOC determines how it is 

taxed, and that does refer to federal, state, city, county, 

and whatever kind of taxes there are. 

Q So we do refund taxes, then -- 
A Yes. 

Q -- during the MWSA process? 

A Yes. 

Q That next paragraph, "Next, Kathryn", is that 

ACCURATE STE2POTPPE REPORTERS. INC. 
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still you referred to there? 

A Yes. 

Q "Asked if the through and from date for these 

OC&Cs are modified by anyone to take into the consideration 

that when Regional OCSC performs fractionalization it always 

adds one to the from date and subtracts one from the through 

date. Her concern is that the customer does not get enough 

days fractional credit." Can you explain what your concern 

was? And if you would look at Exhibit 2, and Page 3.41.12, 

and that was the CRIS user guide? 

A My concern here was something that turned out to 

be a misunderstanding on my part. What is described in this 

paragraph is some logic that is performed by the QChC job, 

but I later found out that this logic does not apply to 

MQQSA OChCS. It applies to everything else. On MO'OSA 

QC~CS, what is in the CRIS user guide is what is done 

instead of what is described here. 

Q Okay. And then reading from the CRIS user guide, 

under the note on the Page 3.41.12, it says, "To determine 

the number of days for the MOOSA adjustment, subtract 1 from 

the through date shown on the demand print or MP-2312. Do 

not adjust the from date." All right. Is that through date 

the same date that we looked at on Exhibit 2, where we had 

out-of-service date and restoral date, or is that-3he-from 

date on Exhibit 4 with the 9156 forms? 

ACCURATE STENOTYPE REPORTERS, INC. 
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A They are tbe same. 

Q T h e y a t C t h ~ * t l ~ .  &s is the date that date 

was nestmced and that comes front-? 

A Yes. 

Q Okay. So, we are talking about restoral date. 

NOW that I've got that straight, can you tell me why you 

subtract a 1 from the restoral date on an out-of-service? 

A Yes. This is an understanding between LMOS and 

CRIS, to determine the number of days credit that should be 

given when -- and I will have to give an example tci explain 
this. 

Q That's fine. 

A If mas sends an out-of-service date of January 
lst, let's say. 

Q 1-1. 

A Yes, 1-1, and a restoral date of 1-3, they mean 

for us to give two days credit. What they mean is take the 

1-3 and subtract from it 1-1 and the person gets two days 

credit. Does that make sense? 

Q Yes. I am not sure what -- are you saying that -- 
A I am working up to this. 

Q Oh, you're working up to that? Oh, okay. I'm 

with you so far then. 

A O k a y .  Haverer. on the -*a bill, it's my 

understanding that any-day that la m a n e d  anywhere on the 
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bill must be a charge or a credit for that whole day. 

So, two days credit from LMOS is going to look like, 1-1 

through 1-3, but two days credit on a CRIS bill is going to 

look like 1-1 through 1-2, because 1-1 is mentioned and 1-2 

is mentioned on the bill. Therefore, it must be two whole 

days credit. This just refers to what it is going to look 

like when it ends up on the customer's bill. In other 

words, subtract one from the through date means take 1-3, 

take one away and you get 1-2. 

Okay? 

Q Okay. And so under the other charges and credits, 

we would have a statement saying for outage of service on 

January 1st and January 2nd, your amount of credit is, is 

that what that subtraction one process does? 

A Yes, it results in the phrase on the bill. The 

phrase on the bill is what is shown on Page 12 here. In the 

example I've given it would say, "Credit for interruption of 

service from January 01, '92 through January 02, '92. It 

would be the same two days credit that LMOS had sent us the 

record for, though. 

Q Okay. That is very helpful. That makes that a 

lot clearer. So, there would be no credit for any part of 

the service being out on the 3rd? 

A That is that is my understanding. 

(Deposition Exhibit Number 11 marked for 

identification.) 
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BY-kS. RICHARDSON: 

Q Exhfbit 11 is a March 29, 1991 memo to "Managers - 
Customer services, (Florida and Georgia Only). Sulbject, 

error report changes. 

Ms. Miller, do you recognize this particular memo? 

A (By Witness Miller) Yes. 

Q Can you explain, are the errors that are .Listed in 

the center of that memo the same as we covered in EKhibit 2, 

the CRIS user guide? 

A Yes, with the understanding that the two .in the 

middle are reversed, and they refer to each other l.ike the 

arrows indicate. 

Q Okay. Then looking at that last paragraph on that 

page, it says, "These error reports should be worked and 

forwarded to Voucher Audit by the end of the next business 

day." Can you tell me what "worked" and who "Voucher Audit" 

is? 

A (By Witness Gargiulo) I can answer that. 

Q Okay. Either one o f  you. 

A This would be the manual handling report, and they 

would need to investigate it, fill out all the infoimation 

and send it down to comptroller's. The voucher audXt -- 
Q Refers to the group in the comptroller's? 

A 

Q Oh, okay. All right. And look on Page 2 and that 

The comptroller that processes the MICISAS.. 

i 

ACCURATE STENOTYPE REPORTERS, INC. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

i 

65 

first paragraph. 

FlotFda-ot-- error reports not being received. 

"We have r e c e i h  reports from South 

IBOSS 

indicate that these reports are being 

traxmdtted. 

advfse as soon as more information is available." Can you 

tell me what the problem was? 

We are investigating this problem and will 

A Yes. We were not receiving actual manual handling 

reports over our printers on a reasonable basis, a steady 

basis. Some of the offices were not receiving them daily or 

at least every couple of days, so there was a problem. 

P And do you know why they weren't receiving them? 

Was it a programming error or just a manual, somebody didn't 

put it in the machine? 

A And that is what this refers to at this point. It 

turned out that there was a problem that I really can't give 

you all the information about because I really didn't 

understand the problem. It was a problem when we were 

converting to soft 2.0, which is a new service order system. 

Q Is that from CORDNET, when they retired CQRDNET? 

A Exactly. It was a problem there with some of the 

printer IDS. Each office has an associated printer with an 

ID number that, at this time, MOOSA went to all of t ~ u r  

offices throughout the state by the area that they handled 

as o m e d  to now, where they a l l  come into the quality 

assurance center. And there was a problem with the printer 

ACCDRATE -E REPORTERS, INC. 
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IDS as well, and that is as mu& as I  an r e u  yon. 

Q Okay. The change that you just mentlonedl. haw 

many offices all over the state were! receivingniit&8fore it 

was isolated to one office? DO you have any idea how many 

places this got spread out? 

A I believe we have approximately 26 offices. Well, 

we have 26 semice centers. I can't tell you for sure. 

Q So, each service center was processing its own set 

of MOOSA? 

A Exactly. 

Q Well, let me clarify that, its own set of manual 

produced MOOSAs. The automatics were still going through 

proper 1 y ? 

A Right. This was only the manual handling that's 

handled in customer service. 

Q Okay. Were there more errored out reports or more 

credits that didn't flow through when it was spread out 

through 26 different offices than now when you have just one 

office that's doing it on a daily basis? 

A I'm sorry, repeat your question again. 

Q Why did you go from 26 offices to one? Why did 

the Company decide to make that centralization change? 

A So that it would be better handled. Since we had 

a centralized location now that was handling a 

reconciliation, it needed to be handled in a t fan 

ACCURATE STENOTYPE REPORTERS, INC. 
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it in-onecenter so there would be better control over It. 

Q Okay. Do you recall if at all there were  any 

p e c u l a r  customer credits lost because of this pnDblem 

that was referred to, the programmers indicate r e p o ~ s  not 

being transmitted? 

A When the problem was discovered they did ,a run 

again during that time period, and reran everything so that 

all the customers did receive their credits, but it was at a 

later date. 

MS. RICHARDSON: We have another exhibit, No. 12. 

(Exhibit No. 12 marked for identification.) 

BY MS. RICHARDSON: 

Q Ms. Miller, do you recognize this? 

A (By Witness Miller) Yes. 

Q And is this an E-mail or computer mail screen or a 

print of one? 

A It's a print of one. 

Q Okay. And it refers to you as a Staff-Analyst, 

Information Systems? 

A Yes. 

0 Okay. So, that was your job prior to the one 

you're doing now? 

A That is correct. 

Q All right. And that is when you were  prscgrrrmpfng, 

ACCURATE S!I'ENO'I'YF'E REPORTERS, INC. 
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.. 
specifically for Infomation S y s t e g ?  

A I wasn't actually pm-ng at this time. I was 

in a -rm role. 

Q Okay. Can you please explain to me -- it says, 
"Subject: HOOSA/IC." Is IC installment credit? :Right at 

the top, do you see that in the subject? 

A Let me remind myself. 

Q Sure. 

A Let me read this. 

Q Help yourself. 

(Pause) 

A Yes, it is referring to installment credits. 

Q And the installment credit question, can you 

bas :a1 I take me through this, because you use a lot o 

acronyms, and I don't understand. 

A Let me read the whole thing through and make sure 

I remind myself of what this was about. 

P Okay. 

MR. CARVER: I don't know if I have just got a bad 

copy, but I can't really read mine. 

MS. RICRARDSON: I'm having trouble, too. And 

this was the best copy we got. We tried to sharpen our 

copier on it, and the one that's coming up neart is even 

m e .  And -that is-ttre*- Eo1 t 

we got frcdathe carpany, -1 
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first paragraph should be read -)to the record, 

because -- 
MS. RICHARDSON: Be glad to. 

BY MS. RICHARDSON: 

Q Do you want to make a stab at it, Ms. Miller? 

A It's missing the left-hand column, but I will try. 

I think it says, "I want to talk to you about something you 

brought up in PROCC yesterday." 

Q P-R-0-C-C -- 
A Yes. 

Q -- is what? 
A It's an acronym for -- oh, I don't know. 

Pre-regional ongoing change control, or something like that. 

It's a committee we had set up while we were working on the 

regionalization of C R I S .  

Q Okay. 

A Okay. And I think it says, "I tried to call, but 

your VMS wasn't picking up. You said that the MOOS,\ --" I 

guess that is, "OCfiCs take into account any US0cs t!hat have 

IC on them. I think that's what you said," in parentheses. 

"Could you please give me more details on this? D o e s  C Z O  

just skip the IC USOCs like it skips the wiring m&.~ntanancs 

USOCs when it's --" and I think that--. "-g"thCt 

MWSA QcLCs, or does it create a rrrerW and-ttumr XI- ictrarga." 

i 
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.. 
And I can't read the ne- part. "depending on the 1:C date or 

what. 

e. 
wiring maintenance USOCs? 

the USOCs it skips. Also, B a r r y  said something about the 

OChCs applying only for BOC USOCs. 

details I need to know? Feel free to either," probably, 

"call or respond to this note. 

questions at once. 

this MOOSA stuff.'' That is the best I can figure out what 

it says. 

Also. I need soae pore details on MOOSA in q e m e r a l , "  

" w y  what criteria does C20 use in sH-. 

Can you give me an exact list of 

Are there any cither 

Sorryto ask so mamy 

I appreciate your keeping me straight on 

Q Okay. So, the concern was with installment 

credits and how they were handled on rebating, refunding 

money to individual out-of-service customers? Is that the 

general gist of this? 

A Yes. 

Q Okay. And how are installment credits handled or 

how were they handled at this time? This was a 1990 memo. 

A I'm not sure how they were handled at the time, 

which is why I was asking the question. 

they are handled now. Well, it looks like by the answer 

that I wrote on the bottom of the page that he must have 

told me that the IC was not taken into accoppt- 

me to explain what that means, is tbatwhat-yoa*re~aalrfng? 

I can tell you how 

D 0 y a a - e  

P Yes, ah-, 

-E REPORTERS, INC. 
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.. 
A okay. Z n s t i d l t e n t -  credft - that the cas- 

is not paying for that Dsoc for a period of one month or two 

months or whatever tlreF-during which we had this promotional 

offer going on. W h a t  really is happening, though, is he is 

paying for it, but he is getting a credit back for the same 

amount on his bill. And it will say "get acquainted offer." 

If the customer is not paying for it, technically he is not 

due a refund on it because he is not paying €or it. 

However, according to this answer that I wrote down here, it 

must be that the old MQQSA program did not take that into 

account, meaning that it probably refunded the customer more 

than he was due. 

Q Okay. And now the program does take it into 

account? 

A Yes, it does take it into account. It looks at -- 
there is a date associated with the IC, and the date gives 

the date on which the customer will begin to pay for that 

service. 

is as far as they will go, so that the customer is getting 

refunded exactly the part that he is paying. 

And so the credits will go up to that day and that 

Q Okay. MOOSA excludes three USOCs, I think you've 

got down there. And which three USOCs is it excluding from 

credit that a customer doesn't receive credit back on? 

A Well, what it was doing at the -e, i r 
this note, is it w a s  exctndfng WnQ, WMR and sEp1x. 

to 
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Q And are those inside wire usocS or just plain 

wiring USQCs or -- 
A I think they are inside w-. I know SEQlX is- I 

can't remember about the other two. 

Q Okay. You had a question up here. "Exactly what 

criteria does C20 use in skipping the wiring maintenance 

USOCs?" 

skips? Is that the list, then? 

And can you give me an exact list of the USOCs it 

A I think this is the list of what he was doing at 

the time, yes. 

Q Exhibit 13, and this is -- oh, this is so bad I'm 

not even sure -- let me pass it out. I am not sure we are 

going to be able to deal with this. 

you some general questions. 

I may just have to ask 

(Exhibit Number 13 marked for identification.) 

MR. CARVER: We are going to have to have a seance 

to figure out this. 

MS. RICHARDSON: I don't even know if you can make 

out your name at the bottom of that particular one. 

WITNESS MILLER: I do see that. That is about all 

I can see. 

MS. RICHARDSON: Okay. And the subject was MQOSA 

reconciliation logic problem on this particularr one. 

My question deals with, and I thwr it's in ht?!re. 

may have to go to -- let's not even cormt that as 

1 
We 
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E x h i b i t  12, if that's possible. 

one, and we'll make this one Exhibit 13. We'll just 

cancstl that because we can't read it. 

us a starting point to go from. 

Let's just go to this 

T N s  will give 

BY MS. RICHARDSON: 

Q Ms. Miller, is this one of your responses to one 

of our 27th interrogatories, Item Number 31 

A (By Witness Miller) Yes, it is. 

Q Okay. And in that we asked you about the LMOS 

Account Codes, 110 Residence and G70? 

A Uh-huh. 

P And how those particular codes got rebated, and 

whether or not that was part of the journalization bug that 

was in that program modification. All right. And if you 

could just take a second to read your answer, then I have a 

couple of questions f o r  you? 

A Okay . 
Q Now, I'm asking because I'm a little confused. I 

need to know how the 110 and 670 account codes are populated 

by LMOS. If they are not  LMOS account codes, how are they 

populated by LMOS in the 9156 MOOSA records? 

A Okay. LMOS pats 110 in there if it's a residence 

account, and it puts G70 in there if it is a non-residence 

aceamrt. However, those codes do not end up gettingased 

for anything. 

ACCURATE !3TENO"YPE REPORTERS, INC. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

2 1  

22 

23 

24 

25 

74 

.. 
Q 
A 

Q Okay. And they are ignored under theTnew.sps ter7  

Then why are they used? 

They used to be used by the old system. 

A Yes. 

Q And how were they used by the old system? 

A I believe they determined haw the rebate was 

journalized. 

Q 
journalized, what you mean by that? 

And can you explaln how the rebate was 

A I mean what accounting classification it went 

in the books. 

Q Okay. We've tried to figure this out. Okay. 

we are hoping that you can help us with this. 

MS. RICHARDSON: Walt, can you explain? And 

you need to draw pictures, that's fine. 

MR. BAER: I've got some notes. 

MS. RICHARDSON: Oh, good. We'll make this 

Exhibit 14. 

to 

And 

f 

(Exhibit Number 14 marked for identification.) 

MR. BAER: On the first entry up here on the left, 

the F1 and 2,  if you can imagine that these are the 

individual features that one person has on the line, 

okay? All right. And if he is sopposed to hapathe 

refund on these, hov did these get;a 

you only used the old method -dtadmrith 2he 110 

r" 
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accounting code? Bow did h&-ge&credlted for all of 

the!E' yop know. if- -pu=zmly-haci the one account code? 

WITRESS MmzEE: okay. I CalL-anSwer that. me- 

account code-had nothing to do with which features got 

refunded. That is how it happened. And I think that 

is probably stated in my interrogatory answer here. 

The program went to the custmr's account and it 

pulled every USOC that vas to be refunded. Now, I'm 

talking the way it used to be. 

BY MS. RICHARDSON: 

Q Please. 

A (By Witness Miller) He took them all. And if he 

had Feature 1, 2 and 3 -- and it looks like you have them 
labeled $1, $2 and $3 -- he added them together and came up 
with $6. So, the customer got the correct money amount in 

his refund. It just was all journalized to 110, and it 

probably should not have been. But it was journalized that 

way because they were all added together at the time. 

Q Okay. 

A So, it only ended up being one physical OCLC. 

MR. BAER: All right. Then afterwards each of 

them, on this part here, each feature had its own 

account code then, right? 

WITrJEssMXLLER: That*rconect. 

MR. BAER: Andthfszisitbe- -t:pn are 
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referring to as when you had the journalizatiorr bug, is 

that ri*? 

WI!R?ESS MILLER: That is my understanding. That 

term was not one of my terms. "Journalization bug" was 

just one that appeared in the interrogatories, and that 

is our understanding of what that was referring to, 

yes. 

MR. BAER: How were they added together, t.hough, 

during this time period? 

WITNESS MILLER: The new way? The difference, the 

main difference between the old way and the new way was 

that the old way took the one record that came in from 

LMOS, and it went and got all the USOCs and found the 

total money, and it plugged it into the record, which 

already had the one account code in it, and it went on 

the customer's account. The new way, the record from 

LMOS is treated as a trigger. It says go to this 

account, find everything that should be refunded and 

creates one W h C  for each USOC. Okay. Each USOC OC6C 

would carry the account code associated with that USOC. 

So, you got three OChCs off of this account instead of 

just one. Okay. The only thing that changed was the 

journalization of the refund, because the account code 

would now be correct. 

three OC6Cs reached the customer's bill, they would 

The new way, by the time these 
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- 
have cartrined and would appear as only one phrase, 

because everything about them was the same except the 

accowt code. And the accoune code does not have 

anything to do with how it appears on the bill. 

BY MS. RICHARDSON: 

Q Okay. And when did this change go into effect? 

A The change was part of the regional implementation 

of MOOSA, so that would have been March '91 in Jacksonville 

and May '91 in South and Southeast Florida. 

MR. BAER: And that is this area down here, right? 

Does that describe how it's currently done, where each 

feature has its own account code, and it has its own 

OC&C code? Is that right? 

WITNESS MILLER: Yes. 

MR. BAER: And then they are added on the bill? 

WITNESS MILLER: That's correct. 

(Discussion off the record.) 

MS. RICHARDSON: All right. And then this is 

mostly just for purposes of getting this as an exhibit 

on the record with what we have just talked about. So, 

I may have one question for it, but in order for me to 

go back and review this again, I tNnk it's going to be 

helpful to have these together. This would be Exhibit 

15. And this is Citizen's 27th Intexrcqatnntes, "Item 

Number 7. And we're, again, talking-ahmt a 

i 
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journalization bug that existed at one time. 

(Exhibit 15 marked for identification.) 

BY Ms. RICHARDSON: 

Q And, Ms. Miller, is this your response? 

A (By Witness Miller) Yes. 

Q And I believe you say that, "We believe tlil t the 

implementation of USOAR (Uniform System of Accounts Rewrite) 

on January 1, 1988 is when the USOCs on an account were 

broken out from one major account code," and that's 110 and 

G70 to several account codes, and then that would be the 

correct date for that. And then you also say, "The regional 

CRIS data base was installed in North Florida of March of 

'91," rather than May or April? 

A March of '91 for Jacksonville, May of '91 for the 

rest of Florida. 

Q Okay. Then that statement is still accurate? 

A Yes. 

Q All right. That is all I need with that. 

MS. RICHARDSON: And we are up to Exhibit 16. 

(Exhibit Number 16 marked for identification.) 

BY MS. RICHARDSON: 

Q At the top of that page is a handwritten 

"Kathryn." 139. Miller, is that you? 

A (By Witness Miller) Y e s ,  it is. 

Q Okay. So, you have seen this memo? 
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A Yes. 

Q All right. And this is a memo dated May 25th, 

lam, d subject matter at the top was "Minutes From MOOSA 

Meeting Held on May 25."  I'll give you a chance to look at 

it. (Pause) 

The purpose of this meeting, according to this 

memo, was to do what? 

A I was not at this meeting, so I can only read what 

is on here. It was called to discuss changes needed to the 

way MOOSA OCsCs are generated today. 

Q All right. And how did you come by this memo, 

since this was given to you? 

A When I got involved in the regionalization of CRIS 

and was designated as the person to handle MOOSA, I needed 

some background information on how was it being handled 

currently, and that is how I got this. 

Q All right. And under this memo it discusses, as 

you said, making changes. There is so much technical 

information in here. Can you describe to me the changes 

that were contemplated in 1988 by looking at this memo? 

A Yes, I can. 

Q Okay. 

MR. ULRVER: Okay. Now, in this case you are lot 

asking her to testify from her own knowledge; yon are 

just asking her to translate the technical stuff in the 

I 
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.. 
memo? 

MR. RICHARDSON: If she could do that. 

BY MS. RIUiARDSON: 

Q Do you have any personal knowledge now that you 

have this, and it has got your name on it and you reviewed 

it? 

A The knowledge I have on this came when I first got 

this memo and in further discussions with the perscin that 

wrote this memo. I don't have personal knowledge from being 

at this meeting. However, I think I can translate this for 

you. 

Q Okay. So you discussed this with Joe, then, the 

person at the bottom? 

A Yes, I did. 

Q Okay. Then please t r y ,  make an effort for me? 

A Generally speaking, what they were trying to do, 

they had realized that the MOOSA refunds were all tieing 

journalized to the one account code instead of to a 

different one for each USOC. And they were trying to figure 

out what they had to do in the existing, which is the 

pre-regional MOOSA program, to accomplish making one refund 

for each USOC, and, therefore, journalize them correctly. 

And these are changes that they thought would accomplish 

that. 

Q Okay. And were these changes implerentcd in 

i 
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A No. 

Q Do you know why they weren't impleaented? 

A According to a note down here at the bottom, which 

this is m y  handwriting -- let's see. No, that is not true. 

Joe Jones told me that these were not implemented. And, no, 

I do not recall why. 

Q That handwritten note, it was held up by national 

or network? 

A By network, but that is talking about the fact 

that MOOSA itself was not implemented in another state. ' It 

wasn't talking about these changes. 

Q It wasn't referring to the changes? 

A NO. 

Q Okay. All right. And I am going to have to take 

us back one more time to Exhibit 2. I, evidently, didn't 

finish all my business with that. And back to your 

explanation of subtracting one from the date. I'm sorry to 

backtrack like this. I should have had it together better 

than that. You gave me an example of January 1 to January 

3. If we have an example of January 1 to January 2, and we 

subtract one, how many days do we get for out-of-service 

credit? 

A You get one day of credit, and it shows up on t 

bill as January 1 through January 1. I 
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HI€: RICBARDSOK. is "Minutes from MOOSA 

Meeting, dated April 3rd, 1990." And Exhibit 18, which 

1.r gaiug to give out with this at the same tirue, is 

"Notes for MOOSA Meeting, April 3rd, 1990." 

(Exhibit Nos. 17 and 18 marked for 

identification.) 

MR. CARVER: Are these two separate exhibits or a 

composite? 

MS. RICHARDSON: They are two separates. The 

minutes are Exhibit 17, and the notes are Exhibit 18. 

MR. CARVER: Okay. 

MS. RICHARDSON: They really go together, because 

the minutes refer to the notes. 

E. RICHARDSON: 

Q Were you an attendee at this particular meeting? 

A (By Witness Miller) Yes. 

Q What I'd like for you to explain, Ms. Mil.Ler, is 

the out-of-service verification process referred to in Issue 

21 

A I don't think I can explain it, because the 

determination of the meeting was that this wasn't snmething 

that I was going to pursue. 

Q What was the problem identified as? What was the 

issue identified? 

A I believe it was referring to when the customer 

i 
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calls in for a credit, how dtx yon verffp that he has been 

out-of-service. And I believe this is referring to states 

that do not have MXISA. 

Q Okay. And under the notes from the MOOSA meeting, 

Issue 2, it mentions two choices under Issue 2 for 

verification of out-of-service, and one of them is 4an SB 

online transaction, which appear as memos in IBOSS, and what 

is that referring to, SB online transactions memos in IBOSS? 

A SB refers to Southern Bell, and I can't rceally 

remember, except that I believe this means in the Southern 

Bell online system which was called IBOSS you could hit a 

key or enter a command or something, and it would tell you 

the out-of-services that this customer had. I really don't 

remember. 

Q Okay. And then can you help me with the other 

choice, the second choice, the SCB online access through 

BOCRIS, B-0-C-R-I-S, to LMOS? 

A Okay. SCB refers to South Central Bell, and 

BOCRIS is the online system in South Central Bell, IBOSS in 

Southern Bell, BOCRIS in South Central Bell. And I believe 

that in South Central, through BOCRIS, you probably access 

some screen or something, and it cuts you through to LMDS to 

let you see the out-of-service on the custoaer. And that is 

an assumption on my part, because I think this issuewas 

stated, as best I understood it, at the time. 

- I 
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Q Okay. So, was there a problem, then, in being 

able to verify when a manual report came through whether or 

nut that custorer MS out-of-service? 

A No. I don't think this refers to that, but I 

really don't know. I think this is related to something 

else. I think this is related to what kind of e n t q  should 

be made on the customer's account to indicate that he had an 

out-of-sexvice. Whether or not this was a state that had 

MOOSA -- I don't really remember this in connection with 

MOOSA in particular. This meeting covered more than just 

MOOSA, and it got very confusing. I remember that. 

Q Was there any discussion as to why it might be 

preferable for memos to go directly to CRIS and not BOCRIS? 

A I don't rememher. 

Q Do you know how those two offices are structured? 

Are they structured differently, CRIS and BOCRIS, different 

purposes? 

A They are not offices. They are systems. And they 

are directly related to each other. BOCRIS is simp:ly an 

on-screen representation of what is on the CRIS accounts 

data base. 

Q Is it a smaller subset of CRIS? 

A I don't think so. I think it's the same thing. 

It's just user-friendly, let's look at it on the screen. 

Q Okay. And CRIS is not a screen system, not a 
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iich we update service orders and miscellaneous 

! data base. 

Q Okay. Can you look at Issue 3 and explain what is 

being discussed with Issue 3? 

A I think we just were addressing everything 

pertaining to MOOSA. And, at the time, only Florida had it. 

And I think we were trying to address what would need to be 

done if South Central Bell wanted MOOSA. 

Q So, there wasn't a problem with what Florida was 

doing in terms of your mentioning the tape from LMOS into 

the CRIS front end. It was just the problem was how to 

regionalize that process? 

A Yes. 

Q Okay. And then under Number 4, what was ,the 

problem there that was discussed? 

A I don't think it was a problem. I just think -L 

was just something that had to be addressed for 

regionalization. 

Q Again, so there was no specific problem w.ith the 

system. 

southern Bell offices? 

We are just talking about branching it out to other 

A The m o l e  purpose of this meeting, basically, was 

how to take what exists in Southern Bell and make i l k  

i 
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Q Okay. And tl 

again the journalization of the single codes, 110 for 

residence and 670, and what to do about it, correct? 

A Yes. 

Q Okay. In Issue 5 there is a statement about 

implementing MOOSA in Georgia and using the same logic that 

was used in Florida. And then it says, "Which does not 

include Joe's proposed changes." Are those the changes that 

we discussed in that May 25th memo? 

A Yes. 

Q All right. And, again, that was the 

regionalization changes? 

A No, these were the changes that were solved by 

regionalization. But that meeting right there, the May 25th 

meeting, was how to make those changes in the existing 

Southern Bell system prior to regionalization. 

Q All right. But they were not made? 

A No. 

Q 
A Well, this note here appears to state why they 

You don't know w h y  they weren't made? 

were not made, which I did not remember this. But this does 

appear to be the reason. 

Q And the reason is? 

A According to this note, it saps, "This change was I 

i 
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mnted besanse Joe n=r=r US-U WLII LLUIR-LLZ 

oathern Bell Marketing Support after a probl m 

p involving how credit USOCs would appear on 

the bill." 

HR. CARWR: Just to be clear, you are just 

reading the memo. You don't have an independe:nt 

recollection? 

WITNESS MILLER: Well, I remember having read it. 

I remember it now, but, no, I didn't remember it 

before. 

BY MS. RICHARDSON: 

Q Okay. Do you have any idea how decisions on 

whether or not to implement changes are made? I s  tlhere some 

kind of cost/benefit analysis done on whether or not a 

change ought to be put into place now in a system in 

Southern Bell? 

A (By Witness Miller) I have no knowledge of that. 

Q Okay. So, what you do in this particular meeting, 

or meetings that you have been in, is to discuss changes 

that are coming up. You have not in any of those meetings 

ever discussed a cost/benefit analysis with a particular 

change referred to? 

A RO * 

y. Do you have any knowledge as to w 

ded not to go with Joe Jones' changes 
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' 8 8 1  - 
A Yes, I do. 

Q WhY 1 

A Now that I remember it, I believe that Joe and 

Lisa were each waiting for the other one to call them back. 

Q Something as simple as that? 

A Yes. 

Q Okay. Ms. Miller, were you part of a MOOBA task 

force in August of 19917 

A I'm not sure. 

(Exhibit Number 19 marked for identification.) 

BY MS. RICHARDSON: 

Q Ms. Gargiulo, that question also applies to you. 

Were you part of a task force, a MOOSA task force, In August 

of '91? 

A (By Witness Gargiulo) I'm not sure. I mf?an, I 

didn't serve on something called a task force. I have to 

answer like Kathryn did. 

Q Did you serve on something in '91 dealing with 

MOOSA, a team kind o f  program? 

A No. I was used as a resource, and somebody might 

have questioned me about something, but no team or anything. 

Q Do either of you know a Judith M. Rhea that's 

mentioned in this particular memo dated August 9, 1990 

(sic). 
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A (By Witness Gargiulo) Yes, I do. - 
A (By Witness Miller) I've heard of her. 

0 Can you identify her for me? 

A (By Ms. Gargiulo) I believe she is on O u r  

headquarters customer services staff, but I'm not sure what 

her subject mattex is that she handles. 

Q Do either of you know a Janice Long that's 

mentioned in this memo, copy to? 

A (By Witness Gargiulo) I've heard of her. 

A (By Witness Miller) I've heard her name. 

Q Okay. And identifying the sender of the memo is a 

Lisa Cauthren, do either of you know MS. Cauthren? 

A (By Witness Gargiulo) Yes. 

A (By Witness Miller) Yes. 

Q And what does she do? 

A (By Witness Gargiulo) She is on our customer 

services staff in headquarters; and she was, up until, I 

think, October 1st. the MOOSA subject matter expert. 

Q October 1st of ' 9 2 1  

A Yes, I believe she just changed jobs. Did she? 

A (By Witness Miller) Yes, she did. 

Q Are either one of you familiar with the 

information contained in this exhibit, having looked thOngh 

it? 

A (BY Witness Gargiulo) I am familiar vith 'the 
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statements, because some of those requests became part of 

the new procedures. But I'm not familiar with the actual 

design change proposal or anything but what resulted from 

it. 

Q 

A (By Witness Miller) No. 

A (By Witness Gargiulo) No. 

Q Okay. So, you have no personal knowledge of the 

Have either one of you seen this memo before? 

memo? 

A (By Witness Gargiulo) That's right. 

A (By Witness Miller) No. 

Q It does say that the subject was "MOOSA/VP Called 

Do you have any idea, Task Force/Required System Changes." 

is VP vice president? There are so many acronyms in the 

company. Is that an acronym that's a typical company 

acronym that you would be aware of? 

A I would presume that's what it means, but I would 

just have to presume that. 

Q Okay. And there is another acronym in that first 

paragraph, the last three letters, DCP. Do either of you 

know what DCP is? 

A (By Witness Gargiulo) Yes. 

A (By Witness Miller) Uh-huh. 

Q Ms. Killer, can you identify? 

A It stands for design change proposal. 
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Q And then it identifies in that second paragraph, 

MS, Gargiulo, you said you recognized these three items 

because they became part of the changes. 

explain each one, 1, 2 and 3, then? 

Can you kind of 

A (By Witness Gargiulo) The entry as it's -- when 
the MOOSA passes from LMOS, it puts a notation on the memo 

screen on BOCRIS, indicating that an out-of-service 

adjustment, a MOOSA adjustment has been processed through. 

And it was just going to include the line number, which I 

don't believe line numbers have been included prior to that. 

The second one was just a positive report that would come 

across the printer to indicate that no MOOSAs were sent that 

day. And the third one was the reconciliation report, 

basically. 

Q And that was your particular area of expertise? 

A Well, the manual handling piece is my particular, 

because that drops to the customer services center. 

Q Okay. And then looking at the bottom, the last 

sentence says, "Again, this project is being handled on an 

expedited basis per an officer level directive." I know you 

weren't involved, and you probably can't answer this, but do 

you have any idea of who the officer level directive was 

that instituted these changes that you are aware of? 

A NO. 

Q Do you k n o w  or have any knowledge as to why these 

~ 

5 
~~~ ~~~~~ 
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changes were made, and especially on an expedited b'asis? 

A No. 

Q What is an LmRM that was mentioned in Number 2, 

when you said "printern? Is it just the name for a printer? 

A It's the ID, the printer ID for that particular 

printer. 

Q All right. I f  you could turn back several pages, 

and I wish these had been numbered. If you want to go from 

the back, it's 1, 2, 3, it's the fourth page from the back. 

At the top it says, "Example of current BOCRIS memo for 

out-of-service.'' Okay. And in that it is giving a n  example 

of what comes across BOCRIS for an out-of-service, and it 

lists several things: A completion date, an out-of-service 

date, a restoral date, LMOS line IDS and so on. The 

out-of-service date, is that picked up from the LMOS data, 

do you know, in BOCRIS, when the BOCRIS memo comes across? 

A It would be picked up from the LMOS data, right. 

This is what winds up on the BOCRIS memo. 

Q Okay. And the restoral date, is that the time of 

the clear date for the out-of-service? 

A That is the restoral date, as it shows that LMOS 

passes. 

Q Okay. And the last, the second-to-the-last page, 

it says, "BellSouth Services, Design Change Proposal, RF61," 

at the top. And down toward the middle in the description 
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it says, "Begin transmitting a new report type, Report TJrpe 

19, if available," titled MOOSA Reconciliation Report, and 

that was to be delivered to the printer in the CODB. What's 

a CODB? 

A It stands for central office data base. 

Q And is this Report Type 19 the same as tho 

reconciliation report we saw in the CRIS user guide that we 

talked about earlier? 

A Yes. 

Q So, this is the design change for that report? 

A To ask for the reconciliation. 

Q Okay. And then on the last page there is a note, 

the first note at the bottom, "There should be no page 

breaks between COS."  Is that central offices? 

A (By Witness Miller) Yes. 

A (By Witness Gargiulo) Uh-huh. 

Q So, central offices are all clumped together on 

this report, then, the reconciliation report? 

A (By Witness Gargiulo) Right. 

Q Within each central office are the MOOSAs. If I'm 

going to look at a reconciliation report, would I see 

Central Office 1, and its entire set, and then I would go to 

Central Office 2, and see its entire set, and Centr,al Office 

3 and its entire set? 

A Yes. 
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Q So, zhey are grouped there. So, if I wanted to 

look at any particular exchange, all I would have to do is 

locate the central office on a reconciliation report, and I 

could audit or whatever I wanted to do with that central 

off ice? 

A That is correct. 

Q Okay. Is it easier to spot problems that are 

generated by a particular central office group when you look 

at reconciliation reports if something appears out of 

normal? 

A Yes. 

Q Have you noticed that at all with any of the 

reports that you have handled? 

A NO. 

Q Okay. Would it be easy, then, looking at that to 

see if maybe one central office was generating a much 

greater number -- I think you said there were 25 to 50 
average MOOSAs daily. If a central office was generating 

75, would that throw a red flag to somebody? 

A The reconciliation report does not list everything 

that was generated. It just lists everything that was 

generated 14 days prior to the bill date and was not worked 

to the bill. 

A (By Witness Miller) And it is only for a spedfic 

billing period as well. 

~~ ~~ 
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.. Q Okay. 

A (By Witness Gargiulo) So, all that it tells me is 

what hasn't been credited to the customer's bill. 

Q ~ l l  right. What is an average number of lines 

that you might get on a reconciliation report in any 

particular day? 

A Very few now, you know, maybe one or two on a 

billing period, many times zero. 

Q Okay. And is that because the process is almost 

completely mechanized at this time? 

A Because we centralized it into my group, and we 

have a real good handle on it, and get everything processed 

out. So very rarely does anything get delayed in my center. 

So, consequently, it doesn't cause a problem and, you know, 

for comptrollers, either. So, unless there is a delay there 

or it would get lost in the mail or we would not get it for 

some reason, that's usually, you know, how it winds up on 

the reconciliation report. 

A (By Ms. Miller) The process is no more mechanized 

now than it was. It doesn't indicate anything in reference 

to that. 

Q All right. What about multi-line accounts, are 

they not mechanized? Are they still handled strictly as 

manual outputs? 

A (By Witness Gargiulo) Mqht, uh-huh. Thfs just 
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Q Okay. 

MS. RICHARDSON: Exhibit 20 is an 8-21-91 E-Mail 

from Kathryn Miller to Nancy Yoder. 

(Exhibit Number 20 marked for identification.) 

BY MS. RICHARDSON: 

Q Ms. Miller, in the third paragraph -- 
A Uh-huh. 

Q You say, "Now to the current problem. Perhaps you 

know that MOOSA has been audited in both Florida and 

Georgia"? What audits are you referring to? 

A (By Witness Miller) I guess I'm referrinq to 

whichever one preceded the changes in '91. I think all I 

knew was there that had been one. 

Q Okay. And what group did they audit? 

A I don't know. 

Q What other information about the audit did you 

have? 

MR. M V E R :  Refore you answer that, I'm riot sure 

if that is the demand audit that was done by Shirley 

Johnson at the request of legal. If it is, them our 

position is that it's part of the investigation, and we 

would assert the attorney/client privilege for it. So, 

if you have any specific information about the 

substance of that audit -- 

ACCURATE STENOTYPE REPORTERS, INC. 



1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

97 

WITNESS KILLEk I don't, anpay. 

m. CARVER: Okay. Just to finish m y  sentence, if 

you did, I would have asserted it was attorney/client 

privilege. But since you don't, the point is moot. 

WITNESS MILLER: All I know is we heard there was 

one, and it got everybody up in arms, as you might 

imagine. 

BY MS. RICHARDSON: 

Q Okay. Do you have any idea why? 

A (By Witness Miller) Why it was done? 

Q Uh-huh. 

A No. 

MR. CARVER: Don't answer those. 

BY MS. RICHARDSON: 

Q Okay. Do you have any idea why everyone was up in 

arms ? 

MR. CARVER: Don't answer. 

MS. RICHARDSON: Okay. I need to know for the 

record that you are not answering on advice from 

counsel that what you are about to say is 

attorney/client privilege. 

MR. CARVER: Well, let's back up a little bit and 

do it this way. I mean, if she doesn't have any 

information, then I don't need to make the objection. 

So, why don't you just say, yes,  you know something 
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about it, or, no, yoe don't. And- if you say, yes, YOU 

do, then I will make the objection. And we can put on 

the record that I won't let her answer. But I think 

what she is trying to say is that she doesn't know 

anything about it. 

is no need for me to object to her saying she doesn't 

know anything about it. 

And if that is the case, then there 

MS. RICHARDSON: She said it got everyone up in 

arms, and -- 
WITNESS MILLER: The word "audit" does that. 

That's what I meant by that. 

BY MS. RICHARDSON: 

Q Okay. That an audit is a unique happening in the 

company, so that when someone is audited in the company, 

people get up in arms? 

A (By Witness Miller) People pay attention. 

Q People pay attention to the results of the audit? 

A Just to the fact that there was one. I have no 

knowledge of the results. 

Q Okay. Do you have any knowledge of what -- 
whether any changes or solutions, any changes were made to 

the system after that audit? 

A Since I don't know what audit w e  are t a M n g  

about, I really can't answer that. 

Q DO you know whether CRIS provided the aud3.tors any 
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particular information? 

MR. CARVER: For which audit? 

MS. RICHARDSON: For the 1991, September '91 audit? 

A (By Witness Miller) I have no idea. 

A (By Witness Gargiulo) I don't know anything about 

the audit. I can't answer one way or the other. 

(Discussion off the record.) 

(Exhibit Number 21 marked for identification.) 

BY MS. RICHARDSON: 

Q Okay. Can you tell me, is there an officer level, 

an individual at the officer level who is in charge of the 

MOOSA branch, of the MOOSA processing, the MOOSA system 

within the company, do you know? 

A (By Witness Miller) I don't know. 

A (By Witness Gargiulo) No. 

Q Looking at the exhibit I just gave you, this 

appears to be changes to LMOS and MOOSA in 1992. Are you 

familiar with these, the changes that were made that are 

listed here? 

A (By Witness Killer) I am familiar with the ones 

that ended up affecting CRIS, as well. 

A (By Witness Gargiulo) I am familiar with No. 2 of 

the first part, "Add tracking number to each MOOSA record." 

Q Okay. And that is the M O S  tracking number that 

you referred to earlier? 
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- 
A (By Witness Gargiulo) Uh-huh. 

Q Okay. Will you explain those changes in 'the first 

four, any of those? 

that is the LMOS tracking number. 

MOOSA records to CRIS? 

You've got Number 2 already there, and 

What about this lone from 

A (By Witness Miller) Are you talking about No. l? 

Q Uh-huh. 

A I think this came up already. 

Q We have already done this? 

A Yes. 

Q Okay. Then let me get down to one specific 

question I think I may have on this. 

that are listed, do you know of any other changes that have 

gone into effect in the MOOSA program? 

Other than the ones 

A Well, since these charges are referring to the 

LMOS MOOSA program, I'm not knowledgeable of any of those 

changes, anyway. 

P What about at the bottom, "The following change 

was made to MOOSA: Started cycling troubles for two days," 

and then the second one, "Corrected the following bugs." 

Can you explain what any of those following bugs were, 

"Started populating the account number file with the correct 

data"? Both of you are saying "no." 

A (By Witness Gargiulo) No. 

Q What about "Removed the multi-line records check 
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from the program"? 

A (By Witness Gargiulo) NO. 

A (By Witness Miller) No. 

Q "Removed the Key System check from the program"? 

A (By Witness Gargiulo) No. 

A (By Witness Miller) No. 

Q "Remove the customer code equal to zero c:heck from 

the program"? 

A (By Witness Gargiulo) No. 

A (By Witness Miller) No. 

(Exhibit No. 22 marked for  identification.) 

BY MS. RICHARDSON: 

Q Okay. This is a page from a Public Service 

Commission audit done in Gainesville. Can you explain how 

the problem of an out-of-service trouble on an incomplete 

service order could occur? 

A (By Witness Miller) I don't even understand the 

question. 

Q Okay. Well, go ahead and read it. 

MR. CARVER: What is this now? 

MS. RICHARDSON: The Florida PSC conducted a 

review of the mechanized out-of-service rebate program 

in the Gainesville, Florida Maintenance Centex. This 

may be a company document. I'm not sure. I -Just have 

this in my file as is. 
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m. CARVER: That is what I was asking, if it came 

from the company or somewhere else. 

Ms. RICHARDSON: It refers to a PSC audit. 

MS. WILSON: Was this produced by the company in 

response to a production request? 

MS. RICHARDSON: Uh-huh. 

WITNESS GARGIULO: I noticed it was stamped, 

"Received, Office of Public Counsel." I don't know if 

you stamp all of your things that you receive from the 

company. 

MS. RICHARDSON: This is August of '91, now. We 

do receive -- when we would do some of these, we don't 

receive all of them. We don't stamp all of them, but 

we do stamp some of them that come in. 

MR. CARVER: But you do that on a POD, it's like a 

mail stamp or something? 

MS. RICHARDSON: Well, now, I don't know. I 

really don't know. I wish I could tell you. That 

would be a good question. I don't have the original 

record file with me on this, so I can't answer that 

question. 

BY MS. RICHARDSON: 

Q If you are unable to answer the specific ]problem 

how something could happen -- 
A (By Witness Gargiulo) Repeat your question again. 
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I think I can now. 

Q All right. Can you explain how the problem of an 

oat-of-service trouble on an incomplete service order could 

occur? 

A Yes,. 

MR. CARVER: Before you answer, let me ask you 

this. Since I don't know what the source of this is or 

whether this is a company document or whatever,, I mean, 

you can go ahead and answer it. 

your answer entirely on subjects that are included 

here -- 

But if you are basing 

WITNESS GARGIULO: No. 

MR. CARVER: Okay. So this is on your pe;csonal 

knowledge? Okay, fine. 

A (Continuing by Witness Gargiulo) When a customer 

places an order, if it indicates that no field visit is 

necessary -- in other words, the installer does not need to 
go out to activate the service, we tell the customer that 

they should have their service working by X-time, and it is 

changed, so, I'm not sure what time by X-time, and if it's 

not working that they should call repair. So, if t!he 

customer called into repair, and for some reason hi:s order 

was not completed because of a facility problem or any 

number of reasons, that would cause an order to have not 

been completed, and the customer to call into repaix for a 
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.. 
trouble report. 

Q Okay. Were there any changes made, then, to that 

from '90 to today, or is that still the same? Was it the 

same in '90 as it is now? 

A To the best of my recollection, yes, I believe we 

were telling the customers in '90 to call in. I'm just not 

sure at what time. We have changed the time when we told 

them to call in, but yes. 

MS. RICHARDSON: 23 is a memo to "Managers - 
Customer Services (Georgia and Florida), dated July 

30th (sic), 1990. 

(Exhibit Number 23 marked for identification.) 

BY MS. RICHARDSON: 

Q And if you will look at Page 1, Paragraph 2. I'm 

sorry, go on over to Page 2 and Paragraph 3. Actually, it 

starts up there with Paragraphs 2 and 3, I think. We are 

talking about the "OUT" entry. 

"We would also like to take this opportunity to 

clarify MOOSA processing. Several questions have arisen 

since implementation in Georgia." 

A (By Witness Miller) I'm sorry, I don't think we 

have the same. 

Q You don't have the same. All right. Oh, I*m 

sorry. It's at the bottom of Page 1, okay, and t h e !  ffrst 

paragraph on Page 2. 

i 
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Okay. First of all, if the outage was coded as 

partial, the "OUT" type code will not appear on IBOSS and 

MOOSA. Do you know what that is? 

A I don't. 

Q An "OUT" type code? 

A (By Witness Gargiulo) I believe it's the memo 

notation that shows now on BOCRIS but was then on IROSS. 

Q Okay. And then that next paragraph, "If the MOOSA 

entry falls out for manual handling on either the CRIS or 

LMOS reports, an "OUT" entry will not automatically flow 

through to the IBOSS memo." Can either of you explain what 

that problem is? 

A It's not a problem. It's just that if it falls 

out for manual handling, then the business office will 

prepare the manual handling report, and they will make the 

necessary IBOSS, what it refers to here, but now BOCRIS 

notations. 

Q Okay. So, it was IBOSS and now it's BOCRIS. 

A It's IBOSS. 

Q So, those two things are basically the same? 

A Exactly, yes. 

Q And then under that next paragraph, "We have 

received complaints from the CRSAB that contact personnel 

are calling repair clerks asking that they enter trouble 

tickets to generate MOOSA credits." Are you familiar with 
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- 
that. process being done? 

A No. 

Q Okay. And in terms of the taxing codes that are 

mentioned on the first page and in Paragraph 3, okay, saying 

that they should be manually entered. And this was in 1990. 

Are taxing codes, the TAR code, still manually entered? Do 

you know? 

A Yes, it's the TAR code. 

Q Okay. And they are still manually entered? It's 

not done by a mechanized -- 

A When it comes out on a manual handling report. 

And there is a section there that says TAR code, and they 

have to put in the TAR code. 

Q Okay. Now, if a report goes through the 

mechanized section in MOOSA, and it doesn't fall o u t  for 

manual handling, will the system plug in the correct TAR 

codes by itself? 

A (By Witness Miller) Yes. 

Q Is that a change from 1990? 

A No. 

Q So, the system had always handled mechanically the 

TAR code? 

A Yes. 

KR. BAER: You still have a probla  with that, 

though, right? 

i 
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WITNESS MILLER: The problem was not with the TAR 

code. The problem was with the account code, which was 

how it was journalized. TAR code is how it's taxed. 

MS. RICHARDSON: 24. Exhibit 24 is CRIS Accounts 

Release 22 for MOOSA. 

(Exhibit Number 24 marked for identification.) 

(Discussion off the record.) 

BY MS. RICHARDSON: 

Q Okay. Ms. Miller, I believe you are identified in 

this particular exhibit as the coordinator or originator, is 

that accurate? 

A (By Witness Miller) It certainly is. 

Q Okay. It seems in this particular exhibit to 

indicate that certain program modifications were made to 

MOOSA or contemplated in 1990, is that true? 

A I will have to explain that. What this is, this 

is the documentation to implement the regional version of 

the MOOSA logic in preparation for regionalization of the 

CRIS system. Okay. The data on this, these documents are 

written far in advance of when they were implemented, 

because they have to be system-tested by all the 

programmers. So, this was the logic that would be 

implemented in March of '91 in Jacksonville, and in May of 

'91 in South and Southeast Florida. 

Q So, a full year in advance, then, all of t h i s  
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.. 
preparation work is being done? 

A Oh, yes. 

Q Okay. Were the changes that are in this document 

actually implemented, then, in the '911 

A Yes. 

Q Okay. Do you know why these changes were 

contemplated? Is it just because of regionalization or was 

there some other problem that they were designed to deal 

with? 

A The regional version of MOOSA was designed to 

correct any known problems in the Southern Bell version of 

MOOSA. 

Q All right. And when you say any "known problems," 

how would those problems percolate up to your group to be 

identified? 

A Because everything in all of CRIS was looked at in 

the process of regionalization. And MOOSA was looked at as 

a subject, and we took it from A to Z: How do you do it 

now, and what do you know, what holes exist that yciu know 

of, and what axe we going to do about them? 

Q And were you on a particular group that did that? 

A There was a manager level group that sort of rode 

herd, if you will, over all of the various regional issues. 

Q And were you a party to that group? 

A Yes. 

- 
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- 
Q And so they looked at all problems in Flarida? 

A NO. 

Q 
MOOSA? 

Because Florida was the state that was using 

A No, what they were doing was looking at everything 

pertaining to regionalization. And within that, M O X A  was 

one of the subjects. And within that, we looked at 

everything, any loose ends that may have been known at that 

time with the idea that the new system would be better than 

the old one. 

Q And how did you identify the loose ends? How were 

they identified? 

A Talked to programmers, I guess. 

Q Was some kind of audit, or system audit or 

whatever done at that time? 

A NO. 

Q What loose ends do you remember? 

A The problem about the journalization, which was 

corrected. 

Q What other problems? 

A And the problem about the installment credits not 

be taken into account are the two major ones that I 

remember. 

Q N o  problem with the taxing code .logic and %au that 

was done? 

i 
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A No. 

Q I need to show you, if I can find it quickly 

enough, Exhibit 25. 

(Exhibit Number 25 marked for identification.) 

MR. BAER: Who was the person above the managers 

that asked the managers to get together and discuss th 

problem? 

WITNESS MILLER: Pardon me? There wasn't a person 

-- there wasn't one person over this. 

MR. BAER: You all just decided to get together? 

WITNESS MILLER: No. It was addressed because of 

the CRIS system being regionalized. Everything in CRIS 

was addressed. And this was just one of them. Every 

subject matter in CRIS was looked at to see how are we 

going to do this regionally, and what needs to be done 

differently, if anything. MOOSA was no exception. 

BY MS. RICHARDSON: 

Q Okay. Exhibit 25 is covered by a letter from 

Mr. Easterling to a Mr. T.W. Robinson, and includes in that 

exhibit an audit done in October of 1989. And if you could, 

I'd like for you to turn -- let me see if I can find it -- 
to Page 3, and under, 

A (By Witness Miller) Can you tell me -- can you 
kind of direct me to where we are? 

i 
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Q 1.m on Page 3, Number 2 of -- 
A Oh, okay. It's big as life. I've got it. 

P I do that, too. I never read the headings of 

things. (Pause) 

A I don't see anywhere in here where it says this is 

in connection with 

Q I guess we need to go back to the very 

introduction. 

et cetera. And in Mr. Easterling's 

letter, 

." so, 

perhaps I'm wrong. I thought this dealt with -- and in the 

introduction, Paragraph 3, 

One of the reasons I'm questioning this is because 

is - . -  this is talking about 

Q Right. 

.. 
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A so, I 

do not -- 
Q Okay. So, this does not at all apply? 

A I don't believe so, no. 

A (By Witness Gargiulo) 

I believe. 

Q Okay. 

A (By Witness Miller) 

category of those. 

A 

Q 

Page 2? 

A 

A 

Q 

A 

Q 

And rould just be one 

(By Witness Gargiula , Rig-- t. 

So then the findings for MOOSA are restricted to 

(By Witness Miller) It appears -- 
(By Witness Gargiulo) Number 1. 

No. 

Okay. So, it didn't - 'ply at all 
doing in the 

A No; no, it does not. 

Q Okay. 
.. 

that you discaased in your meeting -- 
A NO. 

D wh L W  
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Q -- when you were discussing 

- 
A No, because. - - 

anyway. I don’t think anyfAinqwas 

done different pertaining to there. 

(Exhibit Number 26 marked for identification.) 

BY US. RICHARDSON: 

Q Okay. And this came with your group of exhibits 

that you brought with you. It is a September ZOth, 1991 

memorandum to operation managers. And, Ms. Miller, I 

believe you are copied on this particular exhibit? 

A (By Witness Miller) Yes. 

Q And I believe you have already told me that you 

are familiar with the MOOSA procedures that were in 

operation in September of ‘91? 

A Yes. 

Q All right. And then this document is familiar to 

you. Could you look at the reports on Pages 6 and 8, I 

think. On Page 6, under CRIS manual handling report - 
processing -- 

A It’s a short page? 

Q Yes, it’s a short page. 

A Okay - 
Q “Under no conditions should a mechanized 

miscellaneous adjustment be issued. If an HU?L is Issued, a 

.I. 
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- 
MOOSA OC&C credit will not be reflected on the customer's 

statement; thus, a MOOSA audit trail will not exist." Can 

yoa explain what is going on there? 

A (By Witness Gargiulo) I'll address that, because 

this is our procedures. There was some confusion a.t some 

point and occasionally service reps were issuing MMAs 

instead of letting MOOSA handle it. So, this was just once 

more pointing out that, "No, we have a MOOSA process to 

handle it. Do not do it via the MMA. If you get a manual 

handling, then you will do it that way." 

Q What is a mechanized miscellaneous adjustment? 

A It's an adjustment process that we have to adjust 

local service and different -- 
A (By Witness Miller) It's something that -- 
A (By Witness Gargiulo) -- pieces of the customer's 

account. 

A (By Witness Miller) And it results in an 

adjustment to the bill. It does not result in an CC&C on 

his bill. 

A (By Witness Gargiulo) Right. 

Q Okay. So, if I could come up with an example. 

For instance, a customer calls in and decides he no longer 

wants call forwarding, would an MMA be done? 

A (By Witness Gargiulo) No. An MMA wouldn't be done 

there. A good example would be what you asked earlier. If 
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.. 
a customer said, "I was out of service," and no MOOSA was 

processed on that customer*s account for some reason, we 

don't have any indication that the customer was out of 

service. Butthe customer does say, "I was out of service 

for two days. 

customer an out-of-service credit. Or maybe there is some 

indication that there was some problem, but there was never 

really a trouble report and repair. So, therefore, MOOSA 

didn't come through. We will do it via an MMA. 

Then we may just go ahead and give that 

Q Okay. So, if there is any LMOS history, 

basically, then -- 

A MOOSA will handle it. 

Q -- it's going to be a MOOSA handling, and that 

could end up with the reconciliation report or any number of 

other reports that come through that processes, is what 

you're saying. But if it's just a customer calls in and 

complains, and he had not filed an official trouble report, 

then the company may, out of the goodness of their heart, go 

ahead and do that on an MMA? 

A Right. 

Q Okay. Then the MMA blocks an audit trail, from 

going back -- 
A Exactly, because it does not generate an OCLC 

credit. It just generates a credit against a castomer's 

bill. So, there is no OCLC. 

i 
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(Off the record.) 

(Exhibit 27 marked for identification.) 

BY Ms. RICHARDSON: 

Q Again, this may be a copy of something we have 

already seen, but with a lot more pages attached to it. 

It's the CRIS Accounts Release 22. And, Ms. Miller, I 

believe I have you on there as the coordinator/originator? 

A (By Witness Miller) That is correct. 

Q All right. Is this the full, complete document of 

this Release 227 

A Yes, it is. 

Q All right. And what I've shown you before was 

maybe just portions of it? 

A It was the general description portion at the 

front and then one selected other page. This is the entire 

document? 

Q Okay. And toward the back here that we didn't 

have earlier, where we are getting into data 

dictionary/record layout changes, can you tell me the 

purpose of each one of those program modifications? Is this 

for a systems person to look at? 

A Yes. 

Q And make various changes in the actual program, 

the software? 

A Yes. 
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.. 
Q Okay - 
A (By Witness Gargiulo) The purpose of a program 

modification is to be used by a programmer or programmers. 

Q Okay. Let me see. I've got that. I think I had 

one other question. Is this, then, the 1992 version? Do 

you know? 

A I don't know. 

Q It says 1992 on the bottom. 

A Let me find the other one, and see what the deal 

is here. 

Do you have the other one with just the two pages? 

The other one was dated 1990 and was labeled, "Revision 1." 

This is dated '92 and was labeled, "Revision 3." So, it is 

the same document. 

Q Okay. Were there any differences between Revision 

1 and Revision 3? 

A There would have been some or there would not have 

been a revision. 

Q Okay. So, when I go through, then, if I compare 

whatever is different in this f r o m  the first one, will be 

revisions that were made? 

A Yes. 

Q Do you know if the audit that you had referred to 

earlier in a memo that you were aware of that raised 

everybody's hands, had any impact on this revision, or was 
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* 

this also just regfonalization? 

A It did not have any impact on it. The normal 

method of working a program modification is you dea,ign it, 

you gather all the programmers. 

"walk through," anything that was left out, anything that 

anybody asks that might need to be added, so there will be 

-- complete documentation will get added, thus you will have 
a revision. It's very normal to have several revinions to a 

program modification during the design and testing phase. 

You have what we call a 

Q Okay. Is this something that's done every year? 

Is it an annual basis that these groups get together and 

look at MOOSA and figure out what problems there are and 

what changes need to be done? 

A No, that's not done like that. This was 

specifically connected with Release 22, which was the 

regionalization release. 

Q Okay. Have these changes actually been 

implemented in '92 that are on this document? 

A Yes. 

Q I think you told me for the '90 document that it's 

usually about a year out before the changes go intci effect? 

A No, a year out is about when you start designing 

it. 

P Okay. So, this was designed in '911 

A Well, the first design was in '90, because that is 
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h w  the program modification is dated. All this m m s  is 

t h a t  some change w a s  made to this document, and it was 

reprinted on June the 18th. That is actually a p r h t  date. 

Q Okay. But the Revision 3 puts me on notice? 

A Yes. And in Paragraph 5.01 it says that this was 

sent out effective with CRIS Release 22. So, these program 

changes would have gone out. This may have been a 

documentation only change, because I don't see any change 

bars even in it. I think probably somebody just printed a 

new version of it, and that is why it has got a '92 date on 

it. 

Q Okay. 

A Because the system will automatically put the date 

that you print it. 

MS. RICHARDSON: Okay. I think I can let you go. 

I'm sorry. Did you have a quick question? 

MR. VINSON: Yes, I have a couple of questions, 

I'd address to both witnesses, but I think they might 

be best answered by Ms. Gargiulo. 

CROSS EXAMINATION 

BY MR. VINSON: 

Q Referring to Exhibit 21, which was a list of 

changes, and I just would -- maybe it would help to read it 

to you real quickly, the one I'm interested in. It says, 

"Effective around the first week of O c t o b e r  the fol.loving 
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- 
changes vere- made to the LMOS MOOSA processing." 

fm the context of this exhibit it is October 1991 that's 

being referred to. Then No. 1 there it says, "LUOS started 

passing all MOOSA records to CRIS." 

was the previous process if this is a new change? 

I think 

Could you answer what 

A (By Witness Gargiulo) No, I can't at all. 

Q Ms. Miller? 

A (By Witness Miller) No. This is the same thing 

that came up earlier that we don't remember or we don't know 

what they were not passing before. 

Q Skipping down to the middle of that same first 

page of the exhibit, effective January 16th, 1992, the 

change noted is that rebates were awarded for disposition 

codes af 090X and 1OXX. Do you know what those disposition 

codes refer to? 

A (By Witness Gargiulo) No, I don't. 

Q On a separate subject matter, does MOOSA currently 

exclude from rebates troubles that were bulk status? Does 

that term ring a bell? 

A I've heard the term, but I don't really you 

know, it's one of those terms I've heard. 

Q Ms. Miller, does that mean anything to you? 

A (By Witness Miller) No. I think that is an LMOS 

question. 

MR. VINSON: Those are the only questions I have. 

. 
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I, 5bll~ FAUROT; Court Reporter, Notary Public in 

and for the State of Flurlda at Large: 

DO HEREBY CERTIFY that the foregoing proceedings 

was taken before me at the time and place therein 

designated; that before testimony was taken the 

witness/witnesses were duly sworn; that my shorthand notes 

were thereafter reduced to typewriting: and the foregoing 

pages numbered 1 through 121 are a true and correct record 

of the proceedings. 

I FURTHER CERTIFY that I am not a relative, 

employee, attorney or counsel of any of the parties, nor 

relative or employee of such attorney or counsel, or 

financially interested in the foregoing action. 
2%- 

WITNESS My HAND AND SEAL this 3 day of 

November, 1992, in the City of Tallahassee, County of Leon, 

State of Florida. 

3 FAUROT, Court Reporter 
?Jpq Public in and :Cor-the 
State of Florida atLiuge 
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